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The advent of the year 2021 saw an unabated spell of COVID-19 pandemic which 
hampered the operations of a number of Government agencies to a considerable 
degree. However, the situation did not exacerbate during the second and third 
quarter of the year; and gradually improved in the last quarter, enabling a rapid 
resumption of the normal functioning of the agencies. This had a salutary effect on 
the working of the Office of the Wafaqi Mohtasib as the processing of complaints 
became faster, easier and more meaningful as majority of the agencies started 
submitting reports in response to the complaints without delay and their 
representatives resumed attending the hearings personally. 

The Office of the Wafaqi Mohtasib received 110,398 public complaints of 
mal-administration on the part of the Government agencies and managed to dispose 
of 106,808 complaints during the year 2021 as against the receipt of 133,521 and 
disposal of 130,112 complaints last year. 
The main reason for this decline in 
receipts was that more than 39,700 
complaints were received against BISP/ 
EHSAAS Program in the year 2020 as 
the number of beneficiaries of the one 
time financial assistance announced by 
the Government far exceeded the 
number of applicants. Similarly, 7000 complaints were received against Pakistan 
Post Office Department (PPOD) during the preceding year because of the Agency’s 
weak Complaint Resolution Mechanism which improved considerably in 2021.

The Federal Ombudsmen Institutional Reforms Act 2013 provides that the 
Ombudsman shall dispose of a complaint within a period of 60 days. This timeline 
was meticulously followed by the Investigation as well as Appraising Officers of 
the WMS and all the complaints were disposed of within the statutory timeline 
with the exception of a few complaints which took more time in processing due to 
requirement of additional information from the complainants or the Agency 
concerned to reach a logical conclusion and a meaningful decision. 

The trend to file online complaints continued in 2021. A total of 42,237 online 
complaints were filed by the general public out of which 15,692 were registered 
through the WMS website, 10,127 
through the mobile App of the WMS and 
16,418 through the Integrated 
Complaint Resolution (ICR) system.  
Under the ICR system, all those 
complaints which are registered 
directly with the Agency concerned but 
remain un-resolved for more than 30 
days, are automatically transferred to 
the Complaint Management 

Information System (CMIS) of the WMS and are processed and disposed of in the 
normal way. The WMS has developed interface with 178 agencies through the 
CMIS. 

Analysis of the data pertaining to the complaints lodged during the year under 
report shows that maximum number of complaints were against DISCOs. 
Generally these complaints were 
regarding excessive billing. The 
electricity complaints were 
50,077 in number i.e. 45.36% of the 
total complaints in 2021 as against 
39,596 (29.65%) in the year 2020. The 
complaints against SNGPL registered 
15.35% increase, i.e. from 7,782 in the year 
2020 to 8,978 in the year 2021. However, the complaints against SSGCL rose from 
7,328 in 2020 to 9,287 in 2021, registering 26.7% increase. The cumulative figure 
pertaining to number of complaints against both SNGPL & SSGCL was 18,265 in 
the year 2021 as compared to 15,110 in 
the year 2020 indicating a 20.8% 
increase. These complaints were 
generally regarding excessive / wrong / 
incorrect and detection billing, delay in 
providing connection / shifting and 
replacement of defective meters etc. 
The other complaints which were lesser 
in number related to improper supply of 
gas, non-installation of meters, non-repair of gas pipelines and delay in restoration 
of gas connection.

The other agencies against whom complaints continued to be lodged by the public 
at large included NADRA, Pakistan Post Office Department, BISP, AIOU, PBM, 
Pakistan Railways, SLICP,  IB,  EOBI, BF & GI, CDA, FIA, NHA, NBP, CDNS, 
PLI, Directorate General of Immigration and Passports and PTA etc. A statistical 
comparison of complaints received against some of the agencies during the years 
2020 & 2021 is available in the chapter titled “Volume, Causes and Redressal of 
Complaints Against Major Agencies”. 

The Outreach Complaint Resolution (OCR) Program which was started five years 
ago in January, 2016 but suffered a setback in the years 2020 and 2021 due to 
COVID-19 pandemic, demonstrated a modest recovery as the Investigating 
Officers of the WMS restarted 
undertaking visits to various tehsil/ 
district headquarters on pre-advertised 
dates to resolve public complaints 
against Federal agencies closer to the 
doorsteps of the complainants. A total of 
8,161 complaints were disposed of during the year 2021 as compared to 6,113 
complaints resolved in 2020. The OCR visits afforded a good opportunity to the 

complainants to get their complaints redressed closer to their doorsteps in a 
reasonably short period. On these 
occasions, the Investigating Officers 
also interacted with the local media, bar 
councils and press clubs to send the 
message across in the context of 
availability of this hassle free and cost 
free forum for resolving public 
complaints against mal-administration on the part of the Government agencies. 

The Appraising Team, constituted by the Wafaqi Mohtasib to minutely appraise 
each and every finding / recommendation to ensure uniformity and soundness of 
the recommendations / decisions and orders of the Wafaqi Mohtasib, continued to 
perform its function under a seasoned Senior Advisor. The team comprises very 
experienced retired civil service officers, judges and professionals having vast 
experience of public service. No finding is submitted to the Wafaqi Mohtasib for 
approval unless it passes through the Appraisal Team who scrutinizes each and 
every finding from all angles before submission to the Mohtasib. A litmus test for 
checking the efficacy of the Appraisal Team is the number of representations filed 
to the President by the aggrieved parties against the findings / recommendations 
of the Wafaqi Mohtasib. The fact that the number of representations constituted 
only 0.70% of the total disposal of complaints during the year 2021 is a clear 
manifestation of the effectiveness of the Appraisal Team

A sensitive and important aspect of the operational activities of the Office of 
Wafaqi Mohtasib is to enforce implementation of the decisions, orders, 
recommendations and findings of the Wafaqi Mohasib. In this context, the Federal 
Ombudsmen Institutional Reforms Act 2013 gives powers of a civil court to the 
Wafaqi Mohtasib to get his recommendations, orders or decisions implemented. He 
also has the same powers, mutatis mutandis, as the Supreme Court has to punish 
for contempt. Additionally, the law empowers him to punish for contempt as 
provided in the Contempt of Court Ordinance, 2003. The WMS has an 
Implementation Wing headed by a Senior Advisor alongwith experienced officers 
and staff. A separate interface of the Implementation Wing in the CMIS facilitates 
efficient monitoring of the implementation status of the decisions / 
recommendations /orders of the Wafaqi Mohtasib. Regular hearings were held by 
the Implementation Wing throughout the year, resulting in achieving an 
implementation ratio of 92% by the close of the year 2021. The details are available 
in a separate chapter. The Wafaqi Mohtasib himself reviewed the performance of 
the Implementation Wing by holding periodical meetings of the implementation 
team throughout the year

The Federal Ombudsmen Institutional Reforms Act, 2013 empowers the Wafaqi 
Mohtasib to review any findings, recommendations, order or decision on a review 
petition made by an aggrieved party. During the year under report, only 947 
review petitions were received either from the complainants or the Agency 
concerned. A total of 147 review petitions pending during the last two months of 
the preceding year were also processed, making the total as 1,094, as compared to 

1,103 review petitions processed last year. Out of the 1,094 review petitions 
processed during the year 2021, a total 
of 920 petitions were decided whereas 
the remaining ones will be disposed of 
in the coming months. It is reassuring 
to note that the number of review 
petitions constituted only 0.89% of the 
total complaints decided. This very low 
percentage of review petitions is the 
result of the strenuous efforts made by 
the Investigating Officers to bring 
about understanding and compromise 
between the complainants and the agencies. 

A provision exists in the Federal Ombudsmen Institutional Reforms Act, 2013 that 
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 
recommendation of the Mohtasib.   
During the year under report, only 753 
representations were filed before the 
President, 319 by the complainants and 
434 by the agencies concerned. The 
number of representations constituted 
only 0.70% of the total number of 
complaints disposed of during the year. 
The last year’s percentage of the representations was 0.28%. The continuous very 
low percentage of representations to the President lends credence to the reliability 
and accuracy of the findings of the Wafaqi Mohtasib.

The President’s Order No.1 of 1983 empowers the Wafaqi Mohtasib to establish 
standing or advisory committees at specified places with specified jurisdiction for 
performing such functions of the Mohtasib as assigned to them. Accordingly, a few 
years back, the Office of the Wafaqi Mohtasib looked into the root causes of 
persistent complaints against various agencies with the objective to carry out 
systemic reforms.  High level committees of experts, professionals and seasoned 
civil service officers were constituted by the Wafaqi Mohtasib for this purpose. The 
committees accomplished their tasks and submitted 27 very valuable reports 
which were forwarded to the Government for further consideration and 
implementation of the recommendations contained in those reports.  Follow up 
meetings were held to monitor the progress during the year under report especially 
in the context of pension reforms, CDNS, overseas Pakistanis and prisoners, 
particularly the women and children in jails. In the context of prison reforms, 10 
progress reports have so far been submitted in the Supreme Court of Pakistan out 
of which two quarterly reports were submitted in the year 2021. During the 
meetings chaired by the Wafaqi Mohtasib in the context of prison reforms, the 
provincial authorities informed that District Oversight Committees have been 
constituted, more jails were being built, facilities upgraded, automation to develop 

interface among jails, courts and NADRA being done for monitoring and 
verification of the prisoners’ record; education and skill training facilities being 
ensured and free legal aid, especially to UTPs and for appeal purposes was being 
provided. Additionally, drug addicts and hardened criminals have been segregated 
from juveniles and women in jails. 

The One Window Facilitation Desks (OFWDs) established by the WMS at all 
international airports in Pakistan to instantly resolve the problems encountered 
by the incoming and outgoing passengers, especially the overseas Pakistanis, kept 
functioning smoothly during the year under report. Monthly reports were obtained 
from each Agency regarding redressal of complaints and with respect to 
responding to the queries of the travellers. Proper record of all such activities was 
kept in the WMS. During the year 2021, a total of 39,604 complaints / queries were 
received at the OWFDs out of which 39,595 were redressed / resolved on-the-spot; 
and action regarding the remaining 09 complaints was awaited. The agencies 
included OPF, NADRA, ASF, CAA, Pakistan Customs, DG IMPASS, Bureau of 
Emigration, FIA, ANF; and Ministries of Commerce, Foreign Affairs and Religious 
Affairs. All the relevant agencies are under instructions to ensure that their 
representatives are available at the OWFDs round the clock. The Wafaqi Mohtasib 
chaired a meeting with the Secretary, Ministry of Overseas Pakistanis and Human 
Resource Development as well as M.D. Overseas Employment Corporation on 16 
March 2021 to consider various measures to facilitate the overseas Pakistanis at 
OWFDs. He directed the concerned authorities to ensure presence of their 
representatives at the Facilitation Desks so that the overseas Pakistanis get their 
complaints resolved under one roof. 

Monitoring the performance of the Investigating as well as the Appraising Officers 
so as to ensure not only an equitable distribution of work but also the overall 
efficiency of the institution, the Wafaqi Mohtasib regularly reviewed the daily 
report generated through the CMIS indicating the workload, pendency and 
disposal of cases on the part of the said officers. He also undertook visits to the 
Regional Offices at Karachi, Lahore, Peshawar, Quetta, Gujranwala, Faisalabad 
and Sargodha to thoroughly review the performance of these Offices and assess 
their needs for further improvement in their functioning.  

One of the most significant events of the year 2021 was the visit of the Hon’ble 
President to the Wafaqi Mohtasib Secretariat (WMS), Islamabad on 15 June, 2021. 
A team of senior officers of the President’s Secretariat accompanied him on the 
visit. A presentation on the activities of the Office of Wafaqi Mohtasib was given to 
him in the conference room of the WMS on this occasion.  

The Hon’ble President was pleased to inform that during his interaction with the 
Prime Minister, Government officials and public representatives, he has been 
sensitizing them about the major role being played by the institution of Mohtasib 
in redressing the grievances of the general public against Government agencies. 
He remarked that a major section of the population was still not aware of the 
availability of this easily accessible forum and there was a need for the WMS to 
expand its role and activities. 

The Hon’ble President lauded the efforts of the WMS specifically in the prevention 
of crimes against children; and their protection from the unscrupulous elements of 
the society. Highlighting the importance and sensitivity of the job of the WMS, the 
Hon’ble President was pleased to call 
upon the officers and staff of the WMS 
to continue to demonstrate the same 
zeal and commitment keeping firmly in 
mind that they are all accountable for 
their deeds. He also offered complete 
support to the institution of Wafaqi 
Mohtasib for an efficient and efficacious 
discharge of its duties and functions. 
Concluding his remarks, the Hon’ble 
President was pleased to advise that 
the Mohtasib Secretariat should 
enhance its outreach & scope of 
activities; keep a stricter watch on the integrated agencies who do not timely 
resolve public complaints under the ICR system; duly project its activities in the 
media; and make all possible efforts to identify and address the problems of the 
overseas Pakistanis, especially in view of the recent extensive export of manpower. 
He further advised that the National Commissioner for Children, WMS should 
keep a liaison with the Ministry of Human Rights for the purpose of protection of 
the rights of children.

In line with the advice of the Hon’ble President to increase the geographical spread 
of the WMS and to increase its IT footprints in the country to cover a broader 
spectrum of the society, the regional representation of the WMS was increased 
gradually. After successfully establishing a Regional Office earlier at Kharan 
(Baluchistan), another office was established at Sargodha which became fully 
functional in the year 2021 to facilitate the people of the area to get their 

grievances against the Federal 
Government agencies redressed.  
Similarly, some more offices at Swat, 
Gilgit-Baltistan, Mirpur Khas and 
Khuzdar are also in the offing and 
expected to be functional in the near 
future. 

Special emphasis was placed on 
interaction with the media during the 
year under report. The Wafaqi Mohtasib 
continued to hold press conferences both at the Head Office, Islamabad and some 
Regional Offices to sensitize the media on the important activities and 
achievements of the WMS.  As a regular feature, quarterly News Bulletins both in 
Urdu and English were brought out and disseminated to keep the general public 
informed about the activities and important findings providing relief to the 
aggrieved citizens. Public awareness messages were also played on all TV and 
Radio channels across Pakistan with the help of PEMRA. At the instance of WMS, 
PTA also sent public awareness messages through all the cellular networks in 
Pakistan. Similarly, all important activities of the WMS were also regularly 
depicted on Facebook and Instagram pages of the WMS. During the year under 
report, the WMS issued a total of 35 press releases after important activities 
undertaken by it. 

As it is imperative for any organization to critically assess, evaluate and review its 
performance in both quantitative and qualitative terms so as to focus more on 
growth and fine tuning of the operational activities for the purpose of optimizing 
efficiency and efficacy, the 
Wafaqi Mohtasib 
commissioned a Case 
Study to review the entire 
gamut of activities of this 
institution including the 
expansion in the scope of 
its functions during the 
past 38 years. The study 
exhaustively reviewed the 
evolution process of the 
Office of Wafaqi Mohtasib 
in different periods, the 
impact of legal reforms, 
budgetary support 
provided by the 
Government, milestones 
achieved, the initiatives 
taken for the aggrieved citizens including the pensioners, widows, overseas 
Pakistanis and prisoners etc.; and a comparative analysis with ombudsman 
institutions in various parts of the world. The Case Study was presented to the 

Hon’ble President by the Wafaqi Mohtasib on 13 July, 2021 at the President’s 
Secretariat. The Hon’ble President was pleased to appreciate the study which 
concludes that this institution has not only succeeded in achieving its objectives 
but its impact on the governance / service delivery by the Federal agencies has 
been quite significant. 

The Wafaqi Mohtasib had a meeting with the Hon’ble Chief Justice of Pakistan on 
9 March, 2021 to brief him on the functioning, performance and achievements of 
the WMS since his earlier call on the Hon’ble Chief Justice in February, 2020.  He 
also briefed the Hon’ble Chief Justice on the progress on implementation of the 
recommendations contained in the report of the committee constituted by the 
Wafaqi Mohtasib for prison reforms. He further informed that all provinces have 
been directed by him to start integrated biometric identification system with all 
departments of criminal administrative justice system on priority basis. He also 
gave an overview of the actions taken in the context of the references made to the 
WMS by the Supreme Court of Pakistan with regard to mal-administration in 
police, prevention of fire incidents on Margalla Hills, environmental issues in the 
coastal areas of Pakistan, Education Sector Reforms, and issues relating to Civil 
Aviation Authority and the Karachi Port Trust.  The Hon’ble Chief Justice 
appreciated the efforts of the Wafaqi Mohtasib in the context of providing speedy 
justice to the citizens aggrieved by mal-administration of the Government 
agencies; and carrying out systemic reforms. 

Public complaints against the agencies 
responsible for development of housing 
projects and provision of various 
facilities remained in sharp focus of the 
Office of Wafaqi Mohtasib during the 
year 2021. The Wafaqi Mohtasib held a 
meeting on 20 August, 2021 in the 
Wafaqi Mohtasib Secretariat to review 

the progress on the Housing Projects undertaken by the CDA and FGEHA as also 
to consider sundry issues of the Housing Sector. The Chairman CDA gave a 
presentation on the projects undertaken by the CDA in the Islamabad Capital 
Territory, the challenges being faced and 
the reforms being carried out. He 
informed that a One Window 
Facilitation Centre was being 
established where problems of the 
citizens would be resolved under one 
roof after computerization of the entire 
record of the CDA. The Wafaqi 
Mohtasib directed the Chairman CDA 
to quickly digitize the record of the CDA 
for the purpose of improving efficiency 
and bringing greater transparency in 
its systems / procedures; resolve the 
problem of non-availability of access 
roads for the private housing societies as well as FGEHA on priority basis; ensure 
early completion of the projects, especially the ones launched to facilitate the 
general public; and ensure implementation of all findings of the WMS pertaining 
to CDA. 

On this occasion, the representative of the FGEHA also gave a briefing on the 
progress on various projects of the Authority, the impediments faced and the 
remedial measures being taken. The Wafaqi Mohtasib directed the FGEHA to 
make every effort to complete the ongoing projects as quickly as possible by 
utilizing all its resources for the purpose. He further directed the Agency to 
seriously and transparently deal with the issue of non-allotment of plots to many 
eligible members during the balloting for F-14/15, highlight in the media as well as 
on the website of the FGEHA the measures being taken to accommodate the 
remaining eligible members and place on its website the policy and plans of the 
FGEHA and all allied information which should be updated regularly.

The Office of the Wafaqi Mohtasib 
received 110,398 public complaints 
of mal-administration on the part 
of the Government agencies and 
managed to dispose of 106,808 
complaints during the year 2021.

A total of 42,237 online complaints 
were filed by the general public out 
of which 15,692 were registered 
through the WMS website, 10,127 
through the mobile App of the 
WMS and 16,418 through the 
Integrated Complaint Resolution 
(ICR) system.

Taking cognizance of the gravity of the ever increasing cybercrimes against 
children, number of meetings with the stakeholders were held. A study was also 
undertaken on the subject; and a Plan of Action was suggested after taking on 
board the FIA, Ministry of IT and other stakeholders to control the menace. A draft 
legal reforms bill, titled “Prevention and Control of Cybercrimes against Children 
Bill 2021 was prepared for amendments in PECA 2016, Qanoon-i-Shahadat Order, 
1984 and other relevant laws. Besides, judicial and police academies would now 
also focus on prevention and control of cybercrimes against children in their all 
training programs. On 3 June, 2021, the Wafaqi Mohtasib chaired a meeting of the 
Task Force on Cyber Crimes against 
Children, especially dissemination of 
the videos of Child Abuse in social 
media, Dark Web and in local market. 
Besides, the 5th National Consultative 
Meeting for raising awareness on 
prevention and control of cyber-crimes 
against children was chaired by the 
Wafaqi Mohtasib on 8 November, 2021. 
The meeting was informed that the WMS has developed a road map for 
strengthening laws and mechanism for effective enforcement to control 
cybercrimes against children. The meeting was attended by participants from 
National Police Academy, FIA, Ministry of Religious Affairs, Police and Judicial 
Academies and Prosecution Departments of all the provinces and prominent NGOs 
working for child rights. Similarly, a meeting on awareness raising to combat 
children’s online sexual abuse and exploitation was chaired by the Wafaqi 
Mohtasib at WMS Regional Office, Lahore. It was, inter alia, decided to constitute 
a Working Group on awareness raising on cybercrimes against children. 

Other performance highlights of the Office of Wafaqi Mohtasib during the year 
under report are as follows:

Other Highlights

♦ In fulfillment of the 
requirement of 
Article 28 of the 
President’s Order 
No.1 of 1983, the 
Wafaqi Mohtasib 
presented the 
Annual Report for 
the calendar year 
2020 to the Hon’ble 
President of 
Pakistan on 4 
March 2021 at 
A i w a n - e - S a d r , 
Islamabad.

 ♦ Meetings with provincial Chief Secretaries of Sindh and KPK were chaired 
by the Wafaqi Mohtasib to monitor the implementation of the 
recommendations of the 
Committee on Prison Reforms 
and to remove the bottlenecks in 
improving the living conditions 
of the inmates of the prisons. 
Two periodic reports on 
implementation of the 
recommendations of the 
Committee on Prison Reforms 
have been submitted in the 
Hon’ble Supreme Court of 
Pakistan during the period under 
report. Ten such reports have so far been submitted. 

♦ Wafaqi Mohtasib chaired periodical meetings at the Head Office, Islamabad 
as well as at various Regional Offices including R.O. Karachi, Lahore, 
Hyderabad, Faisalabad, Gujranwala and Peshawar to ensure smooth flow 
of work including disposal of complaints, monitoring the implementation of 
findings and to address the administrative issues. The Heads of various 
Agencies were also invited to attend the meetings for the purpose of 
thrashing out the issues causing public complaints against their respective 
agencies. They were advised to strictly follow their in-built Complaint 
Management System for quick redressal of public complaints. The Wafaqi 
Mohtasib also interacted with the media on these occasions.

♦ Wafaqi Mohtasib held meeting with the Director General National Savings 
on 20 January, 2021 for the purpose of further facilitating its customers in 
the context of 
disbursement of 
profit and 
resolving the issue 
of succession 
certificate for the 
family of the 
deceased CDNS 
account holders 
who passed away 
leaving behind the 
investment of over 
Rs.100,000/-. The 
D.G. informed that 
succession certificates would now be issued by NADRA. The Wafaqi 
Mohtasib directed the DG CDNS to ensure better facilities and services to 
senior citizens and widows.

♦ Wafaqi Mohtasib held press conferences both at the Head Office and some 

Regional Offices and also gave interviews to some TV News channels and 
Newspapers / Magazines on the functioning and achievements of his Office.

Towards the close of the year under review, the Wafaqi Mohtasib’s Office witnessed 
the change of command at the top. The 7th Federal Ombudsman Syed Tahir 
Shahbaz, completed his extended term of office on 26 December 2021. 

The incumbent Federal Ombudsman who was sworn in on 27 December 2021, has 
been associated with this Office as Senior Advisor for over twelve years. His 
appointment marked the coming of age of the institution as it was able to provide 
leadership from within its own fold. The last chapter of the Annual Report titled, 
‘Goalposts for the Future’, accordingly carries stamp of the incumbent 
Ombudsman’s vision for the institution.

CHAPTER 1
YEAR IN REVIEW: 2021
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YEAR IN REVIEW: 2021

The advent of the year 2021 saw an unabated spell of COVID-19 pandemic which 
hampered the operations of a number of Government agencies to a considerable 
degree. However, the situation did not exacerbate during the second and third 
quarter of the year; and gradually improved in the last quarter, enabling a rapid 
resumption of the normal functioning of the agencies. This had a salutary effect on 
the working of the Office of the Wafaqi Mohtasib as the processing of complaints 
became faster, easier and more meaningful as majority of the agencies started 
submitting reports in response to the complaints without delay and their 
representatives resumed attending the hearings personally. 

The Office of the Wafaqi Mohtasib received 110,398 public complaints of 
mal-administration on the part of the Government agencies and managed to dispose 
of 106,808 complaints during the year 2021 as against the receipt of 133,521 and 
disposal of 130,112 complaints last year. 
The main reason for this decline in 
receipts was that more than 39,700 
complaints were received against BISP/ 
EHSAAS Program in the year 2020 as 
the number of beneficiaries of the one 
time financial assistance announced by 
the Government far exceeded the 
number of applicants. Similarly, 7000 complaints were received against Pakistan 
Post Office Department (PPOD) during the preceding year because of the Agency’s 
weak Complaint Resolution Mechanism which improved considerably in 2021.

The Federal Ombudsmen Institutional Reforms Act 2013 provides that the 
Ombudsman shall dispose of a complaint within a period of 60 days. This timeline 
was meticulously followed by the Investigation as well as Appraising Officers of 
the WMS and all the complaints were disposed of within the statutory timeline 
with the exception of a few complaints which took more time in processing due to 
requirement of additional information from the complainants or the Agency 
concerned to reach a logical conclusion and a meaningful decision. 

The trend to file online complaints continued in 2021. A total of 42,237 online 
complaints were filed by the general public out of which 15,692 were registered 
through the WMS website, 10,127 
through the mobile App of the WMS and 
16,418 through the Integrated 
Complaint Resolution (ICR) system.  
Under the ICR system, all those 
complaints which are registered 
directly with the Agency concerned but 
remain un-resolved for more than 30 
days, are automatically transferred to 
the Complaint Management 

Information System (CMIS) of the WMS and are processed and disposed of in the 
normal way. The WMS has developed interface with 178 agencies through the 
CMIS. 

Analysis of the data pertaining to the complaints lodged during the year under 
report shows that maximum number of complaints were against DISCOs. 
Generally these complaints were 
regarding excessive billing. The 
electricity complaints were 
50,077 in number i.e. 45.36% of the 
total complaints in 2021 as against 
39,596 (29.65%) in the year 2020. The 
complaints against SNGPL registered 
15.35% increase, i.e. from 7,782 in the year 
2020 to 8,978 in the year 2021. However, the complaints against SSGCL rose from 
7,328 in 2020 to 9,287 in 2021, registering 26.7% increase. The cumulative figure 
pertaining to number of complaints against both SNGPL & SSGCL was 18,265 in 
the year 2021 as compared to 15,110 in 
the year 2020 indicating a 20.8% 
increase. These complaints were 
generally regarding excessive / wrong / 
incorrect and detection billing, delay in 
providing connection / shifting and 
replacement of defective meters etc. 
The other complaints which were lesser 
in number related to improper supply of 
gas, non-installation of meters, non-repair of gas pipelines and delay in restoration 
of gas connection.

The other agencies against whom complaints continued to be lodged by the public 
at large included NADRA, Pakistan Post Office Department, BISP, AIOU, PBM, 
Pakistan Railways, SLICP,  IB,  EOBI, BF & GI, CDA, FIA, NHA, NBP, CDNS, 
PLI, Directorate General of Immigration and Passports and PTA etc. A statistical 
comparison of complaints received against some of the agencies during the years 
2020 & 2021 is available in the chapter titled “Volume, Causes and Redressal of 
Complaints Against Major Agencies”. 

The Outreach Complaint Resolution (OCR) Program which was started five years 
ago in January, 2016 but suffered a setback in the years 2020 and 2021 due to 
COVID-19 pandemic, demonstrated a modest recovery as the Investigating 
Officers of the WMS restarted 
undertaking visits to various tehsil/ 
district headquarters on pre-advertised 
dates to resolve public complaints 
against Federal agencies closer to the 
doorsteps of the complainants. A total of 
8,161 complaints were disposed of during the year 2021 as compared to 6,113 
complaints resolved in 2020. The OCR visits afforded a good opportunity to the 

complainants to get their complaints redressed closer to their doorsteps in a 
reasonably short period. On these 
occasions, the Investigating Officers 
also interacted with the local media, bar 
councils and press clubs to send the 
message across in the context of 
availability of this hassle free and cost 
free forum for resolving public 
complaints against mal-administration on the part of the Government agencies. 

The Appraising Team, constituted by the Wafaqi Mohtasib to minutely appraise 
each and every finding / recommendation to ensure uniformity and soundness of 
the recommendations / decisions and orders of the Wafaqi Mohtasib, continued to 
perform its function under a seasoned Senior Advisor. The team comprises very 
experienced retired civil service officers, judges and professionals having vast 
experience of public service. No finding is submitted to the Wafaqi Mohtasib for 
approval unless it passes through the Appraisal Team who scrutinizes each and 
every finding from all angles before submission to the Mohtasib. A litmus test for 
checking the efficacy of the Appraisal Team is the number of representations filed 
to the President by the aggrieved parties against the findings / recommendations 
of the Wafaqi Mohtasib. The fact that the number of representations constituted 
only 0.70% of the total disposal of complaints during the year 2021 is a clear 
manifestation of the effectiveness of the Appraisal Team

A sensitive and important aspect of the operational activities of the Office of 
Wafaqi Mohtasib is to enforce implementation of the decisions, orders, 
recommendations and findings of the Wafaqi Mohasib. In this context, the Federal 
Ombudsmen Institutional Reforms Act 2013 gives powers of a civil court to the 
Wafaqi Mohtasib to get his recommendations, orders or decisions implemented. He 
also has the same powers, mutatis mutandis, as the Supreme Court has to punish 
for contempt. Additionally, the law empowers him to punish for contempt as 
provided in the Contempt of Court Ordinance, 2003. The WMS has an 
Implementation Wing headed by a Senior Advisor alongwith experienced officers 
and staff. A separate interface of the Implementation Wing in the CMIS facilitates 
efficient monitoring of the implementation status of the decisions / 
recommendations /orders of the Wafaqi Mohtasib. Regular hearings were held by 
the Implementation Wing throughout the year, resulting in achieving an 
implementation ratio of 92% by the close of the year 2021. The details are available 
in a separate chapter. The Wafaqi Mohtasib himself reviewed the performance of 
the Implementation Wing by holding periodical meetings of the implementation 
team throughout the year

The Federal Ombudsmen Institutional Reforms Act, 2013 empowers the Wafaqi 
Mohtasib to review any findings, recommendations, order or decision on a review 
petition made by an aggrieved party. During the year under report, only 947 
review petitions were received either from the complainants or the Agency 
concerned. A total of 147 review petitions pending during the last two months of 
the preceding year were also processed, making the total as 1,094, as compared to 

1,103 review petitions processed last year. Out of the 1,094 review petitions 
processed during the year 2021, a total 
of 920 petitions were decided whereas 
the remaining ones will be disposed of 
in the coming months. It is reassuring 
to note that the number of review 
petitions constituted only 0.89% of the 
total complaints decided. This very low 
percentage of review petitions is the 
result of the strenuous efforts made by 
the Investigating Officers to bring 
about understanding and compromise 
between the complainants and the agencies. 

A provision exists in the Federal Ombudsmen Institutional Reforms Act, 2013 that 
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 
recommendation of the Mohtasib.   
During the year under report, only 753 
representations were filed before the 
President, 319 by the complainants and 
434 by the agencies concerned. The 
number of representations constituted 
only 0.70% of the total number of 
complaints disposed of during the year. 
The last year’s percentage of the representations was 0.28%. The continuous very 
low percentage of representations to the President lends credence to the reliability 
and accuracy of the findings of the Wafaqi Mohtasib.

The President’s Order No.1 of 1983 empowers the Wafaqi Mohtasib to establish 
standing or advisory committees at specified places with specified jurisdiction for 
performing such functions of the Mohtasib as assigned to them. Accordingly, a few 
years back, the Office of the Wafaqi Mohtasib looked into the root causes of 
persistent complaints against various agencies with the objective to carry out 
systemic reforms.  High level committees of experts, professionals and seasoned 
civil service officers were constituted by the Wafaqi Mohtasib for this purpose. The 
committees accomplished their tasks and submitted 27 very valuable reports 
which were forwarded to the Government for further consideration and 
implementation of the recommendations contained in those reports.  Follow up 
meetings were held to monitor the progress during the year under report especially 
in the context of pension reforms, CDNS, overseas Pakistanis and prisoners, 
particularly the women and children in jails. In the context of prison reforms, 10 
progress reports have so far been submitted in the Supreme Court of Pakistan out 
of which two quarterly reports were submitted in the year 2021. During the 
meetings chaired by the Wafaqi Mohtasib in the context of prison reforms, the 
provincial authorities informed that District Oversight Committees have been 
constituted, more jails were being built, facilities upgraded, automation to develop 

interface among jails, courts and NADRA being done for monitoring and 
verification of the prisoners’ record; education and skill training facilities being 
ensured and free legal aid, especially to UTPs and for appeal purposes was being 
provided. Additionally, drug addicts and hardened criminals have been segregated 
from juveniles and women in jails. 

The One Window Facilitation Desks (OFWDs) established by the WMS at all 
international airports in Pakistan to instantly resolve the problems encountered 
by the incoming and outgoing passengers, especially the overseas Pakistanis, kept 
functioning smoothly during the year under report. Monthly reports were obtained 
from each Agency regarding redressal of complaints and with respect to 
responding to the queries of the travellers. Proper record of all such activities was 
kept in the WMS. During the year 2021, a total of 39,604 complaints / queries were 
received at the OWFDs out of which 39,595 were redressed / resolved on-the-spot; 
and action regarding the remaining 09 complaints was awaited. The agencies 
included OPF, NADRA, ASF, CAA, Pakistan Customs, DG IMPASS, Bureau of 
Emigration, FIA, ANF; and Ministries of Commerce, Foreign Affairs and Religious 
Affairs. All the relevant agencies are under instructions to ensure that their 
representatives are available at the OWFDs round the clock. The Wafaqi Mohtasib 
chaired a meeting with the Secretary, Ministry of Overseas Pakistanis and Human 
Resource Development as well as M.D. Overseas Employment Corporation on 16 
March 2021 to consider various measures to facilitate the overseas Pakistanis at 
OWFDs. He directed the concerned authorities to ensure presence of their 
representatives at the Facilitation Desks so that the overseas Pakistanis get their 
complaints resolved under one roof. 

Monitoring the performance of the Investigating as well as the Appraising Officers 
so as to ensure not only an equitable distribution of work but also the overall 
efficiency of the institution, the Wafaqi Mohtasib regularly reviewed the daily 
report generated through the CMIS indicating the workload, pendency and 
disposal of cases on the part of the said officers. He also undertook visits to the 
Regional Offices at Karachi, Lahore, Peshawar, Quetta, Gujranwala, Faisalabad 
and Sargodha to thoroughly review the performance of these Offices and assess 
their needs for further improvement in their functioning.  

One of the most significant events of the year 2021 was the visit of the Hon’ble 
President to the Wafaqi Mohtasib Secretariat (WMS), Islamabad on 15 June, 2021. 
A team of senior officers of the President’s Secretariat accompanied him on the 
visit. A presentation on the activities of the Office of Wafaqi Mohtasib was given to 
him in the conference room of the WMS on this occasion.  

The Hon’ble President was pleased to inform that during his interaction with the 
Prime Minister, Government officials and public representatives, he has been 
sensitizing them about the major role being played by the institution of Mohtasib 
in redressing the grievances of the general public against Government agencies. 
He remarked that a major section of the population was still not aware of the 
availability of this easily accessible forum and there was a need for the WMS to 
expand its role and activities. 

The Hon’ble President lauded the efforts of the WMS specifically in the prevention 
of crimes against children; and their protection from the unscrupulous elements of 
the society. Highlighting the importance and sensitivity of the job of the WMS, the 
Hon’ble President was pleased to call 
upon the officers and staff of the WMS 
to continue to demonstrate the same 
zeal and commitment keeping firmly in 
mind that they are all accountable for 
their deeds. He also offered complete 
support to the institution of Wafaqi 
Mohtasib for an efficient and efficacious 
discharge of its duties and functions. 
Concluding his remarks, the Hon’ble 
President was pleased to advise that 
the Mohtasib Secretariat should 
enhance its outreach & scope of 
activities; keep a stricter watch on the integrated agencies who do not timely 
resolve public complaints under the ICR system; duly project its activities in the 
media; and make all possible efforts to identify and address the problems of the 
overseas Pakistanis, especially in view of the recent extensive export of manpower. 
He further advised that the National Commissioner for Children, WMS should 
keep a liaison with the Ministry of Human Rights for the purpose of protection of 
the rights of children.

In line with the advice of the Hon’ble President to increase the geographical spread 
of the WMS and to increase its IT footprints in the country to cover a broader 
spectrum of the society, the regional representation of the WMS was increased 
gradually. After successfully establishing a Regional Office earlier at Kharan 
(Baluchistan), another office was established at Sargodha which became fully 
functional in the year 2021 to facilitate the people of the area to get their 

grievances against the Federal 
Government agencies redressed.  
Similarly, some more offices at Swat, 
Gilgit-Baltistan, Mirpur Khas and 
Khuzdar are also in the offing and 
expected to be functional in the near 
future. 

Special emphasis was placed on 
interaction with the media during the 
year under report. The Wafaqi Mohtasib 
continued to hold press conferences both at the Head Office, Islamabad and some 
Regional Offices to sensitize the media on the important activities and 
achievements of the WMS.  As a regular feature, quarterly News Bulletins both in 
Urdu and English were brought out and disseminated to keep the general public 
informed about the activities and important findings providing relief to the 
aggrieved citizens. Public awareness messages were also played on all TV and 
Radio channels across Pakistan with the help of PEMRA. At the instance of WMS, 
PTA also sent public awareness messages through all the cellular networks in 
Pakistan. Similarly, all important activities of the WMS were also regularly 
depicted on Facebook and Instagram pages of the WMS. During the year under 
report, the WMS issued a total of 35 press releases after important activities 
undertaken by it. 

As it is imperative for any organization to critically assess, evaluate and review its 
performance in both quantitative and qualitative terms so as to focus more on 
growth and fine tuning of the operational activities for the purpose of optimizing 
efficiency and efficacy, the 
Wafaqi Mohtasib 
commissioned a Case 
Study to review the entire 
gamut of activities of this 
institution including the 
expansion in the scope of 
its functions during the 
past 38 years. The study 
exhaustively reviewed the 
evolution process of the 
Office of Wafaqi Mohtasib 
in different periods, the 
impact of legal reforms, 
budgetary support 
provided by the 
Government, milestones 
achieved, the initiatives 
taken for the aggrieved citizens including the pensioners, widows, overseas 
Pakistanis and prisoners etc.; and a comparative analysis with ombudsman 
institutions in various parts of the world. The Case Study was presented to the 

Hon’ble President by the Wafaqi Mohtasib on 13 July, 2021 at the President’s 
Secretariat. The Hon’ble President was pleased to appreciate the study which 
concludes that this institution has not only succeeded in achieving its objectives 
but its impact on the governance / service delivery by the Federal agencies has 
been quite significant. 

The Wafaqi Mohtasib had a meeting with the Hon’ble Chief Justice of Pakistan on 
9 March, 2021 to brief him on the functioning, performance and achievements of 
the WMS since his earlier call on the Hon’ble Chief Justice in February, 2020.  He 
also briefed the Hon’ble Chief Justice on the progress on implementation of the 
recommendations contained in the report of the committee constituted by the 
Wafaqi Mohtasib for prison reforms. He further informed that all provinces have 
been directed by him to start integrated biometric identification system with all 
departments of criminal administrative justice system on priority basis. He also 
gave an overview of the actions taken in the context of the references made to the 
WMS by the Supreme Court of Pakistan with regard to mal-administration in 
police, prevention of fire incidents on Margalla Hills, environmental issues in the 
coastal areas of Pakistan, Education Sector Reforms, and issues relating to Civil 
Aviation Authority and the Karachi Port Trust.  The Hon’ble Chief Justice 
appreciated the efforts of the Wafaqi Mohtasib in the context of providing speedy 
justice to the citizens aggrieved by mal-administration of the Government 
agencies; and carrying out systemic reforms. 

Public complaints against the agencies 
responsible for development of housing 
projects and provision of various 
facilities remained in sharp focus of the 
Office of Wafaqi Mohtasib during the 
year 2021. The Wafaqi Mohtasib held a 
meeting on 20 August, 2021 in the 
Wafaqi Mohtasib Secretariat to review 

the progress on the Housing Projects undertaken by the CDA and FGEHA as also 
to consider sundry issues of the Housing Sector. The Chairman CDA gave a 
presentation on the projects undertaken by the CDA in the Islamabad Capital 
Territory, the challenges being faced and 
the reforms being carried out. He 
informed that a One Window 
Facilitation Centre was being 
established where problems of the 
citizens would be resolved under one 
roof after computerization of the entire 
record of the CDA. The Wafaqi 
Mohtasib directed the Chairman CDA 
to quickly digitize the record of the CDA 
for the purpose of improving efficiency 
and bringing greater transparency in 
its systems / procedures; resolve the 
problem of non-availability of access 
roads for the private housing societies as well as FGEHA on priority basis; ensure 
early completion of the projects, especially the ones launched to facilitate the 
general public; and ensure implementation of all findings of the WMS pertaining 
to CDA. 

On this occasion, the representative of the FGEHA also gave a briefing on the 
progress on various projects of the Authority, the impediments faced and the 
remedial measures being taken. The Wafaqi Mohtasib directed the FGEHA to 
make every effort to complete the ongoing projects as quickly as possible by 
utilizing all its resources for the purpose. He further directed the Agency to 
seriously and transparently deal with the issue of non-allotment of plots to many 
eligible members during the balloting for F-14/15, highlight in the media as well as 
on the website of the FGEHA the measures being taken to accommodate the 
remaining eligible members and place on its website the policy and plans of the 
FGEHA and all allied information which should be updated regularly.

A total of 8,161 complaints were 
disposed of during the year 2021 as 
compared to 6,113 complaints 
resolved in 2020. 

The complaints against SNGPL 
registered 15.35% increase, i.e. 
from 7,782 in the year 2020 to 
8,978 in the year 2021. However, 
the complaints against SSGCL 
rose from 7,328 in 2020 to 9,287 in 
2021, registering 26.7% increase.

Maximum number of complaints 
were against DISCOs i.e. 50,077 in 
2021 (45.36% of the total 
complaints) as against 39,596 
(29.65%) in the year 2020.

Taking cognizance of the gravity of the ever increasing cybercrimes against 
children, number of meetings with the stakeholders were held. A study was also 
undertaken on the subject; and a Plan of Action was suggested after taking on 
board the FIA, Ministry of IT and other stakeholders to control the menace. A draft 
legal reforms bill, titled “Prevention and Control of Cybercrimes against Children 
Bill 2021 was prepared for amendments in PECA 2016, Qanoon-i-Shahadat Order, 
1984 and other relevant laws. Besides, judicial and police academies would now 
also focus on prevention and control of cybercrimes against children in their all 
training programs. On 3 June, 2021, the Wafaqi Mohtasib chaired a meeting of the 
Task Force on Cyber Crimes against 
Children, especially dissemination of 
the videos of Child Abuse in social 
media, Dark Web and in local market. 
Besides, the 5th National Consultative 
Meeting for raising awareness on 
prevention and control of cyber-crimes 
against children was chaired by the 
Wafaqi Mohtasib on 8 November, 2021. 
The meeting was informed that the WMS has developed a road map for 
strengthening laws and mechanism for effective enforcement to control 
cybercrimes against children. The meeting was attended by participants from 
National Police Academy, FIA, Ministry of Religious Affairs, Police and Judicial 
Academies and Prosecution Departments of all the provinces and prominent NGOs 
working for child rights. Similarly, a meeting on awareness raising to combat 
children’s online sexual abuse and exploitation was chaired by the Wafaqi 
Mohtasib at WMS Regional Office, Lahore. It was, inter alia, decided to constitute 
a Working Group on awareness raising on cybercrimes against children. 

Other performance highlights of the Office of Wafaqi Mohtasib during the year 
under report are as follows:

Other Highlights

♦ In fulfillment of the 
requirement of 
Article 28 of the 
President’s Order 
No.1 of 1983, the 
Wafaqi Mohtasib 
presented the 
Annual Report for 
the calendar year 
2020 to the Hon’ble 
President of 
Pakistan on 4 
March 2021 at 
A i w a n - e - S a d r , 
Islamabad.

 ♦ Meetings with provincial Chief Secretaries of Sindh and KPK were chaired 
by the Wafaqi Mohtasib to monitor the implementation of the 
recommendations of the 
Committee on Prison Reforms 
and to remove the bottlenecks in 
improving the living conditions 
of the inmates of the prisons. 
Two periodic reports on 
implementation of the 
recommendations of the 
Committee on Prison Reforms 
have been submitted in the 
Hon’ble Supreme Court of 
Pakistan during the period under 
report. Ten such reports have so far been submitted. 

♦ Wafaqi Mohtasib chaired periodical meetings at the Head Office, Islamabad 
as well as at various Regional Offices including R.O. Karachi, Lahore, 
Hyderabad, Faisalabad, Gujranwala and Peshawar to ensure smooth flow 
of work including disposal of complaints, monitoring the implementation of 
findings and to address the administrative issues. The Heads of various 
Agencies were also invited to attend the meetings for the purpose of 
thrashing out the issues causing public complaints against their respective 
agencies. They were advised to strictly follow their in-built Complaint 
Management System for quick redressal of public complaints. The Wafaqi 
Mohtasib also interacted with the media on these occasions.

♦ Wafaqi Mohtasib held meeting with the Director General National Savings 
on 20 January, 2021 for the purpose of further facilitating its customers in 
the context of 
disbursement of 
profit and 
resolving the issue 
of succession 
certificate for the 
family of the 
deceased CDNS 
account holders 
who passed away 
leaving behind the 
investment of over 
Rs.100,000/-. The 
D.G. informed that 
succession certificates would now be issued by NADRA. The Wafaqi 
Mohtasib directed the DG CDNS to ensure better facilities and services to 
senior citizens and widows.

♦ Wafaqi Mohtasib held press conferences both at the Head Office and some 

Regional Offices and also gave interviews to some TV News channels and 
Newspapers / Magazines on the functioning and achievements of his Office.

Towards the close of the year under review, the Wafaqi Mohtasib’s Office witnessed 
the change of command at the top. The 7th Federal Ombudsman Syed Tahir 
Shahbaz, completed his extended term of office on 26 December 2021. 

The incumbent Federal Ombudsman who was sworn in on 27 December 2021, has 
been associated with this Office as Senior Advisor for over twelve years. His 
appointment marked the coming of age of the institution as it was able to provide 
leadership from within its own fold. The last chapter of the Annual Report titled, 
‘Goalposts for the Future’, accordingly carries stamp of the incumbent 
Ombudsman’s vision for the institution.
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YEAR IN REVIEW: 2021

The advent of the year 2021 saw an unabated spell of COVID-19 pandemic which 
hampered the operations of a number of Government agencies to a considerable 
degree. However, the situation did not exacerbate during the second and third 
quarter of the year; and gradually improved in the last quarter, enabling a rapid 
resumption of the normal functioning of the agencies. This had a salutary effect on 
the working of the Office of the Wafaqi Mohtasib as the processing of complaints 
became faster, easier and more meaningful as majority of the agencies started 
submitting reports in response to the complaints without delay and their 
representatives resumed attending the hearings personally. 

The Office of the Wafaqi Mohtasib received 110,398 public complaints of 
mal-administration on the part of the Government agencies and managed to dispose 
of 106,808 complaints during the year 2021 as against the receipt of 133,521 and 
disposal of 130,112 complaints last year. 
The main reason for this decline in 
receipts was that more than 39,700 
complaints were received against BISP/ 
EHSAAS Program in the year 2020 as 
the number of beneficiaries of the one 
time financial assistance announced by 
the Government far exceeded the 
number of applicants. Similarly, 7000 complaints were received against Pakistan 
Post Office Department (PPOD) during the preceding year because of the Agency’s 
weak Complaint Resolution Mechanism which improved considerably in 2021.

The Federal Ombudsmen Institutional Reforms Act 2013 provides that the 
Ombudsman shall dispose of a complaint within a period of 60 days. This timeline 
was meticulously followed by the Investigation as well as Appraising Officers of 
the WMS and all the complaints were disposed of within the statutory timeline 
with the exception of a few complaints which took more time in processing due to 
requirement of additional information from the complainants or the Agency 
concerned to reach a logical conclusion and a meaningful decision. 

The trend to file online complaints continued in 2021. A total of 42,237 online 
complaints were filed by the general public out of which 15,692 were registered 
through the WMS website, 10,127 
through the mobile App of the WMS and 
16,418 through the Integrated 
Complaint Resolution (ICR) system.  
Under the ICR system, all those 
complaints which are registered 
directly with the Agency concerned but 
remain un-resolved for more than 30 
days, are automatically transferred to 
the Complaint Management 

Information System (CMIS) of the WMS and are processed and disposed of in the 
normal way. The WMS has developed interface with 178 agencies through the 
CMIS. 

Analysis of the data pertaining to the complaints lodged during the year under 
report shows that maximum number of complaints were against DISCOs. 
Generally these complaints were 
regarding excessive billing. The 
electricity complaints were 
50,077 in number i.e. 45.36% of the 
total complaints in 2021 as against 
39,596 (29.65%) in the year 2020. The 
complaints against SNGPL registered 
15.35% increase, i.e. from 7,782 in the year 
2020 to 8,978 in the year 2021. However, the complaints against SSGCL rose from 
7,328 in 2020 to 9,287 in 2021, registering 26.7% increase. The cumulative figure 
pertaining to number of complaints against both SNGPL & SSGCL was 18,265 in 
the year 2021 as compared to 15,110 in 
the year 2020 indicating a 20.8% 
increase. These complaints were 
generally regarding excessive / wrong / 
incorrect and detection billing, delay in 
providing connection / shifting and 
replacement of defective meters etc. 
The other complaints which were lesser 
in number related to improper supply of 
gas, non-installation of meters, non-repair of gas pipelines and delay in restoration 
of gas connection.

The other agencies against whom complaints continued to be lodged by the public 
at large included NADRA, Pakistan Post Office Department, BISP, AIOU, PBM, 
Pakistan Railways, SLICP,  IB,  EOBI, BF & GI, CDA, FIA, NHA, NBP, CDNS, 
PLI, Directorate General of Immigration and Passports and PTA etc. A statistical 
comparison of complaints received against some of the agencies during the years 
2020 & 2021 is available in the chapter titled “Volume, Causes and Redressal of 
Complaints Against Major Agencies”. 

The Outreach Complaint Resolution (OCR) Program which was started five years 
ago in January, 2016 but suffered a setback in the years 2020 and 2021 due to 
COVID-19 pandemic, demonstrated a modest recovery as the Investigating 
Officers of the WMS restarted 
undertaking visits to various tehsil/ 
district headquarters on pre-advertised 
dates to resolve public complaints 
against Federal agencies closer to the 
doorsteps of the complainants. A total of 
8,161 complaints were disposed of during the year 2021 as compared to 6,113 
complaints resolved in 2020. The OCR visits afforded a good opportunity to the 

complainants to get their complaints redressed closer to their doorsteps in a 
reasonably short period. On these 
occasions, the Investigating Officers 
also interacted with the local media, bar 
councils and press clubs to send the 
message across in the context of 
availability of this hassle free and cost 
free forum for resolving public 
complaints against mal-administration on the part of the Government agencies. 

The Appraising Team, constituted by the Wafaqi Mohtasib to minutely appraise 
each and every finding / recommendation to ensure uniformity and soundness of 
the recommendations / decisions and orders of the Wafaqi Mohtasib, continued to 
perform its function under a seasoned Senior Advisor. The team comprises very 
experienced retired civil service officers, judges and professionals having vast 
experience of public service. No finding is submitted to the Wafaqi Mohtasib for 
approval unless it passes through the Appraisal Team who scrutinizes each and 
every finding from all angles before submission to the Mohtasib. A litmus test for 
checking the efficacy of the Appraisal Team is the number of representations filed 
to the President by the aggrieved parties against the findings / recommendations 
of the Wafaqi Mohtasib. The fact that the number of representations constituted 
only 0.70% of the total disposal of complaints during the year 2021 is a clear 
manifestation of the effectiveness of the Appraisal Team

A sensitive and important aspect of the operational activities of the Office of 
Wafaqi Mohtasib is to enforce implementation of the decisions, orders, 
recommendations and findings of the Wafaqi Mohasib. In this context, the Federal 
Ombudsmen Institutional Reforms Act 2013 gives powers of a civil court to the 
Wafaqi Mohtasib to get his recommendations, orders or decisions implemented. He 
also has the same powers, mutatis mutandis, as the Supreme Court has to punish 
for contempt. Additionally, the law empowers him to punish for contempt as 
provided in the Contempt of Court Ordinance, 2003. The WMS has an 
Implementation Wing headed by a Senior Advisor alongwith experienced officers 
and staff. A separate interface of the Implementation Wing in the CMIS facilitates 
efficient monitoring of the implementation status of the decisions / 
recommendations /orders of the Wafaqi Mohtasib. Regular hearings were held by 
the Implementation Wing throughout the year, resulting in achieving an 
implementation ratio of 92% by the close of the year 2021. The details are available 
in a separate chapter. The Wafaqi Mohtasib himself reviewed the performance of 
the Implementation Wing by holding periodical meetings of the implementation 
team throughout the year

The Federal Ombudsmen Institutional Reforms Act, 2013 empowers the Wafaqi 
Mohtasib to review any findings, recommendations, order or decision on a review 
petition made by an aggrieved party. During the year under report, only 947 
review petitions were received either from the complainants or the Agency 
concerned. A total of 147 review petitions pending during the last two months of 
the preceding year were also processed, making the total as 1,094, as compared to 

1,103 review petitions processed last year. Out of the 1,094 review petitions 
processed during the year 2021, a total 
of 920 petitions were decided whereas 
the remaining ones will be disposed of 
in the coming months. It is reassuring 
to note that the number of review 
petitions constituted only 0.89% of the 
total complaints decided. This very low 
percentage of review petitions is the 
result of the strenuous efforts made by 
the Investigating Officers to bring 
about understanding and compromise 
between the complainants and the agencies. 

A provision exists in the Federal Ombudsmen Institutional Reforms Act, 2013 that 
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 
recommendation of the Mohtasib.   
During the year under report, only 753 
representations were filed before the 
President, 319 by the complainants and 
434 by the agencies concerned. The 
number of representations constituted 
only 0.70% of the total number of 
complaints disposed of during the year. 
The last year’s percentage of the representations was 0.28%. The continuous very 
low percentage of representations to the President lends credence to the reliability 
and accuracy of the findings of the Wafaqi Mohtasib.

The President’s Order No.1 of 1983 empowers the Wafaqi Mohtasib to establish 
standing or advisory committees at specified places with specified jurisdiction for 
performing such functions of the Mohtasib as assigned to them. Accordingly, a few 
years back, the Office of the Wafaqi Mohtasib looked into the root causes of 
persistent complaints against various agencies with the objective to carry out 
systemic reforms.  High level committees of experts, professionals and seasoned 
civil service officers were constituted by the Wafaqi Mohtasib for this purpose. The 
committees accomplished their tasks and submitted 27 very valuable reports 
which were forwarded to the Government for further consideration and 
implementation of the recommendations contained in those reports.  Follow up 
meetings were held to monitor the progress during the year under report especially 
in the context of pension reforms, CDNS, overseas Pakistanis and prisoners, 
particularly the women and children in jails. In the context of prison reforms, 10 
progress reports have so far been submitted in the Supreme Court of Pakistan out 
of which two quarterly reports were submitted in the year 2021. During the 
meetings chaired by the Wafaqi Mohtasib in the context of prison reforms, the 
provincial authorities informed that District Oversight Committees have been 
constituted, more jails were being built, facilities upgraded, automation to develop 

interface among jails, courts and NADRA being done for monitoring and 
verification of the prisoners’ record; education and skill training facilities being 
ensured and free legal aid, especially to UTPs and for appeal purposes was being 
provided. Additionally, drug addicts and hardened criminals have been segregated 
from juveniles and women in jails. 

The One Window Facilitation Desks (OFWDs) established by the WMS at all 
international airports in Pakistan to instantly resolve the problems encountered 
by the incoming and outgoing passengers, especially the overseas Pakistanis, kept 
functioning smoothly during the year under report. Monthly reports were obtained 
from each Agency regarding redressal of complaints and with respect to 
responding to the queries of the travellers. Proper record of all such activities was 
kept in the WMS. During the year 2021, a total of 39,604 complaints / queries were 
received at the OWFDs out of which 39,595 were redressed / resolved on-the-spot; 
and action regarding the remaining 09 complaints was awaited. The agencies 
included OPF, NADRA, ASF, CAA, Pakistan Customs, DG IMPASS, Bureau of 
Emigration, FIA, ANF; and Ministries of Commerce, Foreign Affairs and Religious 
Affairs. All the relevant agencies are under instructions to ensure that their 
representatives are available at the OWFDs round the clock. The Wafaqi Mohtasib 
chaired a meeting with the Secretary, Ministry of Overseas Pakistanis and Human 
Resource Development as well as M.D. Overseas Employment Corporation on 16 
March 2021 to consider various measures to facilitate the overseas Pakistanis at 
OWFDs. He directed the concerned authorities to ensure presence of their 
representatives at the Facilitation Desks so that the overseas Pakistanis get their 
complaints resolved under one roof. 

Monitoring the performance of the Investigating as well as the Appraising Officers 
so as to ensure not only an equitable distribution of work but also the overall 
efficiency of the institution, the Wafaqi Mohtasib regularly reviewed the daily 
report generated through the CMIS indicating the workload, pendency and 
disposal of cases on the part of the said officers. He also undertook visits to the 
Regional Offices at Karachi, Lahore, Peshawar, Quetta, Gujranwala, Faisalabad 
and Sargodha to thoroughly review the performance of these Offices and assess 
their needs for further improvement in their functioning.  

One of the most significant events of the year 2021 was the visit of the Hon’ble 
President to the Wafaqi Mohtasib Secretariat (WMS), Islamabad on 15 June, 2021. 
A team of senior officers of the President’s Secretariat accompanied him on the 
visit. A presentation on the activities of the Office of Wafaqi Mohtasib was given to 
him in the conference room of the WMS on this occasion.  

The Hon’ble President was pleased to inform that during his interaction with the 
Prime Minister, Government officials and public representatives, he has been 
sensitizing them about the major role being played by the institution of Mohtasib 
in redressing the grievances of the general public against Government agencies. 
He remarked that a major section of the population was still not aware of the 
availability of this easily accessible forum and there was a need for the WMS to 
expand its role and activities. 

The Hon’ble President lauded the efforts of the WMS specifically in the prevention 
of crimes against children; and their protection from the unscrupulous elements of 
the society. Highlighting the importance and sensitivity of the job of the WMS, the 
Hon’ble President was pleased to call 
upon the officers and staff of the WMS 
to continue to demonstrate the same 
zeal and commitment keeping firmly in 
mind that they are all accountable for 
their deeds. He also offered complete 
support to the institution of Wafaqi 
Mohtasib for an efficient and efficacious 
discharge of its duties and functions. 
Concluding his remarks, the Hon’ble 
President was pleased to advise that 
the Mohtasib Secretariat should 
enhance its outreach & scope of 
activities; keep a stricter watch on the integrated agencies who do not timely 
resolve public complaints under the ICR system; duly project its activities in the 
media; and make all possible efforts to identify and address the problems of the 
overseas Pakistanis, especially in view of the recent extensive export of manpower. 
He further advised that the National Commissioner for Children, WMS should 
keep a liaison with the Ministry of Human Rights for the purpose of protection of 
the rights of children.

In line with the advice of the Hon’ble President to increase the geographical spread 
of the WMS and to increase its IT footprints in the country to cover a broader 
spectrum of the society, the regional representation of the WMS was increased 
gradually. After successfully establishing a Regional Office earlier at Kharan 
(Baluchistan), another office was established at Sargodha which became fully 
functional in the year 2021 to facilitate the people of the area to get their 

grievances against the Federal 
Government agencies redressed.  
Similarly, some more offices at Swat, 
Gilgit-Baltistan, Mirpur Khas and 
Khuzdar are also in the offing and 
expected to be functional in the near 
future. 

Special emphasis was placed on 
interaction with the media during the 
year under report. The Wafaqi Mohtasib 
continued to hold press conferences both at the Head Office, Islamabad and some 
Regional Offices to sensitize the media on the important activities and 
achievements of the WMS.  As a regular feature, quarterly News Bulletins both in 
Urdu and English were brought out and disseminated to keep the general public 
informed about the activities and important findings providing relief to the 
aggrieved citizens. Public awareness messages were also played on all TV and 
Radio channels across Pakistan with the help of PEMRA. At the instance of WMS, 
PTA also sent public awareness messages through all the cellular networks in 
Pakistan. Similarly, all important activities of the WMS were also regularly 
depicted on Facebook and Instagram pages of the WMS. During the year under 
report, the WMS issued a total of 35 press releases after important activities 
undertaken by it. 

As it is imperative for any organization to critically assess, evaluate and review its 
performance in both quantitative and qualitative terms so as to focus more on 
growth and fine tuning of the operational activities for the purpose of optimizing 
efficiency and efficacy, the 
Wafaqi Mohtasib 
commissioned a Case 
Study to review the entire 
gamut of activities of this 
institution including the 
expansion in the scope of 
its functions during the 
past 38 years. The study 
exhaustively reviewed the 
evolution process of the 
Office of Wafaqi Mohtasib 
in different periods, the 
impact of legal reforms, 
budgetary support 
provided by the 
Government, milestones 
achieved, the initiatives 
taken for the aggrieved citizens including the pensioners, widows, overseas 
Pakistanis and prisoners etc.; and a comparative analysis with ombudsman 
institutions in various parts of the world. The Case Study was presented to the 

Hon’ble President by the Wafaqi Mohtasib on 13 July, 2021 at the President’s 
Secretariat. The Hon’ble President was pleased to appreciate the study which 
concludes that this institution has not only succeeded in achieving its objectives 
but its impact on the governance / service delivery by the Federal agencies has 
been quite significant. 

The Wafaqi Mohtasib had a meeting with the Hon’ble Chief Justice of Pakistan on 
9 March, 2021 to brief him on the functioning, performance and achievements of 
the WMS since his earlier call on the Hon’ble Chief Justice in February, 2020.  He 
also briefed the Hon’ble Chief Justice on the progress on implementation of the 
recommendations contained in the report of the committee constituted by the 
Wafaqi Mohtasib for prison reforms. He further informed that all provinces have 
been directed by him to start integrated biometric identification system with all 
departments of criminal administrative justice system on priority basis. He also 
gave an overview of the actions taken in the context of the references made to the 
WMS by the Supreme Court of Pakistan with regard to mal-administration in 
police, prevention of fire incidents on Margalla Hills, environmental issues in the 
coastal areas of Pakistan, Education Sector Reforms, and issues relating to Civil 
Aviation Authority and the Karachi Port Trust.  The Hon’ble Chief Justice 
appreciated the efforts of the Wafaqi Mohtasib in the context of providing speedy 
justice to the citizens aggrieved by mal-administration of the Government 
agencies; and carrying out systemic reforms. 

Public complaints against the agencies 
responsible for development of housing 
projects and provision of various 
facilities remained in sharp focus of the 
Office of Wafaqi Mohtasib during the 
year 2021. The Wafaqi Mohtasib held a 
meeting on 20 August, 2021 in the 
Wafaqi Mohtasib Secretariat to review 

the progress on the Housing Projects undertaken by the CDA and FGEHA as also 
to consider sundry issues of the Housing Sector. The Chairman CDA gave a 
presentation on the projects undertaken by the CDA in the Islamabad Capital 
Territory, the challenges being faced and 
the reforms being carried out. He 
informed that a One Window 
Facilitation Centre was being 
established where problems of the 
citizens would be resolved under one 
roof after computerization of the entire 
record of the CDA. The Wafaqi 
Mohtasib directed the Chairman CDA 
to quickly digitize the record of the CDA 
for the purpose of improving efficiency 
and bringing greater transparency in 
its systems / procedures; resolve the 
problem of non-availability of access 
roads for the private housing societies as well as FGEHA on priority basis; ensure 
early completion of the projects, especially the ones launched to facilitate the 
general public; and ensure implementation of all findings of the WMS pertaining 
to CDA. 

On this occasion, the representative of the FGEHA also gave a briefing on the 
progress on various projects of the Authority, the impediments faced and the 
remedial measures being taken. The Wafaqi Mohtasib directed the FGEHA to 
make every effort to complete the ongoing projects as quickly as possible by 
utilizing all its resources for the purpose. He further directed the Agency to 
seriously and transparently deal with the issue of non-allotment of plots to many 
eligible members during the balloting for F-14/15, highlight in the media as well as 
on the website of the FGEHA the measures being taken to accommodate the 
remaining eligible members and place on its website the policy and plans of the 
FGEHA and all allied information which should be updated regularly.

The OCR visits afforded a good 
opportunity to the complainants to 
get their complaints redressed 
closer to their doorsteps in a 
reasonably short period.

Taking cognizance of the gravity of the ever increasing cybercrimes against 
children, number of meetings with the stakeholders were held. A study was also 
undertaken on the subject; and a Plan of Action was suggested after taking on 
board the FIA, Ministry of IT and other stakeholders to control the menace. A draft 
legal reforms bill, titled “Prevention and Control of Cybercrimes against Children 
Bill 2021 was prepared for amendments in PECA 2016, Qanoon-i-Shahadat Order, 
1984 and other relevant laws. Besides, judicial and police academies would now 
also focus on prevention and control of cybercrimes against children in their all 
training programs. On 3 June, 2021, the Wafaqi Mohtasib chaired a meeting of the 
Task Force on Cyber Crimes against 
Children, especially dissemination of 
the videos of Child Abuse in social 
media, Dark Web and in local market. 
Besides, the 5th National Consultative 
Meeting for raising awareness on 
prevention and control of cyber-crimes 
against children was chaired by the 
Wafaqi Mohtasib on 8 November, 2021. 
The meeting was informed that the WMS has developed a road map for 
strengthening laws and mechanism for effective enforcement to control 
cybercrimes against children. The meeting was attended by participants from 
National Police Academy, FIA, Ministry of Religious Affairs, Police and Judicial 
Academies and Prosecution Departments of all the provinces and prominent NGOs 
working for child rights. Similarly, a meeting on awareness raising to combat 
children’s online sexual abuse and exploitation was chaired by the Wafaqi 
Mohtasib at WMS Regional Office, Lahore. It was, inter alia, decided to constitute 
a Working Group on awareness raising on cybercrimes against children. 

Other performance highlights of the Office of Wafaqi Mohtasib during the year 
under report are as follows:

Other Highlights

♦ In fulfillment of the 
requirement of 
Article 28 of the 
President’s Order 
No.1 of 1983, the 
Wafaqi Mohtasib 
presented the 
Annual Report for 
the calendar year 
2020 to the Hon’ble 
President of 
Pakistan on 4 
March 2021 at 
A i w a n - e - S a d r , 
Islamabad.

 ♦ Meetings with provincial Chief Secretaries of Sindh and KPK were chaired 
by the Wafaqi Mohtasib to monitor the implementation of the 
recommendations of the 
Committee on Prison Reforms 
and to remove the bottlenecks in 
improving the living conditions 
of the inmates of the prisons. 
Two periodic reports on 
implementation of the 
recommendations of the 
Committee on Prison Reforms 
have been submitted in the 
Hon’ble Supreme Court of 
Pakistan during the period under 
report. Ten such reports have so far been submitted. 

♦ Wafaqi Mohtasib chaired periodical meetings at the Head Office, Islamabad 
as well as at various Regional Offices including R.O. Karachi, Lahore, 
Hyderabad, Faisalabad, Gujranwala and Peshawar to ensure smooth flow 
of work including disposal of complaints, monitoring the implementation of 
findings and to address the administrative issues. The Heads of various 
Agencies were also invited to attend the meetings for the purpose of 
thrashing out the issues causing public complaints against their respective 
agencies. They were advised to strictly follow their in-built Complaint 
Management System for quick redressal of public complaints. The Wafaqi 
Mohtasib also interacted with the media on these occasions.

♦ Wafaqi Mohtasib held meeting with the Director General National Savings 
on 20 January, 2021 for the purpose of further facilitating its customers in 
the context of 
disbursement of 
profit and 
resolving the issue 
of succession 
certificate for the 
family of the 
deceased CDNS 
account holders 
who passed away 
leaving behind the 
investment of over 
Rs.100,000/-. The 
D.G. informed that 
succession certificates would now be issued by NADRA. The Wafaqi 
Mohtasib directed the DG CDNS to ensure better facilities and services to 
senior citizens and widows.

♦ Wafaqi Mohtasib held press conferences both at the Head Office and some 

Regional Offices and also gave interviews to some TV News channels and 
Newspapers / Magazines on the functioning and achievements of his Office.

Towards the close of the year under review, the Wafaqi Mohtasib’s Office witnessed 
the change of command at the top. The 7th Federal Ombudsman Syed Tahir 
Shahbaz, completed his extended term of office on 26 December 2021. 

The incumbent Federal Ombudsman who was sworn in on 27 December 2021, has 
been associated with this Office as Senior Advisor for over twelve years. His 
appointment marked the coming of age of the institution as it was able to provide 
leadership from within its own fold. The last chapter of the Annual Report titled, 
‘Goalposts for the Future’, accordingly carries stamp of the incumbent 
Ombudsman’s vision for the institution.
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YEAR IN REVIEW: 2021

The advent of the year 2021 saw an unabated spell of COVID-19 pandemic which 
hampered the operations of a number of Government agencies to a considerable 
degree. However, the situation did not exacerbate during the second and third 
quarter of the year; and gradually improved in the last quarter, enabling a rapid 
resumption of the normal functioning of the agencies. This had a salutary effect on 
the working of the Office of the Wafaqi Mohtasib as the processing of complaints 
became faster, easier and more meaningful as majority of the agencies started 
submitting reports in response to the complaints without delay and their 
representatives resumed attending the hearings personally. 

The Office of the Wafaqi Mohtasib received 110,398 public complaints of 
mal-administration on the part of the Government agencies and managed to dispose 
of 106,808 complaints during the year 2021 as against the receipt of 133,521 and 
disposal of 130,112 complaints last year. 
The main reason for this decline in 
receipts was that more than 39,700 
complaints were received against BISP/ 
EHSAAS Program in the year 2020 as 
the number of beneficiaries of the one 
time financial assistance announced by 
the Government far exceeded the 
number of applicants. Similarly, 7000 complaints were received against Pakistan 
Post Office Department (PPOD) during the preceding year because of the Agency’s 
weak Complaint Resolution Mechanism which improved considerably in 2021.

The Federal Ombudsmen Institutional Reforms Act 2013 provides that the 
Ombudsman shall dispose of a complaint within a period of 60 days. This timeline 
was meticulously followed by the Investigation as well as Appraising Officers of 
the WMS and all the complaints were disposed of within the statutory timeline 
with the exception of a few complaints which took more time in processing due to 
requirement of additional information from the complainants or the Agency 
concerned to reach a logical conclusion and a meaningful decision. 

The trend to file online complaints continued in 2021. A total of 42,237 online 
complaints were filed by the general public out of which 15,692 were registered 
through the WMS website, 10,127 
through the mobile App of the WMS and 
16,418 through the Integrated 
Complaint Resolution (ICR) system.  
Under the ICR system, all those 
complaints which are registered 
directly with the Agency concerned but 
remain un-resolved for more than 30 
days, are automatically transferred to 
the Complaint Management 

Information System (CMIS) of the WMS and are processed and disposed of in the 
normal way. The WMS has developed interface with 178 agencies through the 
CMIS. 

Analysis of the data pertaining to the complaints lodged during the year under 
report shows that maximum number of complaints were against DISCOs. 
Generally these complaints were 
regarding excessive billing. The 
electricity complaints were 
50,077 in number i.e. 45.36% of the 
total complaints in 2021 as against 
39,596 (29.65%) in the year 2020. The 
complaints against SNGPL registered 
15.35% increase, i.e. from 7,782 in the year 
2020 to 8,978 in the year 2021. However, the complaints against SSGCL rose from 
7,328 in 2020 to 9,287 in 2021, registering 26.7% increase. The cumulative figure 
pertaining to number of complaints against both SNGPL & SSGCL was 18,265 in 
the year 2021 as compared to 15,110 in 
the year 2020 indicating a 20.8% 
increase. These complaints were 
generally regarding excessive / wrong / 
incorrect and detection billing, delay in 
providing connection / shifting and 
replacement of defective meters etc. 
The other complaints which were lesser 
in number related to improper supply of 
gas, non-installation of meters, non-repair of gas pipelines and delay in restoration 
of gas connection.

The other agencies against whom complaints continued to be lodged by the public 
at large included NADRA, Pakistan Post Office Department, BISP, AIOU, PBM, 
Pakistan Railways, SLICP,  IB,  EOBI, BF & GI, CDA, FIA, NHA, NBP, CDNS, 
PLI, Directorate General of Immigration and Passports and PTA etc. A statistical 
comparison of complaints received against some of the agencies during the years 
2020 & 2021 is available in the chapter titled “Volume, Causes and Redressal of 
Complaints Against Major Agencies”. 

The Outreach Complaint Resolution (OCR) Program which was started five years 
ago in January, 2016 but suffered a setback in the years 2020 and 2021 due to 
COVID-19 pandemic, demonstrated a modest recovery as the Investigating 
Officers of the WMS restarted 
undertaking visits to various tehsil/ 
district headquarters on pre-advertised 
dates to resolve public complaints 
against Federal agencies closer to the 
doorsteps of the complainants. A total of 
8,161 complaints were disposed of during the year 2021 as compared to 6,113 
complaints resolved in 2020. The OCR visits afforded a good opportunity to the 

complainants to get their complaints redressed closer to their doorsteps in a 
reasonably short period. On these 
occasions, the Investigating Officers 
also interacted with the local media, bar 
councils and press clubs to send the 
message across in the context of 
availability of this hassle free and cost 
free forum for resolving public 
complaints against mal-administration on the part of the Government agencies. 

The Appraising Team, constituted by the Wafaqi Mohtasib to minutely appraise 
each and every finding / recommendation to ensure uniformity and soundness of 
the recommendations / decisions and orders of the Wafaqi Mohtasib, continued to 
perform its function under a seasoned Senior Advisor. The team comprises very 
experienced retired civil service officers, judges and professionals having vast 
experience of public service. No finding is submitted to the Wafaqi Mohtasib for 
approval unless it passes through the Appraisal Team who scrutinizes each and 
every finding from all angles before submission to the Mohtasib. A litmus test for 
checking the efficacy of the Appraisal Team is the number of representations filed 
to the President by the aggrieved parties against the findings / recommendations 
of the Wafaqi Mohtasib. The fact that the number of representations constituted 
only 0.70% of the total disposal of complaints during the year 2021 is a clear 
manifestation of the effectiveness of the Appraisal Team

A sensitive and important aspect of the operational activities of the Office of 
Wafaqi Mohtasib is to enforce implementation of the decisions, orders, 
recommendations and findings of the Wafaqi Mohasib. In this context, the Federal 
Ombudsmen Institutional Reforms Act 2013 gives powers of a civil court to the 
Wafaqi Mohtasib to get his recommendations, orders or decisions implemented. He 
also has the same powers, mutatis mutandis, as the Supreme Court has to punish 
for contempt. Additionally, the law empowers him to punish for contempt as 
provided in the Contempt of Court Ordinance, 2003. The WMS has an 
Implementation Wing headed by a Senior Advisor alongwith experienced officers 
and staff. A separate interface of the Implementation Wing in the CMIS facilitates 
efficient monitoring of the implementation status of the decisions / 
recommendations /orders of the Wafaqi Mohtasib. Regular hearings were held by 
the Implementation Wing throughout the year, resulting in achieving an 
implementation ratio of 92% by the close of the year 2021. The details are available 
in a separate chapter. The Wafaqi Mohtasib himself reviewed the performance of 
the Implementation Wing by holding periodical meetings of the implementation 
team throughout the year

The Federal Ombudsmen Institutional Reforms Act, 2013 empowers the Wafaqi 
Mohtasib to review any findings, recommendations, order or decision on a review 
petition made by an aggrieved party. During the year under report, only 947 
review petitions were received either from the complainants or the Agency 
concerned. A total of 147 review petitions pending during the last two months of 
the preceding year were also processed, making the total as 1,094, as compared to 

1,103 review petitions processed last year. Out of the 1,094 review petitions 
processed during the year 2021, a total 
of 920 petitions were decided whereas 
the remaining ones will be disposed of 
in the coming months. It is reassuring 
to note that the number of review 
petitions constituted only 0.89% of the 
total complaints decided. This very low 
percentage of review petitions is the 
result of the strenuous efforts made by 
the Investigating Officers to bring 
about understanding and compromise 
between the complainants and the agencies. 

A provision exists in the Federal Ombudsmen Institutional Reforms Act, 2013 that 
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 
recommendation of the Mohtasib.   
During the year under report, only 753 
representations were filed before the 
President, 319 by the complainants and 
434 by the agencies concerned. The 
number of representations constituted 
only 0.70% of the total number of 
complaints disposed of during the year. 
The last year’s percentage of the representations was 0.28%. The continuous very 
low percentage of representations to the President lends credence to the reliability 
and accuracy of the findings of the Wafaqi Mohtasib.

The President’s Order No.1 of 1983 empowers the Wafaqi Mohtasib to establish 
standing or advisory committees at specified places with specified jurisdiction for 
performing such functions of the Mohtasib as assigned to them. Accordingly, a few 
years back, the Office of the Wafaqi Mohtasib looked into the root causes of 
persistent complaints against various agencies with the objective to carry out 
systemic reforms.  High level committees of experts, professionals and seasoned 
civil service officers were constituted by the Wafaqi Mohtasib for this purpose. The 
committees accomplished their tasks and submitted 27 very valuable reports 
which were forwarded to the Government for further consideration and 
implementation of the recommendations contained in those reports.  Follow up 
meetings were held to monitor the progress during the year under report especially 
in the context of pension reforms, CDNS, overseas Pakistanis and prisoners, 
particularly the women and children in jails. In the context of prison reforms, 10 
progress reports have so far been submitted in the Supreme Court of Pakistan out 
of which two quarterly reports were submitted in the year 2021. During the 
meetings chaired by the Wafaqi Mohtasib in the context of prison reforms, the 
provincial authorities informed that District Oversight Committees have been 
constituted, more jails were being built, facilities upgraded, automation to develop 

interface among jails, courts and NADRA being done for monitoring and 
verification of the prisoners’ record; education and skill training facilities being 
ensured and free legal aid, especially to UTPs and for appeal purposes was being 
provided. Additionally, drug addicts and hardened criminals have been segregated 
from juveniles and women in jails. 

The One Window Facilitation Desks (OFWDs) established by the WMS at all 
international airports in Pakistan to instantly resolve the problems encountered 
by the incoming and outgoing passengers, especially the overseas Pakistanis, kept 
functioning smoothly during the year under report. Monthly reports were obtained 
from each Agency regarding redressal of complaints and with respect to 
responding to the queries of the travellers. Proper record of all such activities was 
kept in the WMS. During the year 2021, a total of 39,604 complaints / queries were 
received at the OWFDs out of which 39,595 were redressed / resolved on-the-spot; 
and action regarding the remaining 09 complaints was awaited. The agencies 
included OPF, NADRA, ASF, CAA, Pakistan Customs, DG IMPASS, Bureau of 
Emigration, FIA, ANF; and Ministries of Commerce, Foreign Affairs and Religious 
Affairs. All the relevant agencies are under instructions to ensure that their 
representatives are available at the OWFDs round the clock. The Wafaqi Mohtasib 
chaired a meeting with the Secretary, Ministry of Overseas Pakistanis and Human 
Resource Development as well as M.D. Overseas Employment Corporation on 16 
March 2021 to consider various measures to facilitate the overseas Pakistanis at 
OWFDs. He directed the concerned authorities to ensure presence of their 
representatives at the Facilitation Desks so that the overseas Pakistanis get their 
complaints resolved under one roof. 

Monitoring the performance of the Investigating as well as the Appraising Officers 
so as to ensure not only an equitable distribution of work but also the overall 
efficiency of the institution, the Wafaqi Mohtasib regularly reviewed the daily 
report generated through the CMIS indicating the workload, pendency and 
disposal of cases on the part of the said officers. He also undertook visits to the 
Regional Offices at Karachi, Lahore, Peshawar, Quetta, Gujranwala, Faisalabad 
and Sargodha to thoroughly review the performance of these Offices and assess 
their needs for further improvement in their functioning.  

One of the most significant events of the year 2021 was the visit of the Hon’ble 
President to the Wafaqi Mohtasib Secretariat (WMS), Islamabad on 15 June, 2021. 
A team of senior officers of the President’s Secretariat accompanied him on the 
visit. A presentation on the activities of the Office of Wafaqi Mohtasib was given to 
him in the conference room of the WMS on this occasion.  

The Hon’ble President was pleased to inform that during his interaction with the 
Prime Minister, Government officials and public representatives, he has been 
sensitizing them about the major role being played by the institution of Mohtasib 
in redressing the grievances of the general public against Government agencies. 
He remarked that a major section of the population was still not aware of the 
availability of this easily accessible forum and there was a need for the WMS to 
expand its role and activities. 

The Hon’ble President lauded the efforts of the WMS specifically in the prevention 
of crimes against children; and their protection from the unscrupulous elements of 
the society. Highlighting the importance and sensitivity of the job of the WMS, the 
Hon’ble President was pleased to call 
upon the officers and staff of the WMS 
to continue to demonstrate the same 
zeal and commitment keeping firmly in 
mind that they are all accountable for 
their deeds. He also offered complete 
support to the institution of Wafaqi 
Mohtasib for an efficient and efficacious 
discharge of its duties and functions. 
Concluding his remarks, the Hon’ble 
President was pleased to advise that 
the Mohtasib Secretariat should 
enhance its outreach & scope of 
activities; keep a stricter watch on the integrated agencies who do not timely 
resolve public complaints under the ICR system; duly project its activities in the 
media; and make all possible efforts to identify and address the problems of the 
overseas Pakistanis, especially in view of the recent extensive export of manpower. 
He further advised that the National Commissioner for Children, WMS should 
keep a liaison with the Ministry of Human Rights for the purpose of protection of 
the rights of children.

In line with the advice of the Hon’ble President to increase the geographical spread 
of the WMS and to increase its IT footprints in the country to cover a broader 
spectrum of the society, the regional representation of the WMS was increased 
gradually. After successfully establishing a Regional Office earlier at Kharan 
(Baluchistan), another office was established at Sargodha which became fully 
functional in the year 2021 to facilitate the people of the area to get their 

grievances against the Federal 
Government agencies redressed.  
Similarly, some more offices at Swat, 
Gilgit-Baltistan, Mirpur Khas and 
Khuzdar are also in the offing and 
expected to be functional in the near 
future. 

Special emphasis was placed on 
interaction with the media during the 
year under report. The Wafaqi Mohtasib 
continued to hold press conferences both at the Head Office, Islamabad and some 
Regional Offices to sensitize the media on the important activities and 
achievements of the WMS.  As a regular feature, quarterly News Bulletins both in 
Urdu and English were brought out and disseminated to keep the general public 
informed about the activities and important findings providing relief to the 
aggrieved citizens. Public awareness messages were also played on all TV and 
Radio channels across Pakistan with the help of PEMRA. At the instance of WMS, 
PTA also sent public awareness messages through all the cellular networks in 
Pakistan. Similarly, all important activities of the WMS were also regularly 
depicted on Facebook and Instagram pages of the WMS. During the year under 
report, the WMS issued a total of 35 press releases after important activities 
undertaken by it. 

As it is imperative for any organization to critically assess, evaluate and review its 
performance in both quantitative and qualitative terms so as to focus more on 
growth and fine tuning of the operational activities for the purpose of optimizing 
efficiency and efficacy, the 
Wafaqi Mohtasib 
commissioned a Case 
Study to review the entire 
gamut of activities of this 
institution including the 
expansion in the scope of 
its functions during the 
past 38 years. The study 
exhaustively reviewed the 
evolution process of the 
Office of Wafaqi Mohtasib 
in different periods, the 
impact of legal reforms, 
budgetary support 
provided by the 
Government, milestones 
achieved, the initiatives 
taken for the aggrieved citizens including the pensioners, widows, overseas 
Pakistanis and prisoners etc.; and a comparative analysis with ombudsman 
institutions in various parts of the world. The Case Study was presented to the 

Hon’ble President by the Wafaqi Mohtasib on 13 July, 2021 at the President’s 
Secretariat. The Hon’ble President was pleased to appreciate the study which 
concludes that this institution has not only succeeded in achieving its objectives 
but its impact on the governance / service delivery by the Federal agencies has 
been quite significant. 

The Wafaqi Mohtasib had a meeting with the Hon’ble Chief Justice of Pakistan on 
9 March, 2021 to brief him on the functioning, performance and achievements of 
the WMS since his earlier call on the Hon’ble Chief Justice in February, 2020.  He 
also briefed the Hon’ble Chief Justice on the progress on implementation of the 
recommendations contained in the report of the committee constituted by the 
Wafaqi Mohtasib for prison reforms. He further informed that all provinces have 
been directed by him to start integrated biometric identification system with all 
departments of criminal administrative justice system on priority basis. He also 
gave an overview of the actions taken in the context of the references made to the 
WMS by the Supreme Court of Pakistan with regard to mal-administration in 
police, prevention of fire incidents on Margalla Hills, environmental issues in the 
coastal areas of Pakistan, Education Sector Reforms, and issues relating to Civil 
Aviation Authority and the Karachi Port Trust.  The Hon’ble Chief Justice 
appreciated the efforts of the Wafaqi Mohtasib in the context of providing speedy 
justice to the citizens aggrieved by mal-administration of the Government 
agencies; and carrying out systemic reforms. 

Public complaints against the agencies 
responsible for development of housing 
projects and provision of various 
facilities remained in sharp focus of the 
Office of Wafaqi Mohtasib during the 
year 2021. The Wafaqi Mohtasib held a 
meeting on 20 August, 2021 in the 
Wafaqi Mohtasib Secretariat to review 

the progress on the Housing Projects undertaken by the CDA and FGEHA as also 
to consider sundry issues of the Housing Sector. The Chairman CDA gave a 
presentation on the projects undertaken by the CDA in the Islamabad Capital 
Territory, the challenges being faced and 
the reforms being carried out. He 
informed that a One Window 
Facilitation Centre was being 
established where problems of the 
citizens would be resolved under one 
roof after computerization of the entire 
record of the CDA. The Wafaqi 
Mohtasib directed the Chairman CDA 
to quickly digitize the record of the CDA 
for the purpose of improving efficiency 
and bringing greater transparency in 
its systems / procedures; resolve the 
problem of non-availability of access 
roads for the private housing societies as well as FGEHA on priority basis; ensure 
early completion of the projects, especially the ones launched to facilitate the 
general public; and ensure implementation of all findings of the WMS pertaining 
to CDA. 

On this occasion, the representative of the FGEHA also gave a briefing on the 
progress on various projects of the Authority, the impediments faced and the 
remedial measures being taken. The Wafaqi Mohtasib directed the FGEHA to 
make every effort to complete the ongoing projects as quickly as possible by 
utilizing all its resources for the purpose. He further directed the Agency to 
seriously and transparently deal with the issue of non-allotment of plots to many 
eligible members during the balloting for F-14/15, highlight in the media as well as 
on the website of the FGEHA the measures being taken to accommodate the 
remaining eligible members and place on its website the policy and plans of the 
FGEHA and all allied information which should be updated regularly.

Out of the 1,094 review petitions 
processed during the year 2021, a 
total of 920 petitions were decided 
whereas the remaining ones will 
be disposed of in the coming 
months.  It is reassuring to note 
that the number of review 
petitions constituted only 0.89% of 
the total complaints decided. 

Only 753 representations were 
filed before the President - 319 by 
the complainants and 434 by the 
agencies concerned. The number of 
representations constituted only 
0.70% of the total number of 
complaints disposed of in 2021.

Taking cognizance of the gravity of the ever increasing cybercrimes against 
children, number of meetings with the stakeholders were held. A study was also 
undertaken on the subject; and a Plan of Action was suggested after taking on 
board the FIA, Ministry of IT and other stakeholders to control the menace. A draft 
legal reforms bill, titled “Prevention and Control of Cybercrimes against Children 
Bill 2021 was prepared for amendments in PECA 2016, Qanoon-i-Shahadat Order, 
1984 and other relevant laws. Besides, judicial and police academies would now 
also focus on prevention and control of cybercrimes against children in their all 
training programs. On 3 June, 2021, the Wafaqi Mohtasib chaired a meeting of the 
Task Force on Cyber Crimes against 
Children, especially dissemination of 
the videos of Child Abuse in social 
media, Dark Web and in local market. 
Besides, the 5th National Consultative 
Meeting for raising awareness on 
prevention and control of cyber-crimes 
against children was chaired by the 
Wafaqi Mohtasib on 8 November, 2021. 
The meeting was informed that the WMS has developed a road map for 
strengthening laws and mechanism for effective enforcement to control 
cybercrimes against children. The meeting was attended by participants from 
National Police Academy, FIA, Ministry of Religious Affairs, Police and Judicial 
Academies and Prosecution Departments of all the provinces and prominent NGOs 
working for child rights. Similarly, a meeting on awareness raising to combat 
children’s online sexual abuse and exploitation was chaired by the Wafaqi 
Mohtasib at WMS Regional Office, Lahore. It was, inter alia, decided to constitute 
a Working Group on awareness raising on cybercrimes against children. 

Other performance highlights of the Office of Wafaqi Mohtasib during the year 
under report are as follows:

Other Highlights

♦ In fulfillment of the 
requirement of 
Article 28 of the 
President’s Order 
No.1 of 1983, the 
Wafaqi Mohtasib 
presented the 
Annual Report for 
the calendar year 
2020 to the Hon’ble 
President of 
Pakistan on 4 
March 2021 at 
A i w a n - e - S a d r , 
Islamabad.

 ♦ Meetings with provincial Chief Secretaries of Sindh and KPK were chaired 
by the Wafaqi Mohtasib to monitor the implementation of the 
recommendations of the 
Committee on Prison Reforms 
and to remove the bottlenecks in 
improving the living conditions 
of the inmates of the prisons. 
Two periodic reports on 
implementation of the 
recommendations of the 
Committee on Prison Reforms 
have been submitted in the 
Hon’ble Supreme Court of 
Pakistan during the period under 
report. Ten such reports have so far been submitted. 

♦ Wafaqi Mohtasib chaired periodical meetings at the Head Office, Islamabad 
as well as at various Regional Offices including R.O. Karachi, Lahore, 
Hyderabad, Faisalabad, Gujranwala and Peshawar to ensure smooth flow 
of work including disposal of complaints, monitoring the implementation of 
findings and to address the administrative issues. The Heads of various 
Agencies were also invited to attend the meetings for the purpose of 
thrashing out the issues causing public complaints against their respective 
agencies. They were advised to strictly follow their in-built Complaint 
Management System for quick redressal of public complaints. The Wafaqi 
Mohtasib also interacted with the media on these occasions.

♦ Wafaqi Mohtasib held meeting with the Director General National Savings 
on 20 January, 2021 for the purpose of further facilitating its customers in 
the context of 
disbursement of 
profit and 
resolving the issue 
of succession 
certificate for the 
family of the 
deceased CDNS 
account holders 
who passed away 
leaving behind the 
investment of over 
Rs.100,000/-. The 
D.G. informed that 
succession certificates would now be issued by NADRA. The Wafaqi 
Mohtasib directed the DG CDNS to ensure better facilities and services to 
senior citizens and widows.

♦ Wafaqi Mohtasib held press conferences both at the Head Office and some 

Regional Offices and also gave interviews to some TV News channels and 
Newspapers / Magazines on the functioning and achievements of his Office.

Towards the close of the year under review, the Wafaqi Mohtasib’s Office witnessed 
the change of command at the top. The 7th Federal Ombudsman Syed Tahir 
Shahbaz, completed his extended term of office on 26 December 2021. 

The incumbent Federal Ombudsman who was sworn in on 27 December 2021, has 
been associated with this Office as Senior Advisor for over twelve years. His 
appointment marked the coming of age of the institution as it was able to provide 
leadership from within its own fold. The last chapter of the Annual Report titled, 
‘Goalposts for the Future’, accordingly carries stamp of the incumbent 
Ombudsman’s vision for the institution.
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YEAR IN REVIEW: 2021

The advent of the year 2021 saw an unabated spell of COVID-19 pandemic which 
hampered the operations of a number of Government agencies to a considerable 
degree. However, the situation did not exacerbate during the second and third 
quarter of the year; and gradually improved in the last quarter, enabling a rapid 
resumption of the normal functioning of the agencies. This had a salutary effect on 
the working of the Office of the Wafaqi Mohtasib as the processing of complaints 
became faster, easier and more meaningful as majority of the agencies started 
submitting reports in response to the complaints without delay and their 
representatives resumed attending the hearings personally. 

The Office of the Wafaqi Mohtasib received 110,398 public complaints of 
mal-administration on the part of the Government agencies and managed to dispose 
of 106,808 complaints during the year 2021 as against the receipt of 133,521 and 
disposal of 130,112 complaints last year. 
The main reason for this decline in 
receipts was that more than 39,700 
complaints were received against BISP/ 
EHSAAS Program in the year 2020 as 
the number of beneficiaries of the one 
time financial assistance announced by 
the Government far exceeded the 
number of applicants. Similarly, 7000 complaints were received against Pakistan 
Post Office Department (PPOD) during the preceding year because of the Agency’s 
weak Complaint Resolution Mechanism which improved considerably in 2021.

The Federal Ombudsmen Institutional Reforms Act 2013 provides that the 
Ombudsman shall dispose of a complaint within a period of 60 days. This timeline 
was meticulously followed by the Investigation as well as Appraising Officers of 
the WMS and all the complaints were disposed of within the statutory timeline 
with the exception of a few complaints which took more time in processing due to 
requirement of additional information from the complainants or the Agency 
concerned to reach a logical conclusion and a meaningful decision. 

The trend to file online complaints continued in 2021. A total of 42,237 online 
complaints were filed by the general public out of which 15,692 were registered 
through the WMS website, 10,127 
through the mobile App of the WMS and 
16,418 through the Integrated 
Complaint Resolution (ICR) system.  
Under the ICR system, all those 
complaints which are registered 
directly with the Agency concerned but 
remain un-resolved for more than 30 
days, are automatically transferred to 
the Complaint Management 

Information System (CMIS) of the WMS and are processed and disposed of in the 
normal way. The WMS has developed interface with 178 agencies through the 
CMIS. 

Analysis of the data pertaining to the complaints lodged during the year under 
report shows that maximum number of complaints were against DISCOs. 
Generally these complaints were 
regarding excessive billing. The 
electricity complaints were 
50,077 in number i.e. 45.36% of the 
total complaints in 2021 as against 
39,596 (29.65%) in the year 2020. The 
complaints against SNGPL registered 
15.35% increase, i.e. from 7,782 in the year 
2020 to 8,978 in the year 2021. However, the complaints against SSGCL rose from 
7,328 in 2020 to 9,287 in 2021, registering 26.7% increase. The cumulative figure 
pertaining to number of complaints against both SNGPL & SSGCL was 18,265 in 
the year 2021 as compared to 15,110 in 
the year 2020 indicating a 20.8% 
increase. These complaints were 
generally regarding excessive / wrong / 
incorrect and detection billing, delay in 
providing connection / shifting and 
replacement of defective meters etc. 
The other complaints which were lesser 
in number related to improper supply of 
gas, non-installation of meters, non-repair of gas pipelines and delay in restoration 
of gas connection.

The other agencies against whom complaints continued to be lodged by the public 
at large included NADRA, Pakistan Post Office Department, BISP, AIOU, PBM, 
Pakistan Railways, SLICP,  IB,  EOBI, BF & GI, CDA, FIA, NHA, NBP, CDNS, 
PLI, Directorate General of Immigration and Passports and PTA etc. A statistical 
comparison of complaints received against some of the agencies during the years 
2020 & 2021 is available in the chapter titled “Volume, Causes and Redressal of 
Complaints Against Major Agencies”. 

The Outreach Complaint Resolution (OCR) Program which was started five years 
ago in January, 2016 but suffered a setback in the years 2020 and 2021 due to 
COVID-19 pandemic, demonstrated a modest recovery as the Investigating 
Officers of the WMS restarted 
undertaking visits to various tehsil/ 
district headquarters on pre-advertised 
dates to resolve public complaints 
against Federal agencies closer to the 
doorsteps of the complainants. A total of 
8,161 complaints were disposed of during the year 2021 as compared to 6,113 
complaints resolved in 2020. The OCR visits afforded a good opportunity to the 

complainants to get their complaints redressed closer to their doorsteps in a 
reasonably short period. On these 
occasions, the Investigating Officers 
also interacted with the local media, bar 
councils and press clubs to send the 
message across in the context of 
availability of this hassle free and cost 
free forum for resolving public 
complaints against mal-administration on the part of the Government agencies. 

The Appraising Team, constituted by the Wafaqi Mohtasib to minutely appraise 
each and every finding / recommendation to ensure uniformity and soundness of 
the recommendations / decisions and orders of the Wafaqi Mohtasib, continued to 
perform its function under a seasoned Senior Advisor. The team comprises very 
experienced retired civil service officers, judges and professionals having vast 
experience of public service. No finding is submitted to the Wafaqi Mohtasib for 
approval unless it passes through the Appraisal Team who scrutinizes each and 
every finding from all angles before submission to the Mohtasib. A litmus test for 
checking the efficacy of the Appraisal Team is the number of representations filed 
to the President by the aggrieved parties against the findings / recommendations 
of the Wafaqi Mohtasib. The fact that the number of representations constituted 
only 0.70% of the total disposal of complaints during the year 2021 is a clear 
manifestation of the effectiveness of the Appraisal Team

A sensitive and important aspect of the operational activities of the Office of 
Wafaqi Mohtasib is to enforce implementation of the decisions, orders, 
recommendations and findings of the Wafaqi Mohasib. In this context, the Federal 
Ombudsmen Institutional Reforms Act 2013 gives powers of a civil court to the 
Wafaqi Mohtasib to get his recommendations, orders or decisions implemented. He 
also has the same powers, mutatis mutandis, as the Supreme Court has to punish 
for contempt. Additionally, the law empowers him to punish for contempt as 
provided in the Contempt of Court Ordinance, 2003. The WMS has an 
Implementation Wing headed by a Senior Advisor alongwith experienced officers 
and staff. A separate interface of the Implementation Wing in the CMIS facilitates 
efficient monitoring of the implementation status of the decisions / 
recommendations /orders of the Wafaqi Mohtasib. Regular hearings were held by 
the Implementation Wing throughout the year, resulting in achieving an 
implementation ratio of 92% by the close of the year 2021. The details are available 
in a separate chapter. The Wafaqi Mohtasib himself reviewed the performance of 
the Implementation Wing by holding periodical meetings of the implementation 
team throughout the year

The Federal Ombudsmen Institutional Reforms Act, 2013 empowers the Wafaqi 
Mohtasib to review any findings, recommendations, order or decision on a review 
petition made by an aggrieved party. During the year under report, only 947 
review petitions were received either from the complainants or the Agency 
concerned. A total of 147 review petitions pending during the last two months of 
the preceding year were also processed, making the total as 1,094, as compared to 

1,103 review petitions processed last year. Out of the 1,094 review petitions 
processed during the year 2021, a total 
of 920 petitions were decided whereas 
the remaining ones will be disposed of 
in the coming months. It is reassuring 
to note that the number of review 
petitions constituted only 0.89% of the 
total complaints decided. This very low 
percentage of review petitions is the 
result of the strenuous efforts made by 
the Investigating Officers to bring 
about understanding and compromise 
between the complainants and the agencies. 

A provision exists in the Federal Ombudsmen Institutional Reforms Act, 2013 that 
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 
recommendation of the Mohtasib.   
During the year under report, only 753 
representations were filed before the 
President, 319 by the complainants and 
434 by the agencies concerned. The 
number of representations constituted 
only 0.70% of the total number of 
complaints disposed of during the year. 
The last year’s percentage of the representations was 0.28%. The continuous very 
low percentage of representations to the President lends credence to the reliability 
and accuracy of the findings of the Wafaqi Mohtasib.

The President’s Order No.1 of 1983 empowers the Wafaqi Mohtasib to establish 
standing or advisory committees at specified places with specified jurisdiction for 
performing such functions of the Mohtasib as assigned to them. Accordingly, a few 
years back, the Office of the Wafaqi Mohtasib looked into the root causes of 
persistent complaints against various agencies with the objective to carry out 
systemic reforms.  High level committees of experts, professionals and seasoned 
civil service officers were constituted by the Wafaqi Mohtasib for this purpose. The 
committees accomplished their tasks and submitted 27 very valuable reports 
which were forwarded to the Government for further consideration and 
implementation of the recommendations contained in those reports.  Follow up 
meetings were held to monitor the progress during the year under report especially 
in the context of pension reforms, CDNS, overseas Pakistanis and prisoners, 
particularly the women and children in jails. In the context of prison reforms, 10 
progress reports have so far been submitted in the Supreme Court of Pakistan out 
of which two quarterly reports were submitted in the year 2021. During the 
meetings chaired by the Wafaqi Mohtasib in the context of prison reforms, the 
provincial authorities informed that District Oversight Committees have been 
constituted, more jails were being built, facilities upgraded, automation to develop 

interface among jails, courts and NADRA being done for monitoring and 
verification of the prisoners’ record; education and skill training facilities being 
ensured and free legal aid, especially to UTPs and for appeal purposes was being 
provided. Additionally, drug addicts and hardened criminals have been segregated 
from juveniles and women in jails. 

The One Window Facilitation Desks (OFWDs) established by the WMS at all 
international airports in Pakistan to instantly resolve the problems encountered 
by the incoming and outgoing passengers, especially the overseas Pakistanis, kept 
functioning smoothly during the year under report. Monthly reports were obtained 
from each Agency regarding redressal of complaints and with respect to 
responding to the queries of the travellers. Proper record of all such activities was 
kept in the WMS. During the year 2021, a total of 39,604 complaints / queries were 
received at the OWFDs out of which 39,595 were redressed / resolved on-the-spot; 
and action regarding the remaining 09 complaints was awaited. The agencies 
included OPF, NADRA, ASF, CAA, Pakistan Customs, DG IMPASS, Bureau of 
Emigration, FIA, ANF; and Ministries of Commerce, Foreign Affairs and Religious 
Affairs. All the relevant agencies are under instructions to ensure that their 
representatives are available at the OWFDs round the clock. The Wafaqi Mohtasib 
chaired a meeting with the Secretary, Ministry of Overseas Pakistanis and Human 
Resource Development as well as M.D. Overseas Employment Corporation on 16 
March 2021 to consider various measures to facilitate the overseas Pakistanis at 
OWFDs. He directed the concerned authorities to ensure presence of their 
representatives at the Facilitation Desks so that the overseas Pakistanis get their 
complaints resolved under one roof. 

Monitoring the performance of the Investigating as well as the Appraising Officers 
so as to ensure not only an equitable distribution of work but also the overall 
efficiency of the institution, the Wafaqi Mohtasib regularly reviewed the daily 
report generated through the CMIS indicating the workload, pendency and 
disposal of cases on the part of the said officers. He also undertook visits to the 
Regional Offices at Karachi, Lahore, Peshawar, Quetta, Gujranwala, Faisalabad 
and Sargodha to thoroughly review the performance of these Offices and assess 
their needs for further improvement in their functioning.  

One of the most significant events of the year 2021 was the visit of the Hon’ble 
President to the Wafaqi Mohtasib Secretariat (WMS), Islamabad on 15 June, 2021. 
A team of senior officers of the President’s Secretariat accompanied him on the 
visit. A presentation on the activities of the Office of Wafaqi Mohtasib was given to 
him in the conference room of the WMS on this occasion.  

The Hon’ble President was pleased to inform that during his interaction with the 
Prime Minister, Government officials and public representatives, he has been 
sensitizing them about the major role being played by the institution of Mohtasib 
in redressing the grievances of the general public against Government agencies. 
He remarked that a major section of the population was still not aware of the 
availability of this easily accessible forum and there was a need for the WMS to 
expand its role and activities. 

The Hon’ble President lauded the efforts of the WMS specifically in the prevention 
of crimes against children; and their protection from the unscrupulous elements of 
the society. Highlighting the importance and sensitivity of the job of the WMS, the 
Hon’ble President was pleased to call 
upon the officers and staff of the WMS 
to continue to demonstrate the same 
zeal and commitment keeping firmly in 
mind that they are all accountable for 
their deeds. He also offered complete 
support to the institution of Wafaqi 
Mohtasib for an efficient and efficacious 
discharge of its duties and functions. 
Concluding his remarks, the Hon’ble 
President was pleased to advise that 
the Mohtasib Secretariat should 
enhance its outreach & scope of 
activities; keep a stricter watch on the integrated agencies who do not timely 
resolve public complaints under the ICR system; duly project its activities in the 
media; and make all possible efforts to identify and address the problems of the 
overseas Pakistanis, especially in view of the recent extensive export of manpower. 
He further advised that the National Commissioner for Children, WMS should 
keep a liaison with the Ministry of Human Rights for the purpose of protection of 
the rights of children.

In line with the advice of the Hon’ble President to increase the geographical spread 
of the WMS and to increase its IT footprints in the country to cover a broader 
spectrum of the society, the regional representation of the WMS was increased 
gradually. After successfully establishing a Regional Office earlier at Kharan 
(Baluchistan), another office was established at Sargodha which became fully 
functional in the year 2021 to facilitate the people of the area to get their 

grievances against the Federal 
Government agencies redressed.  
Similarly, some more offices at Swat, 
Gilgit-Baltistan, Mirpur Khas and 
Khuzdar are also in the offing and 
expected to be functional in the near 
future. 

Special emphasis was placed on 
interaction with the media during the 
year under report. The Wafaqi Mohtasib 
continued to hold press conferences both at the Head Office, Islamabad and some 
Regional Offices to sensitize the media on the important activities and 
achievements of the WMS.  As a regular feature, quarterly News Bulletins both in 
Urdu and English were brought out and disseminated to keep the general public 
informed about the activities and important findings providing relief to the 
aggrieved citizens. Public awareness messages were also played on all TV and 
Radio channels across Pakistan with the help of PEMRA. At the instance of WMS, 
PTA also sent public awareness messages through all the cellular networks in 
Pakistan. Similarly, all important activities of the WMS were also regularly 
depicted on Facebook and Instagram pages of the WMS. During the year under 
report, the WMS issued a total of 35 press releases after important activities 
undertaken by it. 

As it is imperative for any organization to critically assess, evaluate and review its 
performance in both quantitative and qualitative terms so as to focus more on 
growth and fine tuning of the operational activities for the purpose of optimizing 
efficiency and efficacy, the 
Wafaqi Mohtasib 
commissioned a Case 
Study to review the entire 
gamut of activities of this 
institution including the 
expansion in the scope of 
its functions during the 
past 38 years. The study 
exhaustively reviewed the 
evolution process of the 
Office of Wafaqi Mohtasib 
in different periods, the 
impact of legal reforms, 
budgetary support 
provided by the 
Government, milestones 
achieved, the initiatives 
taken for the aggrieved citizens including the pensioners, widows, overseas 
Pakistanis and prisoners etc.; and a comparative analysis with ombudsman 
institutions in various parts of the world. The Case Study was presented to the 

Hon’ble President by the Wafaqi Mohtasib on 13 July, 2021 at the President’s 
Secretariat. The Hon’ble President was pleased to appreciate the study which 
concludes that this institution has not only succeeded in achieving its objectives 
but its impact on the governance / service delivery by the Federal agencies has 
been quite significant. 

The Wafaqi Mohtasib had a meeting with the Hon’ble Chief Justice of Pakistan on 
9 March, 2021 to brief him on the functioning, performance and achievements of 
the WMS since his earlier call on the Hon’ble Chief Justice in February, 2020.  He 
also briefed the Hon’ble Chief Justice on the progress on implementation of the 
recommendations contained in the report of the committee constituted by the 
Wafaqi Mohtasib for prison reforms. He further informed that all provinces have 
been directed by him to start integrated biometric identification system with all 
departments of criminal administrative justice system on priority basis. He also 
gave an overview of the actions taken in the context of the references made to the 
WMS by the Supreme Court of Pakistan with regard to mal-administration in 
police, prevention of fire incidents on Margalla Hills, environmental issues in the 
coastal areas of Pakistan, Education Sector Reforms, and issues relating to Civil 
Aviation Authority and the Karachi Port Trust.  The Hon’ble Chief Justice 
appreciated the efforts of the Wafaqi Mohtasib in the context of providing speedy 
justice to the citizens aggrieved by mal-administration of the Government 
agencies; and carrying out systemic reforms. 

Public complaints against the agencies 
responsible for development of housing 
projects and provision of various 
facilities remained in sharp focus of the 
Office of Wafaqi Mohtasib during the 
year 2021. The Wafaqi Mohtasib held a 
meeting on 20 August, 2021 in the 
Wafaqi Mohtasib Secretariat to review 

the progress on the Housing Projects undertaken by the CDA and FGEHA as also 
to consider sundry issues of the Housing Sector. The Chairman CDA gave a 
presentation on the projects undertaken by the CDA in the Islamabad Capital 
Territory, the challenges being faced and 
the reforms being carried out. He 
informed that a One Window 
Facilitation Centre was being 
established where problems of the 
citizens would be resolved under one 
roof after computerization of the entire 
record of the CDA. The Wafaqi 
Mohtasib directed the Chairman CDA 
to quickly digitize the record of the CDA 
for the purpose of improving efficiency 
and bringing greater transparency in 
its systems / procedures; resolve the 
problem of non-availability of access 
roads for the private housing societies as well as FGEHA on priority basis; ensure 
early completion of the projects, especially the ones launched to facilitate the 
general public; and ensure implementation of all findings of the WMS pertaining 
to CDA. 

On this occasion, the representative of the FGEHA also gave a briefing on the 
progress on various projects of the Authority, the impediments faced and the 
remedial measures being taken. The Wafaqi Mohtasib directed the FGEHA to 
make every effort to complete the ongoing projects as quickly as possible by 
utilizing all its resources for the purpose. He further directed the Agency to 
seriously and transparently deal with the issue of non-allotment of plots to many 
eligible members during the balloting for F-14/15, highlight in the media as well as 
on the website of the FGEHA the measures being taken to accommodate the 
remaining eligible members and place on its website the policy and plans of the 
FGEHA and all allied information which should be updated regularly.

Taking cognizance of the gravity of the ever increasing cybercrimes against 
children, number of meetings with the stakeholders were held. A study was also 
undertaken on the subject; and a Plan of Action was suggested after taking on 
board the FIA, Ministry of IT and other stakeholders to control the menace. A draft 
legal reforms bill, titled “Prevention and Control of Cybercrimes against Children 
Bill 2021 was prepared for amendments in PECA 2016, Qanoon-i-Shahadat Order, 
1984 and other relevant laws. Besides, judicial and police academies would now 
also focus on prevention and control of cybercrimes against children in their all 
training programs. On 3 June, 2021, the Wafaqi Mohtasib chaired a meeting of the 
Task Force on Cyber Crimes against 
Children, especially dissemination of 
the videos of Child Abuse in social 
media, Dark Web and in local market. 
Besides, the 5th National Consultative 
Meeting for raising awareness on 
prevention and control of cyber-crimes 
against children was chaired by the 
Wafaqi Mohtasib on 8 November, 2021. 
The meeting was informed that the WMS has developed a road map for 
strengthening laws and mechanism for effective enforcement to control 
cybercrimes against children. The meeting was attended by participants from 
National Police Academy, FIA, Ministry of Religious Affairs, Police and Judicial 
Academies and Prosecution Departments of all the provinces and prominent NGOs 
working for child rights. Similarly, a meeting on awareness raising to combat 
children’s online sexual abuse and exploitation was chaired by the Wafaqi 
Mohtasib at WMS Regional Office, Lahore. It was, inter alia, decided to constitute 
a Working Group on awareness raising on cybercrimes against children. 

Other performance highlights of the Office of Wafaqi Mohtasib during the year 
under report are as follows:

Other Highlights

♦ In fulfillment of the 
requirement of 
Article 28 of the 
President’s Order 
No.1 of 1983, the 
Wafaqi Mohtasib 
presented the 
Annual Report for 
the calendar year 
2020 to the Hon’ble 
President of 
Pakistan on 4 
March 2021 at 
A i w a n - e - S a d r , 
Islamabad.

 ♦ Meetings with provincial Chief Secretaries of Sindh and KPK were chaired 
by the Wafaqi Mohtasib to monitor the implementation of the 
recommendations of the 
Committee on Prison Reforms 
and to remove the bottlenecks in 
improving the living conditions 
of the inmates of the prisons. 
Two periodic reports on 
implementation of the 
recommendations of the 
Committee on Prison Reforms 
have been submitted in the 
Hon’ble Supreme Court of 
Pakistan during the period under 
report. Ten such reports have so far been submitted. 

♦ Wafaqi Mohtasib chaired periodical meetings at the Head Office, Islamabad 
as well as at various Regional Offices including R.O. Karachi, Lahore, 
Hyderabad, Faisalabad, Gujranwala and Peshawar to ensure smooth flow 
of work including disposal of complaints, monitoring the implementation of 
findings and to address the administrative issues. The Heads of various 
Agencies were also invited to attend the meetings for the purpose of 
thrashing out the issues causing public complaints against their respective 
agencies. They were advised to strictly follow their in-built Complaint 
Management System for quick redressal of public complaints. The Wafaqi 
Mohtasib also interacted with the media on these occasions.

♦ Wafaqi Mohtasib held meeting with the Director General National Savings 
on 20 January, 2021 for the purpose of further facilitating its customers in 
the context of 
disbursement of 
profit and 
resolving the issue 
of succession 
certificate for the 
family of the 
deceased CDNS 
account holders 
who passed away 
leaving behind the 
investment of over 
Rs.100,000/-. The 
D.G. informed that 
succession certificates would now be issued by NADRA. The Wafaqi 
Mohtasib directed the DG CDNS to ensure better facilities and services to 
senior citizens and widows.

♦ Wafaqi Mohtasib held press conferences both at the Head Office and some 

Regional Offices and also gave interviews to some TV News channels and 
Newspapers / Magazines on the functioning and achievements of his Office.

Towards the close of the year under review, the Wafaqi Mohtasib’s Office witnessed 
the change of command at the top. The 7th Federal Ombudsman Syed Tahir 
Shahbaz, completed his extended term of office on 26 December 2021. 

The incumbent Federal Ombudsman who was sworn in on 27 December 2021, has 
been associated with this Office as Senior Advisor for over twelve years. His 
appointment marked the coming of age of the institution as it was able to provide 
leadership from within its own fold. The last chapter of the Annual Report titled, 
‘Goalposts for the Future’, accordingly carries stamp of the incumbent 
Ombudsman’s vision for the institution.
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YEAR IN REVIEW: 2021

The advent of the year 2021 saw an unabated spell of COVID-19 pandemic which 
hampered the operations of a number of Government agencies to a considerable 
degree. However, the situation did not exacerbate during the second and third 
quarter of the year; and gradually improved in the last quarter, enabling a rapid 
resumption of the normal functioning of the agencies. This had a salutary effect on 
the working of the Office of the Wafaqi Mohtasib as the processing of complaints 
became faster, easier and more meaningful as majority of the agencies started 
submitting reports in response to the complaints without delay and their 
representatives resumed attending the hearings personally. 

The Office of the Wafaqi Mohtasib received 110,398 public complaints of 
mal-administration on the part of the Government agencies and managed to dispose 
of 106,808 complaints during the year 2021 as against the receipt of 133,521 and 
disposal of 130,112 complaints last year. 
The main reason for this decline in 
receipts was that more than 39,700 
complaints were received against BISP/ 
EHSAAS Program in the year 2020 as 
the number of beneficiaries of the one 
time financial assistance announced by 
the Government far exceeded the 
number of applicants. Similarly, 7000 complaints were received against Pakistan 
Post Office Department (PPOD) during the preceding year because of the Agency’s 
weak Complaint Resolution Mechanism which improved considerably in 2021.

The Federal Ombudsmen Institutional Reforms Act 2013 provides that the 
Ombudsman shall dispose of a complaint within a period of 60 days. This timeline 
was meticulously followed by the Investigation as well as Appraising Officers of 
the WMS and all the complaints were disposed of within the statutory timeline 
with the exception of a few complaints which took more time in processing due to 
requirement of additional information from the complainants or the Agency 
concerned to reach a logical conclusion and a meaningful decision. 

The trend to file online complaints continued in 2021. A total of 42,237 online 
complaints were filed by the general public out of which 15,692 were registered 
through the WMS website, 10,127 
through the mobile App of the WMS and 
16,418 through the Integrated 
Complaint Resolution (ICR) system.  
Under the ICR system, all those 
complaints which are registered 
directly with the Agency concerned but 
remain un-resolved for more than 30 
days, are automatically transferred to 
the Complaint Management 

Information System (CMIS) of the WMS and are processed and disposed of in the 
normal way. The WMS has developed interface with 178 agencies through the 
CMIS. 

Analysis of the data pertaining to the complaints lodged during the year under 
report shows that maximum number of complaints were against DISCOs. 
Generally these complaints were 
regarding excessive billing. The 
electricity complaints were 
50,077 in number i.e. 45.36% of the 
total complaints in 2021 as against 
39,596 (29.65%) in the year 2020. The 
complaints against SNGPL registered 
15.35% increase, i.e. from 7,782 in the year 
2020 to 8,978 in the year 2021. However, the complaints against SSGCL rose from 
7,328 in 2020 to 9,287 in 2021, registering 26.7% increase. The cumulative figure 
pertaining to number of complaints against both SNGPL & SSGCL was 18,265 in 
the year 2021 as compared to 15,110 in 
the year 2020 indicating a 20.8% 
increase. These complaints were 
generally regarding excessive / wrong / 
incorrect and detection billing, delay in 
providing connection / shifting and 
replacement of defective meters etc. 
The other complaints which were lesser 
in number related to improper supply of 
gas, non-installation of meters, non-repair of gas pipelines and delay in restoration 
of gas connection.

The other agencies against whom complaints continued to be lodged by the public 
at large included NADRA, Pakistan Post Office Department, BISP, AIOU, PBM, 
Pakistan Railways, SLICP,  IB,  EOBI, BF & GI, CDA, FIA, NHA, NBP, CDNS, 
PLI, Directorate General of Immigration and Passports and PTA etc. A statistical 
comparison of complaints received against some of the agencies during the years 
2020 & 2021 is available in the chapter titled “Volume, Causes and Redressal of 
Complaints Against Major Agencies”. 

The Outreach Complaint Resolution (OCR) Program which was started five years 
ago in January, 2016 but suffered a setback in the years 2020 and 2021 due to 
COVID-19 pandemic, demonstrated a modest recovery as the Investigating 
Officers of the WMS restarted 
undertaking visits to various tehsil/ 
district headquarters on pre-advertised 
dates to resolve public complaints 
against Federal agencies closer to the 
doorsteps of the complainants. A total of 
8,161 complaints were disposed of during the year 2021 as compared to 6,113 
complaints resolved in 2020. The OCR visits afforded a good opportunity to the 

complainants to get their complaints redressed closer to their doorsteps in a 
reasonably short period. On these 
occasions, the Investigating Officers 
also interacted with the local media, bar 
councils and press clubs to send the 
message across in the context of 
availability of this hassle free and cost 
free forum for resolving public 
complaints against mal-administration on the part of the Government agencies. 

The Appraising Team, constituted by the Wafaqi Mohtasib to minutely appraise 
each and every finding / recommendation to ensure uniformity and soundness of 
the recommendations / decisions and orders of the Wafaqi Mohtasib, continued to 
perform its function under a seasoned Senior Advisor. The team comprises very 
experienced retired civil service officers, judges and professionals having vast 
experience of public service. No finding is submitted to the Wafaqi Mohtasib for 
approval unless it passes through the Appraisal Team who scrutinizes each and 
every finding from all angles before submission to the Mohtasib. A litmus test for 
checking the efficacy of the Appraisal Team is the number of representations filed 
to the President by the aggrieved parties against the findings / recommendations 
of the Wafaqi Mohtasib. The fact that the number of representations constituted 
only 0.70% of the total disposal of complaints during the year 2021 is a clear 
manifestation of the effectiveness of the Appraisal Team

A sensitive and important aspect of the operational activities of the Office of 
Wafaqi Mohtasib is to enforce implementation of the decisions, orders, 
recommendations and findings of the Wafaqi Mohasib. In this context, the Federal 
Ombudsmen Institutional Reforms Act 2013 gives powers of a civil court to the 
Wafaqi Mohtasib to get his recommendations, orders or decisions implemented. He 
also has the same powers, mutatis mutandis, as the Supreme Court has to punish 
for contempt. Additionally, the law empowers him to punish for contempt as 
provided in the Contempt of Court Ordinance, 2003. The WMS has an 
Implementation Wing headed by a Senior Advisor alongwith experienced officers 
and staff. A separate interface of the Implementation Wing in the CMIS facilitates 
efficient monitoring of the implementation status of the decisions / 
recommendations /orders of the Wafaqi Mohtasib. Regular hearings were held by 
the Implementation Wing throughout the year, resulting in achieving an 
implementation ratio of 92% by the close of the year 2021. The details are available 
in a separate chapter. The Wafaqi Mohtasib himself reviewed the performance of 
the Implementation Wing by holding periodical meetings of the implementation 
team throughout the year

The Federal Ombudsmen Institutional Reforms Act, 2013 empowers the Wafaqi 
Mohtasib to review any findings, recommendations, order or decision on a review 
petition made by an aggrieved party. During the year under report, only 947 
review petitions were received either from the complainants or the Agency 
concerned. A total of 147 review petitions pending during the last two months of 
the preceding year were also processed, making the total as 1,094, as compared to 

1,103 review petitions processed last year. Out of the 1,094 review petitions 
processed during the year 2021, a total 
of 920 petitions were decided whereas 
the remaining ones will be disposed of 
in the coming months. It is reassuring 
to note that the number of review 
petitions constituted only 0.89% of the 
total complaints decided. This very low 
percentage of review petitions is the 
result of the strenuous efforts made by 
the Investigating Officers to bring 
about understanding and compromise 
between the complainants and the agencies. 

A provision exists in the Federal Ombudsmen Institutional Reforms Act, 2013 that 
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 
recommendation of the Mohtasib.   
During the year under report, only 753 
representations were filed before the 
President, 319 by the complainants and 
434 by the agencies concerned. The 
number of representations constituted 
only 0.70% of the total number of 
complaints disposed of during the year. 
The last year’s percentage of the representations was 0.28%. The continuous very 
low percentage of representations to the President lends credence to the reliability 
and accuracy of the findings of the Wafaqi Mohtasib.

The President’s Order No.1 of 1983 empowers the Wafaqi Mohtasib to establish 
standing or advisory committees at specified places with specified jurisdiction for 
performing such functions of the Mohtasib as assigned to them. Accordingly, a few 
years back, the Office of the Wafaqi Mohtasib looked into the root causes of 
persistent complaints against various agencies with the objective to carry out 
systemic reforms.  High level committees of experts, professionals and seasoned 
civil service officers were constituted by the Wafaqi Mohtasib for this purpose. The 
committees accomplished their tasks and submitted 27 very valuable reports 
which were forwarded to the Government for further consideration and 
implementation of the recommendations contained in those reports.  Follow up 
meetings were held to monitor the progress during the year under report especially 
in the context of pension reforms, CDNS, overseas Pakistanis and prisoners, 
particularly the women and children in jails. In the context of prison reforms, 10 
progress reports have so far been submitted in the Supreme Court of Pakistan out 
of which two quarterly reports were submitted in the year 2021. During the 
meetings chaired by the Wafaqi Mohtasib in the context of prison reforms, the 
provincial authorities informed that District Oversight Committees have been 
constituted, more jails were being built, facilities upgraded, automation to develop 

interface among jails, courts and NADRA being done for monitoring and 
verification of the prisoners’ record; education and skill training facilities being 
ensured and free legal aid, especially to UTPs and for appeal purposes was being 
provided. Additionally, drug addicts and hardened criminals have been segregated 
from juveniles and women in jails. 

The One Window Facilitation Desks (OFWDs) established by the WMS at all 
international airports in Pakistan to instantly resolve the problems encountered 
by the incoming and outgoing passengers, especially the overseas Pakistanis, kept 
functioning smoothly during the year under report. Monthly reports were obtained 
from each Agency regarding redressal of complaints and with respect to 
responding to the queries of the travellers. Proper record of all such activities was 
kept in the WMS. During the year 2021, a total of 39,604 complaints / queries were 
received at the OWFDs out of which 39,595 were redressed / resolved on-the-spot; 
and action regarding the remaining 09 complaints was awaited. The agencies 
included OPF, NADRA, ASF, CAA, Pakistan Customs, DG IMPASS, Bureau of 
Emigration, FIA, ANF; and Ministries of Commerce, Foreign Affairs and Religious 
Affairs. All the relevant agencies are under instructions to ensure that their 
representatives are available at the OWFDs round the clock. The Wafaqi Mohtasib 
chaired a meeting with the Secretary, Ministry of Overseas Pakistanis and Human 
Resource Development as well as M.D. Overseas Employment Corporation on 16 
March 2021 to consider various measures to facilitate the overseas Pakistanis at 
OWFDs. He directed the concerned authorities to ensure presence of their 
representatives at the Facilitation Desks so that the overseas Pakistanis get their 
complaints resolved under one roof. 

Monitoring the performance of the Investigating as well as the Appraising Officers 
so as to ensure not only an equitable distribution of work but also the overall 
efficiency of the institution, the Wafaqi Mohtasib regularly reviewed the daily 
report generated through the CMIS indicating the workload, pendency and 
disposal of cases on the part of the said officers. He also undertook visits to the 
Regional Offices at Karachi, Lahore, Peshawar, Quetta, Gujranwala, Faisalabad 
and Sargodha to thoroughly review the performance of these Offices and assess 
their needs for further improvement in their functioning.  

One of the most significant events of the year 2021 was the visit of the Hon’ble 
President to the Wafaqi Mohtasib Secretariat (WMS), Islamabad on 15 June, 2021. 
A team of senior officers of the President’s Secretariat accompanied him on the 
visit. A presentation on the activities of the Office of Wafaqi Mohtasib was given to 
him in the conference room of the WMS on this occasion.  

The Hon’ble President was pleased to inform that during his interaction with the 
Prime Minister, Government officials and public representatives, he has been 
sensitizing them about the major role being played by the institution of Mohtasib 
in redressing the grievances of the general public against Government agencies. 
He remarked that a major section of the population was still not aware of the 
availability of this easily accessible forum and there was a need for the WMS to 
expand its role and activities. 

The Hon’ble President lauded the efforts of the WMS specifically in the prevention 
of crimes against children; and their protection from the unscrupulous elements of 
the society. Highlighting the importance and sensitivity of the job of the WMS, the 
Hon’ble President was pleased to call 
upon the officers and staff of the WMS 
to continue to demonstrate the same 
zeal and commitment keeping firmly in 
mind that they are all accountable for 
their deeds. He also offered complete 
support to the institution of Wafaqi 
Mohtasib for an efficient and efficacious 
discharge of its duties and functions. 
Concluding his remarks, the Hon’ble 
President was pleased to advise that 
the Mohtasib Secretariat should 
enhance its outreach & scope of 
activities; keep a stricter watch on the integrated agencies who do not timely 
resolve public complaints under the ICR system; duly project its activities in the 
media; and make all possible efforts to identify and address the problems of the 
overseas Pakistanis, especially in view of the recent extensive export of manpower. 
He further advised that the National Commissioner for Children, WMS should 
keep a liaison with the Ministry of Human Rights for the purpose of protection of 
the rights of children.

In line with the advice of the Hon’ble President to increase the geographical spread 
of the WMS and to increase its IT footprints in the country to cover a broader 
spectrum of the society, the regional representation of the WMS was increased 
gradually. After successfully establishing a Regional Office earlier at Kharan 
(Baluchistan), another office was established at Sargodha which became fully 
functional in the year 2021 to facilitate the people of the area to get their 

grievances against the Federal 
Government agencies redressed.  
Similarly, some more offices at Swat, 
Gilgit-Baltistan, Mirpur Khas and 
Khuzdar are also in the offing and 
expected to be functional in the near 
future. 

Special emphasis was placed on 
interaction with the media during the 
year under report. The Wafaqi Mohtasib 
continued to hold press conferences both at the Head Office, Islamabad and some 
Regional Offices to sensitize the media on the important activities and 
achievements of the WMS.  As a regular feature, quarterly News Bulletins both in 
Urdu and English were brought out and disseminated to keep the general public 
informed about the activities and important findings providing relief to the 
aggrieved citizens. Public awareness messages were also played on all TV and 
Radio channels across Pakistan with the help of PEMRA. At the instance of WMS, 
PTA also sent public awareness messages through all the cellular networks in 
Pakistan. Similarly, all important activities of the WMS were also regularly 
depicted on Facebook and Instagram pages of the WMS. During the year under 
report, the WMS issued a total of 35 press releases after important activities 
undertaken by it. 

As it is imperative for any organization to critically assess, evaluate and review its 
performance in both quantitative and qualitative terms so as to focus more on 
growth and fine tuning of the operational activities for the purpose of optimizing 
efficiency and efficacy, the 
Wafaqi Mohtasib 
commissioned a Case 
Study to review the entire 
gamut of activities of this 
institution including the 
expansion in the scope of 
its functions during the 
past 38 years. The study 
exhaustively reviewed the 
evolution process of the 
Office of Wafaqi Mohtasib 
in different periods, the 
impact of legal reforms, 
budgetary support 
provided by the 
Government, milestones 
achieved, the initiatives 
taken for the aggrieved citizens including the pensioners, widows, overseas 
Pakistanis and prisoners etc.; and a comparative analysis with ombudsman 
institutions in various parts of the world. The Case Study was presented to the 

Hon’ble President by the Wafaqi Mohtasib on 13 July, 2021 at the President’s 
Secretariat. The Hon’ble President was pleased to appreciate the study which 
concludes that this institution has not only succeeded in achieving its objectives 
but its impact on the governance / service delivery by the Federal agencies has 
been quite significant. 

The Wafaqi Mohtasib had a meeting with the Hon’ble Chief Justice of Pakistan on 
9 March, 2021 to brief him on the functioning, performance and achievements of 
the WMS since his earlier call on the Hon’ble Chief Justice in February, 2020.  He 
also briefed the Hon’ble Chief Justice on the progress on implementation of the 
recommendations contained in the report of the committee constituted by the 
Wafaqi Mohtasib for prison reforms. He further informed that all provinces have 
been directed by him to start integrated biometric identification system with all 
departments of criminal administrative justice system on priority basis. He also 
gave an overview of the actions taken in the context of the references made to the 
WMS by the Supreme Court of Pakistan with regard to mal-administration in 
police, prevention of fire incidents on Margalla Hills, environmental issues in the 
coastal areas of Pakistan, Education Sector Reforms, and issues relating to Civil 
Aviation Authority and the Karachi Port Trust.  The Hon’ble Chief Justice 
appreciated the efforts of the Wafaqi Mohtasib in the context of providing speedy 
justice to the citizens aggrieved by mal-administration of the Government 
agencies; and carrying out systemic reforms. 

Public complaints against the agencies 
responsible for development of housing 
projects and provision of various 
facilities remained in sharp focus of the 
Office of Wafaqi Mohtasib during the 
year 2021. The Wafaqi Mohtasib held a 
meeting on 20 August, 2021 in the 
Wafaqi Mohtasib Secretariat to review 

the progress on the Housing Projects undertaken by the CDA and FGEHA as also 
to consider sundry issues of the Housing Sector. The Chairman CDA gave a 
presentation on the projects undertaken by the CDA in the Islamabad Capital 
Territory, the challenges being faced and 
the reforms being carried out. He 
informed that a One Window 
Facilitation Centre was being 
established where problems of the 
citizens would be resolved under one 
roof after computerization of the entire 
record of the CDA. The Wafaqi 
Mohtasib directed the Chairman CDA 
to quickly digitize the record of the CDA 
for the purpose of improving efficiency 
and bringing greater transparency in 
its systems / procedures; resolve the 
problem of non-availability of access 
roads for the private housing societies as well as FGEHA on priority basis; ensure 
early completion of the projects, especially the ones launched to facilitate the 
general public; and ensure implementation of all findings of the WMS pertaining 
to CDA. 

On this occasion, the representative of the FGEHA also gave a briefing on the 
progress on various projects of the Authority, the impediments faced and the 
remedial measures being taken. The Wafaqi Mohtasib directed the FGEHA to 
make every effort to complete the ongoing projects as quickly as possible by 
utilizing all its resources for the purpose. He further directed the Agency to 
seriously and transparently deal with the issue of non-allotment of plots to many 
eligible members during the balloting for F-14/15, highlight in the media as well as 
on the website of the FGEHA the measures being taken to accommodate the 
remaining eligible members and place on its website the policy and plans of the 
FGEHA and all allied information which should be updated regularly.

The Hon’ble President was pleased 
to advise that the WMS should 
enhance its outreach & scope of 
activities; keep a stricter watch on 
the integrated agencies who do not 
timely resolve public complaints 
under the ICR system; duly project 
its activities in the media; and make 
efforts to identify and address the 
problems of the overseas Pakistanis.

The President Dr. Arif Alvi being briefed about the role of Wafaqi Mohtasib at 
Wafaqi Mohtasib Secretariat, Islamabad.

Taking cognizance of the gravity of the ever increasing cybercrimes against 
children, number of meetings with the stakeholders were held. A study was also 
undertaken on the subject; and a Plan of Action was suggested after taking on 
board the FIA, Ministry of IT and other stakeholders to control the menace. A draft 
legal reforms bill, titled “Prevention and Control of Cybercrimes against Children 
Bill 2021 was prepared for amendments in PECA 2016, Qanoon-i-Shahadat Order, 
1984 and other relevant laws. Besides, judicial and police academies would now 
also focus on prevention and control of cybercrimes against children in their all 
training programs. On 3 June, 2021, the Wafaqi Mohtasib chaired a meeting of the 
Task Force on Cyber Crimes against 
Children, especially dissemination of 
the videos of Child Abuse in social 
media, Dark Web and in local market. 
Besides, the 5th National Consultative 
Meeting for raising awareness on 
prevention and control of cyber-crimes 
against children was chaired by the 
Wafaqi Mohtasib on 8 November, 2021. 
The meeting was informed that the WMS has developed a road map for 
strengthening laws and mechanism for effective enforcement to control 
cybercrimes against children. The meeting was attended by participants from 
National Police Academy, FIA, Ministry of Religious Affairs, Police and Judicial 
Academies and Prosecution Departments of all the provinces and prominent NGOs 
working for child rights. Similarly, a meeting on awareness raising to combat 
children’s online sexual abuse and exploitation was chaired by the Wafaqi 
Mohtasib at WMS Regional Office, Lahore. It was, inter alia, decided to constitute 
a Working Group on awareness raising on cybercrimes against children. 

Other performance highlights of the Office of Wafaqi Mohtasib during the year 
under report are as follows:

Other Highlights

♦ In fulfillment of the 
requirement of 
Article 28 of the 
President’s Order 
No.1 of 1983, the 
Wafaqi Mohtasib 
presented the 
Annual Report for 
the calendar year 
2020 to the Hon’ble 
President of 
Pakistan on 4 
March 2021 at 
A i w a n - e - S a d r , 
Islamabad.

 ♦ Meetings with provincial Chief Secretaries of Sindh and KPK were chaired 
by the Wafaqi Mohtasib to monitor the implementation of the 
recommendations of the 
Committee on Prison Reforms 
and to remove the bottlenecks in 
improving the living conditions 
of the inmates of the prisons. 
Two periodic reports on 
implementation of the 
recommendations of the 
Committee on Prison Reforms 
have been submitted in the 
Hon’ble Supreme Court of 
Pakistan during the period under 
report. Ten such reports have so far been submitted. 

♦ Wafaqi Mohtasib chaired periodical meetings at the Head Office, Islamabad 
as well as at various Regional Offices including R.O. Karachi, Lahore, 
Hyderabad, Faisalabad, Gujranwala and Peshawar to ensure smooth flow 
of work including disposal of complaints, monitoring the implementation of 
findings and to address the administrative issues. The Heads of various 
Agencies were also invited to attend the meetings for the purpose of 
thrashing out the issues causing public complaints against their respective 
agencies. They were advised to strictly follow their in-built Complaint 
Management System for quick redressal of public complaints. The Wafaqi 
Mohtasib also interacted with the media on these occasions.

♦ Wafaqi Mohtasib held meeting with the Director General National Savings 
on 20 January, 2021 for the purpose of further facilitating its customers in 
the context of 
disbursement of 
profit and 
resolving the issue 
of succession 
certificate for the 
family of the 
deceased CDNS 
account holders 
who passed away 
leaving behind the 
investment of over 
Rs.100,000/-. The 
D.G. informed that 
succession certificates would now be issued by NADRA. The Wafaqi 
Mohtasib directed the DG CDNS to ensure better facilities and services to 
senior citizens and widows.

♦ Wafaqi Mohtasib held press conferences both at the Head Office and some 

Regional Offices and also gave interviews to some TV News channels and 
Newspapers / Magazines on the functioning and achievements of his Office.

Towards the close of the year under review, the Wafaqi Mohtasib’s Office witnessed 
the change of command at the top. The 7th Federal Ombudsman Syed Tahir 
Shahbaz, completed his extended term of office on 26 December 2021. 

The incumbent Federal Ombudsman who was sworn in on 27 December 2021, has 
been associated with this Office as Senior Advisor for over twelve years. His 
appointment marked the coming of age of the institution as it was able to provide 
leadership from within its own fold. The last chapter of the Annual Report titled, 
‘Goalposts for the Future’, accordingly carries stamp of the incumbent 
Ombudsman’s vision for the institution.
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YEAR IN REVIEW: 2021

The advent of the year 2021 saw an unabated spell of COVID-19 pandemic which 
hampered the operations of a number of Government agencies to a considerable 
degree. However, the situation did not exacerbate during the second and third 
quarter of the year; and gradually improved in the last quarter, enabling a rapid 
resumption of the normal functioning of the agencies. This had a salutary effect on 
the working of the Office of the Wafaqi Mohtasib as the processing of complaints 
became faster, easier and more meaningful as majority of the agencies started 
submitting reports in response to the complaints without delay and their 
representatives resumed attending the hearings personally. 

The Office of the Wafaqi Mohtasib received 110,398 public complaints of 
mal-administration on the part of the Government agencies and managed to dispose 
of 106,808 complaints during the year 2021 as against the receipt of 133,521 and 
disposal of 130,112 complaints last year. 
The main reason for this decline in 
receipts was that more than 39,700 
complaints were received against BISP/ 
EHSAAS Program in the year 2020 as 
the number of beneficiaries of the one 
time financial assistance announced by 
the Government far exceeded the 
number of applicants. Similarly, 7000 complaints were received against Pakistan 
Post Office Department (PPOD) during the preceding year because of the Agency’s 
weak Complaint Resolution Mechanism which improved considerably in 2021.

The Federal Ombudsmen Institutional Reforms Act 2013 provides that the 
Ombudsman shall dispose of a complaint within a period of 60 days. This timeline 
was meticulously followed by the Investigation as well as Appraising Officers of 
the WMS and all the complaints were disposed of within the statutory timeline 
with the exception of a few complaints which took more time in processing due to 
requirement of additional information from the complainants or the Agency 
concerned to reach a logical conclusion and a meaningful decision. 

The trend to file online complaints continued in 2021. A total of 42,237 online 
complaints were filed by the general public out of which 15,692 were registered 
through the WMS website, 10,127 
through the mobile App of the WMS and 
16,418 through the Integrated 
Complaint Resolution (ICR) system.  
Under the ICR system, all those 
complaints which are registered 
directly with the Agency concerned but 
remain un-resolved for more than 30 
days, are automatically transferred to 
the Complaint Management 

Information System (CMIS) of the WMS and are processed and disposed of in the 
normal way. The WMS has developed interface with 178 agencies through the 
CMIS. 

Analysis of the data pertaining to the complaints lodged during the year under 
report shows that maximum number of complaints were against DISCOs. 
Generally these complaints were 
regarding excessive billing. The 
electricity complaints were 
50,077 in number i.e. 45.36% of the 
total complaints in 2021 as against 
39,596 (29.65%) in the year 2020. The 
complaints against SNGPL registered 
15.35% increase, i.e. from 7,782 in the year 
2020 to 8,978 in the year 2021. However, the complaints against SSGCL rose from 
7,328 in 2020 to 9,287 in 2021, registering 26.7% increase. The cumulative figure 
pertaining to number of complaints against both SNGPL & SSGCL was 18,265 in 
the year 2021 as compared to 15,110 in 
the year 2020 indicating a 20.8% 
increase. These complaints were 
generally regarding excessive / wrong / 
incorrect and detection billing, delay in 
providing connection / shifting and 
replacement of defective meters etc. 
The other complaints which were lesser 
in number related to improper supply of 
gas, non-installation of meters, non-repair of gas pipelines and delay in restoration 
of gas connection.

The other agencies against whom complaints continued to be lodged by the public 
at large included NADRA, Pakistan Post Office Department, BISP, AIOU, PBM, 
Pakistan Railways, SLICP,  IB,  EOBI, BF & GI, CDA, FIA, NHA, NBP, CDNS, 
PLI, Directorate General of Immigration and Passports and PTA etc. A statistical 
comparison of complaints received against some of the agencies during the years 
2020 & 2021 is available in the chapter titled “Volume, Causes and Redressal of 
Complaints Against Major Agencies”. 

The Outreach Complaint Resolution (OCR) Program which was started five years 
ago in January, 2016 but suffered a setback in the years 2020 and 2021 due to 
COVID-19 pandemic, demonstrated a modest recovery as the Investigating 
Officers of the WMS restarted 
undertaking visits to various tehsil/ 
district headquarters on pre-advertised 
dates to resolve public complaints 
against Federal agencies closer to the 
doorsteps of the complainants. A total of 
8,161 complaints were disposed of during the year 2021 as compared to 6,113 
complaints resolved in 2020. The OCR visits afforded a good opportunity to the 

complainants to get their complaints redressed closer to their doorsteps in a 
reasonably short period. On these 
occasions, the Investigating Officers 
also interacted with the local media, bar 
councils and press clubs to send the 
message across in the context of 
availability of this hassle free and cost 
free forum for resolving public 
complaints against mal-administration on the part of the Government agencies. 

The Appraising Team, constituted by the Wafaqi Mohtasib to minutely appraise 
each and every finding / recommendation to ensure uniformity and soundness of 
the recommendations / decisions and orders of the Wafaqi Mohtasib, continued to 
perform its function under a seasoned Senior Advisor. The team comprises very 
experienced retired civil service officers, judges and professionals having vast 
experience of public service. No finding is submitted to the Wafaqi Mohtasib for 
approval unless it passes through the Appraisal Team who scrutinizes each and 
every finding from all angles before submission to the Mohtasib. A litmus test for 
checking the efficacy of the Appraisal Team is the number of representations filed 
to the President by the aggrieved parties against the findings / recommendations 
of the Wafaqi Mohtasib. The fact that the number of representations constituted 
only 0.70% of the total disposal of complaints during the year 2021 is a clear 
manifestation of the effectiveness of the Appraisal Team

A sensitive and important aspect of the operational activities of the Office of 
Wafaqi Mohtasib is to enforce implementation of the decisions, orders, 
recommendations and findings of the Wafaqi Mohasib. In this context, the Federal 
Ombudsmen Institutional Reforms Act 2013 gives powers of a civil court to the 
Wafaqi Mohtasib to get his recommendations, orders or decisions implemented. He 
also has the same powers, mutatis mutandis, as the Supreme Court has to punish 
for contempt. Additionally, the law empowers him to punish for contempt as 
provided in the Contempt of Court Ordinance, 2003. The WMS has an 
Implementation Wing headed by a Senior Advisor alongwith experienced officers 
and staff. A separate interface of the Implementation Wing in the CMIS facilitates 
efficient monitoring of the implementation status of the decisions / 
recommendations /orders of the Wafaqi Mohtasib. Regular hearings were held by 
the Implementation Wing throughout the year, resulting in achieving an 
implementation ratio of 92% by the close of the year 2021. The details are available 
in a separate chapter. The Wafaqi Mohtasib himself reviewed the performance of 
the Implementation Wing by holding periodical meetings of the implementation 
team throughout the year

The Federal Ombudsmen Institutional Reforms Act, 2013 empowers the Wafaqi 
Mohtasib to review any findings, recommendations, order or decision on a review 
petition made by an aggrieved party. During the year under report, only 947 
review petitions were received either from the complainants or the Agency 
concerned. A total of 147 review petitions pending during the last two months of 
the preceding year were also processed, making the total as 1,094, as compared to 

1,103 review petitions processed last year. Out of the 1,094 review petitions 
processed during the year 2021, a total 
of 920 petitions were decided whereas 
the remaining ones will be disposed of 
in the coming months. It is reassuring 
to note that the number of review 
petitions constituted only 0.89% of the 
total complaints decided. This very low 
percentage of review petitions is the 
result of the strenuous efforts made by 
the Investigating Officers to bring 
about understanding and compromise 
between the complainants and the agencies. 

A provision exists in the Federal Ombudsmen Institutional Reforms Act, 2013 that 
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 
recommendation of the Mohtasib.   
During the year under report, only 753 
representations were filed before the 
President, 319 by the complainants and 
434 by the agencies concerned. The 
number of representations constituted 
only 0.70% of the total number of 
complaints disposed of during the year. 
The last year’s percentage of the representations was 0.28%. The continuous very 
low percentage of representations to the President lends credence to the reliability 
and accuracy of the findings of the Wafaqi Mohtasib.

The President’s Order No.1 of 1983 empowers the Wafaqi Mohtasib to establish 
standing or advisory committees at specified places with specified jurisdiction for 
performing such functions of the Mohtasib as assigned to them. Accordingly, a few 
years back, the Office of the Wafaqi Mohtasib looked into the root causes of 
persistent complaints against various agencies with the objective to carry out 
systemic reforms.  High level committees of experts, professionals and seasoned 
civil service officers were constituted by the Wafaqi Mohtasib for this purpose. The 
committees accomplished their tasks and submitted 27 very valuable reports 
which were forwarded to the Government for further consideration and 
implementation of the recommendations contained in those reports.  Follow up 
meetings were held to monitor the progress during the year under report especially 
in the context of pension reforms, CDNS, overseas Pakistanis and prisoners, 
particularly the women and children in jails. In the context of prison reforms, 10 
progress reports have so far been submitted in the Supreme Court of Pakistan out 
of which two quarterly reports were submitted in the year 2021. During the 
meetings chaired by the Wafaqi Mohtasib in the context of prison reforms, the 
provincial authorities informed that District Oversight Committees have been 
constituted, more jails were being built, facilities upgraded, automation to develop 

interface among jails, courts and NADRA being done for monitoring and 
verification of the prisoners’ record; education and skill training facilities being 
ensured and free legal aid, especially to UTPs and for appeal purposes was being 
provided. Additionally, drug addicts and hardened criminals have been segregated 
from juveniles and women in jails. 

The One Window Facilitation Desks (OFWDs) established by the WMS at all 
international airports in Pakistan to instantly resolve the problems encountered 
by the incoming and outgoing passengers, especially the overseas Pakistanis, kept 
functioning smoothly during the year under report. Monthly reports were obtained 
from each Agency regarding redressal of complaints and with respect to 
responding to the queries of the travellers. Proper record of all such activities was 
kept in the WMS. During the year 2021, a total of 39,604 complaints / queries were 
received at the OWFDs out of which 39,595 were redressed / resolved on-the-spot; 
and action regarding the remaining 09 complaints was awaited. The agencies 
included OPF, NADRA, ASF, CAA, Pakistan Customs, DG IMPASS, Bureau of 
Emigration, FIA, ANF; and Ministries of Commerce, Foreign Affairs and Religious 
Affairs. All the relevant agencies are under instructions to ensure that their 
representatives are available at the OWFDs round the clock. The Wafaqi Mohtasib 
chaired a meeting with the Secretary, Ministry of Overseas Pakistanis and Human 
Resource Development as well as M.D. Overseas Employment Corporation on 16 
March 2021 to consider various measures to facilitate the overseas Pakistanis at 
OWFDs. He directed the concerned authorities to ensure presence of their 
representatives at the Facilitation Desks so that the overseas Pakistanis get their 
complaints resolved under one roof. 

Monitoring the performance of the Investigating as well as the Appraising Officers 
so as to ensure not only an equitable distribution of work but also the overall 
efficiency of the institution, the Wafaqi Mohtasib regularly reviewed the daily 
report generated through the CMIS indicating the workload, pendency and 
disposal of cases on the part of the said officers. He also undertook visits to the 
Regional Offices at Karachi, Lahore, Peshawar, Quetta, Gujranwala, Faisalabad 
and Sargodha to thoroughly review the performance of these Offices and assess 
their needs for further improvement in their functioning.  

One of the most significant events of the year 2021 was the visit of the Hon’ble 
President to the Wafaqi Mohtasib Secretariat (WMS), Islamabad on 15 June, 2021. 
A team of senior officers of the President’s Secretariat accompanied him on the 
visit. A presentation on the activities of the Office of Wafaqi Mohtasib was given to 
him in the conference room of the WMS on this occasion.  

The Hon’ble President was pleased to inform that during his interaction with the 
Prime Minister, Government officials and public representatives, he has been 
sensitizing them about the major role being played by the institution of Mohtasib 
in redressing the grievances of the general public against Government agencies. 
He remarked that a major section of the population was still not aware of the 
availability of this easily accessible forum and there was a need for the WMS to 
expand its role and activities. 

The Hon’ble President lauded the efforts of the WMS specifically in the prevention 
of crimes against children; and their protection from the unscrupulous elements of 
the society. Highlighting the importance and sensitivity of the job of the WMS, the 
Hon’ble President was pleased to call 
upon the officers and staff of the WMS 
to continue to demonstrate the same 
zeal and commitment keeping firmly in 
mind that they are all accountable for 
their deeds. He also offered complete 
support to the institution of Wafaqi 
Mohtasib for an efficient and efficacious 
discharge of its duties and functions. 
Concluding his remarks, the Hon’ble 
President was pleased to advise that 
the Mohtasib Secretariat should 
enhance its outreach & scope of 
activities; keep a stricter watch on the integrated agencies who do not timely 
resolve public complaints under the ICR system; duly project its activities in the 
media; and make all possible efforts to identify and address the problems of the 
overseas Pakistanis, especially in view of the recent extensive export of manpower. 
He further advised that the National Commissioner for Children, WMS should 
keep a liaison with the Ministry of Human Rights for the purpose of protection of 
the rights of children.

In line with the advice of the Hon’ble President to increase the geographical spread 
of the WMS and to increase its IT footprints in the country to cover a broader 
spectrum of the society, the regional representation of the WMS was increased 
gradually. After successfully establishing a Regional Office earlier at Kharan 
(Baluchistan), another office was established at Sargodha which became fully 
functional in the year 2021 to facilitate the people of the area to get their 

grievances against the Federal 
Government agencies redressed.  
Similarly, some more offices at Swat, 
Gilgit-Baltistan, Mirpur Khas and 
Khuzdar are also in the offing and 
expected to be functional in the near 
future. 

Special emphasis was placed on 
interaction with the media during the 
year under report. The Wafaqi Mohtasib 
continued to hold press conferences both at the Head Office, Islamabad and some 
Regional Offices to sensitize the media on the important activities and 
achievements of the WMS.  As a regular feature, quarterly News Bulletins both in 
Urdu and English were brought out and disseminated to keep the general public 
informed about the activities and important findings providing relief to the 
aggrieved citizens. Public awareness messages were also played on all TV and 
Radio channels across Pakistan with the help of PEMRA. At the instance of WMS, 
PTA also sent public awareness messages through all the cellular networks in 
Pakistan. Similarly, all important activities of the WMS were also regularly 
depicted on Facebook and Instagram pages of the WMS. During the year under 
report, the WMS issued a total of 35 press releases after important activities 
undertaken by it. 

As it is imperative for any organization to critically assess, evaluate and review its 
performance in both quantitative and qualitative terms so as to focus more on 
growth and fine tuning of the operational activities for the purpose of optimizing 
efficiency and efficacy, the 
Wafaqi Mohtasib 
commissioned a Case 
Study to review the entire 
gamut of activities of this 
institution including the 
expansion in the scope of 
its functions during the 
past 38 years. The study 
exhaustively reviewed the 
evolution process of the 
Office of Wafaqi Mohtasib 
in different periods, the 
impact of legal reforms, 
budgetary support 
provided by the 
Government, milestones 
achieved, the initiatives 
taken for the aggrieved citizens including the pensioners, widows, overseas 
Pakistanis and prisoners etc.; and a comparative analysis with ombudsman 
institutions in various parts of the world. The Case Study was presented to the 

Hon’ble President by the Wafaqi Mohtasib on 13 July, 2021 at the President’s 
Secretariat. The Hon’ble President was pleased to appreciate the study which 
concludes that this institution has not only succeeded in achieving its objectives 
but its impact on the governance / service delivery by the Federal agencies has 
been quite significant. 

The Wafaqi Mohtasib had a meeting with the Hon’ble Chief Justice of Pakistan on 
9 March, 2021 to brief him on the functioning, performance and achievements of 
the WMS since his earlier call on the Hon’ble Chief Justice in February, 2020.  He 
also briefed the Hon’ble Chief Justice on the progress on implementation of the 
recommendations contained in the report of the committee constituted by the 
Wafaqi Mohtasib for prison reforms. He further informed that all provinces have 
been directed by him to start integrated biometric identification system with all 
departments of criminal administrative justice system on priority basis. He also 
gave an overview of the actions taken in the context of the references made to the 
WMS by the Supreme Court of Pakistan with regard to mal-administration in 
police, prevention of fire incidents on Margalla Hills, environmental issues in the 
coastal areas of Pakistan, Education Sector Reforms, and issues relating to Civil 
Aviation Authority and the Karachi Port Trust.  The Hon’ble Chief Justice 
appreciated the efforts of the Wafaqi Mohtasib in the context of providing speedy 
justice to the citizens aggrieved by mal-administration of the Government 
agencies; and carrying out systemic reforms. 

Public complaints against the agencies 
responsible for development of housing 
projects and provision of various 
facilities remained in sharp focus of the 
Office of Wafaqi Mohtasib during the 
year 2021. The Wafaqi Mohtasib held a 
meeting on 20 August, 2021 in the 
Wafaqi Mohtasib Secretariat to review 

the progress on the Housing Projects undertaken by the CDA and FGEHA as also 
to consider sundry issues of the Housing Sector. The Chairman CDA gave a 
presentation on the projects undertaken by the CDA in the Islamabad Capital 
Territory, the challenges being faced and 
the reforms being carried out. He 
informed that a One Window 
Facilitation Centre was being 
established where problems of the 
citizens would be resolved under one 
roof after computerization of the entire 
record of the CDA. The Wafaqi 
Mohtasib directed the Chairman CDA 
to quickly digitize the record of the CDA 
for the purpose of improving efficiency 
and bringing greater transparency in 
its systems / procedures; resolve the 
problem of non-availability of access 
roads for the private housing societies as well as FGEHA on priority basis; ensure 
early completion of the projects, especially the ones launched to facilitate the 
general public; and ensure implementation of all findings of the WMS pertaining 
to CDA. 

On this occasion, the representative of the FGEHA also gave a briefing on the 
progress on various projects of the Authority, the impediments faced and the 
remedial measures being taken. The Wafaqi Mohtasib directed the FGEHA to 
make every effort to complete the ongoing projects as quickly as possible by 
utilizing all its resources for the purpose. He further directed the Agency to 
seriously and transparently deal with the issue of non-allotment of plots to many 
eligible members during the balloting for F-14/15, highlight in the media as well as 
on the website of the FGEHA the measures being taken to accommodate the 
remaining eligible members and place on its website the policy and plans of the 
FGEHA and all allied information which should be updated regularly.

In line with the advice of the 
Hon’ble President to increase the 
geographical spread of the WMS,...  
after establishing a Regional 
Office at Kharan, another office 
was established at Sargodha in 
2021. Offices at Swat, 
Gilgit-Baltistan, Mirpur Khas and 
Khuzdar are also in the offing. 

Federal Ombudsman presenting a case study titled ‘Evolution and 
Progress’ of the institution to the President of Pakistan. 

Taking cognizance of the gravity of the ever increasing cybercrimes against 
children, number of meetings with the stakeholders were held. A study was also 
undertaken on the subject; and a Plan of Action was suggested after taking on 
board the FIA, Ministry of IT and other stakeholders to control the menace. A draft 
legal reforms bill, titled “Prevention and Control of Cybercrimes against Children 
Bill 2021 was prepared for amendments in PECA 2016, Qanoon-i-Shahadat Order, 
1984 and other relevant laws. Besides, judicial and police academies would now 
also focus on prevention and control of cybercrimes against children in their all 
training programs. On 3 June, 2021, the Wafaqi Mohtasib chaired a meeting of the 
Task Force on Cyber Crimes against 
Children, especially dissemination of 
the videos of Child Abuse in social 
media, Dark Web and in local market. 
Besides, the 5th National Consultative 
Meeting for raising awareness on 
prevention and control of cyber-crimes 
against children was chaired by the 
Wafaqi Mohtasib on 8 November, 2021. 
The meeting was informed that the WMS has developed a road map for 
strengthening laws and mechanism for effective enforcement to control 
cybercrimes against children. The meeting was attended by participants from 
National Police Academy, FIA, Ministry of Religious Affairs, Police and Judicial 
Academies and Prosecution Departments of all the provinces and prominent NGOs 
working for child rights. Similarly, a meeting on awareness raising to combat 
children’s online sexual abuse and exploitation was chaired by the Wafaqi 
Mohtasib at WMS Regional Office, Lahore. It was, inter alia, decided to constitute 
a Working Group on awareness raising on cybercrimes against children. 

Other performance highlights of the Office of Wafaqi Mohtasib during the year 
under report are as follows:

Other Highlights

♦ In fulfillment of the 
requirement of 
Article 28 of the 
President’s Order 
No.1 of 1983, the 
Wafaqi Mohtasib 
presented the 
Annual Report for 
the calendar year 
2020 to the Hon’ble 
President of 
Pakistan on 4 
March 2021 at 
A i w a n - e - S a d r , 
Islamabad.

 ♦ Meetings with provincial Chief Secretaries of Sindh and KPK were chaired 
by the Wafaqi Mohtasib to monitor the implementation of the 
recommendations of the 
Committee on Prison Reforms 
and to remove the bottlenecks in 
improving the living conditions 
of the inmates of the prisons. 
Two periodic reports on 
implementation of the 
recommendations of the 
Committee on Prison Reforms 
have been submitted in the 
Hon’ble Supreme Court of 
Pakistan during the period under 
report. Ten such reports have so far been submitted. 

♦ Wafaqi Mohtasib chaired periodical meetings at the Head Office, Islamabad 
as well as at various Regional Offices including R.O. Karachi, Lahore, 
Hyderabad, Faisalabad, Gujranwala and Peshawar to ensure smooth flow 
of work including disposal of complaints, monitoring the implementation of 
findings and to address the administrative issues. The Heads of various 
Agencies were also invited to attend the meetings for the purpose of 
thrashing out the issues causing public complaints against their respective 
agencies. They were advised to strictly follow their in-built Complaint 
Management System for quick redressal of public complaints. The Wafaqi 
Mohtasib also interacted with the media on these occasions.

♦ Wafaqi Mohtasib held meeting with the Director General National Savings 
on 20 January, 2021 for the purpose of further facilitating its customers in 
the context of 
disbursement of 
profit and 
resolving the issue 
of succession 
certificate for the 
family of the 
deceased CDNS 
account holders 
who passed away 
leaving behind the 
investment of over 
Rs.100,000/-. The 
D.G. informed that 
succession certificates would now be issued by NADRA. The Wafaqi 
Mohtasib directed the DG CDNS to ensure better facilities and services to 
senior citizens and widows.

♦ Wafaqi Mohtasib held press conferences both at the Head Office and some 

Regional Offices and also gave interviews to some TV News channels and 
Newspapers / Magazines on the functioning and achievements of his Office.

Towards the close of the year under review, the Wafaqi Mohtasib’s Office witnessed 
the change of command at the top. The 7th Federal Ombudsman Syed Tahir 
Shahbaz, completed his extended term of office on 26 December 2021. 

The incumbent Federal Ombudsman who was sworn in on 27 December 2021, has 
been associated with this Office as Senior Advisor for over twelve years. His 
appointment marked the coming of age of the institution as it was able to provide 
leadership from within its own fold. The last chapter of the Annual Report titled, 
‘Goalposts for the Future’, accordingly carries stamp of the incumbent 
Ombudsman’s vision for the institution.
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YEAR IN REVIEW: 2021

The advent of the year 2021 saw an unabated spell of COVID-19 pandemic which 
hampered the operations of a number of Government agencies to a considerable 
degree. However, the situation did not exacerbate during the second and third 
quarter of the year; and gradually improved in the last quarter, enabling a rapid 
resumption of the normal functioning of the agencies. This had a salutary effect on 
the working of the Office of the Wafaqi Mohtasib as the processing of complaints 
became faster, easier and more meaningful as majority of the agencies started 
submitting reports in response to the complaints without delay and their 
representatives resumed attending the hearings personally. 

The Office of the Wafaqi Mohtasib received 110,398 public complaints of 
mal-administration on the part of the Government agencies and managed to dispose 
of 106,808 complaints during the year 2021 as against the receipt of 133,521 and 
disposal of 130,112 complaints last year. 
The main reason for this decline in 
receipts was that more than 39,700 
complaints were received against BISP/ 
EHSAAS Program in the year 2020 as 
the number of beneficiaries of the one 
time financial assistance announced by 
the Government far exceeded the 
number of applicants. Similarly, 7000 complaints were received against Pakistan 
Post Office Department (PPOD) during the preceding year because of the Agency’s 
weak Complaint Resolution Mechanism which improved considerably in 2021.

The Federal Ombudsmen Institutional Reforms Act 2013 provides that the 
Ombudsman shall dispose of a complaint within a period of 60 days. This timeline 
was meticulously followed by the Investigation as well as Appraising Officers of 
the WMS and all the complaints were disposed of within the statutory timeline 
with the exception of a few complaints which took more time in processing due to 
requirement of additional information from the complainants or the Agency 
concerned to reach a logical conclusion and a meaningful decision. 

The trend to file online complaints continued in 2021. A total of 42,237 online 
complaints were filed by the general public out of which 15,692 were registered 
through the WMS website, 10,127 
through the mobile App of the WMS and 
16,418 through the Integrated 
Complaint Resolution (ICR) system.  
Under the ICR system, all those 
complaints which are registered 
directly with the Agency concerned but 
remain un-resolved for more than 30 
days, are automatically transferred to 
the Complaint Management 

Information System (CMIS) of the WMS and are processed and disposed of in the 
normal way. The WMS has developed interface with 178 agencies through the 
CMIS. 

Analysis of the data pertaining to the complaints lodged during the year under 
report shows that maximum number of complaints were against DISCOs. 
Generally these complaints were 
regarding excessive billing. The 
electricity complaints were 
50,077 in number i.e. 45.36% of the 
total complaints in 2021 as against 
39,596 (29.65%) in the year 2020. The 
complaints against SNGPL registered 
15.35% increase, i.e. from 7,782 in the year 
2020 to 8,978 in the year 2021. However, the complaints against SSGCL rose from 
7,328 in 2020 to 9,287 in 2021, registering 26.7% increase. The cumulative figure 
pertaining to number of complaints against both SNGPL & SSGCL was 18,265 in 
the year 2021 as compared to 15,110 in 
the year 2020 indicating a 20.8% 
increase. These complaints were 
generally regarding excessive / wrong / 
incorrect and detection billing, delay in 
providing connection / shifting and 
replacement of defective meters etc. 
The other complaints which were lesser 
in number related to improper supply of 
gas, non-installation of meters, non-repair of gas pipelines and delay in restoration 
of gas connection.

The other agencies against whom complaints continued to be lodged by the public 
at large included NADRA, Pakistan Post Office Department, BISP, AIOU, PBM, 
Pakistan Railways, SLICP,  IB,  EOBI, BF & GI, CDA, FIA, NHA, NBP, CDNS, 
PLI, Directorate General of Immigration and Passports and PTA etc. A statistical 
comparison of complaints received against some of the agencies during the years 
2020 & 2021 is available in the chapter titled “Volume, Causes and Redressal of 
Complaints Against Major Agencies”. 

The Outreach Complaint Resolution (OCR) Program which was started five years 
ago in January, 2016 but suffered a setback in the years 2020 and 2021 due to 
COVID-19 pandemic, demonstrated a modest recovery as the Investigating 
Officers of the WMS restarted 
undertaking visits to various tehsil/ 
district headquarters on pre-advertised 
dates to resolve public complaints 
against Federal agencies closer to the 
doorsteps of the complainants. A total of 
8,161 complaints were disposed of during the year 2021 as compared to 6,113 
complaints resolved in 2020. The OCR visits afforded a good opportunity to the 

complainants to get their complaints redressed closer to their doorsteps in a 
reasonably short period. On these 
occasions, the Investigating Officers 
also interacted with the local media, bar 
councils and press clubs to send the 
message across in the context of 
availability of this hassle free and cost 
free forum for resolving public 
complaints against mal-administration on the part of the Government agencies. 

The Appraising Team, constituted by the Wafaqi Mohtasib to minutely appraise 
each and every finding / recommendation to ensure uniformity and soundness of 
the recommendations / decisions and orders of the Wafaqi Mohtasib, continued to 
perform its function under a seasoned Senior Advisor. The team comprises very 
experienced retired civil service officers, judges and professionals having vast 
experience of public service. No finding is submitted to the Wafaqi Mohtasib for 
approval unless it passes through the Appraisal Team who scrutinizes each and 
every finding from all angles before submission to the Mohtasib. A litmus test for 
checking the efficacy of the Appraisal Team is the number of representations filed 
to the President by the aggrieved parties against the findings / recommendations 
of the Wafaqi Mohtasib. The fact that the number of representations constituted 
only 0.70% of the total disposal of complaints during the year 2021 is a clear 
manifestation of the effectiveness of the Appraisal Team

A sensitive and important aspect of the operational activities of the Office of 
Wafaqi Mohtasib is to enforce implementation of the decisions, orders, 
recommendations and findings of the Wafaqi Mohasib. In this context, the Federal 
Ombudsmen Institutional Reforms Act 2013 gives powers of a civil court to the 
Wafaqi Mohtasib to get his recommendations, orders or decisions implemented. He 
also has the same powers, mutatis mutandis, as the Supreme Court has to punish 
for contempt. Additionally, the law empowers him to punish for contempt as 
provided in the Contempt of Court Ordinance, 2003. The WMS has an 
Implementation Wing headed by a Senior Advisor alongwith experienced officers 
and staff. A separate interface of the Implementation Wing in the CMIS facilitates 
efficient monitoring of the implementation status of the decisions / 
recommendations /orders of the Wafaqi Mohtasib. Regular hearings were held by 
the Implementation Wing throughout the year, resulting in achieving an 
implementation ratio of 92% by the close of the year 2021. The details are available 
in a separate chapter. The Wafaqi Mohtasib himself reviewed the performance of 
the Implementation Wing by holding periodical meetings of the implementation 
team throughout the year

The Federal Ombudsmen Institutional Reforms Act, 2013 empowers the Wafaqi 
Mohtasib to review any findings, recommendations, order or decision on a review 
petition made by an aggrieved party. During the year under report, only 947 
review petitions were received either from the complainants or the Agency 
concerned. A total of 147 review petitions pending during the last two months of 
the preceding year were also processed, making the total as 1,094, as compared to 

1,103 review petitions processed last year. Out of the 1,094 review petitions 
processed during the year 2021, a total 
of 920 petitions were decided whereas 
the remaining ones will be disposed of 
in the coming months. It is reassuring 
to note that the number of review 
petitions constituted only 0.89% of the 
total complaints decided. This very low 
percentage of review petitions is the 
result of the strenuous efforts made by 
the Investigating Officers to bring 
about understanding and compromise 
between the complainants and the agencies. 

A provision exists in the Federal Ombudsmen Institutional Reforms Act, 2013 that 
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 
recommendation of the Mohtasib.   
During the year under report, only 753 
representations were filed before the 
President, 319 by the complainants and 
434 by the agencies concerned. The 
number of representations constituted 
only 0.70% of the total number of 
complaints disposed of during the year. 
The last year’s percentage of the representations was 0.28%. The continuous very 
low percentage of representations to the President lends credence to the reliability 
and accuracy of the findings of the Wafaqi Mohtasib.

The President’s Order No.1 of 1983 empowers the Wafaqi Mohtasib to establish 
standing or advisory committees at specified places with specified jurisdiction for 
performing such functions of the Mohtasib as assigned to them. Accordingly, a few 
years back, the Office of the Wafaqi Mohtasib looked into the root causes of 
persistent complaints against various agencies with the objective to carry out 
systemic reforms.  High level committees of experts, professionals and seasoned 
civil service officers were constituted by the Wafaqi Mohtasib for this purpose. The 
committees accomplished their tasks and submitted 27 very valuable reports 
which were forwarded to the Government for further consideration and 
implementation of the recommendations contained in those reports.  Follow up 
meetings were held to monitor the progress during the year under report especially 
in the context of pension reforms, CDNS, overseas Pakistanis and prisoners, 
particularly the women and children in jails. In the context of prison reforms, 10 
progress reports have so far been submitted in the Supreme Court of Pakistan out 
of which two quarterly reports were submitted in the year 2021. During the 
meetings chaired by the Wafaqi Mohtasib in the context of prison reforms, the 
provincial authorities informed that District Oversight Committees have been 
constituted, more jails were being built, facilities upgraded, automation to develop 

interface among jails, courts and NADRA being done for monitoring and 
verification of the prisoners’ record; education and skill training facilities being 
ensured and free legal aid, especially to UTPs and for appeal purposes was being 
provided. Additionally, drug addicts and hardened criminals have been segregated 
from juveniles and women in jails. 

The One Window Facilitation Desks (OFWDs) established by the WMS at all 
international airports in Pakistan to instantly resolve the problems encountered 
by the incoming and outgoing passengers, especially the overseas Pakistanis, kept 
functioning smoothly during the year under report. Monthly reports were obtained 
from each Agency regarding redressal of complaints and with respect to 
responding to the queries of the travellers. Proper record of all such activities was 
kept in the WMS. During the year 2021, a total of 39,604 complaints / queries were 
received at the OWFDs out of which 39,595 were redressed / resolved on-the-spot; 
and action regarding the remaining 09 complaints was awaited. The agencies 
included OPF, NADRA, ASF, CAA, Pakistan Customs, DG IMPASS, Bureau of 
Emigration, FIA, ANF; and Ministries of Commerce, Foreign Affairs and Religious 
Affairs. All the relevant agencies are under instructions to ensure that their 
representatives are available at the OWFDs round the clock. The Wafaqi Mohtasib 
chaired a meeting with the Secretary, Ministry of Overseas Pakistanis and Human 
Resource Development as well as M.D. Overseas Employment Corporation on 16 
March 2021 to consider various measures to facilitate the overseas Pakistanis at 
OWFDs. He directed the concerned authorities to ensure presence of their 
representatives at the Facilitation Desks so that the overseas Pakistanis get their 
complaints resolved under one roof. 

Monitoring the performance of the Investigating as well as the Appraising Officers 
so as to ensure not only an equitable distribution of work but also the overall 
efficiency of the institution, the Wafaqi Mohtasib regularly reviewed the daily 
report generated through the CMIS indicating the workload, pendency and 
disposal of cases on the part of the said officers. He also undertook visits to the 
Regional Offices at Karachi, Lahore, Peshawar, Quetta, Gujranwala, Faisalabad 
and Sargodha to thoroughly review the performance of these Offices and assess 
their needs for further improvement in their functioning.  

One of the most significant events of the year 2021 was the visit of the Hon’ble 
President to the Wafaqi Mohtasib Secretariat (WMS), Islamabad on 15 June, 2021. 
A team of senior officers of the President’s Secretariat accompanied him on the 
visit. A presentation on the activities of the Office of Wafaqi Mohtasib was given to 
him in the conference room of the WMS on this occasion.  

The Hon’ble President was pleased to inform that during his interaction with the 
Prime Minister, Government officials and public representatives, he has been 
sensitizing them about the major role being played by the institution of Mohtasib 
in redressing the grievances of the general public against Government agencies. 
He remarked that a major section of the population was still not aware of the 
availability of this easily accessible forum and there was a need for the WMS to 
expand its role and activities. 

The Hon’ble President lauded the efforts of the WMS specifically in the prevention 
of crimes against children; and their protection from the unscrupulous elements of 
the society. Highlighting the importance and sensitivity of the job of the WMS, the 
Hon’ble President was pleased to call 
upon the officers and staff of the WMS 
to continue to demonstrate the same 
zeal and commitment keeping firmly in 
mind that they are all accountable for 
their deeds. He also offered complete 
support to the institution of Wafaqi 
Mohtasib for an efficient and efficacious 
discharge of its duties and functions. 
Concluding his remarks, the Hon’ble 
President was pleased to advise that 
the Mohtasib Secretariat should 
enhance its outreach & scope of 
activities; keep a stricter watch on the integrated agencies who do not timely 
resolve public complaints under the ICR system; duly project its activities in the 
media; and make all possible efforts to identify and address the problems of the 
overseas Pakistanis, especially in view of the recent extensive export of manpower. 
He further advised that the National Commissioner for Children, WMS should 
keep a liaison with the Ministry of Human Rights for the purpose of protection of 
the rights of children.

In line with the advice of the Hon’ble President to increase the geographical spread 
of the WMS and to increase its IT footprints in the country to cover a broader 
spectrum of the society, the regional representation of the WMS was increased 
gradually. After successfully establishing a Regional Office earlier at Kharan 
(Baluchistan), another office was established at Sargodha which became fully 
functional in the year 2021 to facilitate the people of the area to get their 

grievances against the Federal 
Government agencies redressed.  
Similarly, some more offices at Swat, 
Gilgit-Baltistan, Mirpur Khas and 
Khuzdar are also in the offing and 
expected to be functional in the near 
future. 

Special emphasis was placed on 
interaction with the media during the 
year under report. The Wafaqi Mohtasib 
continued to hold press conferences both at the Head Office, Islamabad and some 
Regional Offices to sensitize the media on the important activities and 
achievements of the WMS.  As a regular feature, quarterly News Bulletins both in 
Urdu and English were brought out and disseminated to keep the general public 
informed about the activities and important findings providing relief to the 
aggrieved citizens. Public awareness messages were also played on all TV and 
Radio channels across Pakistan with the help of PEMRA. At the instance of WMS, 
PTA also sent public awareness messages through all the cellular networks in 
Pakistan. Similarly, all important activities of the WMS were also regularly 
depicted on Facebook and Instagram pages of the WMS. During the year under 
report, the WMS issued a total of 35 press releases after important activities 
undertaken by it. 

As it is imperative for any organization to critically assess, evaluate and review its 
performance in both quantitative and qualitative terms so as to focus more on 
growth and fine tuning of the operational activities for the purpose of optimizing 
efficiency and efficacy, the 
Wafaqi Mohtasib 
commissioned a Case 
Study to review the entire 
gamut of activities of this 
institution including the 
expansion in the scope of 
its functions during the 
past 38 years. The study 
exhaustively reviewed the 
evolution process of the 
Office of Wafaqi Mohtasib 
in different periods, the 
impact of legal reforms, 
budgetary support 
provided by the 
Government, milestones 
achieved, the initiatives 
taken for the aggrieved citizens including the pensioners, widows, overseas 
Pakistanis and prisoners etc.; and a comparative analysis with ombudsman 
institutions in various parts of the world. The Case Study was presented to the 

Hon’ble President by the Wafaqi Mohtasib on 13 July, 2021 at the President’s 
Secretariat. The Hon’ble President was pleased to appreciate the study which 
concludes that this institution has not only succeeded in achieving its objectives 
but its impact on the governance / service delivery by the Federal agencies has 
been quite significant. 

The Wafaqi Mohtasib had a meeting with the Hon’ble Chief Justice of Pakistan on 
9 March, 2021 to brief him on the functioning, performance and achievements of 
the WMS since his earlier call on the Hon’ble Chief Justice in February, 2020.  He 
also briefed the Hon’ble Chief Justice on the progress on implementation of the 
recommendations contained in the report of the committee constituted by the 
Wafaqi Mohtasib for prison reforms. He further informed that all provinces have 
been directed by him to start integrated biometric identification system with all 
departments of criminal administrative justice system on priority basis. He also 
gave an overview of the actions taken in the context of the references made to the 
WMS by the Supreme Court of Pakistan with regard to mal-administration in 
police, prevention of fire incidents on Margalla Hills, environmental issues in the 
coastal areas of Pakistan, Education Sector Reforms, and issues relating to Civil 
Aviation Authority and the Karachi Port Trust.  The Hon’ble Chief Justice 
appreciated the efforts of the Wafaqi Mohtasib in the context of providing speedy 
justice to the citizens aggrieved by mal-administration of the Government 
agencies; and carrying out systemic reforms. 

Public complaints against the agencies 
responsible for development of housing 
projects and provision of various 
facilities remained in sharp focus of the 
Office of Wafaqi Mohtasib during the 
year 2021. The Wafaqi Mohtasib held a 
meeting on 20 August, 2021 in the 
Wafaqi Mohtasib Secretariat to review 

the progress on the Housing Projects undertaken by the CDA and FGEHA as also 
to consider sundry issues of the Housing Sector. The Chairman CDA gave a 
presentation on the projects undertaken by the CDA in the Islamabad Capital 
Territory, the challenges being faced and 
the reforms being carried out. He 
informed that a One Window 
Facilitation Centre was being 
established where problems of the 
citizens would be resolved under one 
roof after computerization of the entire 
record of the CDA. The Wafaqi 
Mohtasib directed the Chairman CDA 
to quickly digitize the record of the CDA 
for the purpose of improving efficiency 
and bringing greater transparency in 
its systems / procedures; resolve the 
problem of non-availability of access 
roads for the private housing societies as well as FGEHA on priority basis; ensure 
early completion of the projects, especially the ones launched to facilitate the 
general public; and ensure implementation of all findings of the WMS pertaining 
to CDA. 

On this occasion, the representative of the FGEHA also gave a briefing on the 
progress on various projects of the Authority, the impediments faced and the 
remedial measures being taken. The Wafaqi Mohtasib directed the FGEHA to 
make every effort to complete the ongoing projects as quickly as possible by 
utilizing all its resources for the purpose. He further directed the Agency to 
seriously and transparently deal with the issue of non-allotment of plots to many 
eligible members during the balloting for F-14/15, highlight in the media as well as 
on the website of the FGEHA the measures being taken to accommodate the 
remaining eligible members and place on its website the policy and plans of the 
FGEHA and all allied information which should be updated regularly.

Public complaints against the 
agencies responsible for 
development of housing projects 
and provision of various facilities 
remained in sharp focus of the 
Office of Wafaqi Mohtasib during 
the year 2021.

Federal Ombudsman, Syed Tahir Shahbaz chairing a progress review meeting of CDA on development of 
different projects of Islamabad. Chairman CDA, Mr. Amer Ali Ahmed  briefing  the Federal Ombudsman.

Taking cognizance of the gravity of the ever increasing cybercrimes against 
children, number of meetings with the stakeholders were held. A study was also 
undertaken on the subject; and a Plan of Action was suggested after taking on 
board the FIA, Ministry of IT and other stakeholders to control the menace. A draft 
legal reforms bill, titled “Prevention and Control of Cybercrimes against Children 
Bill 2021 was prepared for amendments in PECA 2016, Qanoon-i-Shahadat Order, 
1984 and other relevant laws. Besides, judicial and police academies would now 
also focus on prevention and control of cybercrimes against children in their all 
training programs. On 3 June, 2021, the Wafaqi Mohtasib chaired a meeting of the 
Task Force on Cyber Crimes against 
Children, especially dissemination of 
the videos of Child Abuse in social 
media, Dark Web and in local market. 
Besides, the 5th National Consultative 
Meeting for raising awareness on 
prevention and control of cyber-crimes 
against children was chaired by the 
Wafaqi Mohtasib on 8 November, 2021. 
The meeting was informed that the WMS has developed a road map for 
strengthening laws and mechanism for effective enforcement to control 
cybercrimes against children. The meeting was attended by participants from 
National Police Academy, FIA, Ministry of Religious Affairs, Police and Judicial 
Academies and Prosecution Departments of all the provinces and prominent NGOs 
working for child rights. Similarly, a meeting on awareness raising to combat 
children’s online sexual abuse and exploitation was chaired by the Wafaqi 
Mohtasib at WMS Regional Office, Lahore. It was, inter alia, decided to constitute 
a Working Group on awareness raising on cybercrimes against children. 

Other performance highlights of the Office of Wafaqi Mohtasib during the year 
under report are as follows:

Other Highlights

♦ In fulfillment of the 
requirement of 
Article 28 of the 
President’s Order 
No.1 of 1983, the 
Wafaqi Mohtasib 
presented the 
Annual Report for 
the calendar year 
2020 to the Hon’ble 
President of 
Pakistan on 4 
March 2021 at 
A i w a n - e - S a d r , 
Islamabad.

 ♦ Meetings with provincial Chief Secretaries of Sindh and KPK were chaired 
by the Wafaqi Mohtasib to monitor the implementation of the 
recommendations of the 
Committee on Prison Reforms 
and to remove the bottlenecks in 
improving the living conditions 
of the inmates of the prisons. 
Two periodic reports on 
implementation of the 
recommendations of the 
Committee on Prison Reforms 
have been submitted in the 
Hon’ble Supreme Court of 
Pakistan during the period under 
report. Ten such reports have so far been submitted. 

♦ Wafaqi Mohtasib chaired periodical meetings at the Head Office, Islamabad 
as well as at various Regional Offices including R.O. Karachi, Lahore, 
Hyderabad, Faisalabad, Gujranwala and Peshawar to ensure smooth flow 
of work including disposal of complaints, monitoring the implementation of 
findings and to address the administrative issues. The Heads of various 
Agencies were also invited to attend the meetings for the purpose of 
thrashing out the issues causing public complaints against their respective 
agencies. They were advised to strictly follow their in-built Complaint 
Management System for quick redressal of public complaints. The Wafaqi 
Mohtasib also interacted with the media on these occasions.

♦ Wafaqi Mohtasib held meeting with the Director General National Savings 
on 20 January, 2021 for the purpose of further facilitating its customers in 
the context of 
disbursement of 
profit and 
resolving the issue 
of succession 
certificate for the 
family of the 
deceased CDNS 
account holders 
who passed away 
leaving behind the 
investment of over 
Rs.100,000/-. The 
D.G. informed that 
succession certificates would now be issued by NADRA. The Wafaqi 
Mohtasib directed the DG CDNS to ensure better facilities and services to 
senior citizens and widows.

♦ Wafaqi Mohtasib held press conferences both at the Head Office and some 

Regional Offices and also gave interviews to some TV News channels and 
Newspapers / Magazines on the functioning and achievements of his Office.

Towards the close of the year under review, the Wafaqi Mohtasib’s Office witnessed 
the change of command at the top. The 7th Federal Ombudsman Syed Tahir 
Shahbaz, completed his extended term of office on 26 December 2021. 

The incumbent Federal Ombudsman who was sworn in on 27 December 2021, has 
been associated with this Office as Senior Advisor for over twelve years. His 
appointment marked the coming of age of the institution as it was able to provide 
leadership from within its own fold. The last chapter of the Annual Report titled, 
‘Goalposts for the Future’, accordingly carries stamp of the incumbent 
Ombudsman’s vision for the institution.
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YEAR IN REVIEW: 2021

The advent of the year 2021 saw an unabated spell of COVID-19 pandemic which 
hampered the operations of a number of Government agencies to a considerable 
degree. However, the situation did not exacerbate during the second and third 
quarter of the year; and gradually improved in the last quarter, enabling a rapid 
resumption of the normal functioning of the agencies. This had a salutary effect on 
the working of the Office of the Wafaqi Mohtasib as the processing of complaints 
became faster, easier and more meaningful as majority of the agencies started 
submitting reports in response to the complaints without delay and their 
representatives resumed attending the hearings personally. 

The Office of the Wafaqi Mohtasib received 110,398 public complaints of 
mal-administration on the part of the Government agencies and managed to dispose 
of 106,808 complaints during the year 2021 as against the receipt of 133,521 and 
disposal of 130,112 complaints last year. 
The main reason for this decline in 
receipts was that more than 39,700 
complaints were received against BISP/ 
EHSAAS Program in the year 2020 as 
the number of beneficiaries of the one 
time financial assistance announced by 
the Government far exceeded the 
number of applicants. Similarly, 7000 complaints were received against Pakistan 
Post Office Department (PPOD) during the preceding year because of the Agency’s 
weak Complaint Resolution Mechanism which improved considerably in 2021.

The Federal Ombudsmen Institutional Reforms Act 2013 provides that the 
Ombudsman shall dispose of a complaint within a period of 60 days. This timeline 
was meticulously followed by the Investigation as well as Appraising Officers of 
the WMS and all the complaints were disposed of within the statutory timeline 
with the exception of a few complaints which took more time in processing due to 
requirement of additional information from the complainants or the Agency 
concerned to reach a logical conclusion and a meaningful decision. 

The trend to file online complaints continued in 2021. A total of 42,237 online 
complaints were filed by the general public out of which 15,692 were registered 
through the WMS website, 10,127 
through the mobile App of the WMS and 
16,418 through the Integrated 
Complaint Resolution (ICR) system.  
Under the ICR system, all those 
complaints which are registered 
directly with the Agency concerned but 
remain un-resolved for more than 30 
days, are automatically transferred to 
the Complaint Management 

Information System (CMIS) of the WMS and are processed and disposed of in the 
normal way. The WMS has developed interface with 178 agencies through the 
CMIS. 

Analysis of the data pertaining to the complaints lodged during the year under 
report shows that maximum number of complaints were against DISCOs. 
Generally these complaints were 
regarding excessive billing. The 
electricity complaints were 
50,077 in number i.e. 45.36% of the 
total complaints in 2021 as against 
39,596 (29.65%) in the year 2020. The 
complaints against SNGPL registered 
15.35% increase, i.e. from 7,782 in the year 
2020 to 8,978 in the year 2021. However, the complaints against SSGCL rose from 
7,328 in 2020 to 9,287 in 2021, registering 26.7% increase. The cumulative figure 
pertaining to number of complaints against both SNGPL & SSGCL was 18,265 in 
the year 2021 as compared to 15,110 in 
the year 2020 indicating a 20.8% 
increase. These complaints were 
generally regarding excessive / wrong / 
incorrect and detection billing, delay in 
providing connection / shifting and 
replacement of defective meters etc. 
The other complaints which were lesser 
in number related to improper supply of 
gas, non-installation of meters, non-repair of gas pipelines and delay in restoration 
of gas connection.

The other agencies against whom complaints continued to be lodged by the public 
at large included NADRA, Pakistan Post Office Department, BISP, AIOU, PBM, 
Pakistan Railways, SLICP,  IB,  EOBI, BF & GI, CDA, FIA, NHA, NBP, CDNS, 
PLI, Directorate General of Immigration and Passports and PTA etc. A statistical 
comparison of complaints received against some of the agencies during the years 
2020 & 2021 is available in the chapter titled “Volume, Causes and Redressal of 
Complaints Against Major Agencies”. 

The Outreach Complaint Resolution (OCR) Program which was started five years 
ago in January, 2016 but suffered a setback in the years 2020 and 2021 due to 
COVID-19 pandemic, demonstrated a modest recovery as the Investigating 
Officers of the WMS restarted 
undertaking visits to various tehsil/ 
district headquarters on pre-advertised 
dates to resolve public complaints 
against Federal agencies closer to the 
doorsteps of the complainants. A total of 
8,161 complaints were disposed of during the year 2021 as compared to 6,113 
complaints resolved in 2020. The OCR visits afforded a good opportunity to the 

complainants to get their complaints redressed closer to their doorsteps in a 
reasonably short period. On these 
occasions, the Investigating Officers 
also interacted with the local media, bar 
councils and press clubs to send the 
message across in the context of 
availability of this hassle free and cost 
free forum for resolving public 
complaints against mal-administration on the part of the Government agencies. 

The Appraising Team, constituted by the Wafaqi Mohtasib to minutely appraise 
each and every finding / recommendation to ensure uniformity and soundness of 
the recommendations / decisions and orders of the Wafaqi Mohtasib, continued to 
perform its function under a seasoned Senior Advisor. The team comprises very 
experienced retired civil service officers, judges and professionals having vast 
experience of public service. No finding is submitted to the Wafaqi Mohtasib for 
approval unless it passes through the Appraisal Team who scrutinizes each and 
every finding from all angles before submission to the Mohtasib. A litmus test for 
checking the efficacy of the Appraisal Team is the number of representations filed 
to the President by the aggrieved parties against the findings / recommendations 
of the Wafaqi Mohtasib. The fact that the number of representations constituted 
only 0.70% of the total disposal of complaints during the year 2021 is a clear 
manifestation of the effectiveness of the Appraisal Team

A sensitive and important aspect of the operational activities of the Office of 
Wafaqi Mohtasib is to enforce implementation of the decisions, orders, 
recommendations and findings of the Wafaqi Mohasib. In this context, the Federal 
Ombudsmen Institutional Reforms Act 2013 gives powers of a civil court to the 
Wafaqi Mohtasib to get his recommendations, orders or decisions implemented. He 
also has the same powers, mutatis mutandis, as the Supreme Court has to punish 
for contempt. Additionally, the law empowers him to punish for contempt as 
provided in the Contempt of Court Ordinance, 2003. The WMS has an 
Implementation Wing headed by a Senior Advisor alongwith experienced officers 
and staff. A separate interface of the Implementation Wing in the CMIS facilitates 
efficient monitoring of the implementation status of the decisions / 
recommendations /orders of the Wafaqi Mohtasib. Regular hearings were held by 
the Implementation Wing throughout the year, resulting in achieving an 
implementation ratio of 92% by the close of the year 2021. The details are available 
in a separate chapter. The Wafaqi Mohtasib himself reviewed the performance of 
the Implementation Wing by holding periodical meetings of the implementation 
team throughout the year

The Federal Ombudsmen Institutional Reforms Act, 2013 empowers the Wafaqi 
Mohtasib to review any findings, recommendations, order or decision on a review 
petition made by an aggrieved party. During the year under report, only 947 
review petitions were received either from the complainants or the Agency 
concerned. A total of 147 review petitions pending during the last two months of 
the preceding year were also processed, making the total as 1,094, as compared to 

1,103 review petitions processed last year. Out of the 1,094 review petitions 
processed during the year 2021, a total 
of 920 petitions were decided whereas 
the remaining ones will be disposed of 
in the coming months. It is reassuring 
to note that the number of review 
petitions constituted only 0.89% of the 
total complaints decided. This very low 
percentage of review petitions is the 
result of the strenuous efforts made by 
the Investigating Officers to bring 
about understanding and compromise 
between the complainants and the agencies. 

A provision exists in the Federal Ombudsmen Institutional Reforms Act, 2013 that 
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 
recommendation of the Mohtasib.   
During the year under report, only 753 
representations were filed before the 
President, 319 by the complainants and 
434 by the agencies concerned. The 
number of representations constituted 
only 0.70% of the total number of 
complaints disposed of during the year. 
The last year’s percentage of the representations was 0.28%. The continuous very 
low percentage of representations to the President lends credence to the reliability 
and accuracy of the findings of the Wafaqi Mohtasib.

The President’s Order No.1 of 1983 empowers the Wafaqi Mohtasib to establish 
standing or advisory committees at specified places with specified jurisdiction for 
performing such functions of the Mohtasib as assigned to them. Accordingly, a few 
years back, the Office of the Wafaqi Mohtasib looked into the root causes of 
persistent complaints against various agencies with the objective to carry out 
systemic reforms.  High level committees of experts, professionals and seasoned 
civil service officers were constituted by the Wafaqi Mohtasib for this purpose. The 
committees accomplished their tasks and submitted 27 very valuable reports 
which were forwarded to the Government for further consideration and 
implementation of the recommendations contained in those reports.  Follow up 
meetings were held to monitor the progress during the year under report especially 
in the context of pension reforms, CDNS, overseas Pakistanis and prisoners, 
particularly the women and children in jails. In the context of prison reforms, 10 
progress reports have so far been submitted in the Supreme Court of Pakistan out 
of which two quarterly reports were submitted in the year 2021. During the 
meetings chaired by the Wafaqi Mohtasib in the context of prison reforms, the 
provincial authorities informed that District Oversight Committees have been 
constituted, more jails were being built, facilities upgraded, automation to develop 

interface among jails, courts and NADRA being done for monitoring and 
verification of the prisoners’ record; education and skill training facilities being 
ensured and free legal aid, especially to UTPs and for appeal purposes was being 
provided. Additionally, drug addicts and hardened criminals have been segregated 
from juveniles and women in jails. 

The One Window Facilitation Desks (OFWDs) established by the WMS at all 
international airports in Pakistan to instantly resolve the problems encountered 
by the incoming and outgoing passengers, especially the overseas Pakistanis, kept 
functioning smoothly during the year under report. Monthly reports were obtained 
from each Agency regarding redressal of complaints and with respect to 
responding to the queries of the travellers. Proper record of all such activities was 
kept in the WMS. During the year 2021, a total of 39,604 complaints / queries were 
received at the OWFDs out of which 39,595 were redressed / resolved on-the-spot; 
and action regarding the remaining 09 complaints was awaited. The agencies 
included OPF, NADRA, ASF, CAA, Pakistan Customs, DG IMPASS, Bureau of 
Emigration, FIA, ANF; and Ministries of Commerce, Foreign Affairs and Religious 
Affairs. All the relevant agencies are under instructions to ensure that their 
representatives are available at the OWFDs round the clock. The Wafaqi Mohtasib 
chaired a meeting with the Secretary, Ministry of Overseas Pakistanis and Human 
Resource Development as well as M.D. Overseas Employment Corporation on 16 
March 2021 to consider various measures to facilitate the overseas Pakistanis at 
OWFDs. He directed the concerned authorities to ensure presence of their 
representatives at the Facilitation Desks so that the overseas Pakistanis get their 
complaints resolved under one roof. 

Monitoring the performance of the Investigating as well as the Appraising Officers 
so as to ensure not only an equitable distribution of work but also the overall 
efficiency of the institution, the Wafaqi Mohtasib regularly reviewed the daily 
report generated through the CMIS indicating the workload, pendency and 
disposal of cases on the part of the said officers. He also undertook visits to the 
Regional Offices at Karachi, Lahore, Peshawar, Quetta, Gujranwala, Faisalabad 
and Sargodha to thoroughly review the performance of these Offices and assess 
their needs for further improvement in their functioning.  

One of the most significant events of the year 2021 was the visit of the Hon’ble 
President to the Wafaqi Mohtasib Secretariat (WMS), Islamabad on 15 June, 2021. 
A team of senior officers of the President’s Secretariat accompanied him on the 
visit. A presentation on the activities of the Office of Wafaqi Mohtasib was given to 
him in the conference room of the WMS on this occasion.  

The Hon’ble President was pleased to inform that during his interaction with the 
Prime Minister, Government officials and public representatives, he has been 
sensitizing them about the major role being played by the institution of Mohtasib 
in redressing the grievances of the general public against Government agencies. 
He remarked that a major section of the population was still not aware of the 
availability of this easily accessible forum and there was a need for the WMS to 
expand its role and activities. 

The Hon’ble President lauded the efforts of the WMS specifically in the prevention 
of crimes against children; and their protection from the unscrupulous elements of 
the society. Highlighting the importance and sensitivity of the job of the WMS, the 
Hon’ble President was pleased to call 
upon the officers and staff of the WMS 
to continue to demonstrate the same 
zeal and commitment keeping firmly in 
mind that they are all accountable for 
their deeds. He also offered complete 
support to the institution of Wafaqi 
Mohtasib for an efficient and efficacious 
discharge of its duties and functions. 
Concluding his remarks, the Hon’ble 
President was pleased to advise that 
the Mohtasib Secretariat should 
enhance its outreach & scope of 
activities; keep a stricter watch on the integrated agencies who do not timely 
resolve public complaints under the ICR system; duly project its activities in the 
media; and make all possible efforts to identify and address the problems of the 
overseas Pakistanis, especially in view of the recent extensive export of manpower. 
He further advised that the National Commissioner for Children, WMS should 
keep a liaison with the Ministry of Human Rights for the purpose of protection of 
the rights of children.

In line with the advice of the Hon’ble President to increase the geographical spread 
of the WMS and to increase its IT footprints in the country to cover a broader 
spectrum of the society, the regional representation of the WMS was increased 
gradually. After successfully establishing a Regional Office earlier at Kharan 
(Baluchistan), another office was established at Sargodha which became fully 
functional in the year 2021 to facilitate the people of the area to get their 

grievances against the Federal 
Government agencies redressed.  
Similarly, some more offices at Swat, 
Gilgit-Baltistan, Mirpur Khas and 
Khuzdar are also in the offing and 
expected to be functional in the near 
future. 

Special emphasis was placed on 
interaction with the media during the 
year under report. The Wafaqi Mohtasib 
continued to hold press conferences both at the Head Office, Islamabad and some 
Regional Offices to sensitize the media on the important activities and 
achievements of the WMS.  As a regular feature, quarterly News Bulletins both in 
Urdu and English were brought out and disseminated to keep the general public 
informed about the activities and important findings providing relief to the 
aggrieved citizens. Public awareness messages were also played on all TV and 
Radio channels across Pakistan with the help of PEMRA. At the instance of WMS, 
PTA also sent public awareness messages through all the cellular networks in 
Pakistan. Similarly, all important activities of the WMS were also regularly 
depicted on Facebook and Instagram pages of the WMS. During the year under 
report, the WMS issued a total of 35 press releases after important activities 
undertaken by it. 

As it is imperative for any organization to critically assess, evaluate and review its 
performance in both quantitative and qualitative terms so as to focus more on 
growth and fine tuning of the operational activities for the purpose of optimizing 
efficiency and efficacy, the 
Wafaqi Mohtasib 
commissioned a Case 
Study to review the entire 
gamut of activities of this 
institution including the 
expansion in the scope of 
its functions during the 
past 38 years. The study 
exhaustively reviewed the 
evolution process of the 
Office of Wafaqi Mohtasib 
in different periods, the 
impact of legal reforms, 
budgetary support 
provided by the 
Government, milestones 
achieved, the initiatives 
taken for the aggrieved citizens including the pensioners, widows, overseas 
Pakistanis and prisoners etc.; and a comparative analysis with ombudsman 
institutions in various parts of the world. The Case Study was presented to the 

Hon’ble President by the Wafaqi Mohtasib on 13 July, 2021 at the President’s 
Secretariat. The Hon’ble President was pleased to appreciate the study which 
concludes that this institution has not only succeeded in achieving its objectives 
but its impact on the governance / service delivery by the Federal agencies has 
been quite significant. 

The Wafaqi Mohtasib had a meeting with the Hon’ble Chief Justice of Pakistan on 
9 March, 2021 to brief him on the functioning, performance and achievements of 
the WMS since his earlier call on the Hon’ble Chief Justice in February, 2020.  He 
also briefed the Hon’ble Chief Justice on the progress on implementation of the 
recommendations contained in the report of the committee constituted by the 
Wafaqi Mohtasib for prison reforms. He further informed that all provinces have 
been directed by him to start integrated biometric identification system with all 
departments of criminal administrative justice system on priority basis. He also 
gave an overview of the actions taken in the context of the references made to the 
WMS by the Supreme Court of Pakistan with regard to mal-administration in 
police, prevention of fire incidents on Margalla Hills, environmental issues in the 
coastal areas of Pakistan, Education Sector Reforms, and issues relating to Civil 
Aviation Authority and the Karachi Port Trust.  The Hon’ble Chief Justice 
appreciated the efforts of the Wafaqi Mohtasib in the context of providing speedy 
justice to the citizens aggrieved by mal-administration of the Government 
agencies; and carrying out systemic reforms. 

Public complaints against the agencies 
responsible for development of housing 
projects and provision of various 
facilities remained in sharp focus of the 
Office of Wafaqi Mohtasib during the 
year 2021. The Wafaqi Mohtasib held a 
meeting on 20 August, 2021 in the 
Wafaqi Mohtasib Secretariat to review 

the progress on the Housing Projects undertaken by the CDA and FGEHA as also 
to consider sundry issues of the Housing Sector. The Chairman CDA gave a 
presentation on the projects undertaken by the CDA in the Islamabad Capital 
Territory, the challenges being faced and 
the reforms being carried out. He 
informed that a One Window 
Facilitation Centre was being 
established where problems of the 
citizens would be resolved under one 
roof after computerization of the entire 
record of the CDA. The Wafaqi 
Mohtasib directed the Chairman CDA 
to quickly digitize the record of the CDA 
for the purpose of improving efficiency 
and bringing greater transparency in 
its systems / procedures; resolve the 
problem of non-availability of access 
roads for the private housing societies as well as FGEHA on priority basis; ensure 
early completion of the projects, especially the ones launched to facilitate the 
general public; and ensure implementation of all findings of the WMS pertaining 
to CDA. 

On this occasion, the representative of the FGEHA also gave a briefing on the 
progress on various projects of the Authority, the impediments faced and the 
remedial measures being taken. The Wafaqi Mohtasib directed the FGEHA to 
make every effort to complete the ongoing projects as quickly as possible by 
utilizing all its resources for the purpose. He further directed the Agency to 
seriously and transparently deal with the issue of non-allotment of plots to many 
eligible members during the balloting for F-14/15, highlight in the media as well as 
on the website of the FGEHA the measures being taken to accommodate the 
remaining eligible members and place on its website the policy and plans of the 
FGEHA and all allied information which should be updated regularly.

The Wafaqi Mohtasib directed the 
Chairman CDA to quickly digitize 
the record of the CDA for the 
purpose of improving efficiency 
and bringing greater transparency 
in its systems / procedures; resolve 
the problem of non-availability of 
access roads for the private 
housing societies as well as 
FGEHA on priority basis; ensure 
early completion of the projects

Taking cognizance of the gravity of the ever increasing cybercrimes against 
children, number of meetings with the stakeholders were held. A study was also 
undertaken on the subject; and a Plan of Action was suggested after taking on 
board the FIA, Ministry of IT and other stakeholders to control the menace. A draft 
legal reforms bill, titled “Prevention and Control of Cybercrimes against Children 
Bill 2021 was prepared for amendments in PECA 2016, Qanoon-i-Shahadat Order, 
1984 and other relevant laws. Besides, judicial and police academies would now 
also focus on prevention and control of cybercrimes against children in their all 
training programs. On 3 June, 2021, the Wafaqi Mohtasib chaired a meeting of the 
Task Force on Cyber Crimes against 
Children, especially dissemination of 
the videos of Child Abuse in social 
media, Dark Web and in local market. 
Besides, the 5th National Consultative 
Meeting for raising awareness on 
prevention and control of cyber-crimes 
against children was chaired by the 
Wafaqi Mohtasib on 8 November, 2021. 
The meeting was informed that the WMS has developed a road map for 
strengthening laws and mechanism for effective enforcement to control 
cybercrimes against children. The meeting was attended by participants from 
National Police Academy, FIA, Ministry of Religious Affairs, Police and Judicial 
Academies and Prosecution Departments of all the provinces and prominent NGOs 
working for child rights. Similarly, a meeting on awareness raising to combat 
children’s online sexual abuse and exploitation was chaired by the Wafaqi 
Mohtasib at WMS Regional Office, Lahore. It was, inter alia, decided to constitute 
a Working Group on awareness raising on cybercrimes against children. 

Other performance highlights of the Office of Wafaqi Mohtasib during the year 
under report are as follows:

Other Highlights

♦ In fulfillment of the 
requirement of 
Article 28 of the 
President’s Order 
No.1 of 1983, the 
Wafaqi Mohtasib 
presented the 
Annual Report for 
the calendar year 
2020 to the Hon’ble 
President of 
Pakistan on 4 
March 2021 at 
A i w a n - e - S a d r , 
Islamabad.

 ♦ Meetings with provincial Chief Secretaries of Sindh and KPK were chaired 
by the Wafaqi Mohtasib to monitor the implementation of the 
recommendations of the 
Committee on Prison Reforms 
and to remove the bottlenecks in 
improving the living conditions 
of the inmates of the prisons. 
Two periodic reports on 
implementation of the 
recommendations of the 
Committee on Prison Reforms 
have been submitted in the 
Hon’ble Supreme Court of 
Pakistan during the period under 
report. Ten such reports have so far been submitted. 

♦ Wafaqi Mohtasib chaired periodical meetings at the Head Office, Islamabad 
as well as at various Regional Offices including R.O. Karachi, Lahore, 
Hyderabad, Faisalabad, Gujranwala and Peshawar to ensure smooth flow 
of work including disposal of complaints, monitoring the implementation of 
findings and to address the administrative issues. The Heads of various 
Agencies were also invited to attend the meetings for the purpose of 
thrashing out the issues causing public complaints against their respective 
agencies. They were advised to strictly follow their in-built Complaint 
Management System for quick redressal of public complaints. The Wafaqi 
Mohtasib also interacted with the media on these occasions.

♦ Wafaqi Mohtasib held meeting with the Director General National Savings 
on 20 January, 2021 for the purpose of further facilitating its customers in 
the context of 
disbursement of 
profit and 
resolving the issue 
of succession 
certificate for the 
family of the 
deceased CDNS 
account holders 
who passed away 
leaving behind the 
investment of over 
Rs.100,000/-. The 
D.G. informed that 
succession certificates would now be issued by NADRA. The Wafaqi 
Mohtasib directed the DG CDNS to ensure better facilities and services to 
senior citizens and widows.

♦ Wafaqi Mohtasib held press conferences both at the Head Office and some The Federal Ombudsman, Syed Tahir Shahbaz chairing a high-level progress review meeting on different 
housing projects with CDA, PHA and FGEHA.

Regional Offices and also gave interviews to some TV News channels and 
Newspapers / Magazines on the functioning and achievements of his Office.

Towards the close of the year under review, the Wafaqi Mohtasib’s Office witnessed 
the change of command at the top. The 7th Federal Ombudsman Syed Tahir 
Shahbaz, completed his extended term of office on 26 December 2021. 

The incumbent Federal Ombudsman who was sworn in on 27 December 2021, has 
been associated with this Office as Senior Advisor for over twelve years. His 
appointment marked the coming of age of the institution as it was able to provide 
leadership from within its own fold. The last chapter of the Annual Report titled, 
‘Goalposts for the Future’, accordingly carries stamp of the incumbent 
Ombudsman’s vision for the institution.



The advent of the year 2021 saw an unabated spell of COVID-19 pandemic which 
hampered the operations of a number of Government agencies to a considerable 
degree. However, the situation did not exacerbate during the second and third 
quarter of the year; and gradually improved in the last quarter, enabling a rapid 
resumption of the normal functioning of the agencies. This had a salutary effect on 
the working of the Office of the Wafaqi Mohtasib as the processing of complaints 
became faster, easier and more meaningful as majority of the agencies started 
submitting reports in response to the complaints without delay and their 
representatives resumed attending the hearings personally. 

The Office of the Wafaqi Mohtasib received 110,398 public complaints of 
mal-administration on the part of the Government agencies and managed to dispose 
of 106,808 complaints during the year 2021 as against the receipt of 133,521 and 
disposal of 130,112 complaints last year. 
The main reason for this decline in 
receipts was that more than 39,700 
complaints were received against BISP/ 
EHSAAS Program in the year 2020 as 
the number of beneficiaries of the one 
time financial assistance announced by 
the Government far exceeded the 
number of applicants. Similarly, 7000 complaints were received against Pakistan 
Post Office Department (PPOD) during the preceding year because of the Agency’s 
weak Complaint Resolution Mechanism which improved considerably in 2021.

The Federal Ombudsmen Institutional Reforms Act 2013 provides that the 
Ombudsman shall dispose of a complaint within a period of 60 days. This timeline 
was meticulously followed by the Investigation as well as Appraising Officers of 
the WMS and all the complaints were disposed of within the statutory timeline 
with the exception of a few complaints which took more time in processing due to 
requirement of additional information from the complainants or the Agency 
concerned to reach a logical conclusion and a meaningful decision. 

The trend to file online complaints continued in 2021. A total of 42,237 online 
complaints were filed by the general public out of which 15,692 were registered 
through the WMS website, 10,127 
through the mobile App of the WMS and 
16,418 through the Integrated 
Complaint Resolution (ICR) system.  
Under the ICR system, all those 
complaints which are registered 
directly with the Agency concerned but 
remain un-resolved for more than 30 
days, are automatically transferred to 
the Complaint Management 

Information System (CMIS) of the WMS and are processed and disposed of in the 
normal way. The WMS has developed interface with 178 agencies through the 
CMIS. 

Analysis of the data pertaining to the complaints lodged during the year under 
report shows that maximum number of complaints were against DISCOs. 
Generally these complaints were 
regarding excessive billing. The 
electricity complaints were 
50,077 in number i.e. 45.36% of the 
total complaints in 2021 as against 
39,596 (29.65%) in the year 2020. The 
complaints against SNGPL registered 
15.35% increase, i.e. from 7,782 in the year 
2020 to 8,978 in the year 2021. However, the complaints against SSGCL rose from 
7,328 in 2020 to 9,287 in 2021, registering 26.7% increase. The cumulative figure 
pertaining to number of complaints against both SNGPL & SSGCL was 18,265 in 
the year 2021 as compared to 15,110 in 
the year 2020 indicating a 20.8% 
increase. These complaints were 
generally regarding excessive / wrong / 
incorrect and detection billing, delay in 
providing connection / shifting and 
replacement of defective meters etc. 
The other complaints which were lesser 
in number related to improper supply of 
gas, non-installation of meters, non-repair of gas pipelines and delay in restoration 
of gas connection.

The other agencies against whom complaints continued to be lodged by the public 
at large included NADRA, Pakistan Post Office Department, BISP, AIOU, PBM, 
Pakistan Railways, SLICP,  IB,  EOBI, BF & GI, CDA, FIA, NHA, NBP, CDNS, 
PLI, Directorate General of Immigration and Passports and PTA etc. A statistical 
comparison of complaints received against some of the agencies during the years 
2020 & 2021 is available in the chapter titled “Volume, Causes and Redressal of 
Complaints Against Major Agencies”. 

The Outreach Complaint Resolution (OCR) Program which was started five years 
ago in January, 2016 but suffered a setback in the years 2020 and 2021 due to 
COVID-19 pandemic, demonstrated a modest recovery as the Investigating 
Officers of the WMS restarted 
undertaking visits to various tehsil/ 
district headquarters on pre-advertised 
dates to resolve public complaints 
against Federal agencies closer to the 
doorsteps of the complainants. A total of 
8,161 complaints were disposed of during the year 2021 as compared to 6,113 
complaints resolved in 2020. The OCR visits afforded a good opportunity to the 

complainants to get their complaints redressed closer to their doorsteps in a 
reasonably short period. On these 
occasions, the Investigating Officers 
also interacted with the local media, bar 
councils and press clubs to send the 
message across in the context of 
availability of this hassle free and cost 
free forum for resolving public 
complaints against mal-administration on the part of the Government agencies. 

The Appraising Team, constituted by the Wafaqi Mohtasib to minutely appraise 
each and every finding / recommendation to ensure uniformity and soundness of 
the recommendations / decisions and orders of the Wafaqi Mohtasib, continued to 
perform its function under a seasoned Senior Advisor. The team comprises very 
experienced retired civil service officers, judges and professionals having vast 
experience of public service. No finding is submitted to the Wafaqi Mohtasib for 
approval unless it passes through the Appraisal Team who scrutinizes each and 
every finding from all angles before submission to the Mohtasib. A litmus test for 
checking the efficacy of the Appraisal Team is the number of representations filed 
to the President by the aggrieved parties against the findings / recommendations 
of the Wafaqi Mohtasib. The fact that the number of representations constituted 
only 0.70% of the total disposal of complaints during the year 2021 is a clear 
manifestation of the effectiveness of the Appraisal Team

A sensitive and important aspect of the operational activities of the Office of 
Wafaqi Mohtasib is to enforce implementation of the decisions, orders, 
recommendations and findings of the Wafaqi Mohasib. In this context, the Federal 
Ombudsmen Institutional Reforms Act 2013 gives powers of a civil court to the 
Wafaqi Mohtasib to get his recommendations, orders or decisions implemented. He 
also has the same powers, mutatis mutandis, as the Supreme Court has to punish 
for contempt. Additionally, the law empowers him to punish for contempt as 
provided in the Contempt of Court Ordinance, 2003. The WMS has an 
Implementation Wing headed by a Senior Advisor alongwith experienced officers 
and staff. A separate interface of the Implementation Wing in the CMIS facilitates 
efficient monitoring of the implementation status of the decisions / 
recommendations /orders of the Wafaqi Mohtasib. Regular hearings were held by 
the Implementation Wing throughout the year, resulting in achieving an 
implementation ratio of 92% by the close of the year 2021. The details are available 
in a separate chapter. The Wafaqi Mohtasib himself reviewed the performance of 
the Implementation Wing by holding periodical meetings of the implementation 
team throughout the year

The Federal Ombudsmen Institutional Reforms Act, 2013 empowers the Wafaqi 
Mohtasib to review any findings, recommendations, order or decision on a review 
petition made by an aggrieved party. During the year under report, only 947 
review petitions were received either from the complainants or the Agency 
concerned. A total of 147 review petitions pending during the last two months of 
the preceding year were also processed, making the total as 1,094, as compared to 

1,103 review petitions processed last year. Out of the 1,094 review petitions 
processed during the year 2021, a total 
of 920 petitions were decided whereas 
the remaining ones will be disposed of 
in the coming months. It is reassuring 
to note that the number of review 
petitions constituted only 0.89% of the 
total complaints decided. This very low 
percentage of review petitions is the 
result of the strenuous efforts made by 
the Investigating Officers to bring 
about understanding and compromise 
between the complainants and the agencies. 

A provision exists in the Federal Ombudsmen Institutional Reforms Act, 2013 that 
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 
recommendation of the Mohtasib.   
During the year under report, only 753 
representations were filed before the 
President, 319 by the complainants and 
434 by the agencies concerned. The 
number of representations constituted 
only 0.70% of the total number of 
complaints disposed of during the year. 
The last year’s percentage of the representations was 0.28%. The continuous very 
low percentage of representations to the President lends credence to the reliability 
and accuracy of the findings of the Wafaqi Mohtasib.

The President’s Order No.1 of 1983 empowers the Wafaqi Mohtasib to establish 
standing or advisory committees at specified places with specified jurisdiction for 
performing such functions of the Mohtasib as assigned to them. Accordingly, a few 
years back, the Office of the Wafaqi Mohtasib looked into the root causes of 
persistent complaints against various agencies with the objective to carry out 
systemic reforms.  High level committees of experts, professionals and seasoned 
civil service officers were constituted by the Wafaqi Mohtasib for this purpose. The 
committees accomplished their tasks and submitted 27 very valuable reports 
which were forwarded to the Government for further consideration and 
implementation of the recommendations contained in those reports.  Follow up 
meetings were held to monitor the progress during the year under report especially 
in the context of pension reforms, CDNS, overseas Pakistanis and prisoners, 
particularly the women and children in jails. In the context of prison reforms, 10 
progress reports have so far been submitted in the Supreme Court of Pakistan out 
of which two quarterly reports were submitted in the year 2021. During the 
meetings chaired by the Wafaqi Mohtasib in the context of prison reforms, the 
provincial authorities informed that District Oversight Committees have been 
constituted, more jails were being built, facilities upgraded, automation to develop 

interface among jails, courts and NADRA being done for monitoring and 
verification of the prisoners’ record; education and skill training facilities being 
ensured and free legal aid, especially to UTPs and for appeal purposes was being 
provided. Additionally, drug addicts and hardened criminals have been segregated 
from juveniles and women in jails. 

The One Window Facilitation Desks (OFWDs) established by the WMS at all 
international airports in Pakistan to instantly resolve the problems encountered 
by the incoming and outgoing passengers, especially the overseas Pakistanis, kept 
functioning smoothly during the year under report. Monthly reports were obtained 
from each Agency regarding redressal of complaints and with respect to 
responding to the queries of the travellers. Proper record of all such activities was 
kept in the WMS. During the year 2021, a total of 39,604 complaints / queries were 
received at the OWFDs out of which 39,595 were redressed / resolved on-the-spot; 
and action regarding the remaining 09 complaints was awaited. The agencies 
included OPF, NADRA, ASF, CAA, Pakistan Customs, DG IMPASS, Bureau of 
Emigration, FIA, ANF; and Ministries of Commerce, Foreign Affairs and Religious 
Affairs. All the relevant agencies are under instructions to ensure that their 
representatives are available at the OWFDs round the clock. The Wafaqi Mohtasib 
chaired a meeting with the Secretary, Ministry of Overseas Pakistanis and Human 
Resource Development as well as M.D. Overseas Employment Corporation on 16 
March 2021 to consider various measures to facilitate the overseas Pakistanis at 
OWFDs. He directed the concerned authorities to ensure presence of their 
representatives at the Facilitation Desks so that the overseas Pakistanis get their 
complaints resolved under one roof. 

Monitoring the performance of the Investigating as well as the Appraising Officers 
so as to ensure not only an equitable distribution of work but also the overall 
efficiency of the institution, the Wafaqi Mohtasib regularly reviewed the daily 
report generated through the CMIS indicating the workload, pendency and 
disposal of cases on the part of the said officers. He also undertook visits to the 
Regional Offices at Karachi, Lahore, Peshawar, Quetta, Gujranwala, Faisalabad 
and Sargodha to thoroughly review the performance of these Offices and assess 
their needs for further improvement in their functioning.  

One of the most significant events of the year 2021 was the visit of the Hon’ble 
President to the Wafaqi Mohtasib Secretariat (WMS), Islamabad on 15 June, 2021. 
A team of senior officers of the President’s Secretariat accompanied him on the 
visit. A presentation on the activities of the Office of Wafaqi Mohtasib was given to 
him in the conference room of the WMS on this occasion.  

The Hon’ble President was pleased to inform that during his interaction with the 
Prime Minister, Government officials and public representatives, he has been 
sensitizing them about the major role being played by the institution of Mohtasib 
in redressing the grievances of the general public against Government agencies. 
He remarked that a major section of the population was still not aware of the 
availability of this easily accessible forum and there was a need for the WMS to 
expand its role and activities. 

The Hon’ble President lauded the efforts of the WMS specifically in the prevention 
of crimes against children; and their protection from the unscrupulous elements of 
the society. Highlighting the importance and sensitivity of the job of the WMS, the 
Hon’ble President was pleased to call 
upon the officers and staff of the WMS 
to continue to demonstrate the same 
zeal and commitment keeping firmly in 
mind that they are all accountable for 
their deeds. He also offered complete 
support to the institution of Wafaqi 
Mohtasib for an efficient and efficacious 
discharge of its duties and functions. 
Concluding his remarks, the Hon’ble 
President was pleased to advise that 
the Mohtasib Secretariat should 
enhance its outreach & scope of 
activities; keep a stricter watch on the integrated agencies who do not timely 
resolve public complaints under the ICR system; duly project its activities in the 
media; and make all possible efforts to identify and address the problems of the 
overseas Pakistanis, especially in view of the recent extensive export of manpower. 
He further advised that the National Commissioner for Children, WMS should 
keep a liaison with the Ministry of Human Rights for the purpose of protection of 
the rights of children.

In line with the advice of the Hon’ble President to increase the geographical spread 
of the WMS and to increase its IT footprints in the country to cover a broader 
spectrum of the society, the regional representation of the WMS was increased 
gradually. After successfully establishing a Regional Office earlier at Kharan 
(Baluchistan), another office was established at Sargodha which became fully 
functional in the year 2021 to facilitate the people of the area to get their 

grievances against the Federal 
Government agencies redressed.  
Similarly, some more offices at Swat, 
Gilgit-Baltistan, Mirpur Khas and 
Khuzdar are also in the offing and 
expected to be functional in the near 
future. 

Special emphasis was placed on 
interaction with the media during the 
year under report. The Wafaqi Mohtasib 
continued to hold press conferences both at the Head Office, Islamabad and some 
Regional Offices to sensitize the media on the important activities and 
achievements of the WMS.  As a regular feature, quarterly News Bulletins both in 
Urdu and English were brought out and disseminated to keep the general public 
informed about the activities and important findings providing relief to the 
aggrieved citizens. Public awareness messages were also played on all TV and 
Radio channels across Pakistan with the help of PEMRA. At the instance of WMS, 
PTA also sent public awareness messages through all the cellular networks in 
Pakistan. Similarly, all important activities of the WMS were also regularly 
depicted on Facebook and Instagram pages of the WMS. During the year under 
report, the WMS issued a total of 35 press releases after important activities 
undertaken by it. 

As it is imperative for any organization to critically assess, evaluate and review its 
performance in both quantitative and qualitative terms so as to focus more on 
growth and fine tuning of the operational activities for the purpose of optimizing 
efficiency and efficacy, the 
Wafaqi Mohtasib 
commissioned a Case 
Study to review the entire 
gamut of activities of this 
institution including the 
expansion in the scope of 
its functions during the 
past 38 years. The study 
exhaustively reviewed the 
evolution process of the 
Office of Wafaqi Mohtasib 
in different periods, the 
impact of legal reforms, 
budgetary support 
provided by the 
Government, milestones 
achieved, the initiatives 
taken for the aggrieved citizens including the pensioners, widows, overseas 
Pakistanis and prisoners etc.; and a comparative analysis with ombudsman 
institutions in various parts of the world. The Case Study was presented to the 

Hon’ble President by the Wafaqi Mohtasib on 13 July, 2021 at the President’s 
Secretariat. The Hon’ble President was pleased to appreciate the study which 
concludes that this institution has not only succeeded in achieving its objectives 
but its impact on the governance / service delivery by the Federal agencies has 
been quite significant. 

The Wafaqi Mohtasib had a meeting with the Hon’ble Chief Justice of Pakistan on 
9 March, 2021 to brief him on the functioning, performance and achievements of 
the WMS since his earlier call on the Hon’ble Chief Justice in February, 2020.  He 
also briefed the Hon’ble Chief Justice on the progress on implementation of the 
recommendations contained in the report of the committee constituted by the 
Wafaqi Mohtasib for prison reforms. He further informed that all provinces have 
been directed by him to start integrated biometric identification system with all 
departments of criminal administrative justice system on priority basis. He also 
gave an overview of the actions taken in the context of the references made to the 
WMS by the Supreme Court of Pakistan with regard to mal-administration in 
police, prevention of fire incidents on Margalla Hills, environmental issues in the 
coastal areas of Pakistan, Education Sector Reforms, and issues relating to Civil 
Aviation Authority and the Karachi Port Trust.  The Hon’ble Chief Justice 
appreciated the efforts of the Wafaqi Mohtasib in the context of providing speedy 
justice to the citizens aggrieved by mal-administration of the Government 
agencies; and carrying out systemic reforms. 

Public complaints against the agencies 
responsible for development of housing 
projects and provision of various 
facilities remained in sharp focus of the 
Office of Wafaqi Mohtasib during the 
year 2021. The Wafaqi Mohtasib held a 
meeting on 20 August, 2021 in the 
Wafaqi Mohtasib Secretariat to review 

the progress on the Housing Projects undertaken by the CDA and FGEHA as also 
to consider sundry issues of the Housing Sector. The Chairman CDA gave a 
presentation on the projects undertaken by the CDA in the Islamabad Capital 
Territory, the challenges being faced and 
the reforms being carried out. He 
informed that a One Window 
Facilitation Centre was being 
established where problems of the 
citizens would be resolved under one 
roof after computerization of the entire 
record of the CDA. The Wafaqi 
Mohtasib directed the Chairman CDA 
to quickly digitize the record of the CDA 
for the purpose of improving efficiency 
and bringing greater transparency in 
its systems / procedures; resolve the 
problem of non-availability of access 
roads for the private housing societies as well as FGEHA on priority basis; ensure 
early completion of the projects, especially the ones launched to facilitate the 
general public; and ensure implementation of all findings of the WMS pertaining 
to CDA. 

On this occasion, the representative of the FGEHA also gave a briefing on the 
progress on various projects of the Authority, the impediments faced and the 
remedial measures being taken. The Wafaqi Mohtasib directed the FGEHA to 
make every effort to complete the ongoing projects as quickly as possible by 
utilizing all its resources for the purpose. He further directed the Agency to 
seriously and transparently deal with the issue of non-allotment of plots to many 
eligible members during the balloting for F-14/15, highlight in the media as well as 
on the website of the FGEHA the measures being taken to accommodate the 
remaining eligible members and place on its website the policy and plans of the 
FGEHA and all allied information which should be updated regularly.
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Taking cognizance of the gravity of the ever increasing cybercrimes against 
children, number of meetings with the stakeholders were held. A study was also 
undertaken on the subject; and a Plan of Action was suggested after taking on 
board the FIA, Ministry of IT and other stakeholders to control the menace. A draft 
legal reforms bill, titled “Prevention and Control of Cybercrimes against Children 
Bill 2021 was prepared for amendments in PECA 2016, Qanoon-i-Shahadat Order, 
1984 and other relevant laws. Besides, judicial and police academies would now 
also focus on prevention and control of cybercrimes against children in their all 
training programs. On 3 June, 2021, the Wafaqi Mohtasib chaired a meeting of the 
Task Force on Cyber Crimes against 
Children, especially dissemination of 
the videos of Child Abuse in social 
media, Dark Web and in local market. 
Besides, the 5th National Consultative 
Meeting for raising awareness on 
prevention and control of cyber-crimes 
against children was chaired by the 
Wafaqi Mohtasib on 8 November, 2021. 
The meeting was informed that the WMS has developed a road map for 
strengthening laws and mechanism for effective enforcement to control 
cybercrimes against children. The meeting was attended by participants from 
National Police Academy, FIA, Ministry of Religious Affairs, Police and Judicial 
Academies and Prosecution Departments of all the provinces and prominent NGOs 
working for child rights. Similarly, a meeting on awareness raising to combat 
children’s online sexual abuse and exploitation was chaired by the Wafaqi 
Mohtasib at WMS Regional Office, Lahore. It was, inter alia, decided to constitute 
a Working Group on awareness raising on cybercrimes against children. 

Other performance highlights of the Office of Wafaqi Mohtasib during the year 
under report are as follows:

Other Highlights

♦ In fulfillment of the 
requirement of 
Article 28 of the 
President’s Order 
No.1 of 1983, the 
Wafaqi Mohtasib 
presented the 
Annual Report for 
the calendar year 
2020 to the Hon’ble 
President of 
Pakistan on 4 
March 2021 at 
A i w a n - e - S a d r , 
Islamabad.

 ♦ Meetings with provincial Chief Secretaries of Sindh and KPK were chaired 
by the Wafaqi Mohtasib to monitor the implementation of the 
recommendations of the 
Committee on Prison Reforms 
and to remove the bottlenecks in 
improving the living conditions 
of the inmates of the prisons. 
Two periodic reports on 
implementation of the 
recommendations of the 
Committee on Prison Reforms 
have been submitted in the 
Hon’ble Supreme Court of 
Pakistan during the period under 
report. Ten such reports have so far been submitted. 

♦ Wafaqi Mohtasib chaired periodical meetings at the Head Office, Islamabad 
as well as at various Regional Offices including R.O. Karachi, Lahore, 
Hyderabad, Faisalabad, Gujranwala and Peshawar to ensure smooth flow 
of work including disposal of complaints, monitoring the implementation of 
findings and to address the administrative issues. The Heads of various 
Agencies were also invited to attend the meetings for the purpose of 
thrashing out the issues causing public complaints against their respective 
agencies. They were advised to strictly follow their in-built Complaint 
Management System for quick redressal of public complaints. The Wafaqi 
Mohtasib also interacted with the media on these occasions.

♦ Wafaqi Mohtasib held meeting with the Director General National Savings 
on 20 January, 2021 for the purpose of further facilitating its customers in 
the context of 
disbursement of 
profit and 
resolving the issue 
of succession 
certificate for the 
family of the 
deceased CDNS 
account holders 
who passed away 
leaving behind the 
investment of over 
Rs.100,000/-. The 
D.G. informed that 
succession certificates would now be issued by NADRA. The Wafaqi 
Mohtasib directed the DG CDNS to ensure better facilities and services to 
senior citizens and widows.

♦ Wafaqi Mohtasib held press conferences both at the Head Office and some Federal Ombudsman presenting Annual Report 2020 to the President.

Regional Offices and also gave interviews to some TV News channels and 
Newspapers / Magazines on the functioning and achievements of his Office.

Towards the close of the year under review, the Wafaqi Mohtasib’s Office witnessed 
the change of command at the top. The 7th Federal Ombudsman Syed Tahir 
Shahbaz, completed his extended term of office on 26 December 2021. 

The incumbent Federal Ombudsman who was sworn in on 27 December 2021, has 
been associated with this Office as Senior Advisor for over twelve years. His 
appointment marked the coming of age of the institution as it was able to provide 
leadership from within its own fold. The last chapter of the Annual Report titled, 
‘Goalposts for the Future’, accordingly carries stamp of the incumbent 
Ombudsman’s vision for the institution.

A draft legal reforms bill, titled 
“Prevention and Control of 
Cybercrimes against Children Bill 
2021 was prepared for 
amendments in PECA 2016, 
Qanoon-i-Shahadat Order, 1984 
and other relevant laws. 



The advent of the year 2021 saw an unabated spell of COVID-19 pandemic which 
hampered the operations of a number of Government agencies to a considerable 
degree. However, the situation did not exacerbate during the second and third 
quarter of the year; and gradually improved in the last quarter, enabling a rapid 
resumption of the normal functioning of the agencies. This had a salutary effect on 
the working of the Office of the Wafaqi Mohtasib as the processing of complaints 
became faster, easier and more meaningful as majority of the agencies started 
submitting reports in response to the complaints without delay and their 
representatives resumed attending the hearings personally. 

The Office of the Wafaqi Mohtasib received 110,398 public complaints of 
mal-administration on the part of the Government agencies and managed to dispose 
of 106,808 complaints during the year 2021 as against the receipt of 133,521 and 
disposal of 130,112 complaints last year. 
The main reason for this decline in 
receipts was that more than 39,700 
complaints were received against BISP/ 
EHSAAS Program in the year 2020 as 
the number of beneficiaries of the one 
time financial assistance announced by 
the Government far exceeded the 
number of applicants. Similarly, 7000 complaints were received against Pakistan 
Post Office Department (PPOD) during the preceding year because of the Agency’s 
weak Complaint Resolution Mechanism which improved considerably in 2021.

The Federal Ombudsmen Institutional Reforms Act 2013 provides that the 
Ombudsman shall dispose of a complaint within a period of 60 days. This timeline 
was meticulously followed by the Investigation as well as Appraising Officers of 
the WMS and all the complaints were disposed of within the statutory timeline 
with the exception of a few complaints which took more time in processing due to 
requirement of additional information from the complainants or the Agency 
concerned to reach a logical conclusion and a meaningful decision. 

The trend to file online complaints continued in 2021. A total of 42,237 online 
complaints were filed by the general public out of which 15,692 were registered 
through the WMS website, 10,127 
through the mobile App of the WMS and 
16,418 through the Integrated 
Complaint Resolution (ICR) system.  
Under the ICR system, all those 
complaints which are registered 
directly with the Agency concerned but 
remain un-resolved for more than 30 
days, are automatically transferred to 
the Complaint Management 

Information System (CMIS) of the WMS and are processed and disposed of in the 
normal way. The WMS has developed interface with 178 agencies through the 
CMIS. 

Analysis of the data pertaining to the complaints lodged during the year under 
report shows that maximum number of complaints were against DISCOs. 
Generally these complaints were 
regarding excessive billing. The 
electricity complaints were 
50,077 in number i.e. 45.36% of the 
total complaints in 2021 as against 
39,596 (29.65%) in the year 2020. The 
complaints against SNGPL registered 
15.35% increase, i.e. from 7,782 in the year 
2020 to 8,978 in the year 2021. However, the complaints against SSGCL rose from 
7,328 in 2020 to 9,287 in 2021, registering 26.7% increase. The cumulative figure 
pertaining to number of complaints against both SNGPL & SSGCL was 18,265 in 
the year 2021 as compared to 15,110 in 
the year 2020 indicating a 20.8% 
increase. These complaints were 
generally regarding excessive / wrong / 
incorrect and detection billing, delay in 
providing connection / shifting and 
replacement of defective meters etc. 
The other complaints which were lesser 
in number related to improper supply of 
gas, non-installation of meters, non-repair of gas pipelines and delay in restoration 
of gas connection.

The other agencies against whom complaints continued to be lodged by the public 
at large included NADRA, Pakistan Post Office Department, BISP, AIOU, PBM, 
Pakistan Railways, SLICP,  IB,  EOBI, BF & GI, CDA, FIA, NHA, NBP, CDNS, 
PLI, Directorate General of Immigration and Passports and PTA etc. A statistical 
comparison of complaints received against some of the agencies during the years 
2020 & 2021 is available in the chapter titled “Volume, Causes and Redressal of 
Complaints Against Major Agencies”. 

The Outreach Complaint Resolution (OCR) Program which was started five years 
ago in January, 2016 but suffered a setback in the years 2020 and 2021 due to 
COVID-19 pandemic, demonstrated a modest recovery as the Investigating 
Officers of the WMS restarted 
undertaking visits to various tehsil/ 
district headquarters on pre-advertised 
dates to resolve public complaints 
against Federal agencies closer to the 
doorsteps of the complainants. A total of 
8,161 complaints were disposed of during the year 2021 as compared to 6,113 
complaints resolved in 2020. The OCR visits afforded a good opportunity to the 

complainants to get their complaints redressed closer to their doorsteps in a 
reasonably short period. On these 
occasions, the Investigating Officers 
also interacted with the local media, bar 
councils and press clubs to send the 
message across in the context of 
availability of this hassle free and cost 
free forum for resolving public 
complaints against mal-administration on the part of the Government agencies. 

The Appraising Team, constituted by the Wafaqi Mohtasib to minutely appraise 
each and every finding / recommendation to ensure uniformity and soundness of 
the recommendations / decisions and orders of the Wafaqi Mohtasib, continued to 
perform its function under a seasoned Senior Advisor. The team comprises very 
experienced retired civil service officers, judges and professionals having vast 
experience of public service. No finding is submitted to the Wafaqi Mohtasib for 
approval unless it passes through the Appraisal Team who scrutinizes each and 
every finding from all angles before submission to the Mohtasib. A litmus test for 
checking the efficacy of the Appraisal Team is the number of representations filed 
to the President by the aggrieved parties against the findings / recommendations 
of the Wafaqi Mohtasib. The fact that the number of representations constituted 
only 0.70% of the total disposal of complaints during the year 2021 is a clear 
manifestation of the effectiveness of the Appraisal Team

A sensitive and important aspect of the operational activities of the Office of 
Wafaqi Mohtasib is to enforce implementation of the decisions, orders, 
recommendations and findings of the Wafaqi Mohasib. In this context, the Federal 
Ombudsmen Institutional Reforms Act 2013 gives powers of a civil court to the 
Wafaqi Mohtasib to get his recommendations, orders or decisions implemented. He 
also has the same powers, mutatis mutandis, as the Supreme Court has to punish 
for contempt. Additionally, the law empowers him to punish for contempt as 
provided in the Contempt of Court Ordinance, 2003. The WMS has an 
Implementation Wing headed by a Senior Advisor alongwith experienced officers 
and staff. A separate interface of the Implementation Wing in the CMIS facilitates 
efficient monitoring of the implementation status of the decisions / 
recommendations /orders of the Wafaqi Mohtasib. Regular hearings were held by 
the Implementation Wing throughout the year, resulting in achieving an 
implementation ratio of 92% by the close of the year 2021. The details are available 
in a separate chapter. The Wafaqi Mohtasib himself reviewed the performance of 
the Implementation Wing by holding periodical meetings of the implementation 
team throughout the year

The Federal Ombudsmen Institutional Reforms Act, 2013 empowers the Wafaqi 
Mohtasib to review any findings, recommendations, order or decision on a review 
petition made by an aggrieved party. During the year under report, only 947 
review petitions were received either from the complainants or the Agency 
concerned. A total of 147 review petitions pending during the last two months of 
the preceding year were also processed, making the total as 1,094, as compared to 

1,103 review petitions processed last year. Out of the 1,094 review petitions 
processed during the year 2021, a total 
of 920 petitions were decided whereas 
the remaining ones will be disposed of 
in the coming months. It is reassuring 
to note that the number of review 
petitions constituted only 0.89% of the 
total complaints decided. This very low 
percentage of review petitions is the 
result of the strenuous efforts made by 
the Investigating Officers to bring 
about understanding and compromise 
between the complainants and the agencies. 

A provision exists in the Federal Ombudsmen Institutional Reforms Act, 2013 that 
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 
recommendation of the Mohtasib.   
During the year under report, only 753 
representations were filed before the 
President, 319 by the complainants and 
434 by the agencies concerned. The 
number of representations constituted 
only 0.70% of the total number of 
complaints disposed of during the year. 
The last year’s percentage of the representations was 0.28%. The continuous very 
low percentage of representations to the President lends credence to the reliability 
and accuracy of the findings of the Wafaqi Mohtasib.

The President’s Order No.1 of 1983 empowers the Wafaqi Mohtasib to establish 
standing or advisory committees at specified places with specified jurisdiction for 
performing such functions of the Mohtasib as assigned to them. Accordingly, a few 
years back, the Office of the Wafaqi Mohtasib looked into the root causes of 
persistent complaints against various agencies with the objective to carry out 
systemic reforms.  High level committees of experts, professionals and seasoned 
civil service officers were constituted by the Wafaqi Mohtasib for this purpose. The 
committees accomplished their tasks and submitted 27 very valuable reports 
which were forwarded to the Government for further consideration and 
implementation of the recommendations contained in those reports.  Follow up 
meetings were held to monitor the progress during the year under report especially 
in the context of pension reforms, CDNS, overseas Pakistanis and prisoners, 
particularly the women and children in jails. In the context of prison reforms, 10 
progress reports have so far been submitted in the Supreme Court of Pakistan out 
of which two quarterly reports were submitted in the year 2021. During the 
meetings chaired by the Wafaqi Mohtasib in the context of prison reforms, the 
provincial authorities informed that District Oversight Committees have been 
constituted, more jails were being built, facilities upgraded, automation to develop 

interface among jails, courts and NADRA being done for monitoring and 
verification of the prisoners’ record; education and skill training facilities being 
ensured and free legal aid, especially to UTPs and for appeal purposes was being 
provided. Additionally, drug addicts and hardened criminals have been segregated 
from juveniles and women in jails. 

The One Window Facilitation Desks (OFWDs) established by the WMS at all 
international airports in Pakistan to instantly resolve the problems encountered 
by the incoming and outgoing passengers, especially the overseas Pakistanis, kept 
functioning smoothly during the year under report. Monthly reports were obtained 
from each Agency regarding redressal of complaints and with respect to 
responding to the queries of the travellers. Proper record of all such activities was 
kept in the WMS. During the year 2021, a total of 39,604 complaints / queries were 
received at the OWFDs out of which 39,595 were redressed / resolved on-the-spot; 
and action regarding the remaining 09 complaints was awaited. The agencies 
included OPF, NADRA, ASF, CAA, Pakistan Customs, DG IMPASS, Bureau of 
Emigration, FIA, ANF; and Ministries of Commerce, Foreign Affairs and Religious 
Affairs. All the relevant agencies are under instructions to ensure that their 
representatives are available at the OWFDs round the clock. The Wafaqi Mohtasib 
chaired a meeting with the Secretary, Ministry of Overseas Pakistanis and Human 
Resource Development as well as M.D. Overseas Employment Corporation on 16 
March 2021 to consider various measures to facilitate the overseas Pakistanis at 
OWFDs. He directed the concerned authorities to ensure presence of their 
representatives at the Facilitation Desks so that the overseas Pakistanis get their 
complaints resolved under one roof. 

Monitoring the performance of the Investigating as well as the Appraising Officers 
so as to ensure not only an equitable distribution of work but also the overall 
efficiency of the institution, the Wafaqi Mohtasib regularly reviewed the daily 
report generated through the CMIS indicating the workload, pendency and 
disposal of cases on the part of the said officers. He also undertook visits to the 
Regional Offices at Karachi, Lahore, Peshawar, Quetta, Gujranwala, Faisalabad 
and Sargodha to thoroughly review the performance of these Offices and assess 
their needs for further improvement in their functioning.  

One of the most significant events of the year 2021 was the visit of the Hon’ble 
President to the Wafaqi Mohtasib Secretariat (WMS), Islamabad on 15 June, 2021. 
A team of senior officers of the President’s Secretariat accompanied him on the 
visit. A presentation on the activities of the Office of Wafaqi Mohtasib was given to 
him in the conference room of the WMS on this occasion.  

The Hon’ble President was pleased to inform that during his interaction with the 
Prime Minister, Government officials and public representatives, he has been 
sensitizing them about the major role being played by the institution of Mohtasib 
in redressing the grievances of the general public against Government agencies. 
He remarked that a major section of the population was still not aware of the 
availability of this easily accessible forum and there was a need for the WMS to 
expand its role and activities. 

The Hon’ble President lauded the efforts of the WMS specifically in the prevention 
of crimes against children; and their protection from the unscrupulous elements of 
the society. Highlighting the importance and sensitivity of the job of the WMS, the 
Hon’ble President was pleased to call 
upon the officers and staff of the WMS 
to continue to demonstrate the same 
zeal and commitment keeping firmly in 
mind that they are all accountable for 
their deeds. He also offered complete 
support to the institution of Wafaqi 
Mohtasib for an efficient and efficacious 
discharge of its duties and functions. 
Concluding his remarks, the Hon’ble 
President was pleased to advise that 
the Mohtasib Secretariat should 
enhance its outreach & scope of 
activities; keep a stricter watch on the integrated agencies who do not timely 
resolve public complaints under the ICR system; duly project its activities in the 
media; and make all possible efforts to identify and address the problems of the 
overseas Pakistanis, especially in view of the recent extensive export of manpower. 
He further advised that the National Commissioner for Children, WMS should 
keep a liaison with the Ministry of Human Rights for the purpose of protection of 
the rights of children.

In line with the advice of the Hon’ble President to increase the geographical spread 
of the WMS and to increase its IT footprints in the country to cover a broader 
spectrum of the society, the regional representation of the WMS was increased 
gradually. After successfully establishing a Regional Office earlier at Kharan 
(Baluchistan), another office was established at Sargodha which became fully 
functional in the year 2021 to facilitate the people of the area to get their 

grievances against the Federal 
Government agencies redressed.  
Similarly, some more offices at Swat, 
Gilgit-Baltistan, Mirpur Khas and 
Khuzdar are also in the offing and 
expected to be functional in the near 
future. 

Special emphasis was placed on 
interaction with the media during the 
year under report. The Wafaqi Mohtasib 
continued to hold press conferences both at the Head Office, Islamabad and some 
Regional Offices to sensitize the media on the important activities and 
achievements of the WMS.  As a regular feature, quarterly News Bulletins both in 
Urdu and English were brought out and disseminated to keep the general public 
informed about the activities and important findings providing relief to the 
aggrieved citizens. Public awareness messages were also played on all TV and 
Radio channels across Pakistan with the help of PEMRA. At the instance of WMS, 
PTA also sent public awareness messages through all the cellular networks in 
Pakistan. Similarly, all important activities of the WMS were also regularly 
depicted on Facebook and Instagram pages of the WMS. During the year under 
report, the WMS issued a total of 35 press releases after important activities 
undertaken by it. 

As it is imperative for any organization to critically assess, evaluate and review its 
performance in both quantitative and qualitative terms so as to focus more on 
growth and fine tuning of the operational activities for the purpose of optimizing 
efficiency and efficacy, the 
Wafaqi Mohtasib 
commissioned a Case 
Study to review the entire 
gamut of activities of this 
institution including the 
expansion in the scope of 
its functions during the 
past 38 years. The study 
exhaustively reviewed the 
evolution process of the 
Office of Wafaqi Mohtasib 
in different periods, the 
impact of legal reforms, 
budgetary support 
provided by the 
Government, milestones 
achieved, the initiatives 
taken for the aggrieved citizens including the pensioners, widows, overseas 
Pakistanis and prisoners etc.; and a comparative analysis with ombudsman 
institutions in various parts of the world. The Case Study was presented to the 

Hon’ble President by the Wafaqi Mohtasib on 13 July, 2021 at the President’s 
Secretariat. The Hon’ble President was pleased to appreciate the study which 
concludes that this institution has not only succeeded in achieving its objectives 
but its impact on the governance / service delivery by the Federal agencies has 
been quite significant. 

The Wafaqi Mohtasib had a meeting with the Hon’ble Chief Justice of Pakistan on 
9 March, 2021 to brief him on the functioning, performance and achievements of 
the WMS since his earlier call on the Hon’ble Chief Justice in February, 2020.  He 
also briefed the Hon’ble Chief Justice on the progress on implementation of the 
recommendations contained in the report of the committee constituted by the 
Wafaqi Mohtasib for prison reforms. He further informed that all provinces have 
been directed by him to start integrated biometric identification system with all 
departments of criminal administrative justice system on priority basis. He also 
gave an overview of the actions taken in the context of the references made to the 
WMS by the Supreme Court of Pakistan with regard to mal-administration in 
police, prevention of fire incidents on Margalla Hills, environmental issues in the 
coastal areas of Pakistan, Education Sector Reforms, and issues relating to Civil 
Aviation Authority and the Karachi Port Trust.  The Hon’ble Chief Justice 
appreciated the efforts of the Wafaqi Mohtasib in the context of providing speedy 
justice to the citizens aggrieved by mal-administration of the Government 
agencies; and carrying out systemic reforms. 

Public complaints against the agencies 
responsible for development of housing 
projects and provision of various 
facilities remained in sharp focus of the 
Office of Wafaqi Mohtasib during the 
year 2021. The Wafaqi Mohtasib held a 
meeting on 20 August, 2021 in the 
Wafaqi Mohtasib Secretariat to review 

the progress on the Housing Projects undertaken by the CDA and FGEHA as also 
to consider sundry issues of the Housing Sector. The Chairman CDA gave a 
presentation on the projects undertaken by the CDA in the Islamabad Capital 
Territory, the challenges being faced and 
the reforms being carried out. He 
informed that a One Window 
Facilitation Centre was being 
established where problems of the 
citizens would be resolved under one 
roof after computerization of the entire 
record of the CDA. The Wafaqi 
Mohtasib directed the Chairman CDA 
to quickly digitize the record of the CDA 
for the purpose of improving efficiency 
and bringing greater transparency in 
its systems / procedures; resolve the 
problem of non-availability of access 
roads for the private housing societies as well as FGEHA on priority basis; ensure 
early completion of the projects, especially the ones launched to facilitate the 
general public; and ensure implementation of all findings of the WMS pertaining 
to CDA. 

On this occasion, the representative of the FGEHA also gave a briefing on the 
progress on various projects of the Authority, the impediments faced and the 
remedial measures being taken. The Wafaqi Mohtasib directed the FGEHA to 
make every effort to complete the ongoing projects as quickly as possible by 
utilizing all its resources for the purpose. He further directed the Agency to 
seriously and transparently deal with the issue of non-allotment of plots to many 
eligible members during the balloting for F-14/15, highlight in the media as well as 
on the website of the FGEHA the measures being taken to accommodate the 
remaining eligible members and place on its website the policy and plans of the 
FGEHA and all allied information which should be updated regularly.
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Taking cognizance of the gravity of the ever increasing cybercrimes against 
children, number of meetings with the stakeholders were held. A study was also 
undertaken on the subject; and a Plan of Action was suggested after taking on 
board the FIA, Ministry of IT and other stakeholders to control the menace. A draft 
legal reforms bill, titled “Prevention and Control of Cybercrimes against Children 
Bill 2021 was prepared for amendments in PECA 2016, Qanoon-i-Shahadat Order, 
1984 and other relevant laws. Besides, judicial and police academies would now 
also focus on prevention and control of cybercrimes against children in their all 
training programs. On 3 June, 2021, the Wafaqi Mohtasib chaired a meeting of the 
Task Force on Cyber Crimes against 
Children, especially dissemination of 
the videos of Child Abuse in social 
media, Dark Web and in local market. 
Besides, the 5th National Consultative 
Meeting for raising awareness on 
prevention and control of cyber-crimes 
against children was chaired by the 
Wafaqi Mohtasib on 8 November, 2021. 
The meeting was informed that the WMS has developed a road map for 
strengthening laws and mechanism for effective enforcement to control 
cybercrimes against children. The meeting was attended by participants from 
National Police Academy, FIA, Ministry of Religious Affairs, Police and Judicial 
Academies and Prosecution Departments of all the provinces and prominent NGOs 
working for child rights. Similarly, a meeting on awareness raising to combat 
children’s online sexual abuse and exploitation was chaired by the Wafaqi 
Mohtasib at WMS Regional Office, Lahore. It was, inter alia, decided to constitute 
a Working Group on awareness raising on cybercrimes against children. 

Other performance highlights of the Office of Wafaqi Mohtasib during the year 
under report are as follows:

Other Highlights

♦ In fulfillment of the 
requirement of 
Article 28 of the 
President’s Order 
No.1 of 1983, the 
Wafaqi Mohtasib 
presented the 
Annual Report for 
the calendar year 
2020 to the Hon’ble 
President of 
Pakistan on 4 
March 2021 at 
A i w a n - e - S a d r , 
Islamabad.

 ♦ Meetings with provincial Chief Secretaries of Sindh and KPK were chaired 
by the Wafaqi Mohtasib to monitor the implementation of the 
recommendations of the 
Committee on Prison Reforms 
and to remove the bottlenecks in 
improving the living conditions 
of the inmates of the prisons. 
Two periodic reports on 
implementation of the 
recommendations of the 
Committee on Prison Reforms 
have been submitted in the 
Hon’ble Supreme Court of 
Pakistan during the period under 
report. Ten such reports have so far been submitted. 

♦ Wafaqi Mohtasib chaired periodical meetings at the Head Office, Islamabad 
as well as at various Regional Offices including R.O. Karachi, Lahore, 
Hyderabad, Faisalabad, Gujranwala and Peshawar to ensure smooth flow 
of work including disposal of complaints, monitoring the implementation of 
findings and to address the administrative issues. The Heads of various 
Agencies were also invited to attend the meetings for the purpose of 
thrashing out the issues causing public complaints against their respective 
agencies. They were advised to strictly follow their in-built Complaint 
Management System for quick redressal of public complaints. The Wafaqi 
Mohtasib also interacted with the media on these occasions.

♦ Wafaqi Mohtasib held meeting with the Director General National Savings 
on 20 January, 2021 for the purpose of further facilitating its customers in 
the context of 
disbursement of 
profit and 
resolving the issue 
of succession 
certificate for the 
family of the 
deceased CDNS 
account holders 
who passed away 
leaving behind the 
investment of over 
Rs.100,000/-. The 
D.G. informed that 
succession certificates would now be issued by NADRA. The Wafaqi 
Mohtasib directed the DG CDNS to ensure better facilities and services to 
senior citizens and widows.

♦ Wafaqi Mohtasib held press conferences both at the Head Office and some 

Meetings with provincial Chief 
Secretaries of Sindh and KPK 
were chaired by the Wafaqi 
Mohtasib to monitor the 
implementation of the 
recommendations of the 
Committee on Prison Reforms and 
to remove the bottlenecks in 
improving the living conditions of 
the inmates of the prisons.

Regional Offices and also gave interviews to some TV News channels and 
Newspapers / Magazines on the functioning and achievements of his Office.

Towards the close of the year under review, the Wafaqi Mohtasib’s Office witnessed 
the change of command at the top. The 7th Federal Ombudsman Syed Tahir 
Shahbaz, completed his extended term of office on 26 December 2021. 

The incumbent Federal Ombudsman who was sworn in on 27 December 2021, has 
been associated with this Office as Senior Advisor for over twelve years. His 
appointment marked the coming of age of the institution as it was able to provide 
leadership from within its own fold. The last chapter of the Annual Report titled, 
‘Goalposts for the Future’, accordingly carries stamp of the incumbent 
Ombudsman’s vision for the institution.

Federal Ombudsman chairing a progress review meeting on CDNS 
(National Savings) reforms.
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YEAR IN REVIEW 2021

The advent of the year 2021 saw an unabated spell of COVID-19 pandemic which 
hampered the operations of a number of Government agencies to a considerable 
degree. However, the situation did not exacerbate during the second and third 
quarter of the year; and gradually improved in the last quarter, enabling a rapid 
resumption of the normal functioning of the agencies. This had a salutary effect on 
the working of the Office of the Wafaqi Mohtasib as the processing of complaints 
became faster, easier and more meaningful as majority of the agencies started 
submitting reports in response to the complaints without delay and their 
representatives resumed attending the hearings personally. 

The Office of the Wafaqi Mohtasib received 110,398 public complaints of 
mal-administration on the part of the Government agencies and managed to dispose 
of 106,808 complaints during the year 2021 as against the receipt of 133,521 and 
disposal of 130,112 complaints last year. 
The main reason for this decline in 
receipts was that more than 39,700 
complaints were received against BISP/ 
EHSAAS Program in the year 2020 as 
the number of beneficiaries of the one 
time financial assistance announced by 
the Government far exceeded the 
number of applicants. Similarly, 7000 complaints were received against Pakistan 
Post Office Department (PPOD) during the preceding year because of the Agency’s 
weak Complaint Resolution Mechanism which improved considerably in 2021.

The Federal Ombudsmen Institutional Reforms Act 2013 provides that the 
Ombudsman shall dispose of a complaint within a period of 60 days. This timeline 
was meticulously followed by the Investigation as well as Appraising Officers of 
the WMS and all the complaints were disposed of within the statutory timeline 
with the exception of a few complaints which took more time in processing due to 
requirement of additional information from the complainants or the Agency 
concerned to reach a logical conclusion and a meaningful decision. 

The trend to file online complaints continued in 2021. A total of 42,237 online 
complaints were filed by the general public out of which 15,692 were registered 
through the WMS website, 10,127 
through the mobile App of the WMS and 
16,418 through the Integrated 
Complaint Resolution (ICR) system.  
Under the ICR system, all those 
complaints which are registered 
directly with the Agency concerned but 
remain un-resolved for more than 30 
days, are automatically transferred to 
the Complaint Management 

Information System (CMIS) of the WMS and are processed and disposed of in the 
normal way. The WMS has developed interface with 178 agencies through the 
CMIS. 

Analysis of the data pertaining to the complaints lodged during the year under 
report shows that maximum number of complaints were against DISCOs. 
Generally these complaints were 
regarding excessive billing. The 
electricity complaints were 
50,077 in number i.e. 45.36% of the 
total complaints in 2021 as against 
39,596 (29.65%) in the year 2020. The 
complaints against SNGPL registered 
15.35% increase, i.e. from 7,782 in the year 
2020 to 8,978 in the year 2021. However, the complaints against SSGCL rose from 
7,328 in 2020 to 9,287 in 2021, registering 26.7% increase. The cumulative figure 
pertaining to number of complaints against both SNGPL & SSGCL was 18,265 in 
the year 2021 as compared to 15,110 in 
the year 2020 indicating a 20.8% 
increase. These complaints were 
generally regarding excessive / wrong / 
incorrect and detection billing, delay in 
providing connection / shifting and 
replacement of defective meters etc. 
The other complaints which were lesser 
in number related to improper supply of 
gas, non-installation of meters, non-repair of gas pipelines and delay in restoration 
of gas connection.

The other agencies against whom complaints continued to be lodged by the public 
at large included NADRA, Pakistan Post Office Department, BISP, AIOU, PBM, 
Pakistan Railways, SLICP,  IB,  EOBI, BF & GI, CDA, FIA, NHA, NBP, CDNS, 
PLI, Directorate General of Immigration and Passports and PTA etc. A statistical 
comparison of complaints received against some of the agencies during the years 
2020 & 2021 is available in the chapter titled “Volume, Causes and Redressal of 
Complaints Against Major Agencies”. 

The Outreach Complaint Resolution (OCR) Program which was started five years 
ago in January, 2016 but suffered a setback in the years 2020 and 2021 due to 
COVID-19 pandemic, demonstrated a modest recovery as the Investigating 
Officers of the WMS restarted 
undertaking visits to various tehsil/ 
district headquarters on pre-advertised 
dates to resolve public complaints 
against Federal agencies closer to the 
doorsteps of the complainants. A total of 
8,161 complaints were disposed of during the year 2021 as compared to 6,113 
complaints resolved in 2020. The OCR visits afforded a good opportunity to the 

complainants to get their complaints redressed closer to their doorsteps in a 
reasonably short period. On these 
occasions, the Investigating Officers 
also interacted with the local media, bar 
councils and press clubs to send the 
message across in the context of 
availability of this hassle free and cost 
free forum for resolving public 
complaints against mal-administration on the part of the Government agencies. 

The Appraising Team, constituted by the Wafaqi Mohtasib to minutely appraise 
each and every finding / recommendation to ensure uniformity and soundness of 
the recommendations / decisions and orders of the Wafaqi Mohtasib, continued to 
perform its function under a seasoned Senior Advisor. The team comprises very 
experienced retired civil service officers, judges and professionals having vast 
experience of public service. No finding is submitted to the Wafaqi Mohtasib for 
approval unless it passes through the Appraisal Team who scrutinizes each and 
every finding from all angles before submission to the Mohtasib. A litmus test for 
checking the efficacy of the Appraisal Team is the number of representations filed 
to the President by the aggrieved parties against the findings / recommendations 
of the Wafaqi Mohtasib. The fact that the number of representations constituted 
only 0.70% of the total disposal of complaints during the year 2021 is a clear 
manifestation of the effectiveness of the Appraisal Team

A sensitive and important aspect of the operational activities of the Office of 
Wafaqi Mohtasib is to enforce implementation of the decisions, orders, 
recommendations and findings of the Wafaqi Mohasib. In this context, the Federal 
Ombudsmen Institutional Reforms Act 2013 gives powers of a civil court to the 
Wafaqi Mohtasib to get his recommendations, orders or decisions implemented. He 
also has the same powers, mutatis mutandis, as the Supreme Court has to punish 
for contempt. Additionally, the law empowers him to punish for contempt as 
provided in the Contempt of Court Ordinance, 2003. The WMS has an 
Implementation Wing headed by a Senior Advisor alongwith experienced officers 
and staff. A separate interface of the Implementation Wing in the CMIS facilitates 
efficient monitoring of the implementation status of the decisions / 
recommendations /orders of the Wafaqi Mohtasib. Regular hearings were held by 
the Implementation Wing throughout the year, resulting in achieving an 
implementation ratio of 92% by the close of the year 2021. The details are available 
in a separate chapter. The Wafaqi Mohtasib himself reviewed the performance of 
the Implementation Wing by holding periodical meetings of the implementation 
team throughout the year

The Federal Ombudsmen Institutional Reforms Act, 2013 empowers the Wafaqi 
Mohtasib to review any findings, recommendations, order or decision on a review 
petition made by an aggrieved party. During the year under report, only 947 
review petitions were received either from the complainants or the Agency 
concerned. A total of 147 review petitions pending during the last two months of 
the preceding year were also processed, making the total as 1,094, as compared to 

1,103 review petitions processed last year. Out of the 1,094 review petitions 
processed during the year 2021, a total 
of 920 petitions were decided whereas 
the remaining ones will be disposed of 
in the coming months. It is reassuring 
to note that the number of review 
petitions constituted only 0.89% of the 
total complaints decided. This very low 
percentage of review petitions is the 
result of the strenuous efforts made by 
the Investigating Officers to bring 
about understanding and compromise 
between the complainants and the agencies. 

A provision exists in the Federal Ombudsmen Institutional Reforms Act, 2013 that 
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 
recommendation of the Mohtasib.   
During the year under report, only 753 
representations were filed before the 
President, 319 by the complainants and 
434 by the agencies concerned. The 
number of representations constituted 
only 0.70% of the total number of 
complaints disposed of during the year. 
The last year’s percentage of the representations was 0.28%. The continuous very 
low percentage of representations to the President lends credence to the reliability 
and accuracy of the findings of the Wafaqi Mohtasib.

The President’s Order No.1 of 1983 empowers the Wafaqi Mohtasib to establish 
standing or advisory committees at specified places with specified jurisdiction for 
performing such functions of the Mohtasib as assigned to them. Accordingly, a few 
years back, the Office of the Wafaqi Mohtasib looked into the root causes of 
persistent complaints against various agencies with the objective to carry out 
systemic reforms.  High level committees of experts, professionals and seasoned 
civil service officers were constituted by the Wafaqi Mohtasib for this purpose. The 
committees accomplished their tasks and submitted 27 very valuable reports 
which were forwarded to the Government for further consideration and 
implementation of the recommendations contained in those reports.  Follow up 
meetings were held to monitor the progress during the year under report especially 
in the context of pension reforms, CDNS, overseas Pakistanis and prisoners, 
particularly the women and children in jails. In the context of prison reforms, 10 
progress reports have so far been submitted in the Supreme Court of Pakistan out 
of which two quarterly reports were submitted in the year 2021. During the 
meetings chaired by the Wafaqi Mohtasib in the context of prison reforms, the 
provincial authorities informed that District Oversight Committees have been 
constituted, more jails were being built, facilities upgraded, automation to develop 

interface among jails, courts and NADRA being done for monitoring and 
verification of the prisoners’ record; education and skill training facilities being 
ensured and free legal aid, especially to UTPs and for appeal purposes was being 
provided. Additionally, drug addicts and hardened criminals have been segregated 
from juveniles and women in jails. 

The One Window Facilitation Desks (OFWDs) established by the WMS at all 
international airports in Pakistan to instantly resolve the problems encountered 
by the incoming and outgoing passengers, especially the overseas Pakistanis, kept 
functioning smoothly during the year under report. Monthly reports were obtained 
from each Agency regarding redressal of complaints and with respect to 
responding to the queries of the travellers. Proper record of all such activities was 
kept in the WMS. During the year 2021, a total of 39,604 complaints / queries were 
received at the OWFDs out of which 39,595 were redressed / resolved on-the-spot; 
and action regarding the remaining 09 complaints was awaited. The agencies 
included OPF, NADRA, ASF, CAA, Pakistan Customs, DG IMPASS, Bureau of 
Emigration, FIA, ANF; and Ministries of Commerce, Foreign Affairs and Religious 
Affairs. All the relevant agencies are under instructions to ensure that their 
representatives are available at the OWFDs round the clock. The Wafaqi Mohtasib 
chaired a meeting with the Secretary, Ministry of Overseas Pakistanis and Human 
Resource Development as well as M.D. Overseas Employment Corporation on 16 
March 2021 to consider various measures to facilitate the overseas Pakistanis at 
OWFDs. He directed the concerned authorities to ensure presence of their 
representatives at the Facilitation Desks so that the overseas Pakistanis get their 
complaints resolved under one roof. 

Monitoring the performance of the Investigating as well as the Appraising Officers 
so as to ensure not only an equitable distribution of work but also the overall 
efficiency of the institution, the Wafaqi Mohtasib regularly reviewed the daily 
report generated through the CMIS indicating the workload, pendency and 
disposal of cases on the part of the said officers. He also undertook visits to the 
Regional Offices at Karachi, Lahore, Peshawar, Quetta, Gujranwala, Faisalabad 
and Sargodha to thoroughly review the performance of these Offices and assess 
their needs for further improvement in their functioning.  

One of the most significant events of the year 2021 was the visit of the Hon’ble 
President to the Wafaqi Mohtasib Secretariat (WMS), Islamabad on 15 June, 2021. 
A team of senior officers of the President’s Secretariat accompanied him on the 
visit. A presentation on the activities of the Office of Wafaqi Mohtasib was given to 
him in the conference room of the WMS on this occasion.  

The Hon’ble President was pleased to inform that during his interaction with the 
Prime Minister, Government officials and public representatives, he has been 
sensitizing them about the major role being played by the institution of Mohtasib 
in redressing the grievances of the general public against Government agencies. 
He remarked that a major section of the population was still not aware of the 
availability of this easily accessible forum and there was a need for the WMS to 
expand its role and activities. 

The Hon’ble President lauded the efforts of the WMS specifically in the prevention 
of crimes against children; and their protection from the unscrupulous elements of 
the society. Highlighting the importance and sensitivity of the job of the WMS, the 
Hon’ble President was pleased to call 
upon the officers and staff of the WMS 
to continue to demonstrate the same 
zeal and commitment keeping firmly in 
mind that they are all accountable for 
their deeds. He also offered complete 
support to the institution of Wafaqi 
Mohtasib for an efficient and efficacious 
discharge of its duties and functions. 
Concluding his remarks, the Hon’ble 
President was pleased to advise that 
the Mohtasib Secretariat should 
enhance its outreach & scope of 
activities; keep a stricter watch on the integrated agencies who do not timely 
resolve public complaints under the ICR system; duly project its activities in the 
media; and make all possible efforts to identify and address the problems of the 
overseas Pakistanis, especially in view of the recent extensive export of manpower. 
He further advised that the National Commissioner for Children, WMS should 
keep a liaison with the Ministry of Human Rights for the purpose of protection of 
the rights of children.

In line with the advice of the Hon’ble President to increase the geographical spread 
of the WMS and to increase its IT footprints in the country to cover a broader 
spectrum of the society, the regional representation of the WMS was increased 
gradually. After successfully establishing a Regional Office earlier at Kharan 
(Baluchistan), another office was established at Sargodha which became fully 
functional in the year 2021 to facilitate the people of the area to get their 

grievances against the Federal 
Government agencies redressed.  
Similarly, some more offices at Swat, 
Gilgit-Baltistan, Mirpur Khas and 
Khuzdar are also in the offing and 
expected to be functional in the near 
future. 

Special emphasis was placed on 
interaction with the media during the 
year under report. The Wafaqi Mohtasib 
continued to hold press conferences both at the Head Office, Islamabad and some 
Regional Offices to sensitize the media on the important activities and 
achievements of the WMS.  As a regular feature, quarterly News Bulletins both in 
Urdu and English were brought out and disseminated to keep the general public 
informed about the activities and important findings providing relief to the 
aggrieved citizens. Public awareness messages were also played on all TV and 
Radio channels across Pakistan with the help of PEMRA. At the instance of WMS, 
PTA also sent public awareness messages through all the cellular networks in 
Pakistan. Similarly, all important activities of the WMS were also regularly 
depicted on Facebook and Instagram pages of the WMS. During the year under 
report, the WMS issued a total of 35 press releases after important activities 
undertaken by it. 

As it is imperative for any organization to critically assess, evaluate and review its 
performance in both quantitative and qualitative terms so as to focus more on 
growth and fine tuning of the operational activities for the purpose of optimizing 
efficiency and efficacy, the 
Wafaqi Mohtasib 
commissioned a Case 
Study to review the entire 
gamut of activities of this 
institution including the 
expansion in the scope of 
its functions during the 
past 38 years. The study 
exhaustively reviewed the 
evolution process of the 
Office of Wafaqi Mohtasib 
in different periods, the 
impact of legal reforms, 
budgetary support 
provided by the 
Government, milestones 
achieved, the initiatives 
taken for the aggrieved citizens including the pensioners, widows, overseas 
Pakistanis and prisoners etc.; and a comparative analysis with ombudsman 
institutions in various parts of the world. The Case Study was presented to the 

Hon’ble President by the Wafaqi Mohtasib on 13 July, 2021 at the President’s 
Secretariat. The Hon’ble President was pleased to appreciate the study which 
concludes that this institution has not only succeeded in achieving its objectives 
but its impact on the governance / service delivery by the Federal agencies has 
been quite significant. 

The Wafaqi Mohtasib had a meeting with the Hon’ble Chief Justice of Pakistan on 
9 March, 2021 to brief him on the functioning, performance and achievements of 
the WMS since his earlier call on the Hon’ble Chief Justice in February, 2020.  He 
also briefed the Hon’ble Chief Justice on the progress on implementation of the 
recommendations contained in the report of the committee constituted by the 
Wafaqi Mohtasib for prison reforms. He further informed that all provinces have 
been directed by him to start integrated biometric identification system with all 
departments of criminal administrative justice system on priority basis. He also 
gave an overview of the actions taken in the context of the references made to the 
WMS by the Supreme Court of Pakistan with regard to mal-administration in 
police, prevention of fire incidents on Margalla Hills, environmental issues in the 
coastal areas of Pakistan, Education Sector Reforms, and issues relating to Civil 
Aviation Authority and the Karachi Port Trust.  The Hon’ble Chief Justice 
appreciated the efforts of the Wafaqi Mohtasib in the context of providing speedy 
justice to the citizens aggrieved by mal-administration of the Government 
agencies; and carrying out systemic reforms. 

Public complaints against the agencies 
responsible for development of housing 
projects and provision of various 
facilities remained in sharp focus of the 
Office of Wafaqi Mohtasib during the 
year 2021. The Wafaqi Mohtasib held a 
meeting on 20 August, 2021 in the 
Wafaqi Mohtasib Secretariat to review 

the progress on the Housing Projects undertaken by the CDA and FGEHA as also 
to consider sundry issues of the Housing Sector. The Chairman CDA gave a 
presentation on the projects undertaken by the CDA in the Islamabad Capital 
Territory, the challenges being faced and 
the reforms being carried out. He 
informed that a One Window 
Facilitation Centre was being 
established where problems of the 
citizens would be resolved under one 
roof after computerization of the entire 
record of the CDA. The Wafaqi 
Mohtasib directed the Chairman CDA 
to quickly digitize the record of the CDA 
for the purpose of improving efficiency 
and bringing greater transparency in 
its systems / procedures; resolve the 
problem of non-availability of access 
roads for the private housing societies as well as FGEHA on priority basis; ensure 
early completion of the projects, especially the ones launched to facilitate the 
general public; and ensure implementation of all findings of the WMS pertaining 
to CDA. 

On this occasion, the representative of the FGEHA also gave a briefing on the 
progress on various projects of the Authority, the impediments faced and the 
remedial measures being taken. The Wafaqi Mohtasib directed the FGEHA to 
make every effort to complete the ongoing projects as quickly as possible by 
utilizing all its resources for the purpose. He further directed the Agency to 
seriously and transparently deal with the issue of non-allotment of plots to many 
eligible members during the balloting for F-14/15, highlight in the media as well as 
on the website of the FGEHA the measures being taken to accommodate the 
remaining eligible members and place on its website the policy and plans of the 
FGEHA and all allied information which should be updated regularly.

Taking cognizance of the gravity of the ever increasing cybercrimes against 
children, number of meetings with the stakeholders were held. A study was also 
undertaken on the subject; and a Plan of Action was suggested after taking on 
board the FIA, Ministry of IT and other stakeholders to control the menace. A draft 
legal reforms bill, titled “Prevention and Control of Cybercrimes against Children 
Bill 2021 was prepared for amendments in PECA 2016, Qanoon-i-Shahadat Order, 
1984 and other relevant laws. Besides, judicial and police academies would now 
also focus on prevention and control of cybercrimes against children in their all 
training programs. On 3 June, 2021, the Wafaqi Mohtasib chaired a meeting of the 
Task Force on Cyber Crimes against 
Children, especially dissemination of 
the videos of Child Abuse in social 
media, Dark Web and in local market. 
Besides, the 5th National Consultative 
Meeting for raising awareness on 
prevention and control of cyber-crimes 
against children was chaired by the 
Wafaqi Mohtasib on 8 November, 2021. 
The meeting was informed that the WMS has developed a road map for 
strengthening laws and mechanism for effective enforcement to control 
cybercrimes against children. The meeting was attended by participants from 
National Police Academy, FIA, Ministry of Religious Affairs, Police and Judicial 
Academies and Prosecution Departments of all the provinces and prominent NGOs 
working for child rights. Similarly, a meeting on awareness raising to combat 
children’s online sexual abuse and exploitation was chaired by the Wafaqi 
Mohtasib at WMS Regional Office, Lahore. It was, inter alia, decided to constitute 
a Working Group on awareness raising on cybercrimes against children. 

Other performance highlights of the Office of Wafaqi Mohtasib during the year 
under report are as follows:

Other Highlights

♦ In fulfillment of the 
requirement of 
Article 28 of the 
President’s Order 
No.1 of 1983, the 
Wafaqi Mohtasib 
presented the 
Annual Report for 
the calendar year 
2020 to the Hon’ble 
President of 
Pakistan on 4 
March 2021 at 
A i w a n - e - S a d r , 
Islamabad.

 ♦ Meetings with provincial Chief Secretaries of Sindh and KPK were chaired 
by the Wafaqi Mohtasib to monitor the implementation of the 
recommendations of the 
Committee on Prison Reforms 
and to remove the bottlenecks in 
improving the living conditions 
of the inmates of the prisons. 
Two periodic reports on 
implementation of the 
recommendations of the 
Committee on Prison Reforms 
have been submitted in the 
Hon’ble Supreme Court of 
Pakistan during the period under 
report. Ten such reports have so far been submitted. 

♦ Wafaqi Mohtasib chaired periodical meetings at the Head Office, Islamabad 
as well as at various Regional Offices including R.O. Karachi, Lahore, 
Hyderabad, Faisalabad, Gujranwala and Peshawar to ensure smooth flow 
of work including disposal of complaints, monitoring the implementation of 
findings and to address the administrative issues. The Heads of various 
Agencies were also invited to attend the meetings for the purpose of 
thrashing out the issues causing public complaints against their respective 
agencies. They were advised to strictly follow their in-built Complaint 
Management System for quick redressal of public complaints. The Wafaqi 
Mohtasib also interacted with the media on these occasions.

♦ Wafaqi Mohtasib held meeting with the Director General National Savings 
on 20 January, 2021 for the purpose of further facilitating its customers in 
the context of 
disbursement of 
profit and 
resolving the issue 
of succession 
certificate for the 
family of the 
deceased CDNS 
account holders 
who passed away 
leaving behind the 
investment of over 
Rs.100,000/-. The 
D.G. informed that 
succession certificates would now be issued by NADRA. The Wafaqi 
Mohtasib directed the DG CDNS to ensure better facilities and services to 
senior citizens and widows.

♦ Wafaqi Mohtasib held press conferences both at the Head Office and some 

Regional Offices and also gave interviews to some TV News channels and 
Newspapers / Magazines on the functioning and achievements of his Office.

Towards the close of the year under review, the Wafaqi Mohtasib’s Office witnessed 
the change of command at the top. The 7th Federal Ombudsman Syed Tahir 
Shahbaz, completed his extended term of office on 26 December 2021. 

The incumbent Federal Ombudsman who was sworn in on 27 December 2021, has 
been associated with this Office as Senior Advisor for over twelve years. His 
appointment marked the coming of age of the institution as it was able to provide 
leadership from within its own fold. The last chapter of the Annual Report titled, 
‘Goalposts for the Future’, accordingly carries stamp of the incumbent 
Ombudsman’s vision for the institution.



13

The year 2021, like the last year remained in the grip of COVID-19 pandemic. 
Consequently, the Wafaqi Mohtasib Secretariat (WMS) continued to take 
precautionary measures and used 
on-line techniques like skype, 
WhatsApp and telephone etc. besides 
normal hearings in disposal of cases. 
The investigation work continued 
uninterruptedly and inexpensive 
justice was provided to a large number 
of poor people. Despite COVID-19 
restrictions, 110,398 complaints were filed during 2021 out of which 106,808 
complaints, including the cases brought forward from the previous year, were 
disposed of during 2021.

Legal  and Operational Framework

The President’s Order No. 1 of 1983 regarding the establishment of Wafaqi Mohtasib 
(Ombudsman)’s Office provides an elaborate procedure for making a complaint by an 
aggrieved person against maladministration of a Federal Government Ministry or 
Division/Department. The complaint can also be filed against the maladministration 
of 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 Official Gazette. Accordingly, 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. However, under Article 10(3) of the 
President’s Order No.1 of 1983, Mohtasib may conduct any investigation pursuant 
to a complaint, which is not within time limit, if he considers that there are special 
circumstances which make it proper for him to do so. 

The process of filing a complaint and its 
registration in the WMS has been made 
easy and simple. Multiple means are 
available for filing complaints by 
general public against any Federal 
Agency like Email, WhatsApp, Mobile 
App, Post or online through WMS 
website. Complaint can be written in 
any language. It can be submitted at 
Headquarters in Islamabad or any of the 
14 regional offices spread all over Pakistan.

Every complaint shall, wherever possible, be accompanied by WMS Form “A” (an 
Affidavit) or a solemn affirmation stating that:

(a) The allegations contained in the complaint are correct and true to the best of 

knowledge and belief of the complainant;

(b) Previously, no complaint on the subject was filed at the Head Office or at any 
of its Regional Offices; 

(c) No suit, appeal, petition or any other judicial proceedings in connection with 
the subject matter of the complaint, is pending before any Court, Tribunal 
or Board.

Facilitation Desks

In order to provide guidance and assistance to general public in preparing and 
filing complaints, Facilitation Desks are also available in Islamabad and at all 
Regional Offices. These desks provide assistance in following matters:

a. Register all fresh complaints through on-line system and provide 
acknowledgment receipt.

b. Provide guidance to the complainants how to file a complaint against a 
specific Federal Agency indicating mal-administration.

c. Prepare draft application for uneducated persons/complainants.

d. Help & inform the complainants/visitors about the present status & hearing 
dates of complaints.

e. Facilitate the aged/disabled complainants while approaching the rooms of     
Investigation Officers.

f. Guide the complainants whose complaints fall under the jurisdiction of Civil 
Courts, FST, NEPRA, OGRA and High Courts, etc.

g. Prepare daily report of all activities of the Facilitation Cell.

Following the receipt of complaint, the Registrar/Assistant Registrar at each office 
allots a unique registration number to each complaint and records it in the 
Complaint Management Information System (CMIS). The complaints, along with 
the documents attached thereto, are 
examined, with a view to determining 
their admissibility, under Article 2(1), 
2(2), Article 9 and Article 10 of P.O No 1 
of 1983, read with the “Federal 
Ombudsmen Institutional Reforms Act 
2013'', and under the explanatory 
circulars, memoranda, issued from time to time. The main points of the complaint 
are properly analyzed and the data entry of all complaints is done on CMIS, where 
different codes of mal-administration are incorporated. CMIS then generates 
WMS Form B; which shows gist of the whole complaint on a single sheet. 
Subsequently, the WMS Form 'B' is forwarded for admission or rejection by the 
Mohtasib or by the Authorized Officer, to the concerned Investigation Officer 

within 24 Hours. Acknowledgement letters and an SMS alert are issued for 
information of the complainants by Registrar/Assistant Registrar.

Reasons for Rejection

Major reasons for rejection of complaints in limine are as under: 

a. Complaints were not properly filed i.e., confused or incomplete; not 
addressed to the WMS; text not showing the relevant Agency; address/ 
identity missing or nothing could be made out from the complaint’s text;

b. The complaints related to private Agencies, external affairs of Pakistan or 
defence or sub-judice or already adjudicated, are matters not covered under 
the jurisdiction of the Mohtasib. The complaints related to service matters, 
in which the complaint is against the Agency in which the complainant is or 
has been working, are also not covered.

c. The complaints which are anonymous, general in nature, unsigned, 
unverified, or premature, awaiting actions from the Agencies;

d. If no reasons for investigation were found or maladministration was 
observed.

Reasons for rejection of complaint in limine are duly communicated to the 
complainant. Similarly, all complaints accepted for hearings are duly 
acknowledged in a timely manner.

Integrated Complaint Resolution 
System

The WMS has established Integrated 
Complaint Resolution (ICR) system for 
all Federal Government Agencies, 
which allows complainants to first 
approach the concerned Agency 
directly. The said Agency is bound to 
respond within 30 days, from the date 
of receipt of complaint. If the Agency 
does not take action on the respective 
complaint within the prescribed period, it is automatically transferred to CMIS of 
WMS to be treated as a fresh complaint for regular investigation. During 2021, a 
total of 16,418 complaints were referred from the portals of 178 Federal 
Government Agencies and processed as per WMS law and regulations.

Registration of Complaints

During the year 2021, 110,398 complaints were received by WMS at its 
Headquarters and 14 regional offices. This is 17.31% lower than the 133,512 
complaints received during the year 2020.  The reason for this shortfall is that 

during the year 2020, an exceptionally large number of complaints 39,700 against 
BISP/ Ehsaas Program were received due to the fact that the number of applicants 
far exceeded the number of poor and indigent recipients of the financial assistance 
from the Agency. Similarly, around 7,000 complaints were received against 
Pakistan Post Office Department last year as the complaint receiving mechanism 
of the Agency was not so strong during the preceding year. However, the position is 
entirely different now which caused substantial decrease in receipt of complaints 
against both the aforesaid Agencies during the calendar year 2021. The number of 
fresh complaints against the rest of the Agencies are on the rise.

Graph-A shows office wise receipts of complaints at various offices of WMS. 
Abbottabad, Bahawalpur, Gujranwala, Kharan, Lahore, Peshawar and Quetta 
offices indicate increase in receipt of complaints during year 2021 viz-a-viz year 
2020. 

Graph A

Out of 110,398 complaints received during 2021, 42,237 complaints were received 
electronically whereas 68,161 complaints were received by hand or by post as 
shown in Graph-B. Electronic means included filing complaints through WMS 
website, mobile app, ICR module.

Graph-B

During 2021, overwhelming majority of complaints were about the  electricity 
companies which amounted to 45.36% 
of total complaints. As explained in 
Graph-C, LESCO, SSGCL, MEPCO, 
PESCO, K- Electric, SNGPL, NADRA, 
were the other key Agencies against 
whom most of the complaints were filed 
during 2021. Other key Agencies were 
BISP, Pakistan Post, AIOU, 
Bait-ul-Maal, Ehsaas Program, National 
Savings, Pakistan Railways and EOBI etc.

Graph-C

Disposal of Complaints 

In addition to 110,398 complaints received during the year 2021, there were 8,918 
complaints which were carried forward from year 2020 to 2021. As such the total 
complaints handled during 2021 were 119,316. The WMS Law, Regulations, SOPs 
and Circulars comprehensively provide guidelines for disposal of complaints. 
Specifically, the Wafaqi Mohtasib (Investigation and Disposal of Complaints) 
Regulations, 2013, is a comprehensive compendium to dispose of the complaints, 
when these are admitted and forwarded to the Investigation officers (IOs), for 
investigation and submission of findings. Regulation 23 is the most relevant and 
widely used Regulation, under which a large number of complaints are disposed of, 
whether involving relief, rejection or closure of investigation due to reasons 
specified in the Regulations. 

After registration, complaints are thoroughly examined to ascertain their 
admissibility. A complaint is rejected, in view of its non-admissibility, in pursuance 
of provision under Article 9 of the Presidential Order No. 1 of 1983 read with 
Wafaqi Mohtasib (Investigation and Disposal of complaints) Regulations 2013. 
Those found inadmissible under WMS Law and Regulations, are not admitted. 
21,991 complaints were disposed of in limine during 2021 as being inadmissible as 
indicated in Graph-D. 5,877 of these complaints belonged to the jurisdiction of 
other Mohtasib Offices like Provincial Mohtasib as well as Mohtasib for Banking, 
Insurance, Tax and Protection Against Harassment of Women at Workplace to 
whom these were referred under intimation to complainants for redressal. 
Complaints which were sub-judice, already adjudicated, private issues, not against 
any Federal Agency, defense matters; etc were rejected in limine. Similarly, 
complaints which were incomplete, anonymous etc. were also not admitted. All 
complainants were informed immediately whose complaints were not admitted.

Graph-D

Investigation Process

The admitted complaints, after registration, are sent to concerned Investigation 
Officers (IOs) or regional offices for initiating the investigation process. A total of 
88,305 complaints were admitted during 2021 for regular hearing as being 
admissible under WMS Law and Regulations as shown in Graph-E. Majority of 
complaints were received at Islamabad, Lahore and Karachi offices. The 
investigation process includes issuance of hearing notices to the complainants and 
the agencies, submission of reports by agencies and conducting hearings.

After completion of hearing process, the IOs formulate findings in each case under 
relevant laws and regulations, and forward their findings through CMIS to the 
Appraising Officers, along with hard copies. After a thorough scrutiny and 
appraisal by an Appraisal Team, supervised by Senior Advisor (Appraisal), the 
findings are submitted to the Wafaqi Mohtasib for final orders.

Graph-E

Most of the complaints admitted belonged to Electricity (LESCO, MEPCO, 
PESCO, K- Electric) and Gas (SSGCL, SNGPL) companies, NADRA, AIOU, 
Bait-ul-Maal, National Savings, Pakistan Railways, EOBI etc. Due to corona 
pandemic restrictions, electronic means were also used to complete the hearings of 
complaints. The WMS has already been using online hearing facility for 
investigation/hearing (i.e., video conference, hearing on Skype, WhatsApp). This 
facility is available both for the Agency and for the complainants. The 
Investigation Officers on request by complainants/Agency arrange this facility. 
This process is most economical for complainants and agencies, as it saves money 
as well as time.

Findings

a) Closure Findings

   Investigations in some of the complaints are closed on various grounds such 
as, the Agency accords or commits to accord the relief sort, the parties agree 
to resolve the complaint through mutual consent, the agencies are not at 
fault as some processes and formalities are required to be completed by the 

The process of filing a complaint 
and its registration has been made 
easy and simple. Multiple means 
are available for filing complaints  
i.e. Email, WhatsApp, Mobile App, 
Post,WMS website. Complaint can 
be written in any language.

Despite COVID-19 pandemic 
restrictions, 110,398 complaints 
were filed out of which 106,808 
were disposed of during 2021.

complainants; the complaints do not fall under the jurisdiction of the WMS; 
the ones that are already adjudicated upon/pending in the courts of 
competent jurisdiction or fall under limitations; or withdrawn by the 
complainant, etc. In such cases ‘Closure Findings’ are issued wherein the 
reasons for closure of the case are duly described.

b) Rejected Findings 

  A complaint is rejected in limine in view of its non-admissibility in 
pursuance of provisions under Article 9 of the Presidential Order No.1 of 
1983. A complaint is also rejected on merit under Regulation 23(3) of the 
Wafaqi Mohtasib (Investigation and Disposal of complaints) Regulations 
2013, if it is not based on facts or covered under the Laws, and 
maladministration against the Agency is not established.

c) Relief Findings 

  The findings, issued under Regulation 23(4) of the Wafaqi Mohtasib 
(Investigation and Disposal of Complaints) Regulations, 2013 entail relief to 
the complainants. The implementation under these findings is time bound 
and regularly monitored for implementation.

d) Implementation of Findings

  Implementation of relief findings is a continuous process for ultimate 
disposal of findings, issued by the Wafaqi Mohtasib Secretariat. 
Implementation is monitored in the case of relief findings under Regulation 
23(4) above and closure findings in which the Agency undertakes to provide 
relief to the complainant and a time frame is provided to the Agency to 
complete the process, and report compliance to the WMS. There are 
dedicated wings/ sections at the Head Office and Regional Offices which 
monitor the implementation of findings on regular basis. The case is finally 
closed, once the implementation of recommendations is reported by the 
Agency and got confirmed from the complainant concerned. Thereafter, the 
file is consigned to record.

CHAPTER 2
RECEIPT AND DISPOSAL OF COMPLAINTS



14

RECEIPT AND DISPOSAL OF COMPLAINTS

The year 2021, like the last year remained in the grip of COVID-19 pandemic. 
Consequently, the Wafaqi Mohtasib Secretariat (WMS) continued to take 
precautionary measures and used 
on-line techniques like skype, 
WhatsApp and telephone etc. besides 
normal hearings in disposal of cases. 
The investigation work continued 
uninterruptedly and inexpensive 
justice was provided to a large number 
of poor people. Despite COVID-19 
restrictions, 110,398 complaints were filed during 2021 out of which 106,808 
complaints, including the cases brought forward from the previous year, were 
disposed of during 2021.

Legal  and Operational Framework

The President’s Order No. 1 of 1983 regarding the establishment of Wafaqi Mohtasib 
(Ombudsman)’s Office provides an elaborate procedure for making a complaint by an 
aggrieved person against maladministration of a Federal Government Ministry or 
Division/Department. The complaint can also be filed against the maladministration 
of 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 Official Gazette. Accordingly, 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. However, under Article 10(3) of the 
President’s Order No.1 of 1983, Mohtasib may conduct any investigation pursuant 
to a complaint, which is not within time limit, if he considers that there are special 
circumstances which make it proper for him to do so. 

The process of filing a complaint and its 
registration in the WMS has been made 
easy and simple. Multiple means are 
available for filing complaints by 
general public against any Federal 
Agency like Email, WhatsApp, Mobile 
App, Post or online through WMS 
website. Complaint can be written in 
any language. It can be submitted at 
Headquarters in Islamabad or any of the 
14 regional offices spread all over Pakistan.

Every complaint shall, wherever possible, be accompanied by WMS Form “A” (an 
Affidavit) or a solemn affirmation stating that:

(a) The allegations contained in the complaint are correct and true to the best of 

knowledge and belief of the complainant;

(b) Previously, no complaint on the subject was filed at the Head Office or at any 
of its Regional Offices; 

(c) No suit, appeal, petition or any other judicial proceedings in connection with 
the subject matter of the complaint, is pending before any Court, Tribunal 
or Board.

Facilitation Desks

In order to provide guidance and assistance to general public in preparing and 
filing complaints, Facilitation Desks are also available in Islamabad and at all 
Regional Offices. These desks provide assistance in following matters:

a. Register all fresh complaints through on-line system and provide 
acknowledgment receipt.

b. Provide guidance to the complainants how to file a complaint against a 
specific Federal Agency indicating mal-administration.

c. Prepare draft application for uneducated persons/complainants.

d. Help & inform the complainants/visitors about the present status & hearing 
dates of complaints.

e. Facilitate the aged/disabled complainants while approaching the rooms of     
Investigation Officers.

f. Guide the complainants whose complaints fall under the jurisdiction of Civil 
Courts, FST, NEPRA, OGRA and High Courts, etc.

g. Prepare daily report of all activities of the Facilitation Cell.

Following the receipt of complaint, the Registrar/Assistant Registrar at each office 
allots a unique registration number to each complaint and records it in the 
Complaint Management Information System (CMIS). The complaints, along with 
the documents attached thereto, are 
examined, with a view to determining 
their admissibility, under Article 2(1), 
2(2), Article 9 and Article 10 of P.O No 1 
of 1983, read with the “Federal 
Ombudsmen Institutional Reforms Act 
2013'', and under the explanatory 
circulars, memoranda, issued from time to time. The main points of the complaint 
are properly analyzed and the data entry of all complaints is done on CMIS, where 
different codes of mal-administration are incorporated. CMIS then generates 
WMS Form B; which shows gist of the whole complaint on a single sheet. 
Subsequently, the WMS Form 'B' is forwarded for admission or rejection by the 
Mohtasib or by the Authorized Officer, to the concerned Investigation Officer 

within 24 Hours. Acknowledgement letters and an SMS alert are issued for 
information of the complainants by Registrar/Assistant Registrar.

Reasons for Rejection

Major reasons for rejection of complaints in limine are as under: 

a. Complaints were not properly filed i.e., confused or incomplete; not 
addressed to the WMS; text not showing the relevant Agency; address/ 
identity missing or nothing could be made out from the complaint’s text;

b. The complaints related to private Agencies, external affairs of Pakistan or 
defence or sub-judice or already adjudicated, are matters not covered under 
the jurisdiction of the Mohtasib. The complaints related to service matters, 
in which the complaint is against the Agency in which the complainant is or 
has been working, are also not covered.

c. The complaints which are anonymous, general in nature, unsigned, 
unverified, or premature, awaiting actions from the Agencies;

d. If no reasons for investigation were found or maladministration was 
observed.

Reasons for rejection of complaint in limine are duly communicated to the 
complainant. Similarly, all complaints accepted for hearings are duly 
acknowledged in a timely manner.

Integrated Complaint Resolution 
System

The WMS has established Integrated 
Complaint Resolution (ICR) system for 
all Federal Government Agencies, 
which allows complainants to first 
approach the concerned Agency 
directly. The said Agency is bound to 
respond within 30 days, from the date 
of receipt of complaint. If the Agency 
does not take action on the respective 
complaint within the prescribed period, it is automatically transferred to CMIS of 
WMS to be treated as a fresh complaint for regular investigation. During 2021, a 
total of 16,418 complaints were referred from the portals of 178 Federal 
Government Agencies and processed as per WMS law and regulations.

Registration of Complaints

During the year 2021, 110,398 complaints were received by WMS at its 
Headquarters and 14 regional offices. This is 17.31% lower than the 133,512 
complaints received during the year 2020.  The reason for this shortfall is that 

during the year 2020, an exceptionally large number of complaints 39,700 against 
BISP/ Ehsaas Program were received due to the fact that the number of applicants 
far exceeded the number of poor and indigent recipients of the financial assistance 
from the Agency. Similarly, around 7,000 complaints were received against 
Pakistan Post Office Department last year as the complaint receiving mechanism 
of the Agency was not so strong during the preceding year. However, the position is 
entirely different now which caused substantial decrease in receipt of complaints 
against both the aforesaid Agencies during the calendar year 2021. The number of 
fresh complaints against the rest of the Agencies are on the rise.

Graph-A shows office wise receipts of complaints at various offices of WMS. 
Abbottabad, Bahawalpur, Gujranwala, Kharan, Lahore, Peshawar and Quetta 
offices indicate increase in receipt of complaints during year 2021 viz-a-viz year 
2020. 

Graph A

Out of 110,398 complaints received during 2021, 42,237 complaints were received 
electronically whereas 68,161 complaints were received by hand or by post as 
shown in Graph-B. Electronic means included filing complaints through WMS 
website, mobile app, ICR module.

Graph-B

During 2021, overwhelming majority of complaints were about the  electricity 
companies which amounted to 45.36% 
of total complaints. As explained in 
Graph-C, LESCO, SSGCL, MEPCO, 
PESCO, K- Electric, SNGPL, NADRA, 
were the other key Agencies against 
whom most of the complaints were filed 
during 2021. Other key Agencies were 
BISP, Pakistan Post, AIOU, 
Bait-ul-Maal, Ehsaas Program, National 
Savings, Pakistan Railways and EOBI etc.

Graph-C

Disposal of Complaints 

In addition to 110,398 complaints received during the year 2021, there were 8,918 
complaints which were carried forward from year 2020 to 2021. As such the total 
complaints handled during 2021 were 119,316. The WMS Law, Regulations, SOPs 
and Circulars comprehensively provide guidelines for disposal of complaints. 
Specifically, the Wafaqi Mohtasib (Investigation and Disposal of Complaints) 
Regulations, 2013, is a comprehensive compendium to dispose of the complaints, 
when these are admitted and forwarded to the Investigation officers (IOs), for 
investigation and submission of findings. Regulation 23 is the most relevant and 
widely used Regulation, under which a large number of complaints are disposed of, 
whether involving relief, rejection or closure of investigation due to reasons 
specified in the Regulations. 

After registration, complaints are thoroughly examined to ascertain their 
admissibility. A complaint is rejected, in view of its non-admissibility, in pursuance 
of provision under Article 9 of the Presidential Order No. 1 of 1983 read with 
Wafaqi Mohtasib (Investigation and Disposal of complaints) Regulations 2013. 
Those found inadmissible under WMS Law and Regulations, are not admitted. 
21,991 complaints were disposed of in limine during 2021 as being inadmissible as 
indicated in Graph-D. 5,877 of these complaints belonged to the jurisdiction of 
other Mohtasib Offices like Provincial Mohtasib as well as Mohtasib for Banking, 
Insurance, Tax and Protection Against Harassment of Women at Workplace to 
whom these were referred under intimation to complainants for redressal. 
Complaints which were sub-judice, already adjudicated, private issues, not against 
any Federal Agency, defense matters; etc were rejected in limine. Similarly, 
complaints which were incomplete, anonymous etc. were also not admitted. All 
complainants were informed immediately whose complaints were not admitted.

Graph-D

Investigation Process

The admitted complaints, after registration, are sent to concerned Investigation 
Officers (IOs) or regional offices for initiating the investigation process. A total of 
88,305 complaints were admitted during 2021 for regular hearing as being 
admissible under WMS Law and Regulations as shown in Graph-E. Majority of 
complaints were received at Islamabad, Lahore and Karachi offices. The 
investigation process includes issuance of hearing notices to the complainants and 
the agencies, submission of reports by agencies and conducting hearings.

After completion of hearing process, the IOs formulate findings in each case under 
relevant laws and regulations, and forward their findings through CMIS to the 
Appraising Officers, along with hard copies. After a thorough scrutiny and 
appraisal by an Appraisal Team, supervised by Senior Advisor (Appraisal), the 
findings are submitted to the Wafaqi Mohtasib for final orders.

Graph-E

Most of the complaints admitted belonged to Electricity (LESCO, MEPCO, 
PESCO, K- Electric) and Gas (SSGCL, SNGPL) companies, NADRA, AIOU, 
Bait-ul-Maal, National Savings, Pakistan Railways, EOBI etc. Due to corona 
pandemic restrictions, electronic means were also used to complete the hearings of 
complaints. The WMS has already been using online hearing facility for 
investigation/hearing (i.e., video conference, hearing on Skype, WhatsApp). This 
facility is available both for the Agency and for the complainants. The 
Investigation Officers on request by complainants/Agency arrange this facility. 
This process is most economical for complainants and agencies, as it saves money 
as well as time.

Findings

a) Closure Findings

   Investigations in some of the complaints are closed on various grounds such 
as, the Agency accords or commits to accord the relief sort, the parties agree 
to resolve the complaint through mutual consent, the agencies are not at 
fault as some processes and formalities are required to be completed by the 

The complaints, along with the 
documents attached thereto, are 
examined, with a view to 
determining their admissibility, in 
terms of relevant legal provisions.

complainants; the complaints do not fall under the jurisdiction of the WMS; 
the ones that are already adjudicated upon/pending in the courts of 
competent jurisdiction or fall under limitations; or withdrawn by the 
complainant, etc. In such cases ‘Closure Findings’ are issued wherein the 
reasons for closure of the case are duly described.

b) Rejected Findings 

  A complaint is rejected in limine in view of its non-admissibility in 
pursuance of provisions under Article 9 of the Presidential Order No.1 of 
1983. A complaint is also rejected on merit under Regulation 23(3) of the 
Wafaqi Mohtasib (Investigation and Disposal of complaints) Regulations 
2013, if it is not based on facts or covered under the Laws, and 
maladministration against the Agency is not established.

c) Relief Findings 

  The findings, issued under Regulation 23(4) of the Wafaqi Mohtasib 
(Investigation and Disposal of Complaints) Regulations, 2013 entail relief to 
the complainants. The implementation under these findings is time bound 
and regularly monitored for implementation.

d) Implementation of Findings

  Implementation of relief findings is a continuous process for ultimate 
disposal of findings, issued by the Wafaqi Mohtasib Secretariat. 
Implementation is monitored in the case of relief findings under Regulation 
23(4) above and closure findings in which the Agency undertakes to provide 
relief to the complainant and a time frame is provided to the Agency to 
complete the process, and report compliance to the WMS. There are 
dedicated wings/ sections at the Head Office and Regional Offices which 
monitor the implementation of findings on regular basis. The case is finally 
closed, once the implementation of recommendations is reported by the 
Agency and got confirmed from the complainant concerned. Thereafter, the 
file is consigned to record.
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RECEIPT AND DISPOSAL OF COMPLAINTS

The year 2021, like the last year remained in the grip of COVID-19 pandemic. 
Consequently, the Wafaqi Mohtasib Secretariat (WMS) continued to take 
precautionary measures and used 
on-line techniques like skype, 
WhatsApp and telephone etc. besides 
normal hearings in disposal of cases. 
The investigation work continued 
uninterruptedly and inexpensive 
justice was provided to a large number 
of poor people. Despite COVID-19 
restrictions, 110,398 complaints were filed during 2021 out of which 106,808 
complaints, including the cases brought forward from the previous year, were 
disposed of during 2021.

Legal  and Operational Framework

The President’s Order No. 1 of 1983 regarding the establishment of Wafaqi Mohtasib 
(Ombudsman)’s Office provides an elaborate procedure for making a complaint by an 
aggrieved person against maladministration of a Federal Government Ministry or 
Division/Department. The complaint can also be filed against the maladministration 
of 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 Official Gazette. Accordingly, 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. However, under Article 10(3) of the 
President’s Order No.1 of 1983, Mohtasib may conduct any investigation pursuant 
to a complaint, which is not within time limit, if he considers that there are special 
circumstances which make it proper for him to do so. 

The process of filing a complaint and its 
registration in the WMS has been made 
easy and simple. Multiple means are 
available for filing complaints by 
general public against any Federal 
Agency like Email, WhatsApp, Mobile 
App, Post or online through WMS 
website. Complaint can be written in 
any language. It can be submitted at 
Headquarters in Islamabad or any of the 
14 regional offices spread all over Pakistan.

Every complaint shall, wherever possible, be accompanied by WMS Form “A” (an 
Affidavit) or a solemn affirmation stating that:

(a) The allegations contained in the complaint are correct and true to the best of 

knowledge and belief of the complainant;

(b) Previously, no complaint on the subject was filed at the Head Office or at any 
of its Regional Offices; 

(c) No suit, appeal, petition or any other judicial proceedings in connection with 
the subject matter of the complaint, is pending before any Court, Tribunal 
or Board.

Facilitation Desks

In order to provide guidance and assistance to general public in preparing and 
filing complaints, Facilitation Desks are also available in Islamabad and at all 
Regional Offices. These desks provide assistance in following matters:

a. Register all fresh complaints through on-line system and provide 
acknowledgment receipt.

b. Provide guidance to the complainants how to file a complaint against a 
specific Federal Agency indicating mal-administration.

c. Prepare draft application for uneducated persons/complainants.

d. Help & inform the complainants/visitors about the present status & hearing 
dates of complaints.

e. Facilitate the aged/disabled complainants while approaching the rooms of     
Investigation Officers.

f. Guide the complainants whose complaints fall under the jurisdiction of Civil 
Courts, FST, NEPRA, OGRA and High Courts, etc.

g. Prepare daily report of all activities of the Facilitation Cell.

Following the receipt of complaint, the Registrar/Assistant Registrar at each office 
allots a unique registration number to each complaint and records it in the 
Complaint Management Information System (CMIS). The complaints, along with 
the documents attached thereto, are 
examined, with a view to determining 
their admissibility, under Article 2(1), 
2(2), Article 9 and Article 10 of P.O No 1 
of 1983, read with the “Federal 
Ombudsmen Institutional Reforms Act 
2013'', and under the explanatory 
circulars, memoranda, issued from time to time. The main points of the complaint 
are properly analyzed and the data entry of all complaints is done on CMIS, where 
different codes of mal-administration are incorporated. CMIS then generates 
WMS Form B; which shows gist of the whole complaint on a single sheet. 
Subsequently, the WMS Form 'B' is forwarded for admission or rejection by the 
Mohtasib or by the Authorized Officer, to the concerned Investigation Officer 

within 24 Hours. Acknowledgement letters and an SMS alert are issued for 
information of the complainants by Registrar/Assistant Registrar.

Reasons for Rejection

Major reasons for rejection of complaints in limine are as under: 

a. Complaints were not properly filed i.e., confused or incomplete; not 
addressed to the WMS; text not showing the relevant Agency; address/ 
identity missing or nothing could be made out from the complaint’s text;

b. The complaints related to private Agencies, external affairs of Pakistan or 
defence or sub-judice or already adjudicated, are matters not covered under 
the jurisdiction of the Mohtasib. The complaints related to service matters, 
in which the complaint is against the Agency in which the complainant is or 
has been working, are also not covered.

c. The complaints which are anonymous, general in nature, unsigned, 
unverified, or premature, awaiting actions from the Agencies;

d. If no reasons for investigation were found or maladministration was 
observed.

Reasons for rejection of complaint in limine are duly communicated to the 
complainant. Similarly, all complaints accepted for hearings are duly 
acknowledged in a timely manner.

Integrated Complaint Resolution 
System

The WMS has established Integrated 
Complaint Resolution (ICR) system for 
all Federal Government Agencies, 
which allows complainants to first 
approach the concerned Agency 
directly. The said Agency is bound to 
respond within 30 days, from the date 
of receipt of complaint. If the Agency 
does not take action on the respective 
complaint within the prescribed period, it is automatically transferred to CMIS of 
WMS to be treated as a fresh complaint for regular investigation. During 2021, a 
total of 16,418 complaints were referred from the portals of 178 Federal 
Government Agencies and processed as per WMS law and regulations.

Registration of Complaints

During the year 2021, 110,398 complaints were received by WMS at its 
Headquarters and 14 regional offices. This is 17.31% lower than the 133,512 
complaints received during the year 2020.  The reason for this shortfall is that 

during the year 2020, an exceptionally large number of complaints 39,700 against 
BISP/ Ehsaas Program were received due to the fact that the number of applicants 
far exceeded the number of poor and indigent recipients of the financial assistance 
from the Agency. Similarly, around 7,000 complaints were received against 
Pakistan Post Office Department last year as the complaint receiving mechanism 
of the Agency was not so strong during the preceding year. However, the position is 
entirely different now which caused substantial decrease in receipt of complaints 
against both the aforesaid Agencies during the calendar year 2021. The number of 
fresh complaints against the rest of the Agencies are on the rise.

Graph-A shows office wise receipts of complaints at various offices of WMS. 
Abbottabad, Bahawalpur, Gujranwala, Kharan, Lahore, Peshawar and Quetta 
offices indicate increase in receipt of complaints during year 2021 viz-a-viz year 
2020. 

Graph A

Out of 110,398 complaints received during 2021, 42,237 complaints were received 
electronically whereas 68,161 complaints were received by hand or by post as 
shown in Graph-B. Electronic means included filing complaints through WMS 
website, mobile app, ICR module.

Graph-B

During 2021, overwhelming majority of complaints were about the  electricity 
companies which amounted to 45.36% 
of total complaints. As explained in 
Graph-C, LESCO, SSGCL, MEPCO, 
PESCO, K- Electric, SNGPL, NADRA, 
were the other key Agencies against 
whom most of the complaints were filed 
during 2021. Other key Agencies were 
BISP, Pakistan Post, AIOU, 
Bait-ul-Maal, Ehsaas Program, National 
Savings, Pakistan Railways and EOBI etc.

Graph-C

Disposal of Complaints 

In addition to 110,398 complaints received during the year 2021, there were 8,918 
complaints which were carried forward from year 2020 to 2021. As such the total 
complaints handled during 2021 were 119,316. The WMS Law, Regulations, SOPs 
and Circulars comprehensively provide guidelines for disposal of complaints. 
Specifically, the Wafaqi Mohtasib (Investigation and Disposal of Complaints) 
Regulations, 2013, is a comprehensive compendium to dispose of the complaints, 
when these are admitted and forwarded to the Investigation officers (IOs), for 
investigation and submission of findings. Regulation 23 is the most relevant and 
widely used Regulation, under which a large number of complaints are disposed of, 
whether involving relief, rejection or closure of investigation due to reasons 
specified in the Regulations. 

After registration, complaints are thoroughly examined to ascertain their 
admissibility. A complaint is rejected, in view of its non-admissibility, in pursuance 
of provision under Article 9 of the Presidential Order No. 1 of 1983 read with 
Wafaqi Mohtasib (Investigation and Disposal of complaints) Regulations 2013. 
Those found inadmissible under WMS Law and Regulations, are not admitted. 
21,991 complaints were disposed of in limine during 2021 as being inadmissible as 
indicated in Graph-D. 5,877 of these complaints belonged to the jurisdiction of 
other Mohtasib Offices like Provincial Mohtasib as well as Mohtasib for Banking, 
Insurance, Tax and Protection Against Harassment of Women at Workplace to 
whom these were referred under intimation to complainants for redressal. 
Complaints which were sub-judice, already adjudicated, private issues, not against 
any Federal Agency, defense matters; etc were rejected in limine. Similarly, 
complaints which were incomplete, anonymous etc. were also not admitted. All 
complainants were informed immediately whose complaints were not admitted.
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Investigation Process

The admitted complaints, after registration, are sent to concerned Investigation 
Officers (IOs) or regional offices for initiating the investigation process. A total of 
88,305 complaints were admitted during 2021 for regular hearing as being 
admissible under WMS Law and Regulations as shown in Graph-E. Majority of 
complaints were received at Islamabad, Lahore and Karachi offices. The 
investigation process includes issuance of hearing notices to the complainants and 
the agencies, submission of reports by agencies and conducting hearings.

After completion of hearing process, the IOs formulate findings in each case under 
relevant laws and regulations, and forward their findings through CMIS to the 
Appraising Officers, along with hard copies. After a thorough scrutiny and 
appraisal by an Appraisal Team, supervised by Senior Advisor (Appraisal), the 
findings are submitted to the Wafaqi Mohtasib for final orders.

Graph-E

Most of the complaints admitted belonged to Electricity (LESCO, MEPCO, 
PESCO, K- Electric) and Gas (SSGCL, SNGPL) companies, NADRA, AIOU, 
Bait-ul-Maal, National Savings, Pakistan Railways, EOBI etc. Due to corona 
pandemic restrictions, electronic means were also used to complete the hearings of 
complaints. The WMS has already been using online hearing facility for 
investigation/hearing (i.e., video conference, hearing on Skype, WhatsApp). This 
facility is available both for the Agency and for the complainants. The 
Investigation Officers on request by complainants/Agency arrange this facility. 
This process is most economical for complainants and agencies, as it saves money 
as well as time.

Findings

a) Closure Findings

   Investigations in some of the complaints are closed on various grounds such 
as, the Agency accords or commits to accord the relief sort, the parties agree 
to resolve the complaint through mutual consent, the agencies are not at 
fault as some processes and formalities are required to be completed by the 

Integrated Complaint Resolution 
(ICR) system has been developed 
for all Federal Government 
Agencies, which allows 
complainants to first approach the 
concerned Agency directly. If the 
Agency does not take action on the 
complaint within the prescribed 
period, it is automatically 
transferred to the CMIS of WMS.

complainants; the complaints do not fall under the jurisdiction of the WMS; 
the ones that are already adjudicated upon/pending in the courts of 
competent jurisdiction or fall under limitations; or withdrawn by the 
complainant, etc. In such cases ‘Closure Findings’ are issued wherein the 
reasons for closure of the case are duly described.

b) Rejected Findings 

  A complaint is rejected in limine in view of its non-admissibility in 
pursuance of provisions under Article 9 of the Presidential Order No.1 of 
1983. A complaint is also rejected on merit under Regulation 23(3) of the 
Wafaqi Mohtasib (Investigation and Disposal of complaints) Regulations 
2013, if it is not based on facts or covered under the Laws, and 
maladministration against the Agency is not established.

c) Relief Findings 

  The findings, issued under Regulation 23(4) of the Wafaqi Mohtasib 
(Investigation and Disposal of Complaints) Regulations, 2013 entail relief to 
the complainants. The implementation under these findings is time bound 
and regularly monitored for implementation.

d) Implementation of Findings

  Implementation of relief findings is a continuous process for ultimate 
disposal of findings, issued by the Wafaqi Mohtasib Secretariat. 
Implementation is monitored in the case of relief findings under Regulation 
23(4) above and closure findings in which the Agency undertakes to provide 
relief to the complainant and a time frame is provided to the Agency to 
complete the process, and report compliance to the WMS. There are 
dedicated wings/ sections at the Head Office and Regional Offices which 
monitor the implementation of findings on regular basis. The case is finally 
closed, once the implementation of recommendations is reported by the 
Agency and got confirmed from the complainant concerned. Thereafter, the 
file is consigned to record.
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RECEIPT AND DISPOSAL OF COMPLAINTS

The year 2021, like the last year remained in the grip of COVID-19 pandemic. 
Consequently, the Wafaqi Mohtasib Secretariat (WMS) continued to take 
precautionary measures and used 
on-line techniques like skype, 
WhatsApp and telephone etc. besides 
normal hearings in disposal of cases. 
The investigation work continued 
uninterruptedly and inexpensive 
justice was provided to a large number 
of poor people. Despite COVID-19 
restrictions, 110,398 complaints were filed during 2021 out of which 106,808 
complaints, including the cases brought forward from the previous year, were 
disposed of during 2021.

Legal  and Operational Framework

The President’s Order No. 1 of 1983 regarding the establishment of Wafaqi Mohtasib 
(Ombudsman)’s Office provides an elaborate procedure for making a complaint by an 
aggrieved person against maladministration of a Federal Government Ministry or 
Division/Department. The complaint can also be filed against the maladministration 
of 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 Official Gazette. Accordingly, 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. However, under Article 10(3) of the 
President’s Order No.1 of 1983, Mohtasib may conduct any investigation pursuant 
to a complaint, which is not within time limit, if he considers that there are special 
circumstances which make it proper for him to do so. 

The process of filing a complaint and its 
registration in the WMS has been made 
easy and simple. Multiple means are 
available for filing complaints by 
general public against any Federal 
Agency like Email, WhatsApp, Mobile 
App, Post or online through WMS 
website. Complaint can be written in 
any language. It can be submitted at 
Headquarters in Islamabad or any of the 
14 regional offices spread all over Pakistan.

Every complaint shall, wherever possible, be accompanied by WMS Form “A” (an 
Affidavit) or a solemn affirmation stating that:

(a) The allegations contained in the complaint are correct and true to the best of 

knowledge and belief of the complainant;

(b) Previously, no complaint on the subject was filed at the Head Office or at any 
of its Regional Offices; 

(c) No suit, appeal, petition or any other judicial proceedings in connection with 
the subject matter of the complaint, is pending before any Court, Tribunal 
or Board.

Facilitation Desks

In order to provide guidance and assistance to general public in preparing and 
filing complaints, Facilitation Desks are also available in Islamabad and at all 
Regional Offices. These desks provide assistance in following matters:

a. Register all fresh complaints through on-line system and provide 
acknowledgment receipt.

b. Provide guidance to the complainants how to file a complaint against a 
specific Federal Agency indicating mal-administration.

c. Prepare draft application for uneducated persons/complainants.

d. Help & inform the complainants/visitors about the present status & hearing 
dates of complaints.

e. Facilitate the aged/disabled complainants while approaching the rooms of     
Investigation Officers.

f. Guide the complainants whose complaints fall under the jurisdiction of Civil 
Courts, FST, NEPRA, OGRA and High Courts, etc.

g. Prepare daily report of all activities of the Facilitation Cell.

Following the receipt of complaint, the Registrar/Assistant Registrar at each office 
allots a unique registration number to each complaint and records it in the 
Complaint Management Information System (CMIS). The complaints, along with 
the documents attached thereto, are 
examined, with a view to determining 
their admissibility, under Article 2(1), 
2(2), Article 9 and Article 10 of P.O No 1 
of 1983, read with the “Federal 
Ombudsmen Institutional Reforms Act 
2013'', and under the explanatory 
circulars, memoranda, issued from time to time. The main points of the complaint 
are properly analyzed and the data entry of all complaints is done on CMIS, where 
different codes of mal-administration are incorporated. CMIS then generates 
WMS Form B; which shows gist of the whole complaint on a single sheet. 
Subsequently, the WMS Form 'B' is forwarded for admission or rejection by the 
Mohtasib or by the Authorized Officer, to the concerned Investigation Officer 

within 24 Hours. Acknowledgement letters and an SMS alert are issued for 
information of the complainants by Registrar/Assistant Registrar.

Reasons for Rejection

Major reasons for rejection of complaints in limine are as under: 

a. Complaints were not properly filed i.e., confused or incomplete; not 
addressed to the WMS; text not showing the relevant Agency; address/ 
identity missing or nothing could be made out from the complaint’s text;

b. The complaints related to private Agencies, external affairs of Pakistan or 
defence or sub-judice or already adjudicated, are matters not covered under 
the jurisdiction of the Mohtasib. The complaints related to service matters, 
in which the complaint is against the Agency in which the complainant is or 
has been working, are also not covered.

c. The complaints which are anonymous, general in nature, unsigned, 
unverified, or premature, awaiting actions from the Agencies;

d. If no reasons for investigation were found or maladministration was 
observed.

Reasons for rejection of complaint in limine are duly communicated to the 
complainant. Similarly, all complaints accepted for hearings are duly 
acknowledged in a timely manner.

Integrated Complaint Resolution 
System

The WMS has established Integrated 
Complaint Resolution (ICR) system for 
all Federal Government Agencies, 
which allows complainants to first 
approach the concerned Agency 
directly. The said Agency is bound to 
respond within 30 days, from the date 
of receipt of complaint. If the Agency 
does not take action on the respective 
complaint within the prescribed period, it is automatically transferred to CMIS of 
WMS to be treated as a fresh complaint for regular investigation. During 2021, a 
total of 16,418 complaints were referred from the portals of 178 Federal 
Government Agencies and processed as per WMS law and regulations.

Registration of Complaints

During the year 2021, 110,398 complaints were received by WMS at its 
Headquarters and 14 regional offices. This is 17.31% lower than the 133,512 
complaints received during the year 2020.  The reason for this shortfall is that 

during the year 2020, an exceptionally large number of complaints 39,700 against 
BISP/ Ehsaas Program were received due to the fact that the number of applicants 
far exceeded the number of poor and indigent recipients of the financial assistance 
from the Agency. Similarly, around 7,000 complaints were received against 
Pakistan Post Office Department last year as the complaint receiving mechanism 
of the Agency was not so strong during the preceding year. However, the position is 
entirely different now which caused substantial decrease in receipt of complaints 
against both the aforesaid Agencies during the calendar year 2021. The number of 
fresh complaints against the rest of the Agencies are on the rise.

Graph-A shows office wise receipts of complaints at various offices of WMS. 
Abbottabad, Bahawalpur, Gujranwala, Kharan, Lahore, Peshawar and Quetta 
offices indicate increase in receipt of complaints during year 2021 viz-a-viz year 
2020. 

Graph A

Out of 110,398 complaints received during 2021, 42,237 complaints were received 
electronically whereas 68,161 complaints were received by hand or by post as 
shown in Graph-B. Electronic means included filing complaints through WMS 
website, mobile app, ICR module.

Graph-B

During 2021, overwhelming majority of complaints were about the  electricity 
companies which amounted to 45.36% 
of total complaints. As explained in 
Graph-C, LESCO, SSGCL, MEPCO, 
PESCO, K- Electric, SNGPL, NADRA, 
were the other key Agencies against 
whom most of the complaints were filed 
during 2021. Other key Agencies were 
BISP, Pakistan Post, AIOU, 
Bait-ul-Maal, Ehsaas Program, National 
Savings, Pakistan Railways and EOBI etc.

Graph-C

Disposal of Complaints 

In addition to 110,398 complaints received during the year 2021, there were 8,918 
complaints which were carried forward from year 2020 to 2021. As such the total 
complaints handled during 2021 were 119,316. The WMS Law, Regulations, SOPs 
and Circulars comprehensively provide guidelines for disposal of complaints. 
Specifically, the Wafaqi Mohtasib (Investigation and Disposal of Complaints) 
Regulations, 2013, is a comprehensive compendium to dispose of the complaints, 
when these are admitted and forwarded to the Investigation officers (IOs), for 
investigation and submission of findings. Regulation 23 is the most relevant and 
widely used Regulation, under which a large number of complaints are disposed of, 
whether involving relief, rejection or closure of investigation due to reasons 
specified in the Regulations. 

After registration, complaints are thoroughly examined to ascertain their 
admissibility. A complaint is rejected, in view of its non-admissibility, in pursuance 
of provision under Article 9 of the Presidential Order No. 1 of 1983 read with 
Wafaqi Mohtasib (Investigation and Disposal of complaints) Regulations 2013. 
Those found inadmissible under WMS Law and Regulations, are not admitted. 
21,991 complaints were disposed of in limine during 2021 as being inadmissible as 
indicated in Graph-D. 5,877 of these complaints belonged to the jurisdiction of 
other Mohtasib Offices like Provincial Mohtasib as well as Mohtasib for Banking, 
Insurance, Tax and Protection Against Harassment of Women at Workplace to 
whom these were referred under intimation to complainants for redressal. 
Complaints which were sub-judice, already adjudicated, private issues, not against 
any Federal Agency, defense matters; etc were rejected in limine. Similarly, 
complaints which were incomplete, anonymous etc. were also not admitted. All 
complainants were informed immediately whose complaints were not admitted.

Graph-D

Investigation Process

The admitted complaints, after registration, are sent to concerned Investigation 
Officers (IOs) or regional offices for initiating the investigation process. A total of 
88,305 complaints were admitted during 2021 for regular hearing as being 
admissible under WMS Law and Regulations as shown in Graph-E. Majority of 
complaints were received at Islamabad, Lahore and Karachi offices. The 
investigation process includes issuance of hearing notices to the complainants and 
the agencies, submission of reports by agencies and conducting hearings.

After completion of hearing process, the IOs formulate findings in each case under 
relevant laws and regulations, and forward their findings through CMIS to the 
Appraising Officers, along with hard copies. After a thorough scrutiny and 
appraisal by an Appraisal Team, supervised by Senior Advisor (Appraisal), the 
findings are submitted to the Wafaqi Mohtasib for final orders.

Graph-E

Most of the complaints admitted belonged to Electricity (LESCO, MEPCO, 
PESCO, K- Electric) and Gas (SSGCL, SNGPL) companies, NADRA, AIOU, 
Bait-ul-Maal, National Savings, Pakistan Railways, EOBI etc. Due to corona 
pandemic restrictions, electronic means were also used to complete the hearings of 
complaints. The WMS has already been using online hearing facility for 
investigation/hearing (i.e., video conference, hearing on Skype, WhatsApp). This 
facility is available both for the Agency and for the complainants. The 
Investigation Officers on request by complainants/Agency arrange this facility. 
This process is most economical for complainants and agencies, as it saves money 
as well as time.

Findings

a) Closure Findings

   Investigations in some of the complaints are closed on various grounds such 
as, the Agency accords or commits to accord the relief sort, the parties agree 
to resolve the complaint through mutual consent, the agencies are not at 
fault as some processes and formalities are required to be completed by the 

complainants; the complaints do not fall under the jurisdiction of the WMS; 
the ones that are already adjudicated upon/pending in the courts of 
competent jurisdiction or fall under limitations; or withdrawn by the 
complainant, etc. In such cases ‘Closure Findings’ are issued wherein the 
reasons for closure of the case are duly described.

b) Rejected Findings 

  A complaint is rejected in limine in view of its non-admissibility in 
pursuance of provisions under Article 9 of the Presidential Order No.1 of 
1983. A complaint is also rejected on merit under Regulation 23(3) of the 
Wafaqi Mohtasib (Investigation and Disposal of complaints) Regulations 
2013, if it is not based on facts or covered under the Laws, and 
maladministration against the Agency is not established.

c) Relief Findings 

  The findings, issued under Regulation 23(4) of the Wafaqi Mohtasib 
(Investigation and Disposal of Complaints) Regulations, 2013 entail relief to 
the complainants. The implementation under these findings is time bound 
and regularly monitored for implementation.

d) Implementation of Findings

  Implementation of relief findings is a continuous process for ultimate 
disposal of findings, issued by the Wafaqi Mohtasib Secretariat. 
Implementation is monitored in the case of relief findings under Regulation 
23(4) above and closure findings in which the Agency undertakes to provide 
relief to the complainant and a time frame is provided to the Agency to 
complete the process, and report compliance to the WMS. There are 
dedicated wings/ sections at the Head Office and Regional Offices which 
monitor the implementation of findings on regular basis. The case is finally 
closed, once the implementation of recommendations is reported by the 
Agency and got confirmed from the complainant concerned. Thereafter, the 
file is consigned to record.
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RECEIPT AND DISPOSAL OF COMPLAINTS

The year 2021, like the last year remained in the grip of COVID-19 pandemic. 
Consequently, the Wafaqi Mohtasib Secretariat (WMS) continued to take 
precautionary measures and used 
on-line techniques like skype, 
WhatsApp and telephone etc. besides 
normal hearings in disposal of cases. 
The investigation work continued 
uninterruptedly and inexpensive 
justice was provided to a large number 
of poor people. Despite COVID-19 
restrictions, 110,398 complaints were filed during 2021 out of which 106,808 
complaints, including the cases brought forward from the previous year, were 
disposed of during 2021.

Legal  and Operational Framework

The President’s Order No. 1 of 1983 regarding the establishment of Wafaqi Mohtasib 
(Ombudsman)’s Office provides an elaborate procedure for making a complaint by an 
aggrieved person against maladministration of a Federal Government Ministry or 
Division/Department. The complaint can also be filed against the maladministration 
of 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 Official Gazette. Accordingly, 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. However, under Article 10(3) of the 
President’s Order No.1 of 1983, Mohtasib may conduct any investigation pursuant 
to a complaint, which is not within time limit, if he considers that there are special 
circumstances which make it proper for him to do so. 

The process of filing a complaint and its 
registration in the WMS has been made 
easy and simple. Multiple means are 
available for filing complaints by 
general public against any Federal 
Agency like Email, WhatsApp, Mobile 
App, Post or online through WMS 
website. Complaint can be written in 
any language. It can be submitted at 
Headquarters in Islamabad or any of the 
14 regional offices spread all over Pakistan.

Every complaint shall, wherever possible, be accompanied by WMS Form “A” (an 
Affidavit) or a solemn affirmation stating that:

(a) The allegations contained in the complaint are correct and true to the best of 

knowledge and belief of the complainant;

(b) Previously, no complaint on the subject was filed at the Head Office or at any 
of its Regional Offices; 

(c) No suit, appeal, petition or any other judicial proceedings in connection with 
the subject matter of the complaint, is pending before any Court, Tribunal 
or Board.

Facilitation Desks

In order to provide guidance and assistance to general public in preparing and 
filing complaints, Facilitation Desks are also available in Islamabad and at all 
Regional Offices. These desks provide assistance in following matters:

a. Register all fresh complaints through on-line system and provide 
acknowledgment receipt.

b. Provide guidance to the complainants how to file a complaint against a 
specific Federal Agency indicating mal-administration.

c. Prepare draft application for uneducated persons/complainants.

d. Help & inform the complainants/visitors about the present status & hearing 
dates of complaints.

e. Facilitate the aged/disabled complainants while approaching the rooms of     
Investigation Officers.

f. Guide the complainants whose complaints fall under the jurisdiction of Civil 
Courts, FST, NEPRA, OGRA and High Courts, etc.

g. Prepare daily report of all activities of the Facilitation Cell.

Following the receipt of complaint, the Registrar/Assistant Registrar at each office 
allots a unique registration number to each complaint and records it in the 
Complaint Management Information System (CMIS). The complaints, along with 
the documents attached thereto, are 
examined, with a view to determining 
their admissibility, under Article 2(1), 
2(2), Article 9 and Article 10 of P.O No 1 
of 1983, read with the “Federal 
Ombudsmen Institutional Reforms Act 
2013'', and under the explanatory 
circulars, memoranda, issued from time to time. The main points of the complaint 
are properly analyzed and the data entry of all complaints is done on CMIS, where 
different codes of mal-administration are incorporated. CMIS then generates 
WMS Form B; which shows gist of the whole complaint on a single sheet. 
Subsequently, the WMS Form 'B' is forwarded for admission or rejection by the 
Mohtasib or by the Authorized Officer, to the concerned Investigation Officer 

within 24 Hours. Acknowledgement letters and an SMS alert are issued for 
information of the complainants by Registrar/Assistant Registrar.

Reasons for Rejection

Major reasons for rejection of complaints in limine are as under: 

a. Complaints were not properly filed i.e., confused or incomplete; not 
addressed to the WMS; text not showing the relevant Agency; address/ 
identity missing or nothing could be made out from the complaint’s text;

b. The complaints related to private Agencies, external affairs of Pakistan or 
defence or sub-judice or already adjudicated, are matters not covered under 
the jurisdiction of the Mohtasib. The complaints related to service matters, 
in which the complaint is against the Agency in which the complainant is or 
has been working, are also not covered.

c. The complaints which are anonymous, general in nature, unsigned, 
unverified, or premature, awaiting actions from the Agencies;

d. If no reasons for investigation were found or maladministration was 
observed.

Reasons for rejection of complaint in limine are duly communicated to the 
complainant. Similarly, all complaints accepted for hearings are duly 
acknowledged in a timely manner.

Integrated Complaint Resolution 
System

The WMS has established Integrated 
Complaint Resolution (ICR) system for 
all Federal Government Agencies, 
which allows complainants to first 
approach the concerned Agency 
directly. The said Agency is bound to 
respond within 30 days, from the date 
of receipt of complaint. If the Agency 
does not take action on the respective 
complaint within the prescribed period, it is automatically transferred to CMIS of 
WMS to be treated as a fresh complaint for regular investigation. During 2021, a 
total of 16,418 complaints were referred from the portals of 178 Federal 
Government Agencies and processed as per WMS law and regulations.

Registration of Complaints

During the year 2021, 110,398 complaints were received by WMS at its 
Headquarters and 14 regional offices. This is 17.31% lower than the 133,512 
complaints received during the year 2020.  The reason for this shortfall is that 

during the year 2020, an exceptionally large number of complaints 39,700 against 
BISP/ Ehsaas Program were received due to the fact that the number of applicants 
far exceeded the number of poor and indigent recipients of the financial assistance 
from the Agency. Similarly, around 7,000 complaints were received against 
Pakistan Post Office Department last year as the complaint receiving mechanism 
of the Agency was not so strong during the preceding year. However, the position is 
entirely different now which caused substantial decrease in receipt of complaints 
against both the aforesaid Agencies during the calendar year 2021. The number of 
fresh complaints against the rest of the Agencies are on the rise.

Graph-A shows office wise receipts of complaints at various offices of WMS. 
Abbottabad, Bahawalpur, Gujranwala, Kharan, Lahore, Peshawar and Quetta 
offices indicate increase in receipt of complaints during year 2021 viz-a-viz year 
2020. 
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Out of 110,398 complaints received during 2021, 42,237 complaints were received 
electronically whereas 68,161 complaints were received by hand or by post as 
shown in Graph-B. Electronic means included filing complaints through WMS 
website, mobile app, ICR module.
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During 2021, overwhelming majority of complaints were about the  electricity 
companies which amounted to 45.36% 
of total complaints. As explained in 
Graph-C, LESCO, SSGCL, MEPCO, 
PESCO, K- Electric, SNGPL, NADRA, 
were the other key Agencies against 
whom most of the complaints were filed 
during 2021. Other key Agencies were 
BISP, Pakistan Post, AIOU, 
Bait-ul-Maal, Ehsaas Program, National 
Savings, Pakistan Railways and EOBI etc.
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Disposal of Complaints 

In addition to 110,398 complaints received during the year 2021, there were 8,918 
complaints which were carried forward from year 2020 to 2021. As such the total 
complaints handled during 2021 were 119,316. The WMS Law, Regulations, SOPs 
and Circulars comprehensively provide guidelines for disposal of complaints. 
Specifically, the Wafaqi Mohtasib (Investigation and Disposal of Complaints) 
Regulations, 2013, is a comprehensive compendium to dispose of the complaints, 
when these are admitted and forwarded to the Investigation officers (IOs), for 
investigation and submission of findings. Regulation 23 is the most relevant and 
widely used Regulation, under which a large number of complaints are disposed of, 
whether involving relief, rejection or closure of investigation due to reasons 
specified in the Regulations. 

After registration, complaints are thoroughly examined to ascertain their 
admissibility. A complaint is rejected, in view of its non-admissibility, in pursuance 
of provision under Article 9 of the Presidential Order No. 1 of 1983 read with 
Wafaqi Mohtasib (Investigation and Disposal of complaints) Regulations 2013. 
Those found inadmissible under WMS Law and Regulations, are not admitted. 
21,991 complaints were disposed of in limine during 2021 as being inadmissible as 
indicated in Graph-D. 5,877 of these complaints belonged to the jurisdiction of 
other Mohtasib Offices like Provincial Mohtasib as well as Mohtasib for Banking, 
Insurance, Tax and Protection Against Harassment of Women at Workplace to 
whom these were referred under intimation to complainants for redressal. 
Complaints which were sub-judice, already adjudicated, private issues, not against 
any Federal Agency, defense matters; etc were rejected in limine. Similarly, 
complaints which were incomplete, anonymous etc. were also not admitted. All 
complainants were informed immediately whose complaints were not admitted.
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Investigation Process

The admitted complaints, after registration, are sent to concerned Investigation 
Officers (IOs) or regional offices for initiating the investigation process. A total of 
88,305 complaints were admitted during 2021 for regular hearing as being 
admissible under WMS Law and Regulations as shown in Graph-E. Majority of 
complaints were received at Islamabad, Lahore and Karachi offices. The 
investigation process includes issuance of hearing notices to the complainants and 
the agencies, submission of reports by agencies and conducting hearings.

After completion of hearing process, the IOs formulate findings in each case under 
relevant laws and regulations, and forward their findings through CMIS to the 
Appraising Officers, along with hard copies. After a thorough scrutiny and 
appraisal by an Appraisal Team, supervised by Senior Advisor (Appraisal), the 
findings are submitted to the Wafaqi Mohtasib for final orders.

Graph-E

Most of the complaints admitted belonged to Electricity (LESCO, MEPCO, 
PESCO, K- Electric) and Gas (SSGCL, SNGPL) companies, NADRA, AIOU, 
Bait-ul-Maal, National Savings, Pakistan Railways, EOBI etc. Due to corona 
pandemic restrictions, electronic means were also used to complete the hearings of 
complaints. The WMS has already been using online hearing facility for 
investigation/hearing (i.e., video conference, hearing on Skype, WhatsApp). This 
facility is available both for the Agency and for the complainants. The 
Investigation Officers on request by complainants/Agency arrange this facility. 
This process is most economical for complainants and agencies, as it saves money 
as well as time.

Findings

a) Closure Findings

   Investigations in some of the complaints are closed on various grounds such 
as, the Agency accords or commits to accord the relief sort, the parties agree 
to resolve the complaint through mutual consent, the agencies are not at 
fault as some processes and formalities are required to be completed by the 

During 2021, most of the complaints 
were made against electricity and 
gas companies, NADRA, Post 
Office, Allama Iqbal Open 
University, BISP etc.

complainants; the complaints do not fall under the jurisdiction of the WMS; 
the ones that are already adjudicated upon/pending in the courts of 
competent jurisdiction or fall under limitations; or withdrawn by the 
complainant, etc. In such cases ‘Closure Findings’ are issued wherein the 
reasons for closure of the case are duly described.

b) Rejected Findings 

  A complaint is rejected in limine in view of its non-admissibility in 
pursuance of provisions under Article 9 of the Presidential Order No.1 of 
1983. A complaint is also rejected on merit under Regulation 23(3) of the 
Wafaqi Mohtasib (Investigation and Disposal of complaints) Regulations 
2013, if it is not based on facts or covered under the Laws, and 
maladministration against the Agency is not established.

c) Relief Findings 

  The findings, issued under Regulation 23(4) of the Wafaqi Mohtasib 
(Investigation and Disposal of Complaints) Regulations, 2013 entail relief to 
the complainants. The implementation under these findings is time bound 
and regularly monitored for implementation.

d) Implementation of Findings

  Implementation of relief findings is a continuous process for ultimate 
disposal of findings, issued by the Wafaqi Mohtasib Secretariat. 
Implementation is monitored in the case of relief findings under Regulation 
23(4) above and closure findings in which the Agency undertakes to provide 
relief to the complainant and a time frame is provided to the Agency to 
complete the process, and report compliance to the WMS. There are 
dedicated wings/ sections at the Head Office and Regional Offices which 
monitor the implementation of findings on regular basis. The case is finally 
closed, once the implementation of recommendations is reported by the 
Agency and got confirmed from the complainant concerned. Thereafter, the 
file is consigned to record.
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RECEIPT AND DISPOSAL OF COMPLAINTS

The year 2021, like the last year remained in the grip of COVID-19 pandemic. 
Consequently, the Wafaqi Mohtasib Secretariat (WMS) continued to take 
precautionary measures and used 
on-line techniques like skype, 
WhatsApp and telephone etc. besides 
normal hearings in disposal of cases. 
The investigation work continued 
uninterruptedly and inexpensive 
justice was provided to a large number 
of poor people. Despite COVID-19 
restrictions, 110,398 complaints were filed during 2021 out of which 106,808 
complaints, including the cases brought forward from the previous year, were 
disposed of during 2021.

Legal  and Operational Framework

The President’s Order No. 1 of 1983 regarding the establishment of Wafaqi Mohtasib 
(Ombudsman)’s Office provides an elaborate procedure for making a complaint by an 
aggrieved person against maladministration of a Federal Government Ministry or 
Division/Department. The complaint can also be filed against the maladministration 
of 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 Official Gazette. Accordingly, 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. However, under Article 10(3) of the 
President’s Order No.1 of 1983, Mohtasib may conduct any investigation pursuant 
to a complaint, which is not within time limit, if he considers that there are special 
circumstances which make it proper for him to do so. 

The process of filing a complaint and its 
registration in the WMS has been made 
easy and simple. Multiple means are 
available for filing complaints by 
general public against any Federal 
Agency like Email, WhatsApp, Mobile 
App, Post or online through WMS 
website. Complaint can be written in 
any language. It can be submitted at 
Headquarters in Islamabad or any of the 
14 regional offices spread all over Pakistan.

Every complaint shall, wherever possible, be accompanied by WMS Form “A” (an 
Affidavit) or a solemn affirmation stating that:

(a) The allegations contained in the complaint are correct and true to the best of 

knowledge and belief of the complainant;

(b) Previously, no complaint on the subject was filed at the Head Office or at any 
of its Regional Offices; 

(c) No suit, appeal, petition or any other judicial proceedings in connection with 
the subject matter of the complaint, is pending before any Court, Tribunal 
or Board.

Facilitation Desks

In order to provide guidance and assistance to general public in preparing and 
filing complaints, Facilitation Desks are also available in Islamabad and at all 
Regional Offices. These desks provide assistance in following matters:

a. Register all fresh complaints through on-line system and provide 
acknowledgment receipt.

b. Provide guidance to the complainants how to file a complaint against a 
specific Federal Agency indicating mal-administration.

c. Prepare draft application for uneducated persons/complainants.

d. Help & inform the complainants/visitors about the present status & hearing 
dates of complaints.

e. Facilitate the aged/disabled complainants while approaching the rooms of     
Investigation Officers.

f. Guide the complainants whose complaints fall under the jurisdiction of Civil 
Courts, FST, NEPRA, OGRA and High Courts, etc.

g. Prepare daily report of all activities of the Facilitation Cell.

Following the receipt of complaint, the Registrar/Assistant Registrar at each office 
allots a unique registration number to each complaint and records it in the 
Complaint Management Information System (CMIS). The complaints, along with 
the documents attached thereto, are 
examined, with a view to determining 
their admissibility, under Article 2(1), 
2(2), Article 9 and Article 10 of P.O No 1 
of 1983, read with the “Federal 
Ombudsmen Institutional Reforms Act 
2013'', and under the explanatory 
circulars, memoranda, issued from time to time. The main points of the complaint 
are properly analyzed and the data entry of all complaints is done on CMIS, where 
different codes of mal-administration are incorporated. CMIS then generates 
WMS Form B; which shows gist of the whole complaint on a single sheet. 
Subsequently, the WMS Form 'B' is forwarded for admission or rejection by the 
Mohtasib or by the Authorized Officer, to the concerned Investigation Officer 

within 24 Hours. Acknowledgement letters and an SMS alert are issued for 
information of the complainants by Registrar/Assistant Registrar.

Reasons for Rejection

Major reasons for rejection of complaints in limine are as under: 

a. Complaints were not properly filed i.e., confused or incomplete; not 
addressed to the WMS; text not showing the relevant Agency; address/ 
identity missing or nothing could be made out from the complaint’s text;

b. The complaints related to private Agencies, external affairs of Pakistan or 
defence or sub-judice or already adjudicated, are matters not covered under 
the jurisdiction of the Mohtasib. The complaints related to service matters, 
in which the complaint is against the Agency in which the complainant is or 
has been working, are also not covered.

c. The complaints which are anonymous, general in nature, unsigned, 
unverified, or premature, awaiting actions from the Agencies;

d. If no reasons for investigation were found or maladministration was 
observed.

Reasons for rejection of complaint in limine are duly communicated to the 
complainant. Similarly, all complaints accepted for hearings are duly 
acknowledged in a timely manner.

Integrated Complaint Resolution 
System

The WMS has established Integrated 
Complaint Resolution (ICR) system for 
all Federal Government Agencies, 
which allows complainants to first 
approach the concerned Agency 
directly. The said Agency is bound to 
respond within 30 days, from the date 
of receipt of complaint. If the Agency 
does not take action on the respective 
complaint within the prescribed period, it is automatically transferred to CMIS of 
WMS to be treated as a fresh complaint for regular investigation. During 2021, a 
total of 16,418 complaints were referred from the portals of 178 Federal 
Government Agencies and processed as per WMS law and regulations.

Registration of Complaints

During the year 2021, 110,398 complaints were received by WMS at its 
Headquarters and 14 regional offices. This is 17.31% lower than the 133,512 
complaints received during the year 2020.  The reason for this shortfall is that 

during the year 2020, an exceptionally large number of complaints 39,700 against 
BISP/ Ehsaas Program were received due to the fact that the number of applicants 
far exceeded the number of poor and indigent recipients of the financial assistance 
from the Agency. Similarly, around 7,000 complaints were received against 
Pakistan Post Office Department last year as the complaint receiving mechanism 
of the Agency was not so strong during the preceding year. However, the position is 
entirely different now which caused substantial decrease in receipt of complaints 
against both the aforesaid Agencies during the calendar year 2021. The number of 
fresh complaints against the rest of the Agencies are on the rise.

Graph-A shows office wise receipts of complaints at various offices of WMS. 
Abbottabad, Bahawalpur, Gujranwala, Kharan, Lahore, Peshawar and Quetta 
offices indicate increase in receipt of complaints during year 2021 viz-a-viz year 
2020. 

Graph A

Out of 110,398 complaints received during 2021, 42,237 complaints were received 
electronically whereas 68,161 complaints were received by hand or by post as 
shown in Graph-B. Electronic means included filing complaints through WMS 
website, mobile app, ICR module.

Graph-B

During 2021, overwhelming majority of complaints were about the  electricity 
companies which amounted to 45.36% 
of total complaints. As explained in 
Graph-C, LESCO, SSGCL, MEPCO, 
PESCO, K- Electric, SNGPL, NADRA, 
were the other key Agencies against 
whom most of the complaints were filed 
during 2021. Other key Agencies were 
BISP, Pakistan Post, AIOU, 
Bait-ul-Maal, Ehsaas Program, National 
Savings, Pakistan Railways and EOBI etc.

Graph-C

Disposal of Complaints 

In addition to 110,398 complaints received during the year 2021, there were 8,918 
complaints which were carried forward from year 2020 to 2021. As such the total 
complaints handled during 2021 were 119,316. The WMS Law, Regulations, SOPs 
and Circulars comprehensively provide guidelines for disposal of complaints. 
Specifically, the Wafaqi Mohtasib (Investigation and Disposal of Complaints) 
Regulations, 2013, is a comprehensive compendium to dispose of the complaints, 
when these are admitted and forwarded to the Investigation officers (IOs), for 
investigation and submission of findings. Regulation 23 is the most relevant and 
widely used Regulation, under which a large number of complaints are disposed of, 
whether involving relief, rejection or closure of investigation due to reasons 
specified in the Regulations. 

After registration, complaints are thoroughly examined to ascertain their 
admissibility. A complaint is rejected, in view of its non-admissibility, in pursuance 
of provision under Article 9 of the Presidential Order No. 1 of 1983 read with 
Wafaqi Mohtasib (Investigation and Disposal of complaints) Regulations 2013. 
Those found inadmissible under WMS Law and Regulations, are not admitted. 
21,991 complaints were disposed of in limine during 2021 as being inadmissible as 
indicated in Graph-D. 5,877 of these complaints belonged to the jurisdiction of 
other Mohtasib Offices like Provincial Mohtasib as well as Mohtasib for Banking, 
Insurance, Tax and Protection Against Harassment of Women at Workplace to 
whom these were referred under intimation to complainants for redressal. 
Complaints which were sub-judice, already adjudicated, private issues, not against 
any Federal Agency, defense matters; etc were rejected in limine. Similarly, 
complaints which were incomplete, anonymous etc. were also not admitted. All 
complainants were informed immediately whose complaints were not admitted.

Graph-D

Investigation Process

The admitted complaints, after registration, are sent to concerned Investigation 
Officers (IOs) or regional offices for initiating the investigation process. A total of 
88,305 complaints were admitted during 2021 for regular hearing as being 
admissible under WMS Law and Regulations as shown in Graph-E. Majority of 
complaints were received at Islamabad, Lahore and Karachi offices. The 
investigation process includes issuance of hearing notices to the complainants and 
the agencies, submission of reports by agencies and conducting hearings.

After completion of hearing process, the IOs formulate findings in each case under 
relevant laws and regulations, and forward their findings through CMIS to the 
Appraising Officers, along with hard copies. After a thorough scrutiny and 
appraisal by an Appraisal Team, supervised by Senior Advisor (Appraisal), the 
findings are submitted to the Wafaqi Mohtasib for final orders.

Graph-E

Most of the complaints admitted belonged to Electricity (LESCO, MEPCO, 
PESCO, K- Electric) and Gas (SSGCL, SNGPL) companies, NADRA, AIOU, 
Bait-ul-Maal, National Savings, Pakistan Railways, EOBI etc. Due to corona 
pandemic restrictions, electronic means were also used to complete the hearings of 
complaints. The WMS has already been using online hearing facility for 
investigation/hearing (i.e., video conference, hearing on Skype, WhatsApp). This 
facility is available both for the Agency and for the complainants. The 
Investigation Officers on request by complainants/Agency arrange this facility. 
This process is most economical for complainants and agencies, as it saves money 
as well as time.

Findings

a) Closure Findings

   Investigations in some of the complaints are closed on various grounds such 
as, the Agency accords or commits to accord the relief sort, the parties agree 
to resolve the complaint through mutual consent, the agencies are not at 
fault as some processes and formalities are required to be completed by the 

complainants; the complaints do not fall under the jurisdiction of the WMS; 
the ones that are already adjudicated upon/pending in the courts of 
competent jurisdiction or fall under limitations; or withdrawn by the 
complainant, etc. In such cases ‘Closure Findings’ are issued wherein the 
reasons for closure of the case are duly described.

b) Rejected Findings 

  A complaint is rejected in limine in view of its non-admissibility in 
pursuance of provisions under Article 9 of the Presidential Order No.1 of 
1983. A complaint is also rejected on merit under Regulation 23(3) of the 
Wafaqi Mohtasib (Investigation and Disposal of complaints) Regulations 
2013, if it is not based on facts or covered under the Laws, and 
maladministration against the Agency is not established.

c) Relief Findings 

  The findings, issued under Regulation 23(4) of the Wafaqi Mohtasib 
(Investigation and Disposal of Complaints) Regulations, 2013 entail relief to 
the complainants. The implementation under these findings is time bound 
and regularly monitored for implementation.

d) Implementation of Findings

  Implementation of relief findings is a continuous process for ultimate 
disposal of findings, issued by the Wafaqi Mohtasib Secretariat. 
Implementation is monitored in the case of relief findings under Regulation 
23(4) above and closure findings in which the Agency undertakes to provide 
relief to the complainant and a time frame is provided to the Agency to 
complete the process, and report compliance to the WMS. There are 
dedicated wings/ sections at the Head Office and Regional Offices which 
monitor the implementation of findings on regular basis. The case is finally 
closed, once the implementation of recommendations is reported by the 
Agency and got confirmed from the complainant concerned. Thereafter, the 
file is consigned to record.

2020 2021
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RECEIPT AND DISPOSAL OF COMPLAINTS

The year 2021, like the last year remained in the grip of COVID-19 pandemic. 
Consequently, the Wafaqi Mohtasib Secretariat (WMS) continued to take 
precautionary measures and used 
on-line techniques like skype, 
WhatsApp and telephone etc. besides 
normal hearings in disposal of cases. 
The investigation work continued 
uninterruptedly and inexpensive 
justice was provided to a large number 
of poor people. Despite COVID-19 
restrictions, 110,398 complaints were filed during 2021 out of which 106,808 
complaints, including the cases brought forward from the previous year, were 
disposed of during 2021.

Legal  and Operational Framework

The President’s Order No. 1 of 1983 regarding the establishment of Wafaqi Mohtasib 
(Ombudsman)’s Office provides an elaborate procedure for making a complaint by an 
aggrieved person against maladministration of a Federal Government Ministry or 
Division/Department. The complaint can also be filed against the maladministration 
of 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 Official Gazette. Accordingly, 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. However, under Article 10(3) of the 
President’s Order No.1 of 1983, Mohtasib may conduct any investigation pursuant 
to a complaint, which is not within time limit, if he considers that there are special 
circumstances which make it proper for him to do so. 

The process of filing a complaint and its 
registration in the WMS has been made 
easy and simple. Multiple means are 
available for filing complaints by 
general public against any Federal 
Agency like Email, WhatsApp, Mobile 
App, Post or online through WMS 
website. Complaint can be written in 
any language. It can be submitted at 
Headquarters in Islamabad or any of the 
14 regional offices spread all over Pakistan.

Every complaint shall, wherever possible, be accompanied by WMS Form “A” (an 
Affidavit) or a solemn affirmation stating that:

(a) The allegations contained in the complaint are correct and true to the best of 

knowledge and belief of the complainant;

(b) Previously, no complaint on the subject was filed at the Head Office or at any 
of its Regional Offices; 

(c) No suit, appeal, petition or any other judicial proceedings in connection with 
the subject matter of the complaint, is pending before any Court, Tribunal 
or Board.

Facilitation Desks

In order to provide guidance and assistance to general public in preparing and 
filing complaints, Facilitation Desks are also available in Islamabad and at all 
Regional Offices. These desks provide assistance in following matters:

a. Register all fresh complaints through on-line system and provide 
acknowledgment receipt.

b. Provide guidance to the complainants how to file a complaint against a 
specific Federal Agency indicating mal-administration.

c. Prepare draft application for uneducated persons/complainants.

d. Help & inform the complainants/visitors about the present status & hearing 
dates of complaints.

e. Facilitate the aged/disabled complainants while approaching the rooms of     
Investigation Officers.

f. Guide the complainants whose complaints fall under the jurisdiction of Civil 
Courts, FST, NEPRA, OGRA and High Courts, etc.

g. Prepare daily report of all activities of the Facilitation Cell.

Following the receipt of complaint, the Registrar/Assistant Registrar at each office 
allots a unique registration number to each complaint and records it in the 
Complaint Management Information System (CMIS). The complaints, along with 
the documents attached thereto, are 
examined, with a view to determining 
their admissibility, under Article 2(1), 
2(2), Article 9 and Article 10 of P.O No 1 
of 1983, read with the “Federal 
Ombudsmen Institutional Reforms Act 
2013'', and under the explanatory 
circulars, memoranda, issued from time to time. The main points of the complaint 
are properly analyzed and the data entry of all complaints is done on CMIS, where 
different codes of mal-administration are incorporated. CMIS then generates 
WMS Form B; which shows gist of the whole complaint on a single sheet. 
Subsequently, the WMS Form 'B' is forwarded for admission or rejection by the 
Mohtasib or by the Authorized Officer, to the concerned Investigation Officer 

within 24 Hours. Acknowledgement letters and an SMS alert are issued for 
information of the complainants by Registrar/Assistant Registrar.

Reasons for Rejection

Major reasons for rejection of complaints in limine are as under: 

a. Complaints were not properly filed i.e., confused or incomplete; not 
addressed to the WMS; text not showing the relevant Agency; address/ 
identity missing or nothing could be made out from the complaint’s text;

b. The complaints related to private Agencies, external affairs of Pakistan or 
defence or sub-judice or already adjudicated, are matters not covered under 
the jurisdiction of the Mohtasib. The complaints related to service matters, 
in which the complaint is against the Agency in which the complainant is or 
has been working, are also not covered.

c. The complaints which are anonymous, general in nature, unsigned, 
unverified, or premature, awaiting actions from the Agencies;

d. If no reasons for investigation were found or maladministration was 
observed.

Reasons for rejection of complaint in limine are duly communicated to the 
complainant. Similarly, all complaints accepted for hearings are duly 
acknowledged in a timely manner.

Integrated Complaint Resolution 
System

The WMS has established Integrated 
Complaint Resolution (ICR) system for 
all Federal Government Agencies, 
which allows complainants to first 
approach the concerned Agency 
directly. The said Agency is bound to 
respond within 30 days, from the date 
of receipt of complaint. If the Agency 
does not take action on the respective 
complaint within the prescribed period, it is automatically transferred to CMIS of 
WMS to be treated as a fresh complaint for regular investigation. During 2021, a 
total of 16,418 complaints were referred from the portals of 178 Federal 
Government Agencies and processed as per WMS law and regulations.

Registration of Complaints

During the year 2021, 110,398 complaints were received by WMS at its 
Headquarters and 14 regional offices. This is 17.31% lower than the 133,512 
complaints received during the year 2020.  The reason for this shortfall is that 

during the year 2020, an exceptionally large number of complaints 39,700 against 
BISP/ Ehsaas Program were received due to the fact that the number of applicants 
far exceeded the number of poor and indigent recipients of the financial assistance 
from the Agency. Similarly, around 7,000 complaints were received against 
Pakistan Post Office Department last year as the complaint receiving mechanism 
of the Agency was not so strong during the preceding year. However, the position is 
entirely different now which caused substantial decrease in receipt of complaints 
against both the aforesaid Agencies during the calendar year 2021. The number of 
fresh complaints against the rest of the Agencies are on the rise.

Graph-A shows office wise receipts of complaints at various offices of WMS. 
Abbottabad, Bahawalpur, Gujranwala, Kharan, Lahore, Peshawar and Quetta 
offices indicate increase in receipt of complaints during year 2021 viz-a-viz year 
2020. 

Graph A

Out of 110,398 complaints received during 2021, 42,237 complaints were received 
electronically whereas 68,161 complaints were received by hand or by post as 
shown in Graph-B. Electronic means included filing complaints through WMS 
website, mobile app, ICR module.

Graph-B

During 2021, overwhelming majority of complaints were about the  electricity 
companies which amounted to 45.36% 
of total complaints. As explained in 
Graph-C, LESCO, SSGCL, MEPCO, 
PESCO, K- Electric, SNGPL, NADRA, 
were the other key Agencies against 
whom most of the complaints were filed 
during 2021. Other key Agencies were 
BISP, Pakistan Post, AIOU, 
Bait-ul-Maal, Ehsaas Program, National 
Savings, Pakistan Railways and EOBI etc.

Graph-C

Disposal of Complaints 

In addition to 110,398 complaints received during the year 2021, there were 8,918 
complaints which were carried forward from year 2020 to 2021. As such the total 
complaints handled during 2021 were 119,316. The WMS Law, Regulations, SOPs 
and Circulars comprehensively provide guidelines for disposal of complaints. 
Specifically, the Wafaqi Mohtasib (Investigation and Disposal of Complaints) 
Regulations, 2013, is a comprehensive compendium to dispose of the complaints, 
when these are admitted and forwarded to the Investigation officers (IOs), for 
investigation and submission of findings. Regulation 23 is the most relevant and 
widely used Regulation, under which a large number of complaints are disposed of, 
whether involving relief, rejection or closure of investigation due to reasons 
specified in the Regulations. 

After registration, complaints are thoroughly examined to ascertain their 
admissibility. A complaint is rejected, in view of its non-admissibility, in pursuance 
of provision under Article 9 of the Presidential Order No. 1 of 1983 read with 
Wafaqi Mohtasib (Investigation and Disposal of complaints) Regulations 2013. 
Those found inadmissible under WMS Law and Regulations, are not admitted. 
21,991 complaints were disposed of in limine during 2021 as being inadmissible as 
indicated in Graph-D. 5,877 of these complaints belonged to the jurisdiction of 
other Mohtasib Offices like Provincial Mohtasib as well as Mohtasib for Banking, 
Insurance, Tax and Protection Against Harassment of Women at Workplace to 
whom these were referred under intimation to complainants for redressal. 
Complaints which were sub-judice, already adjudicated, private issues, not against 
any Federal Agency, defense matters; etc were rejected in limine. Similarly, 
complaints which were incomplete, anonymous etc. were also not admitted. All 
complainants were informed immediately whose complaints were not admitted.

Graph-D

Investigation Process

The admitted complaints, after registration, are sent to concerned Investigation 
Officers (IOs) or regional offices for initiating the investigation process. A total of 
88,305 complaints were admitted during 2021 for regular hearing as being 
admissible under WMS Law and Regulations as shown in Graph-E. Majority of 
complaints were received at Islamabad, Lahore and Karachi offices. The 
investigation process includes issuance of hearing notices to the complainants and 
the agencies, submission of reports by agencies and conducting hearings.

After completion of hearing process, the IOs formulate findings in each case under 
relevant laws and regulations, and forward their findings through CMIS to the 
Appraising Officers, along with hard copies. After a thorough scrutiny and 
appraisal by an Appraisal Team, supervised by Senior Advisor (Appraisal), the 
findings are submitted to the Wafaqi Mohtasib for final orders.

Graph-E

Most of the complaints admitted belonged to Electricity (LESCO, MEPCO, 
PESCO, K- Electric) and Gas (SSGCL, SNGPL) companies, NADRA, AIOU, 
Bait-ul-Maal, National Savings, Pakistan Railways, EOBI etc. Due to corona 
pandemic restrictions, electronic means were also used to complete the hearings of 
complaints. The WMS has already been using online hearing facility for 
investigation/hearing (i.e., video conference, hearing on Skype, WhatsApp). This 
facility is available both for the Agency and for the complainants. The 
Investigation Officers on request by complainants/Agency arrange this facility. 
This process is most economical for complainants and agencies, as it saves money 
as well as time.

Findings

a) Closure Findings

   Investigations in some of the complaints are closed on various grounds such 
as, the Agency accords or commits to accord the relief sort, the parties agree 
to resolve the complaint through mutual consent, the agencies are not at 
fault as some processes and formalities are required to be completed by the 

complainants; the complaints do not fall under the jurisdiction of the WMS; 
the ones that are already adjudicated upon/pending in the courts of 
competent jurisdiction or fall under limitations; or withdrawn by the 
complainant, etc. In such cases ‘Closure Findings’ are issued wherein the 
reasons for closure of the case are duly described.

b) Rejected Findings 

  A complaint is rejected in limine in view of its non-admissibility in 
pursuance of provisions under Article 9 of the Presidential Order No.1 of 
1983. A complaint is also rejected on merit under Regulation 23(3) of the 
Wafaqi Mohtasib (Investigation and Disposal of complaints) Regulations 
2013, if it is not based on facts or covered under the Laws, and 
maladministration against the Agency is not established.

c) Relief Findings 

  The findings, issued under Regulation 23(4) of the Wafaqi Mohtasib 
(Investigation and Disposal of Complaints) Regulations, 2013 entail relief to 
the complainants. The implementation under these findings is time bound 
and regularly monitored for implementation.

d) Implementation of Findings

  Implementation of relief findings is a continuous process for ultimate 
disposal of findings, issued by the Wafaqi Mohtasib Secretariat. 
Implementation is monitored in the case of relief findings under Regulation 
23(4) above and closure findings in which the Agency undertakes to provide 
relief to the complainant and a time frame is provided to the Agency to 
complete the process, and report compliance to the WMS. There are 
dedicated wings/ sections at the Head Office and Regional Offices which 
monitor the implementation of findings on regular basis. The case is finally 
closed, once the implementation of recommendations is reported by the 
Agency and got confirmed from the complainant concerned. Thereafter, the 
file is consigned to record.

2020 2021



The year 2021, like the last year remained in the grip of COVID-19 pandemic. 
Consequently, the Wafaqi Mohtasib Secretariat (WMS) continued to take 
precautionary measures and used 
on-line techniques like skype, 
WhatsApp and telephone etc. besides 
normal hearings in disposal of cases. 
The investigation work continued 
uninterruptedly and inexpensive 
justice was provided to a large number 
of poor people. Despite COVID-19 
restrictions, 110,398 complaints were filed during 2021 out of which 106,808 
complaints, including the cases brought forward from the previous year, were 
disposed of during 2021.

Legal  and Operational Framework

The President’s Order No. 1 of 1983 regarding the establishment of Wafaqi Mohtasib 
(Ombudsman)’s Office provides an elaborate procedure for making a complaint by an 
aggrieved person against maladministration of a Federal Government Ministry or 
Division/Department. The complaint can also be filed against the maladministration 
of 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 Official Gazette. Accordingly, 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. However, under Article 10(3) of the 
President’s Order No.1 of 1983, Mohtasib may conduct any investigation pursuant 
to a complaint, which is not within time limit, if he considers that there are special 
circumstances which make it proper for him to do so. 

The process of filing a complaint and its 
registration in the WMS has been made 
easy and simple. Multiple means are 
available for filing complaints by 
general public against any Federal 
Agency like Email, WhatsApp, Mobile 
App, Post or online through WMS 
website. Complaint can be written in 
any language. It can be submitted at 
Headquarters in Islamabad or any of the 
14 regional offices spread all over Pakistan.

Every complaint shall, wherever possible, be accompanied by WMS Form “A” (an 
Affidavit) or a solemn affirmation stating that:

(a) The allegations contained in the complaint are correct and true to the best of 

knowledge and belief of the complainant;

(b) Previously, no complaint on the subject was filed at the Head Office or at any 
of its Regional Offices; 

(c) No suit, appeal, petition or any other judicial proceedings in connection with 
the subject matter of the complaint, is pending before any Court, Tribunal 
or Board.

Facilitation Desks

In order to provide guidance and assistance to general public in preparing and 
filing complaints, Facilitation Desks are also available in Islamabad and at all 
Regional Offices. These desks provide assistance in following matters:

a. Register all fresh complaints through on-line system and provide 
acknowledgment receipt.

b. Provide guidance to the complainants how to file a complaint against a 
specific Federal Agency indicating mal-administration.

c. Prepare draft application for uneducated persons/complainants.

d. Help & inform the complainants/visitors about the present status & hearing 
dates of complaints.

e. Facilitate the aged/disabled complainants while approaching the rooms of     
Investigation Officers.

f. Guide the complainants whose complaints fall under the jurisdiction of Civil 
Courts, FST, NEPRA, OGRA and High Courts, etc.

g. Prepare daily report of all activities of the Facilitation Cell.

Following the receipt of complaint, the Registrar/Assistant Registrar at each office 
allots a unique registration number to each complaint and records it in the 
Complaint Management Information System (CMIS). The complaints, along with 
the documents attached thereto, are 
examined, with a view to determining 
their admissibility, under Article 2(1), 
2(2), Article 9 and Article 10 of P.O No 1 
of 1983, read with the “Federal 
Ombudsmen Institutional Reforms Act 
2013'', and under the explanatory 
circulars, memoranda, issued from time to time. The main points of the complaint 
are properly analyzed and the data entry of all complaints is done on CMIS, where 
different codes of mal-administration are incorporated. CMIS then generates 
WMS Form B; which shows gist of the whole complaint on a single sheet. 
Subsequently, the WMS Form 'B' is forwarded for admission or rejection by the 
Mohtasib or by the Authorized Officer, to the concerned Investigation Officer 

within 24 Hours. Acknowledgement letters and an SMS alert are issued for 
information of the complainants by Registrar/Assistant Registrar.

Reasons for Rejection

Major reasons for rejection of complaints in limine are as under: 

a. Complaints were not properly filed i.e., confused or incomplete; not 
addressed to the WMS; text not showing the relevant Agency; address/ 
identity missing or nothing could be made out from the complaint’s text;

b. The complaints related to private Agencies, external affairs of Pakistan or 
defence or sub-judice or already adjudicated, are matters not covered under 
the jurisdiction of the Mohtasib. The complaints related to service matters, 
in which the complaint is against the Agency in which the complainant is or 
has been working, are also not covered.

c. The complaints which are anonymous, general in nature, unsigned, 
unverified, or premature, awaiting actions from the Agencies;

d. If no reasons for investigation were found or maladministration was 
observed.

Reasons for rejection of complaint in limine are duly communicated to the 
complainant. Similarly, all complaints accepted for hearings are duly 
acknowledged in a timely manner.

Integrated Complaint Resolution 
System

The WMS has established Integrated 
Complaint Resolution (ICR) system for 
all Federal Government Agencies, 
which allows complainants to first 
approach the concerned Agency 
directly. The said Agency is bound to 
respond within 30 days, from the date 
of receipt of complaint. If the Agency 
does not take action on the respective 
complaint within the prescribed period, it is automatically transferred to CMIS of 
WMS to be treated as a fresh complaint for regular investigation. During 2021, a 
total of 16,418 complaints were referred from the portals of 178 Federal 
Government Agencies and processed as per WMS law and regulations.

Registration of Complaints

During the year 2021, 110,398 complaints were received by WMS at its 
Headquarters and 14 regional offices. This is 17.31% lower than the 133,512 
complaints received during the year 2020.  The reason for this shortfall is that 

during the year 2020, an exceptionally large number of complaints 39,700 against 
BISP/ Ehsaas Program were received due to the fact that the number of applicants 
far exceeded the number of poor and indigent recipients of the financial assistance 
from the Agency. Similarly, around 7,000 complaints were received against 
Pakistan Post Office Department last year as the complaint receiving mechanism 
of the Agency was not so strong during the preceding year. However, the position is 
entirely different now which caused substantial decrease in receipt of complaints 
against both the aforesaid Agencies during the calendar year 2021. The number of 
fresh complaints against the rest of the Agencies are on the rise.

Graph-A shows office wise receipts of complaints at various offices of WMS. 
Abbottabad, Bahawalpur, Gujranwala, Kharan, Lahore, Peshawar and Quetta 
offices indicate increase in receipt of complaints during year 2021 viz-a-viz year 
2020. 

Graph A

Out of 110,398 complaints received during 2021, 42,237 complaints were received 
electronically whereas 68,161 complaints were received by hand or by post as 
shown in Graph-B. Electronic means included filing complaints through WMS 
website, mobile app, ICR module.

Graph-B

During 2021, overwhelming majority of complaints were about the  electricity 
companies which amounted to 45.36% 
of total complaints. As explained in 
Graph-C, LESCO, SSGCL, MEPCO, 
PESCO, K- Electric, SNGPL, NADRA, 
were the other key Agencies against 
whom most of the complaints were filed 
during 2021. Other key Agencies were 
BISP, Pakistan Post, AIOU, 
Bait-ul-Maal, Ehsaas Program, National 
Savings, Pakistan Railways and EOBI etc.

Graph-C

Disposal of Complaints 

In addition to 110,398 complaints received during the year 2021, there were 8,918 
complaints which were carried forward from year 2020 to 2021. As such the total 
complaints handled during 2021 were 119,316. The WMS Law, Regulations, SOPs 
and Circulars comprehensively provide guidelines for disposal of complaints. 
Specifically, the Wafaqi Mohtasib (Investigation and Disposal of Complaints) 
Regulations, 2013, is a comprehensive compendium to dispose of the complaints, 
when these are admitted and forwarded to the Investigation officers (IOs), for 
investigation and submission of findings. Regulation 23 is the most relevant and 
widely used Regulation, under which a large number of complaints are disposed of, 
whether involving relief, rejection or closure of investigation due to reasons 
specified in the Regulations. 

After registration, complaints are thoroughly examined to ascertain their 
admissibility. A complaint is rejected, in view of its non-admissibility, in pursuance 
of provision under Article 9 of the Presidential Order No. 1 of 1983 read with 
Wafaqi Mohtasib (Investigation and Disposal of complaints) Regulations 2013. 
Those found inadmissible under WMS Law and Regulations, are not admitted. 
21,991 complaints were disposed of in limine during 2021 as being inadmissible as 
indicated in Graph-D. 5,877 of these complaints belonged to the jurisdiction of 
other Mohtasib Offices like Provincial Mohtasib as well as Mohtasib for Banking, 
Insurance, Tax and Protection Against Harassment of Women at Workplace to 
whom these were referred under intimation to complainants for redressal. 
Complaints which were sub-judice, already adjudicated, private issues, not against 
any Federal Agency, defense matters; etc were rejected in limine. Similarly, 
complaints which were incomplete, anonymous etc. were also not admitted. All 
complainants were informed immediately whose complaints were not admitted.

Graph-D

Investigation Process

The admitted complaints, after registration, are sent to concerned Investigation 
Officers (IOs) or regional offices for initiating the investigation process. A total of 
88,305 complaints were admitted during 2021 for regular hearing as being 
admissible under WMS Law and Regulations as shown in Graph-E. Majority of 
complaints were received at Islamabad, Lahore and Karachi offices. The 
investigation process includes issuance of hearing notices to the complainants and 
the agencies, submission of reports by agencies and conducting hearings.

After completion of hearing process, the IOs formulate findings in each case under 
relevant laws and regulations, and forward their findings through CMIS to the 
Appraising Officers, along with hard copies. After a thorough scrutiny and 
appraisal by an Appraisal Team, supervised by Senior Advisor (Appraisal), the 
findings are submitted to the Wafaqi Mohtasib for final orders.

Graph-E

Most of the complaints admitted belonged to Electricity (LESCO, MEPCO, 
PESCO, K- Electric) and Gas (SSGCL, SNGPL) companies, NADRA, AIOU, 
Bait-ul-Maal, National Savings, Pakistan Railways, EOBI etc. Due to corona 
pandemic restrictions, electronic means were also used to complete the hearings of 
complaints. The WMS has already been using online hearing facility for 
investigation/hearing (i.e., video conference, hearing on Skype, WhatsApp). This 
facility is available both for the Agency and for the complainants. The 
Investigation Officers on request by complainants/Agency arrange this facility. 
This process is most economical for complainants and agencies, as it saves money 
as well as time.

Findings

a) Closure Findings

   Investigations in some of the complaints are closed on various grounds such 
as, the Agency accords or commits to accord the relief sort, the parties agree 
to resolve the complaint through mutual consent, the agencies are not at 
fault as some processes and formalities are required to be completed by the 
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complainants; the complaints do not fall under the jurisdiction of the WMS; 
the ones that are already adjudicated upon/pending in the courts of 
competent jurisdiction or fall under limitations; or withdrawn by the 
complainant, etc. In such cases ‘Closure Findings’ are issued wherein the 
reasons for closure of the case are duly described.

b) Rejected Findings 

  A complaint is rejected in limine in view of its non-admissibility in 
pursuance of provisions under Article 9 of the Presidential Order No.1 of 
1983. A complaint is also rejected on merit under Regulation 23(3) of the 
Wafaqi Mohtasib (Investigation and Disposal of complaints) Regulations 
2013, if it is not based on facts or covered under the Laws, and 
maladministration against the Agency is not established.

c) Relief Findings 

  The findings, issued under Regulation 23(4) of the Wafaqi Mohtasib 
(Investigation and Disposal of Complaints) Regulations, 2013 entail relief to 
the complainants. The implementation under these findings is time bound 
and regularly monitored for implementation.

d) Implementation of Findings

  Implementation of relief findings is a continuous process for ultimate 
disposal of findings, issued by the Wafaqi Mohtasib Secretariat. 
Implementation is monitored in the case of relief findings under Regulation 
23(4) above and closure findings in which the Agency undertakes to provide 
relief to the complainant and a time frame is provided to the Agency to 
complete the process, and report compliance to the WMS. There are 
dedicated wings/ sections at the Head Office and Regional Offices which 
monitor the implementation of findings on regular basis. The case is finally 
closed, once the implementation of recommendations is reported by the 
Agency and got confirmed from the complainant concerned. Thereafter, the 
file is consigned to record.
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The year 2021 remained under the shadow of COVID-19 pandemic and its variants. 
However, the Wafaqi Mohtasib Secretariat took special measures to ensure that it 
continues to dispense speedy justice to the aggrieved citizens without any 
interruption. This is borne out by the numbers as the receipt of complaints and 
their disposal during the current year continued with unabated vigour. 

The total number of receipts during the year under review was 110,398. It was 
133,521 in 2020 which included around 39,700 complaints regarding disbursement 
of financial assistance under Benazir Income Support Program (BISP)/Ehsaas 
Program alone and its one time grant introduced in the wake of COVID -19 
pandemic. The total disposal stood at 106,808 in 2021 reflecting an impressive rate 
of 96.62%.Unlike the last year, LESCO, SNGPL and SSGCL were the agencies 
against which the highest number of complaints were received which stood at 
17,262; 9,287 and 8,978, respectively.

The decline in the number of complaints about the BISP/Ehsaas Programme this 
year could also be attributed to the successful efforts by the Agency to plug the gap 
in the delivery of its services and completion of disbursement of one time grant to 
mitigate the adverse effects of the COVID-19 pandemic.

DISCOs against which a large number of complaints were registered during the 
year under review were as follows;

The data at hand about the DISCOs and the gas companies indicates marked 
increase in the number of complaints 
over the last year. Most of these 
complaints were regarding over billing, 
irregular billing, unjustified detection 
charges and delays in connection, 
sub-standard maintenance and 
unscheduled load shedding. Another 
common complaint repeated over the 
past many years was discourteous 
attitude of the service staff of these 
companies towards the consumers. The 
continued repetition of the aforesaid 
complaints and an unwelcome increase in numbers suggest that the electric and 
the gas companies did not take adequate remedial measures to address those 
issues.

The other major agencies complained against during 2021 were:

It can be seen from the data given below that the number of complaints against 
some of the major agencies, other than electric and gas companies, also registered 
significant increase. Figures of complaints registered during 2020 and 2021 are as 
follows:

The complaints against the above mentioned major agencies related to their 

primary functions and manifest gap in service delivery on their part. The nature of 
such complaints is summarized as follows:
♦ Delay in issuance of CNICs by NADRA. 
♦ Correction of record by NADRA.
♦ Application of DUP charges by NADRA.
♦ Delay in finalization of maturity claim by SLICP.
♦ Rejection of death claims on flimsy grounds by SLICP.
♦ Complex SLICP procedures and rules of business.
♦ Delay in settlement of pension claims by EOBI.
♦ Lengthy process of verification of service record by EOBI.
♦ Non delivery of parcels/money 

orders by Pakistan Post.
♦ Verification of degrees by HEC/ 

other professional regulators 
issued by universities in the 
private sector.

It is understood that a large number of 
above complaints could be redressed if 
agencies were to undertake an internal review of their policies /practices, simplify 
procedures, enhance diligence, adopt quality control standards and follow the 
prescribed time frame for delivery of various services to the consumers. It is also 
important that DISCOs and the gas companies develop an effective mechanism for 
self-correction as well as punishment to the delinquent officials for their 
negligence, inefficiency and malpractices. 

The Wafaqi Mohtasib Secretariat, Head Office, Islamabad received 13,816 
complaints during the year. The largest number of complaints were received at the 
Regional Office (R.O) Lahore which stood at 22,510. The receipt of complaints in 
the Regional Offices during 2021 is given in the table below:

The increase in receipt of complaints in 
the Regional offices can be attributed to 
ever increasing population pressure or 
flawed delivery of services by public 
agencies and the chronic constraints of 
limited resources and unlimited 
demand. All these issues call for 
concerted efforts by the Government 
and the Federal agencies to renew their 
commitment to implementing the terms 
of social contract as stipulated in the 
Constitution of Pakistan.

CHAPTER 3
VOLUME, CAUSES AND REDRESSAL OF COMPLAINTS 

AGAINST MAJOR AGENCIES

Agency’s Name Receipt 2020 Disposal 2020 Receipt 2021 Disposal 2021 
LESCO 12,879 15,645 17,262 16,546 

SSGCL 7,328 7,168 9,287 8,105 

SNGPL 7,782 7,101 8,978 9,321 

Name of DISCOs 2020 2021 
Lahore Electric Supply Company (LESCO) 12,879 17,262 

Peshawar Electric Supply Company (PESCO) 6,651 6,874 

Karachi Electric (KE) 4,903 6,167 

Multan Electric Power Company (MEPCO) 4,462 7,349 

Hyderabad Electric Supply Company (HESCO) 2,926 4,047 

Sukkur Electric Power Company (SEPCO) 2,480 4,190 

Faisalabad Electric Supply Company (FESCO) 1,473 1,627 

Islamabad Electric Supply Company (IESCO) 650 1,004 

Quetta Electric Supply Company (QESCO) 188 439 

Gujranwala Electric Power Company (GEPCO) 885 1,118 
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VOLUME, CAUSES AND REDRESSAL OF COMPLAINTS AGAINST MAJOR AGENCIES  

The year 2021 remained under the shadow of COVID-19 pandemic and its variants. 
However, the Wafaqi Mohtasib Secretariat took special measures to ensure that it 
continues to dispense speedy justice to the aggrieved citizens without any 
interruption. This is borne out by the numbers as the receipt of complaints and 
their disposal during the current year continued with unabated vigour. 

The total number of receipts during the year under review was 110,398. It was 
133,521 in 2020 which included around 39,700 complaints regarding disbursement 
of financial assistance under Benazir Income Support Program (BISP)/Ehsaas 
Program alone and its one time grant introduced in the wake of COVID -19 
pandemic. The total disposal stood at 106,808 in 2021 reflecting an impressive rate 
of 96.62%.Unlike the last year, LESCO, SNGPL and SSGCL were the agencies 
against which the highest number of complaints were received which stood at 
17,262; 9,287 and 8,978, respectively.

The decline in the number of complaints about the BISP/Ehsaas Programme this 
year could also be attributed to the successful efforts by the Agency to plug the gap 
in the delivery of its services and completion of disbursement of one time grant to 
mitigate the adverse effects of the COVID-19 pandemic.

DISCOs against which a large number of complaints were registered during the 
year under review were as follows;

The data at hand about the DISCOs and the gas companies indicates marked 
increase in the number of complaints 
over the last year. Most of these 
complaints were regarding over billing, 
irregular billing, unjustified detection 
charges and delays in connection, 
sub-standard maintenance and 
unscheduled load shedding. Another 
common complaint repeated over the 
past many years was discourteous 
attitude of the service staff of these 
companies towards the consumers. The 
continued repetition of the aforesaid 
complaints and an unwelcome increase in numbers suggest that the electric and 
the gas companies did not take adequate remedial measures to address those 
issues.

The other major agencies complained against during 2021 were:

It can be seen from the data given below that the number of complaints against 
some of the major agencies, other than electric and gas companies, also registered 
significant increase. Figures of complaints registered during 2020 and 2021 are as 
follows:

The complaints against the above mentioned major agencies related to their 

primary functions and manifest gap in service delivery on their part. The nature of 
such complaints is summarized as follows:
♦ Delay in issuance of CNICs by NADRA. 
♦ Correction of record by NADRA.
♦ Application of DUP charges by NADRA.
♦ Delay in finalization of maturity claim by SLICP.
♦ Rejection of death claims on flimsy grounds by SLICP.
♦ Complex SLICP procedures and rules of business.
♦ Delay in settlement of pension claims by EOBI.
♦ Lengthy process of verification of service record by EOBI.
♦ Non delivery of parcels/money 

orders by Pakistan Post.
♦ Verification of degrees by HEC/ 

other professional regulators 
issued by universities in the 
private sector.

It is understood that a large number of 
above complaints could be redressed if 
agencies were to undertake an internal review of their policies /practices, simplify 
procedures, enhance diligence, adopt quality control standards and follow the 
prescribed time frame for delivery of various services to the consumers. It is also 
important that DISCOs and the gas companies develop an effective mechanism for 
self-correction as well as punishment to the delinquent officials for their 
negligence, inefficiency and malpractices. 

The Wafaqi Mohtasib Secretariat, Head Office, Islamabad received 13,816 
complaints during the year. The largest number of complaints were received at the 
Regional Office (R.O) Lahore which stood at 22,510. The receipt of complaints in 
the Regional Offices during 2021 is given in the table below:

The increase in receipt of complaints in 
the Regional offices can be attributed to 
ever increasing population pressure or 
flawed delivery of services by public 
agencies and the chronic constraints of 
limited resources and unlimited 
demand. All these issues call for 
concerted efforts by the Government 
and the Federal agencies to renew their 
commitment to implementing the terms 
of social contract as stipulated in the 
Constitution of Pakistan.

Complaints against DISCOs and 
the gas companies showed marked 
increase over the last year. Most of 
these complaints were regarding 
over billing, irregular billing, 
unjustified detection charges and 
delays in connection, sub-standard 
maintenance and unscheduled 
load shedding.

Name of Agency Number of 
complaints 2020 

Number of 
complaints 2021 

NADRA 2,351 3,972 
BISP 26,902 2,771 
AIOU 1,825 2,280 
PBM 653 1,422 
EOBI 790 999 
Pakistan Railways 826 999 
Postal Life Insurance 381 977 
FIA 498 860 
SLICP 662 834 
CDA 536 555 
NBP 451 499 
WAPDA Lahore 343 477 

♦ NADRA ♦ BISP 
♦ Pakistan Post ♦ AIOU 
♦ PBM ♦ Ehsaas Program 
♦ EOBI ♦ Pakistan Railways 
♦ PLI ♦ FIA 
♦ SLICP ♦ CDA 
♦ NBP ♦ WAPDA 
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VOLUME, CAUSES AND REDRESSAL OF COMPLAINTS AGAINST MAJOR AGENCIES  

The year 2021 remained under the shadow of COVID-19 pandemic and its variants. 
However, the Wafaqi Mohtasib Secretariat took special measures to ensure that it 
continues to dispense speedy justice to the aggrieved citizens without any 
interruption. This is borne out by the numbers as the receipt of complaints and 
their disposal during the current year continued with unabated vigour. 

The total number of receipts during the year under review was 110,398. It was 
133,521 in 2020 which included around 39,700 complaints regarding disbursement 
of financial assistance under Benazir Income Support Program (BISP)/Ehsaas 
Program alone and its one time grant introduced in the wake of COVID -19 
pandemic. The total disposal stood at 106,808 in 2021 reflecting an impressive rate 
of 96.62%.Unlike the last year, LESCO, SNGPL and SSGCL were the agencies 
against which the highest number of complaints were received which stood at 
17,262; 9,287 and 8,978, respectively.

The decline in the number of complaints about the BISP/Ehsaas Programme this 
year could also be attributed to the successful efforts by the Agency to plug the gap 
in the delivery of its services and completion of disbursement of one time grant to 
mitigate the adverse effects of the COVID-19 pandemic.

DISCOs against which a large number of complaints were registered during the 
year under review were as follows;

The data at hand about the DISCOs and the gas companies indicates marked 
increase in the number of complaints 
over the last year. Most of these 
complaints were regarding over billing, 
irregular billing, unjustified detection 
charges and delays in connection, 
sub-standard maintenance and 
unscheduled load shedding. Another 
common complaint repeated over the 
past many years was discourteous 
attitude of the service staff of these 
companies towards the consumers. The 
continued repetition of the aforesaid 
complaints and an unwelcome increase in numbers suggest that the electric and 
the gas companies did not take adequate remedial measures to address those 
issues.

The other major agencies complained against during 2021 were:

It can be seen from the data given below that the number of complaints against 
some of the major agencies, other than electric and gas companies, also registered 
significant increase. Figures of complaints registered during 2020 and 2021 are as 
follows:

The complaints against the above mentioned major agencies related to their 

primary functions and manifest gap in service delivery on their part. The nature of 
such complaints is summarized as follows:
♦ Delay in issuance of CNICs by NADRA. 
♦ Correction of record by NADRA.
♦ Application of DUP charges by NADRA.
♦ Delay in finalization of maturity claim by SLICP.
♦ Rejection of death claims on flimsy grounds by SLICP.
♦ Complex SLICP procedures and rules of business.
♦ Delay in settlement of pension claims by EOBI.
♦ Lengthy process of verification of service record by EOBI.
♦ Non delivery of parcels/money 

orders by Pakistan Post.
♦ Verification of degrees by HEC/ 

other professional regulators 
issued by universities in the 
private sector.

It is understood that a large number of 
above complaints could be redressed if 
agencies were to undertake an internal review of their policies /practices, simplify 
procedures, enhance diligence, adopt quality control standards and follow the 
prescribed time frame for delivery of various services to the consumers. It is also 
important that DISCOs and the gas companies develop an effective mechanism for 
self-correction as well as punishment to the delinquent officials for their 
negligence, inefficiency and malpractices. 

The Wafaqi Mohtasib Secretariat, Head Office, Islamabad received 13,816 
complaints during the year. The largest number of complaints were received at the 
Regional Office (R.O) Lahore which stood at 22,510. The receipt of complaints in 
the Regional Offices during 2021 is given in the table below:

The increase in receipt of complaints in 
the Regional offices can be attributed to 
ever increasing population pressure or 
flawed delivery of services by public 
agencies and the chronic constraints of 
limited resources and unlimited 
demand. All these issues call for 
concerted efforts by the Government 
and the Federal agencies to renew their 
commitment to implementing the terms 
of social contract as stipulated in the 
Constitution of Pakistan.

DISCOs and the gas companies 
should develop an effective 
mechanism for self-correction as 
well as punishment to the 
delinquent officials for their 
negligence, inefficiency and 
malpractices.

Name of Regional Office Number of complaints 2021 
Lahore 22,510 
Karachi 14,297 
Hyderabad 7,726 
Bahawalpur 7,589 
Quetta 7,416 
Sukkur 6,962 
Multan 6,863 
Peshawar 5,256 
Faisalabad 5,080 
D.I Khan 4,724 
Gujranwala 3,922 
Abbottabad 2,610 
Kharan 1,023 
Sargodha 613 
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VOLUME, CAUSES AND REDRESSAL OF COMPLAINTS AGAINST MAJOR AGENCIES  

The year 2021 remained under the shadow of COVID-19 pandemic and its variants. 
However, the Wafaqi Mohtasib Secretariat took special measures to ensure that it 
continues to dispense speedy justice to the aggrieved citizens without any 
interruption. This is borne out by the numbers as the receipt of complaints and 
their disposal during the current year continued with unabated vigour. 

The total number of receipts during the year under review was 110,398. It was 
133,521 in 2020 which included around 39,700 complaints regarding disbursement 
of financial assistance under Benazir Income Support Program (BISP)/Ehsaas 
Program alone and its one time grant introduced in the wake of COVID -19 
pandemic. The total disposal stood at 106,808 in 2021 reflecting an impressive rate 
of 96.62%.Unlike the last year, LESCO, SNGPL and SSGCL were the agencies 
against which the highest number of complaints were received which stood at 
17,262; 9,287 and 8,978, respectively.

The decline in the number of complaints about the BISP/Ehsaas Programme this 
year could also be attributed to the successful efforts by the Agency to plug the gap 
in the delivery of its services and completion of disbursement of one time grant to 
mitigate the adverse effects of the COVID-19 pandemic.

DISCOs against which a large number of complaints were registered during the 
year under review were as follows;

The data at hand about the DISCOs and the gas companies indicates marked 
increase in the number of complaints 
over the last year. Most of these 
complaints were regarding over billing, 
irregular billing, unjustified detection 
charges and delays in connection, 
sub-standard maintenance and 
unscheduled load shedding. Another 
common complaint repeated over the 
past many years was discourteous 
attitude of the service staff of these 
companies towards the consumers. The 
continued repetition of the aforesaid 
complaints and an unwelcome increase in numbers suggest that the electric and 
the gas companies did not take adequate remedial measures to address those 
issues.

The other major agencies complained against during 2021 were:

It can be seen from the data given below that the number of complaints against 
some of the major agencies, other than electric and gas companies, also registered 
significant increase. Figures of complaints registered during 2020 and 2021 are as 
follows:

The complaints against the above mentioned major agencies related to their 

primary functions and manifest gap in service delivery on their part. The nature of 
such complaints is summarized as follows:
♦ Delay in issuance of CNICs by NADRA. 
♦ Correction of record by NADRA.
♦ Application of DUP charges by NADRA.
♦ Delay in finalization of maturity claim by SLICP.
♦ Rejection of death claims on flimsy grounds by SLICP.
♦ Complex SLICP procedures and rules of business.
♦ Delay in settlement of pension claims by EOBI.
♦ Lengthy process of verification of service record by EOBI.
♦ Non delivery of parcels/money 

orders by Pakistan Post.
♦ Verification of degrees by HEC/ 

other professional regulators 
issued by universities in the 
private sector.

It is understood that a large number of 
above complaints could be redressed if 
agencies were to undertake an internal review of their policies /practices, simplify 
procedures, enhance diligence, adopt quality control standards and follow the 
prescribed time frame for delivery of various services to the consumers. It is also 
important that DISCOs and the gas companies develop an effective mechanism for 
self-correction as well as punishment to the delinquent officials for their 
negligence, inefficiency and malpractices. 

The Wafaqi Mohtasib Secretariat, Head Office, Islamabad received 13,816 
complaints during the year. The largest number of complaints were received at the 
Regional Office (R.O) Lahore which stood at 22,510. The receipt of complaints in 
the Regional Offices during 2021 is given in the table below:

The increase in receipt of complaints in 
the Regional offices can be attributed to 
ever increasing population pressure or 
flawed delivery of services by public 
agencies and the chronic constraints of 
limited resources and unlimited 
demand. All these issues call for 
concerted efforts by the Government 
and the Federal agencies to renew their 
commitment to implementing the terms 
of social contract as stipulated in the 
Constitution of Pakistan.

It is understood that majority of  
complaints could be redressed if 
agencies were to undertake an 
internal review of their policies/ 
practices, simplify procedures, 
enhance diligence, adopt quality 
control standards and follow the 
prescribed time frame. 
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In any judicial or quasi-judicial system, review of a decision, order or 
recommendation is generally provided for. This provision is in conformity with the 
constitutional law and is also expressly provided in the statutes governing the 
functioning of the Office of Wafaqi Mohtasib. President's Order No. 1 of 1983 
through which the Office of Wafaqi Mohtasib was established contains a provision 
under Article 11 (2A) which states that if after considering the reasons of the 
Agency in respect of his recommendations, the Wafaqi Mohtasib is satisfied that no 
case of maladministration is made out he may alter, modify, amend or recall the 
recommendations made, 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. The said clause was inserted in the P.O. No.1 of 1983 vide Ordinance No. 
LXXII of 2002. 

Subsequently, a new Act namely Federal Ombudsmen Institutional Reforms Act, 
2013 was enacted and brought into force on 20 March 2013. Under Section 13 (1) 
of the aforesaid Act, the Ombudsman 
has been empowered to review any 
findings, recommendations, order or 
decision on a review petition made by 
an aggrieved party within 30 days of 
the findings, recommendations, order 
or decision. In order to ensure that all 
the review petitions are decided 
expeditiously, Section 13 (2) of the Act 
ibid requires the Ombudsman to decide 
the review petition within 45 days. Further, Section 13 (3) of the Act provides that 
in review, the Ombudsman may alter, modify, amend or recall the 

recommendation, order or decision. 

Once a review petition is received, from an aggrieved party in the Registration 
Branch of the Wafaqi Mohtasib Secretariat, Islamabad or any of its regional offices 
throughout Pakistan, the respective Registration Branch determines the 
admissibility thereof and, after seeking approval of the competent authority, 
transfers the file to the Review Branch which is headed by an experienced officer. 
The Review Branch is composed of senior officials who are well abreast of their 
duties regarding putting up the entire record of the case to the review team, 
issuance of hearing notice, making arrangements for holding the hearings, 
collecting the additional documents / material provided by the parties during the 
hearing, dispatching the Revised Findings to the parties concerned after approval 
and signatures of the Wafaqi Mohtasib and, thereafter, consigning the file to the 
Record Section.

The Wafaqi Mohtasib himself heard a number of review petitions alongwith his 
Associate Advisor and, later in the year, constituted a team for this purpose. The 
review team comprises two very senior and seasoned officers having vast 
experience of public service. They 
examine the issue in its entirety after 
affording full opportunity of being 
heard to the parties concerned. They 
minutely scrutinize the documents 
submitted by the parties to the dispute, 
thrash out the issues raised in the 
review petition from the 
administrative, financial and legal 
angles and reach logical conclusion to formulate their recommendations in a 
transparent manner and on merit. The review team prepares the draft Revised 
Findings accordingly and submits the same to the Wafaqi Mohtasib for approval. 

Once the Wafaqi Mohtasib approves the Revised Findings the same are 
immediately sent to the IT wing of the Wafaqi Mohtasib Secretariat for scanning 
and uploading in the Complaint Management Information System (CMIS). If the 
review petition is decided in favour of the complainant and a time frame is given to 
the Agency to implement the decision and submit compliance report, the Revised 
Findings are placed on the interface of the Implementation Wing of the WMS 
which has a strong team of officers headed by a Senior Advisor. The team ensures 
that the recommendations given in the Revised Findings are implemented by the 
Agency concerned within the prescribed time limit.  The complainant is informed 
about the decision through an auto generated SMS from the CMIS and 
subsequently the attested copies of the approved Revised Findings are also 
dispatched to him and the Agency concerned by the Review Branch. 

Progress on Processing of Review Petitions

During the year under report, only 947 review petitions were received either from 
the complainants or the Agency concerned. A total of 147 review petitions pending 
during the last two months of the preceding year were also processed, making the 
total as 1,094, as compared to 1,103 review petitions processed last year. Out of the 
1,094 review petitions processed during the year 2021, a total of 920 petitions were 
decided whereas the remaining ones are at different stages of processing.  Every 
effort was made to decide the review petitions within the statutory limit of 45 days. 
However, in complex cases where several hearings were conducted and the Agency 
was advised to provide essential details/documents, more time was given to bring 
the case to a logical conclusion and to take a meaningful and just decision.

The following table depicts the disposal of review petitions both at the head office 
and all the regional offices of the WMS during the year 2021:-

The number of review petitions filed by the Agencies concerned during the year 
2021 alone were 315 as compared to the last year’s number of 408. Similarly, the 
review petitions filed by the complainants registered a downward trend and were 

The Ombudsman is empowered to 
review any findings, 
recommendations, order or 
decision on a review petition made 
by an aggrieved party within 30 
days of the findings, 
recommendations, order or 
decision.

CHAPTER 4
DISPOSAL OF REVIEW PETITIONS

Federal Ombudsman, Syed Tahir Shahbaz conducting hearing proceedings in a review case. 

confined to 632 in the year under report, as compared to 695 filed last year. It is 
reassuring to note that the number of review petitions filed during the year 2021 
constitutes only 0.89 % of the total disposal of complaints as compared to 1.4 % in 
2019 and 0.84 % during the year 2020. As usual, the number of review petitions 
filed against DISCOs remained the highest (400). However, this number compares 
favourably with the last year's number of 494 petitions against the DISCOs. The 
other Agencies against whom the review petitions were received in the WMS 
during the year 2021 were SNGPL (150 as against previous year’s figure of 189), 
SSGCL (41 against 82 last year), NBP (31), NADRA (15), SLICP (14), AIOU (14), 
PPOD (13) and Estate Office (13). Review petitions involving some other agencies 
such as ICT administration, PTCL, HEC, FIA, Pakistan Railways, AGPR and 
FGEHA etc. were also received but those were in very small number.

Inference

The Office of Wafaqi Mohtasib has continued to concentrate on the quality of its 
findings, recommendations decisions and orders. The fact that against the total 
number of 106,808 complaints disposed of during 2021, only 947 fresh review 
petitions were received during the year, clearly indicates the level of confidence 
reposed by the complainants as well as the agencies in the soundness and 
authenticity of the decisions of the 
Mohtasib. It is also encouraging to see 
that the number of review petitions has 
consecutively remained less than 1% of 
the total decisions taken during the last 
two years. The credibility of the 
decisions of the Mohtasib is also evident 
from the fact that only 753 
representations were filed against 
those, either by the agencies or the 
complainants, before the Hon’ble 
President. This constitutes only 0.70% 
of the total disposal of complaints. It is 
further encouraging to observe that out of the total number of decisions of the 
President received during the year under report, he was pleased to accept only 
3.75% representations filed either by the Agency or the complainant. 

The very little number of reviews and representations filed against the decisions of 
the Wafaqi Mohtasib is a clear manifestation of the fact that the Office of Wafaqi 
Mohtasib has come of age and has turned into one of the most responsive and 
effective institutions of the country providing relief to the common citizens against 
maladministration by government agencies. 
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DISPOSAL OF REVIEW PETITIONS

In any judicial or quasi-judicial system, review of a decision, order or 
recommendation is generally provided for. This provision is in conformity with the 
constitutional law and is also expressly provided in the statutes governing the 
functioning of the Office of Wafaqi Mohtasib. President's Order No. 1 of 1983 
through which the Office of Wafaqi Mohtasib was established contains a provision 
under Article 11 (2A) which states that if after considering the reasons of the 
Agency in respect of his recommendations, the Wafaqi Mohtasib is satisfied that no 
case of maladministration is made out he may alter, modify, amend or recall the 
recommendations made, 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. The said clause was inserted in the P.O. No.1 of 1983 vide Ordinance No. 
LXXII of 2002. 

Subsequently, a new Act namely Federal Ombudsmen Institutional Reforms Act, 
2013 was enacted and brought into force on 20 March 2013. Under Section 13 (1) 
of the aforesaid Act, the Ombudsman 
has been empowered to review any 
findings, recommendations, order or 
decision on a review petition made by 
an aggrieved party within 30 days of 
the findings, recommendations, order 
or decision. In order to ensure that all 
the review petitions are decided 
expeditiously, Section 13 (2) of the Act 
ibid requires the Ombudsman to decide 
the review petition within 45 days. Further, Section 13 (3) of the Act provides that 
in review, the Ombudsman may alter, modify, amend or recall the 

recommendation, order or decision. 

Once a review petition is received, from an aggrieved party in the Registration 
Branch of the Wafaqi Mohtasib Secretariat, Islamabad or any of its regional offices 
throughout Pakistan, the respective Registration Branch determines the 
admissibility thereof and, after seeking approval of the competent authority, 
transfers the file to the Review Branch which is headed by an experienced officer. 
The Review Branch is composed of senior officials who are well abreast of their 
duties regarding putting up the entire record of the case to the review team, 
issuance of hearing notice, making arrangements for holding the hearings, 
collecting the additional documents / material provided by the parties during the 
hearing, dispatching the Revised Findings to the parties concerned after approval 
and signatures of the Wafaqi Mohtasib and, thereafter, consigning the file to the 
Record Section.

The Wafaqi Mohtasib himself heard a number of review petitions alongwith his 
Associate Advisor and, later in the year, constituted a team for this purpose. The 
review team comprises two very senior and seasoned officers having vast 
experience of public service. They 
examine the issue in its entirety after 
affording full opportunity of being 
heard to the parties concerned. They 
minutely scrutinize the documents 
submitted by the parties to the dispute, 
thrash out the issues raised in the 
review petition from the 
administrative, financial and legal 
angles and reach logical conclusion to formulate their recommendations in a 
transparent manner and on merit. The review team prepares the draft Revised 
Findings accordingly and submits the same to the Wafaqi Mohtasib for approval. 

Once the Wafaqi Mohtasib approves the Revised Findings the same are 
immediately sent to the IT wing of the Wafaqi Mohtasib Secretariat for scanning 
and uploading in the Complaint Management Information System (CMIS). If the 
review petition is decided in favour of the complainant and a time frame is given to 
the Agency to implement the decision and submit compliance report, the Revised 
Findings are placed on the interface of the Implementation Wing of the WMS 
which has a strong team of officers headed by a Senior Advisor. The team ensures 
that the recommendations given in the Revised Findings are implemented by the 
Agency concerned within the prescribed time limit.  The complainant is informed 
about the decision through an auto generated SMS from the CMIS and 
subsequently the attested copies of the approved Revised Findings are also 
dispatched to him and the Agency concerned by the Review Branch. 

Progress on Processing of Review Petitions

During the year under report, only 947 review petitions were received either from 
the complainants or the Agency concerned. A total of 147 review petitions pending 
during the last two months of the preceding year were also processed, making the 
total as 1,094, as compared to 1,103 review petitions processed last year. Out of the 
1,094 review petitions processed during the year 2021, a total of 920 petitions were 
decided whereas the remaining ones are at different stages of processing.  Every 
effort was made to decide the review petitions within the statutory limit of 45 days. 
However, in complex cases where several hearings were conducted and the Agency 
was advised to provide essential details/documents, more time was given to bring 
the case to a logical conclusion and to take a meaningful and just decision.

The following table depicts the disposal of review petitions both at the head office 
and all the regional offices of the WMS during the year 2021:-

The number of review petitions filed by the Agencies concerned during the year 
2021 alone were 315 as compared to the last year’s number of 408. Similarly, the 
review petitions filed by the complainants registered a downward trend and were 

The review team comprises two 
very senior and seasoned officers 
having vast experience of public 
service. They examine the issue in 
its entirety after affording full 
opportunity of being heard to the 
parties concerned. 

Federal Ombudsman, Syed Tahir Shahbaz hearing a review petition meeting at Head Office, Islamabad.

confined to 632 in the year under report, as compared to 695 filed last year. It is 
reassuring to note that the number of review petitions filed during the year 2021 
constitutes only 0.89 % of the total disposal of complaints as compared to 1.4 % in 
2019 and 0.84 % during the year 2020. As usual, the number of review petitions 
filed against DISCOs remained the highest (400). However, this number compares 
favourably with the last year's number of 494 petitions against the DISCOs. The 
other Agencies against whom the review petitions were received in the WMS 
during the year 2021 were SNGPL (150 as against previous year’s figure of 189), 
SSGCL (41 against 82 last year), NBP (31), NADRA (15), SLICP (14), AIOU (14), 
PPOD (13) and Estate Office (13). Review petitions involving some other agencies 
such as ICT administration, PTCL, HEC, FIA, Pakistan Railways, AGPR and 
FGEHA etc. were also received but those were in very small number.

Inference

The Office of Wafaqi Mohtasib has continued to concentrate on the quality of its 
findings, recommendations decisions and orders. The fact that against the total 
number of 106,808 complaints disposed of during 2021, only 947 fresh review 
petitions were received during the year, clearly indicates the level of confidence 
reposed by the complainants as well as the agencies in the soundness and 
authenticity of the decisions of the 
Mohtasib. It is also encouraging to see 
that the number of review petitions has 
consecutively remained less than 1% of 
the total decisions taken during the last 
two years. The credibility of the 
decisions of the Mohtasib is also evident 
from the fact that only 753 
representations were filed against 
those, either by the agencies or the 
complainants, before the Hon’ble 
President. This constitutes only 0.70% 
of the total disposal of complaints. It is 
further encouraging to observe that out of the total number of decisions of the 
President received during the year under report, he was pleased to accept only 
3.75% representations filed either by the Agency or the complainant. 

The very little number of reviews and representations filed against the decisions of 
the Wafaqi Mohtasib is a clear manifestation of the fact that the Office of Wafaqi 
Mohtasib has come of age and has turned into one of the most responsive and 
effective institutions of the country providing relief to the common citizens against 
maladministration by government agencies. 
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DISPOSAL OF REVIEW PETITIONS

In any judicial or quasi-judicial system, review of a decision, order or 
recommendation is generally provided for. This provision is in conformity with the 
constitutional law and is also expressly provided in the statutes governing the 
functioning of the Office of Wafaqi Mohtasib. President's Order No. 1 of 1983 
through which the Office of Wafaqi Mohtasib was established contains a provision 
under Article 11 (2A) which states that if after considering the reasons of the 
Agency in respect of his recommendations, the Wafaqi Mohtasib is satisfied that no 
case of maladministration is made out he may alter, modify, amend or recall the 
recommendations made, 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. The said clause was inserted in the P.O. No.1 of 1983 vide Ordinance No. 
LXXII of 2002. 

Subsequently, a new Act namely Federal Ombudsmen Institutional Reforms Act, 
2013 was enacted and brought into force on 20 March 2013. Under Section 13 (1) 
of the aforesaid Act, the Ombudsman 
has been empowered to review any 
findings, recommendations, order or 
decision on a review petition made by 
an aggrieved party within 30 days of 
the findings, recommendations, order 
or decision. In order to ensure that all 
the review petitions are decided 
expeditiously, Section 13 (2) of the Act 
ibid requires the Ombudsman to decide 
the review petition within 45 days. Further, Section 13 (3) of the Act provides that 
in review, the Ombudsman may alter, modify, amend or recall the 

recommendation, order or decision. 

Once a review petition is received, from an aggrieved party in the Registration 
Branch of the Wafaqi Mohtasib Secretariat, Islamabad or any of its regional offices 
throughout Pakistan, the respective Registration Branch determines the 
admissibility thereof and, after seeking approval of the competent authority, 
transfers the file to the Review Branch which is headed by an experienced officer. 
The Review Branch is composed of senior officials who are well abreast of their 
duties regarding putting up the entire record of the case to the review team, 
issuance of hearing notice, making arrangements for holding the hearings, 
collecting the additional documents / material provided by the parties during the 
hearing, dispatching the Revised Findings to the parties concerned after approval 
and signatures of the Wafaqi Mohtasib and, thereafter, consigning the file to the 
Record Section.

The Wafaqi Mohtasib himself heard a number of review petitions alongwith his 
Associate Advisor and, later in the year, constituted a team for this purpose. The 
review team comprises two very senior and seasoned officers having vast 
experience of public service. They 
examine the issue in its entirety after 
affording full opportunity of being 
heard to the parties concerned. They 
minutely scrutinize the documents 
submitted by the parties to the dispute, 
thrash out the issues raised in the 
review petition from the 
administrative, financial and legal 
angles and reach logical conclusion to formulate their recommendations in a 
transparent manner and on merit. The review team prepares the draft Revised 
Findings accordingly and submits the same to the Wafaqi Mohtasib for approval. 

Once the Wafaqi Mohtasib approves the Revised Findings the same are 
immediately sent to the IT wing of the Wafaqi Mohtasib Secretariat for scanning 
and uploading in the Complaint Management Information System (CMIS). If the 
review petition is decided in favour of the complainant and a time frame is given to 
the Agency to implement the decision and submit compliance report, the Revised 
Findings are placed on the interface of the Implementation Wing of the WMS 
which has a strong team of officers headed by a Senior Advisor. The team ensures 
that the recommendations given in the Revised Findings are implemented by the 
Agency concerned within the prescribed time limit.  The complainant is informed 
about the decision through an auto generated SMS from the CMIS and 
subsequently the attested copies of the approved Revised Findings are also 
dispatched to him and the Agency concerned by the Review Branch. 

Progress on Processing of Review Petitions

During the year under report, only 947 review petitions were received either from 
the complainants or the Agency concerned. A total of 147 review petitions pending 
during the last two months of the preceding year were also processed, making the 
total as 1,094, as compared to 1,103 review petitions processed last year. Out of the 
1,094 review petitions processed during the year 2021, a total of 920 petitions were 
decided whereas the remaining ones are at different stages of processing.  Every 
effort was made to decide the review petitions within the statutory limit of 45 days. 
However, in complex cases where several hearings were conducted and the Agency 
was advised to provide essential details/documents, more time was given to bring 
the case to a logical conclusion and to take a meaningful and just decision.

The following table depicts the disposal of review petitions both at the head office 
and all the regional offices of the WMS during the year 2021:-

The number of review petitions filed by the Agencies concerned during the year 
2021 alone were 315 as compared to the last year’s number of 408. Similarly, the 
review petitions filed by the complainants registered a downward trend and were 

confined to 632 in the year under report, as compared to 695 filed last year. It is 
reassuring to note that the number of review petitions filed during the year 2021 
constitutes only 0.89 % of the total disposal of complaints as compared to 1.4 % in 
2019 and 0.84 % during the year 2020. As usual, the number of review petitions 
filed against DISCOs remained the highest (400). However, this number compares 
favourably with the last year's number of 494 petitions against the DISCOs. The 
other Agencies against whom the review petitions were received in the WMS 
during the year 2021 were SNGPL (150 as against previous year’s figure of 189), 
SSGCL (41 against 82 last year), NBP (31), NADRA (15), SLICP (14), AIOU (14), 
PPOD (13) and Estate Office (13). Review petitions involving some other agencies 
such as ICT administration, PTCL, HEC, FIA, Pakistan Railways, AGPR and 
FGEHA etc. were also received but those were in very small number.

Inference

The Office of Wafaqi Mohtasib has continued to concentrate on the quality of its 
findings, recommendations decisions and orders. The fact that against the total 
number of 106,808 complaints disposed of during 2021, only 947 fresh review 
petitions were received during the year, clearly indicates the level of confidence 
reposed by the complainants as well as the agencies in the soundness and 
authenticity of the decisions of the 
Mohtasib. It is also encouraging to see 
that the number of review petitions has 
consecutively remained less than 1% of 
the total decisions taken during the last 
two years. The credibility of the 
decisions of the Mohtasib is also evident 
from the fact that only 753 
representations were filed against 
those, either by the agencies or the 
complainants, before the Hon’ble 
President. This constitutes only 0.70% 
of the total disposal of complaints. It is 
further encouraging to observe that out of the total number of decisions of the 
President received during the year under report, he was pleased to accept only 
3.75% representations filed either by the Agency or the complainant. 

The very little number of reviews and representations filed against the decisions of 
the Wafaqi Mohtasib is a clear manifestation of the fact that the Office of Wafaqi 
Mohtasib has come of age and has turned into one of the most responsive and 
effective institutions of the country providing relief to the common citizens against 
maladministration by government agencies. 

Head Office/Regional Offices 
Work load (Including the 

backlog of 2020) 
No. of Review Petitions 
disposed of during 2021 

Head Office  343 296 
Regional Office, Lahore 129 113 
Regional Office, Karachi 39 38 
Regional Office, Peshawar 175 159 
Regional Office, Quetta 65 57 
Regional Office, Multan 143 88 
Regional Office, Faisalabad 70 58 
Regional Office, Gujranwala  46 37 
Regional Office, Bahawalpur  05 05 
Regional Office, Hyderabad  52 44 
Regional Office, Sukkur 01 01 
Regional Office, D.I. Khan 23 22 
Regional Office, Abbottabad  03 02 
Total: 1,094 920 
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DISPOSAL OF REVIEW PETITIONS

In any judicial or quasi-judicial system, review of a decision, order or 
recommendation is generally provided for. This provision is in conformity with the 
constitutional law and is also expressly provided in the statutes governing the 
functioning of the Office of Wafaqi Mohtasib. President's Order No. 1 of 1983 
through which the Office of Wafaqi Mohtasib was established contains a provision 
under Article 11 (2A) which states that if after considering the reasons of the 
Agency in respect of his recommendations, the Wafaqi Mohtasib is satisfied that no 
case of maladministration is made out he may alter, modify, amend or recall the 
recommendations made, 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. The said clause was inserted in the P.O. No.1 of 1983 vide Ordinance No. 
LXXII of 2002. 

Subsequently, a new Act namely Federal Ombudsmen Institutional Reforms Act, 
2013 was enacted and brought into force on 20 March 2013. Under Section 13 (1) 
of the aforesaid Act, the Ombudsman 
has been empowered to review any 
findings, recommendations, order or 
decision on a review petition made by 
an aggrieved party within 30 days of 
the findings, recommendations, order 
or decision. In order to ensure that all 
the review petitions are decided 
expeditiously, Section 13 (2) of the Act 
ibid requires the Ombudsman to decide 
the review petition within 45 days. Further, Section 13 (3) of the Act provides that 
in review, the Ombudsman may alter, modify, amend or recall the 

recommendation, order or decision. 

Once a review petition is received, from an aggrieved party in the Registration 
Branch of the Wafaqi Mohtasib Secretariat, Islamabad or any of its regional offices 
throughout Pakistan, the respective Registration Branch determines the 
admissibility thereof and, after seeking approval of the competent authority, 
transfers the file to the Review Branch which is headed by an experienced officer. 
The Review Branch is composed of senior officials who are well abreast of their 
duties regarding putting up the entire record of the case to the review team, 
issuance of hearing notice, making arrangements for holding the hearings, 
collecting the additional documents / material provided by the parties during the 
hearing, dispatching the Revised Findings to the parties concerned after approval 
and signatures of the Wafaqi Mohtasib and, thereafter, consigning the file to the 
Record Section.

The Wafaqi Mohtasib himself heard a number of review petitions alongwith his 
Associate Advisor and, later in the year, constituted a team for this purpose. The 
review team comprises two very senior and seasoned officers having vast 
experience of public service. They 
examine the issue in its entirety after 
affording full opportunity of being 
heard to the parties concerned. They 
minutely scrutinize the documents 
submitted by the parties to the dispute, 
thrash out the issues raised in the 
review petition from the 
administrative, financial and legal 
angles and reach logical conclusion to formulate their recommendations in a 
transparent manner and on merit. The review team prepares the draft Revised 
Findings accordingly and submits the same to the Wafaqi Mohtasib for approval. 

Once the Wafaqi Mohtasib approves the Revised Findings the same are 
immediately sent to the IT wing of the Wafaqi Mohtasib Secretariat for scanning 
and uploading in the Complaint Management Information System (CMIS). If the 
review petition is decided in favour of the complainant and a time frame is given to 
the Agency to implement the decision and submit compliance report, the Revised 
Findings are placed on the interface of the Implementation Wing of the WMS 
which has a strong team of officers headed by a Senior Advisor. The team ensures 
that the recommendations given in the Revised Findings are implemented by the 
Agency concerned within the prescribed time limit.  The complainant is informed 
about the decision through an auto generated SMS from the CMIS and 
subsequently the attested copies of the approved Revised Findings are also 
dispatched to him and the Agency concerned by the Review Branch. 

Progress on Processing of Review Petitions

During the year under report, only 947 review petitions were received either from 
the complainants or the Agency concerned. A total of 147 review petitions pending 
during the last two months of the preceding year were also processed, making the 
total as 1,094, as compared to 1,103 review petitions processed last year. Out of the 
1,094 review petitions processed during the year 2021, a total of 920 petitions were 
decided whereas the remaining ones are at different stages of processing.  Every 
effort was made to decide the review petitions within the statutory limit of 45 days. 
However, in complex cases where several hearings were conducted and the Agency 
was advised to provide essential details/documents, more time was given to bring 
the case to a logical conclusion and to take a meaningful and just decision.

The following table depicts the disposal of review petitions both at the head office 
and all the regional offices of the WMS during the year 2021:-

The number of review petitions filed by the Agencies concerned during the year 
2021 alone were 315 as compared to the last year’s number of 408. Similarly, the 
review petitions filed by the complainants registered a downward trend and were 

confined to 632 in the year under report, as compared to 695 filed last year. It is 
reassuring to note that the number of review petitions filed during the year 2021 
constitutes only 0.89 % of the total disposal of complaints as compared to 1.4 % in 
2019 and 0.84 % during the year 2020. As usual, the number of review petitions 
filed against DISCOs remained the highest (400). However, this number compares 
favourably with the last year's number of 494 petitions against the DISCOs. The 
other Agencies against whom the review petitions were received in the WMS 
during the year 2021 were SNGPL (150 as against previous year’s figure of 189), 
SSGCL (41 against 82 last year), NBP (31), NADRA (15), SLICP (14), AIOU (14), 
PPOD (13) and Estate Office (13). Review petitions involving some other agencies 
such as ICT administration, PTCL, HEC, FIA, Pakistan Railways, AGPR and 
FGEHA etc. were also received but those were in very small number.

Inference

The Office of Wafaqi Mohtasib has continued to concentrate on the quality of its 
findings, recommendations decisions and orders. The fact that against the total 
number of 106,808 complaints disposed of during 2021, only 947 fresh review 
petitions were received during the year, clearly indicates the level of confidence 
reposed by the complainants as well as the agencies in the soundness and 
authenticity of the decisions of the 
Mohtasib. It is also encouraging to see 
that the number of review petitions has 
consecutively remained less than 1% of 
the total decisions taken during the last 
two years. The credibility of the 
decisions of the Mohtasib is also evident 
from the fact that only 753 
representations were filed against 
those, either by the agencies or the 
complainants, before the Hon’ble 
President. This constitutes only 0.70% 
of the total disposal of complaints. It is 
further encouraging to observe that out of the total number of decisions of the 
President received during the year under report, he was pleased to accept only 
3.75% representations filed either by the Agency or the complainant. 

The very little number of reviews and representations filed against the decisions of 
the Wafaqi Mohtasib is a clear manifestation of the fact that the Office of Wafaqi 
Mohtasib has come of age and has turned into one of the most responsive and 
effective institutions of the country providing relief to the common citizens against 
maladministration by government agencies. 

The fact that against the total 
number of 106,808 complaints 
disposed of during 2021, only 947 
fresh review petitions were 
received during the year, clearly 
indicates the level of confidence 
reposed by the complainants as 
well as the agencies in the 
soundness and authenticity of the 
decisions of the Mohtasib.
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The objective of dispensing speedy justice without financial burden on the 
complainants could be best achieved if an effective and robust mechanism for 
executing the orders/recommendations of the Wafaqi Mohtasib was in place. 
Accordingly, the Wafaqi Mohtasib Secretariat (WMS) established an 
Implementation Wing at the Head Office in 2007 with the specific mandate of 
pursuing agencies to provide either a compliance report or evidence that the 
Agency had asked for reconsideration of the case or had represented to the 
Honourable President against the findings of the Wafaqi Mohtasib. Subsequently, 
Implementation Wings were also established in all Regional Offices to ensure that 
the findings/recommendations stood implemented in accordance with the 
provisions of the President’s Order No. 1 of 1983.

Simultaneously, a professionally developed Complaint Management Information 
System (CMIS) was launched to effectively monitor the implementation status of 
the decisions/findings of the Wafaqi Mohtasib. Standard Operating Procedures 
(SOPs) were developed to fine tune the 
CMIS for efficient monitoring of the 
recommendations/findings of the 
Wafaqi Mohtasib’s Office. Today, the 
institution is making use of a 
state-of-the-art facility incorporating 
latest technology and modern IT tools 
to further enhance efficiency of its 
complaint management system. Strengths of this system and its role in promoting 
the service delivery of the Wafaqi Mohtasib’s Office has been discussed at some 
length in the chapter titled, ‘Complaint Management Information System (CMIS)’. 

The legal and institutional framework 
of the Wafaqi Mohtasib’s Office 
stipulates an elaborate implementation 
regime in terms of the provisions of the 
President’s Order No. 1 of 1983 and the 
Federal Ombudsmen Institutional 
Reforms Act of 2013. The Wafaqi 
Mohtasib is allowed to use powers 
under Civil Procedure Code (CPC) 1908 
and initiate the proceedings of defiance 
of his recommendations. In addition, the 
Wafaqi Mohtasib is authorized to direct criminal or disciplinary action against the 
public functionary on account of maladministration. He could also grant 
compensation to aggrieved citizen against the functionary of the Agency 
responsible for such maladministration. 
The Wafaqi Mohtasib has also powers to 
deal with complaints found to be false or 
frivolous. In such cases, the Wafaqi 
Mohtasib can grant compensation to 
such public functionary or Agency 
against whom the complaint was made. 
The Federal Ombudsmen Institutional 
Reforms Act, 2013 has further 
empowered the Wafaqi Mohtasib to 
exercise the powers of contempt of court as allowed under Contempt of Court 
Ordinance, 2003 for non implementation of his recommendations/ decisions. 

Implementation Process  

As per procedures laid down under Wafaqi Mohtasib (Investigation and Disposal of 
Complaints) Regulations, 2013 all agencies are given a timeline for 
implementation of the recommendation/decision of Wafaqi Mohtasib. After expiry 
of the given time period, the Wafaqi Mohtasib Secretariat holds frequent meetings 
with representatives of the concerned agencies. Such meetings have proved to be 
very effective, as majority of the recommendations of the Wafaqi Mohtasib are 
implemented by the agencies without the necessity of invoking the punitive legal 
provisions.

Implementation Progress

During the year under review, 46,537 findings of the Wafaqi Mohtasib were issued 
for implementation by various Federal agencies. Following the concerted efforts by 
the Implementation Wing, 42,782 findings were implemented reflecting an 

impressive rate of 92%. The implementation rate during 2020 was 91.4%. The 
given improvement in the rate of implementation in 2021 marks the growing trust 
and confidence of all stakeholders in the Wafaqi Mohtasib’s institutional propriety. 
The comparative statement of the implemented cases during 2020 and 2021 could 
be seen in the above table.

A detailed breakup of net implementable cases at the Head Office and Regional 
Offices alongwith those implemented during the year under review is as follows:

Further analysis of the implemented findings during 2021 suggests that majority 
of findings related to utility companies (gas and electricity) followed by CDA, PHA, 
NADRA, EOBI, Pakistan Post etc. The agency wise data showing net 
implementable findings and those implemented during the year 2021 is given 
below: 

  

Today, the institution is making 
use of a state-of-the-art facility 
incorporating latest technology 
and modern IT tools to further 
enhance efficiency of its complaint 
management system.

Federal Ombudsman, Syed Tahir Shahbaz chairing a progress review meeting on implementation of findings.

CHAPTER 5
IMPLEMENTATION FRAMEWORK
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IMPLEMENTATION FRAMEWORK

The objective of dispensing speedy justice without financial burden on the 
complainants could be best achieved if an effective and robust mechanism for 
executing the orders/recommendations of the Wafaqi Mohtasib was in place. 
Accordingly, the Wafaqi Mohtasib Secretariat (WMS) established an 
Implementation Wing at the Head Office in 2007 with the specific mandate of 
pursuing agencies to provide either a compliance report or evidence that the 
Agency had asked for reconsideration of the case or had represented to the 
Honourable President against the findings of the Wafaqi Mohtasib. Subsequently, 
Implementation Wings were also established in all Regional Offices to ensure that 
the findings/recommendations stood implemented in accordance with the 
provisions of the President’s Order No. 1 of 1983.

Simultaneously, a professionally developed Complaint Management Information 
System (CMIS) was launched to effectively monitor the implementation status of 
the decisions/findings of the Wafaqi Mohtasib. Standard Operating Procedures 
(SOPs) were developed to fine tune the 
CMIS for efficient monitoring of the 
recommendations/findings of the 
Wafaqi Mohtasib’s Office. Today, the 
institution is making use of a 
state-of-the-art facility incorporating 
latest technology and modern IT tools 
to further enhance efficiency of its 
complaint management system. Strengths of this system and its role in promoting 
the service delivery of the Wafaqi Mohtasib’s Office has been discussed at some 
length in the chapter titled, ‘Complaint Management Information System (CMIS)’. 

The legal and institutional framework 
of the Wafaqi Mohtasib’s Office 
stipulates an elaborate implementation 
regime in terms of the provisions of the 
President’s Order No. 1 of 1983 and the 
Federal Ombudsmen Institutional 
Reforms Act of 2013. The Wafaqi 
Mohtasib is allowed to use powers 
under Civil Procedure Code (CPC) 1908 
and initiate the proceedings of defiance 
of his recommendations. In addition, the 
Wafaqi Mohtasib is authorized to direct criminal or disciplinary action against the 
public functionary on account of maladministration. He could also grant 
compensation to aggrieved citizen against the functionary of the Agency 
responsible for such maladministration. 
The Wafaqi Mohtasib has also powers to 
deal with complaints found to be false or 
frivolous. In such cases, the Wafaqi 
Mohtasib can grant compensation to 
such public functionary or Agency 
against whom the complaint was made. 
The Federal Ombudsmen Institutional 
Reforms Act, 2013 has further 
empowered the Wafaqi Mohtasib to 
exercise the powers of contempt of court as allowed under Contempt of Court 
Ordinance, 2003 for non implementation of his recommendations/ decisions. 

Implementation Process  

As per procedures laid down under Wafaqi Mohtasib (Investigation and Disposal of 
Complaints) Regulations, 2013 all agencies are given a timeline for 
implementation of the recommendation/decision of Wafaqi Mohtasib. After expiry 
of the given time period, the Wafaqi Mohtasib Secretariat holds frequent meetings 
with representatives of the concerned agencies. Such meetings have proved to be 
very effective, as majority of the recommendations of the Wafaqi Mohtasib are 
implemented by the agencies without the necessity of invoking the punitive legal 
provisions.

Implementation Progress

During the year under review, 46,537 findings of the Wafaqi Mohtasib were issued 
for implementation by various Federal agencies. Following the concerted efforts by 
the Implementation Wing, 42,782 findings were implemented reflecting an 

impressive rate of 92%. The implementation rate during 2020 was 91.4%. The 
given improvement in the rate of implementation in 2021 marks the growing trust 
and confidence of all stakeholders in the Wafaqi Mohtasib’s institutional propriety. 
The comparative statement of the implemented cases during 2020 and 2021 could 
be seen in the above table.

A detailed breakup of net implementable cases at the Head Office and Regional 
Offices alongwith those implemented during the year under review is as follows:

Further analysis of the implemented findings during 2021 suggests that majority 
of findings related to utility companies (gas and electricity) followed by CDA, PHA, 
NADRA, EOBI, Pakistan Post etc. The agency wise data showing net 
implementable findings and those implemented during the year 2021 is given 
below: 

  

The Wafaqi Mohtasib is allowed to 
use powers under Civil Procedure 
Code (CPC) 1908 and initiate the 
proceedings of defiance of his 
recommendations. In addition, he 
is authorized to direct criminal or 
disciplinary action against the 
public functionary on account of 
maladministration.

The Federal Ombudsmen 
Institutional Reforms Act, 2013 
has further empowered the Wafaqi 
Mohtasib to exercise the powers of 
contempt of court as allowed under 
Contempt of Court Ordinance, 
2003 for non implementation of his 
recommendations/decisions. 

Year Net Implementable Implemented Implementation Rate (%) 
2020 52,281 47,797 91.4% 
2021 46,537 42,782 92%  
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IMPLEMENTATION FRAMEWORK

The objective of dispensing speedy justice without financial burden on the 
complainants could be best achieved if an effective and robust mechanism for 
executing the orders/recommendations of the Wafaqi Mohtasib was in place. 
Accordingly, the Wafaqi Mohtasib Secretariat (WMS) established an 
Implementation Wing at the Head Office in 2007 with the specific mandate of 
pursuing agencies to provide either a compliance report or evidence that the 
Agency had asked for reconsideration of the case or had represented to the 
Honourable President against the findings of the Wafaqi Mohtasib. Subsequently, 
Implementation Wings were also established in all Regional Offices to ensure that 
the findings/recommendations stood implemented in accordance with the 
provisions of the President’s Order No. 1 of 1983.

Simultaneously, a professionally developed Complaint Management Information 
System (CMIS) was launched to effectively monitor the implementation status of 
the decisions/findings of the Wafaqi Mohtasib. Standard Operating Procedures 
(SOPs) were developed to fine tune the 
CMIS for efficient monitoring of the 
recommendations/findings of the 
Wafaqi Mohtasib’s Office. Today, the 
institution is making use of a 
state-of-the-art facility incorporating 
latest technology and modern IT tools 
to further enhance efficiency of its 
complaint management system. Strengths of this system and its role in promoting 
the service delivery of the Wafaqi Mohtasib’s Office has been discussed at some 
length in the chapter titled, ‘Complaint Management Information System (CMIS)’. 

The legal and institutional framework 
of the Wafaqi Mohtasib’s Office 
stipulates an elaborate implementation 
regime in terms of the provisions of the 
President’s Order No. 1 of 1983 and the 
Federal Ombudsmen Institutional 
Reforms Act of 2013. The Wafaqi 
Mohtasib is allowed to use powers 
under Civil Procedure Code (CPC) 1908 
and initiate the proceedings of defiance 
of his recommendations. In addition, the 
Wafaqi Mohtasib is authorized to direct criminal or disciplinary action against the 
public functionary on account of maladministration. He could also grant 
compensation to aggrieved citizen against the functionary of the Agency 
responsible for such maladministration. 
The Wafaqi Mohtasib has also powers to 
deal with complaints found to be false or 
frivolous. In such cases, the Wafaqi 
Mohtasib can grant compensation to 
such public functionary or Agency 
against whom the complaint was made. 
The Federal Ombudsmen Institutional 
Reforms Act, 2013 has further 
empowered the Wafaqi Mohtasib to 
exercise the powers of contempt of court as allowed under Contempt of Court 
Ordinance, 2003 for non implementation of his recommendations/ decisions. 

Implementation Process  

As per procedures laid down under Wafaqi Mohtasib (Investigation and Disposal of 
Complaints) Regulations, 2013 all agencies are given a timeline for 
implementation of the recommendation/decision of Wafaqi Mohtasib. After expiry 
of the given time period, the Wafaqi Mohtasib Secretariat holds frequent meetings 
with representatives of the concerned agencies. Such meetings have proved to be 
very effective, as majority of the recommendations of the Wafaqi Mohtasib are 
implemented by the agencies without the necessity of invoking the punitive legal 
provisions.

Implementation Progress

During the year under review, 46,537 findings of the Wafaqi Mohtasib were issued 
for implementation by various Federal agencies. Following the concerted efforts by 
the Implementation Wing, 42,782 findings were implemented reflecting an 

impressive rate of 92%. The implementation rate during 2020 was 91.4%. The 
given improvement in the rate of implementation in 2021 marks the growing trust 
and confidence of all stakeholders in the Wafaqi Mohtasib’s institutional propriety. 
The comparative statement of the implemented cases during 2020 and 2021 could 
be seen in the above table.

A detailed breakup of net implementable cases at the Head Office and Regional 
Offices alongwith those implemented during the year under review is as follows:

Further analysis of the implemented findings during 2021 suggests that majority 
of findings related to utility companies (gas and electricity) followed by CDA, PHA, 
NADRA, EOBI, Pakistan Post etc. The agency wise data showing net 
implementable findings and those implemented during the year 2021 is given 
below: 

  

Offices Net Implementable Implemented 

H.O. Islamabad 2,815 2,244 

R.O. Abbottabad 1,263 1,127 

R.O. Bahawalpur 2,368 2,260 

R.O. D I Khan 4,001 3,719 

R.O. Faisalabad 1,966 1,789 

R.O. Gujranwala 994 900 

R.O. Hyderabad 2,085 1,864 

R.O. Karachi 5,416 4,944 

R.O. Kharan 127 68 

R.O. Lahore 14,136 13,581 

R.O. Multan 2,881 2,602 

R.O. Peshawar 2,875 2,635 

R.O. Quetta 2,094 1,964 

R.O. Sukkur 3,516 3,085 

Total 46,537 42,782 

Progress review meeting on implementation of findings at the Wafaqi Mohtasib Secretariat, Islamabad.
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IMPLEMENTATION FRAMEWORK

The objective of dispensing speedy justice without financial burden on the 
complainants could be best achieved if an effective and robust mechanism for 
executing the orders/recommendations of the Wafaqi Mohtasib was in place. 
Accordingly, the Wafaqi Mohtasib Secretariat (WMS) established an 
Implementation Wing at the Head Office in 2007 with the specific mandate of 
pursuing agencies to provide either a compliance report or evidence that the 
Agency had asked for reconsideration of the case or had represented to the 
Honourable President against the findings of the Wafaqi Mohtasib. Subsequently, 
Implementation Wings were also established in all Regional Offices to ensure that 
the findings/recommendations stood implemented in accordance with the 
provisions of the President’s Order No. 1 of 1983.

Simultaneously, a professionally developed Complaint Management Information 
System (CMIS) was launched to effectively monitor the implementation status of 
the decisions/findings of the Wafaqi Mohtasib. Standard Operating Procedures 
(SOPs) were developed to fine tune the 
CMIS for efficient monitoring of the 
recommendations/findings of the 
Wafaqi Mohtasib’s Office. Today, the 
institution is making use of a 
state-of-the-art facility incorporating 
latest technology and modern IT tools 
to further enhance efficiency of its 
complaint management system. Strengths of this system and its role in promoting 
the service delivery of the Wafaqi Mohtasib’s Office has been discussed at some 
length in the chapter titled, ‘Complaint Management Information System (CMIS)’. 

The legal and institutional framework 
of the Wafaqi Mohtasib’s Office 
stipulates an elaborate implementation 
regime in terms of the provisions of the 
President’s Order No. 1 of 1983 and the 
Federal Ombudsmen Institutional 
Reforms Act of 2013. The Wafaqi 
Mohtasib is allowed to use powers 
under Civil Procedure Code (CPC) 1908 
and initiate the proceedings of defiance 
of his recommendations. In addition, the 
Wafaqi Mohtasib is authorized to direct criminal or disciplinary action against the 
public functionary on account of maladministration. He could also grant 
compensation to aggrieved citizen against the functionary of the Agency 
responsible for such maladministration. 
The Wafaqi Mohtasib has also powers to 
deal with complaints found to be false or 
frivolous. In such cases, the Wafaqi 
Mohtasib can grant compensation to 
such public functionary or Agency 
against whom the complaint was made. 
The Federal Ombudsmen Institutional 
Reforms Act, 2013 has further 
empowered the Wafaqi Mohtasib to 
exercise the powers of contempt of court as allowed under Contempt of Court 
Ordinance, 2003 for non implementation of his recommendations/ decisions. 

Implementation Process  

As per procedures laid down under Wafaqi Mohtasib (Investigation and Disposal of 
Complaints) Regulations, 2013 all agencies are given a timeline for 
implementation of the recommendation/decision of Wafaqi Mohtasib. After expiry 
of the given time period, the Wafaqi Mohtasib Secretariat holds frequent meetings 
with representatives of the concerned agencies. Such meetings have proved to be 
very effective, as majority of the recommendations of the Wafaqi Mohtasib are 
implemented by the agencies without the necessity of invoking the punitive legal 
provisions.

Implementation Progress

During the year under review, 46,537 findings of the Wafaqi Mohtasib were issued 
for implementation by various Federal agencies. Following the concerted efforts by 
the Implementation Wing, 42,782 findings were implemented reflecting an 

impressive rate of 92%. The implementation rate during 2020 was 91.4%. The 
given improvement in the rate of implementation in 2021 marks the growing trust 
and confidence of all stakeholders in the Wafaqi Mohtasib’s institutional propriety. 
The comparative statement of the implemented cases during 2020 and 2021 could 
be seen in the above table.

A detailed breakup of net implementable cases at the Head Office and Regional 
Offices alongwith those implemented during the year under review is as follows:

Further analysis of the implemented findings during 2021 suggests that majority 
of findings related to utility companies (gas and electricity) followed by CDA, PHA, 
NADRA, EOBI, Pakistan Post etc. The agency wise data showing net 
implementable findings and those implemented during the year 2021 is given 
below: 

  Agency 
Net 

Implementable 
Implemented 

Lahore Electric Supply Company (LESCO) 13,044 12,548 

Peshawar Electric Supply Company (PESCO) 6,272 5,761 

Sui Northern Gas Pipelines Ltd. (SNGPL)  4,731 4,465 

Sui Southern Gas Company Limited (SSGCL) 4,326 4,031 

K-Electric  3,720 3,363 

Multan Electric Power Company (MEPCO) 3,665 3,440 

Sukkur Electric Power Company (SEPCO) 2,609 2,304 

Hyderabad Electric Supply Company (HESCO) 1,624 1,461 

Postal Life Insurance (PLI) 528 372 

Capital Development Authority (CDA)  491 349 

Pakistan Post Office Department 455 421 

Faisalabad Electric Supply Company (FESCO) 433 377 

Allama Iqbal Open University  368 344 

Islamabad Electric Supply Company (IESCO) 334 276 
National Database & Registration Authority (NADRA), 
Islamabad 

315 286 

Pakistan Railways 315 242 
State Life Insurance Corporation Of 
Pakistan(SLICP), Karachi 

289 236 

Employees’ Old Age Benefits Institution (EOBI) 277 237 

Benazir Income Support Programme (BISP)  254 226 

Pakistan Bait Ul Mal,Islamabad 251 214 

Gujranwala Electric Power  Company (GEPCO) 233 203 

National Highways Authority,Islamabad 172 153 

Federal Investigation Agency (FIA) 137 117 

Water and Power Development Authority, Lahore 106 91 

Quetta Electric Supply Company (QESCO) 95 75 

Others 1,493 1,190 

Total 46,537 42,782 
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The Wafaqi Mohtasib’s institution is empowered under the law to arrange studies 
and research to ascertain the root causes of corrupt practices and injustice in order 
to promote good governance. Accordingly, in addition to  individual complaints of 
maladministration, the Wafaqi Mohtasib Secretariat (WMS) deals with systemic 
and institutional issues in various government agencies which persistently 
generate a large number of complaints. In 2021, the Wafaqi Mohtasib Secretariat 
(WMS) remained focused on the follow-up of implementation of the initiatives that 
were introduced in the last few years. A brief up date on these initiatives is given 
below:-

Report on Central Directorate of National Savings (CDNS)

A Committee constituted by the Wafaqi Mohtasib in 2016 conducted a “Study of 
Organization, Role, Systems, Procedures and Causes of Maladministration and 
Malfunctioning of Central Directorate of National Savings.” The report of the 
Committee containing recommendations for improvement in the functioning of 
CDNS was shared with the Ministry of Finance and the CDNS for 
implementation. In 2020-21, on the 
basis of large number of complaints 
about the malfunctioning of operations 
of CDNS, it was imperative to have 
vigilant follow-up on the status of 
implementation of the 
recommendations of the WMS Report 
with the CDNS and the Ministry of 
Finance. 

Meetings under the chairmanship of 
the Wafaqi Mohtasib were held with 
Director General CDNS, Ministry of 
Finance and other stakeholders to 
streamline and speed up the 
implementation process focusing on 
addressing the grievances and issues of 
general public.  Significant 
improvements targeting better quality service delivery were reported in the 
operations of CDNS including; 

♦ Digitalization and automation of National Saving Centers (NSCs)

♦ Launching of ATM Debit Card

♦ Introduction of Sharia compliant products 

♦ Removal of bottlenecks in bulk disbursement of profit through Micro 
Payment Gateway (MPG)

♦ Active work on CDNS Building/ Savings Complex

Report on Government Procurement System

The Wafaqi Mohtasib Secretariat issued a report in 2016 on Government 
Procurement System to address maladministration and to ensure transparency. 
The report identified the problem areas and suggested solutions/recommendations 
for streamlining the procurement process. The report was circulated among the 
PPRA and other concerned government agencies.  Implementation and follow-up 
on the report was left to the executive / government but no worthwhile progress 
was achieved. On the direction of the Wafaqi Mohtasib, the matter was taken up 
with the PPRA and the Cabinet Division to monitor the progress and hurdles in 
the way of implementation. As the issue was crucial and related to governance, 
management, transparency, accountability and quality of public procurement of 
goods, works/services and well-being of Pakistani citizens, the PPRA was asked for 
the reasons of delays in implementation as well as approval of proposed changes in 
the rules by the PPRA Board. The case is being regularly and vigorously pursued 
with the PPRA for improvement in the system.

Fire Protection Plan-2020 for Margalla Hills National Park, 
Islamabad

The Wafaqi Mohtasib asked the Ministry of Interior, CDA, Municipal Corporation 
Islamabad, Islamabad Wildlife Management Board and National Disaster 
Management Authority (NDMA) to submit Fire Protection Plan for 2020 to control 
fire incidents at Margalla Hills National Park especially during the summer 
season. Previously, in pursuance of the orders of the Supreme Court of Pakistan, 
the Wafaqi Mohtasib made recommendations and suggested measures to prevent 
incidents of fire at Margalla Hills National Park. A joint working strategy and 
Standard Operating Procedures (SOPs) were prepared in order to ensure 
coordination among all related agencies to avoid fire incidents, and Ministry of 
Interior was asked to take lead in coordinating with all stakeholders to ensure 
streamlined measures to prevent fire.  The Wafaqi Mohtasib directed to launch an 
aggressive awareness campaign to sensitize the inhabitants living in and around 
the National Park to safeguard against forest-fire. In 2021, periodic monitoring 
was in place to achieve positive outcomes.

Initiatives for the Overseas Pakistanis

Over 8.3 million Pakistanis living 
abroad constitute the 6th largest 
diaspora in the world.  Despite 
contributing significantly as the third 
largest source of foreign exchange for 
the country, Overseas Pakistanis face a 
variety of issues and challenges. For 
speedy resolution of their grievances, a 
senior member of the Wafaqi Mohtasib’s 

team was appointed as Grievance Commissioner for Overseas Pakistanis. In order 
to mitigate the hardship of the overseas community and provide relief to their 
families, the Grievance Commissioner held regular hearings and arranged 
meetings with various agencies. He issued instructions to various agencies to focus 
their attention towards resolving the complaints of overseas Pakistanis 
expeditiously. In this regard, several measures have been adopted to resolve 
individual complaints and to address systemic issues of overseas Pakistanis which 
are summarised below:

i. Resolution of Complaints of Overseas Pakistanis: Regular hearings of 
complaints and meetings were held with relevant government departments 
to address the issues of the expatriate community. During 2021, the WMS 
successfully addressed a number of systemic issues concerning NADRA, 
Passport Office, Foreign Office, Overseas Pakistanis Foundation, Bureau of 
Emigration and Overseas Pakistanis, home remittance, issuance of Foreign 
Exchange Reserve Card (FERC), National Identity Card for Overseas 
Pakistanis (NICOP) at airports, settlement of workers insurance claims, 
workers’ compensation and salary etc;

ii. One Window Facilitation Desks (OWFDs) at Airports: ‘One Window 
Facilitation Desks’ were established in the year 2017 at all the international 
airports of Pakistan to facilitate incoming and outgoing overseas Pakistanis 
and passengers on the recommendation of WMS. These desks are 
operational round the clock (24/7) with staff from all important government 
departments such as Civil Aviation Authority (CAA), Federal Board of 
Revenue (FBR), Federal Investigation Agency (FIA), Overseas Employment 
Corporation (OEC), Directorate General of Immigration and Passports, 
National Database and Registration Authority (NADRA), Pakistan 
International Airlines Corporation (PIAC), Bureau of Emigration and 
Overseas Employment (BEOE), Airport Security Force (ASF), 

Anti-Narcotics Force (ANF) and 
Overseas Pakistanis Foundation 
(OPF). CAA and OPF handle 
public complaints and ensure 
coordination with other agencies 
at the airports. Facilities like 
Universal Toll Free Number, Fax 
Machines, email and unified 
scanning of luggage at 
international airports of Pakistan had been introduced at the OWFDs.  The 
initiative provided relief to thousands of passengers, and helped in 
improving coordination and quality of services of different agencies at the 
airports. All segments of society especially overseas Pakistanis have 
appreciated this initiative. In 2021, the Wafaqi Mohtasib and his team 
regularly monitored the functioning of these desks and issued necessary 
directions to the concerned agencies to further improve the service delivery.

iii. Difficulties Faced by Overseas Pakistanis Holding Pakistan Origin Card 
(POC): President of Pakistan Overseas Alliance Forum, Europe filed 
complaints regarding difficulties in matching their finger prints with 

NADRA database due to which no Pakistani agency accepts their 
credentials as Pakistani and treats them as foreigners. The Overseas 
Pakistanis holding POC, therefore, faced difficulties while opening their 
bank accounts or incorporating company with the Securities and Exchange 
Commission of Pakistan (SECP). The Wafaqi Mohtasib took notice of this 
issue and directed thorough investigation in the matter. Notices were issued 
to the Ministry of Interior, State Bank of Pakistan, NADRA, DG FIA, 
Chairman FBR, and Chairman PTA to provide progress. The year 2021 
witnessed regular monitoring of the activity.

iv. Dispatch of Dead Bodies of Corona Victims Abroad: Intervention by the 
Wafaqi Mohtasib helped a number of Pakistani expatriates abroad to return 
to Pakistan who were stranded due to COVID pandemic, and also in 
sending dead bodies of their relatives to Pakistan. Complaints were filed 
from Germany, USA, UAE, Saudi Arabia, Manila, Italy and Bosnia by the 
Pakistani expatriates. All the complainants and Pakistanis Welfare 
Associations from Europe and USA expressed gratitude to Wafaqi Mohtasib 
for helping them during the critical situation.

v. Release of Salaries of officials working in Pakistan Missions Abroad:  
Intervention of the Wafaqi Mohtasib helped payment of stalled salaries of 
employees of the Directorate General of Immigration & Passports (IMPASS) 
working in 15 Pakistan Missions abroad.  Due to delay in release of funds by 
the IMPASS (Immigration & Passport) payment of salaries of staff were 
suspended who approached WMS for intervention. The matter was taken 
up with the D.G. Immigration & Passports and the Interior Division. 
Resultantly, the Ministry of Interior remitted the funds to 15 Pakistan 
Missions i.e. Abdu Dhabi, Bradford, Chicago, Doha, Jeddah, London, Milan, 
Montreal, Muscat, New York, Ottawa, Paris, Pretoria, Riyadh and 
Singapore for payment of salaries of Immigration and Passport office staff 
posted in these missions. In 2021, regular follow-up was maintained to 
check against any repetition of the same.

K-Electric Issues

The Wafaqi Mohtasib took a serious notice of large number of complaints filed by 
the citizens of Karachi on excessive load-shedding, accumulative billing and 
electrocution during rainy season. A committee was constituted to resolve the 
issues in consultation with K-Electric. The Committee summoned the senior 
representatives of K-Electric to discuss the issues. After thorough probe by the 
Wafaqi Mohtasib, gradual improvement was noticed and action on long-term 
structural issues was ensured.  WMS also directed NEPRA to audit their purchase 
plan of furnace oil, billing adjustment methods of KE and measures taken by them 
against electrocution and report to WMS so that with better planning, the chances 
of load-shedding could be minimized and complaints of accumulative billing and 
electrocution in rainy season be avoided. With the regular follow-up during 2021, 
situation has improved.

Significant improvements were 
reported in the operations of 
CDNS including; 

♦  Digitalization and 
automation of National 
Saving Centers (NSCs)

♦   Launching of ATM Debit 
Card

♦ Introduction of Sharia 
compliant products 

♦  Removal of bottlenecks in 
bulk disbursement of profit 
through Micro Payment 
Gateway (MPG)

♦  Active work on CDNS 
Building/ Savings Complex

CHAPTER 6
SPECIAL INITIATIVES - AN UPDATE Pension Cases of Federal Government Employees 

Inordinate delay in finalization of the pension cases of the employees was a 
common complaint, and the decisions on pension cases used to be dragged for 
months on trivial objections. Realizing the hardships of retired pensioners, the 
Wafaqi Mohtasib established a ‘Pension Cell’ in the WMS and issued 
recommendations to all federal Government agencies to appoint ‘Focal Persons’ to 
deal with pension issues. The agencies were advised to simplify the procedure for 
preparation of pension papers, carry out verifications without delay, and ensure 
submission of pension documents before retirement. AGPR was advised to make 
pension payment through bank accounts and hold regular meetings with the 
departmental representatives for resolution of pension cases.

For administrative efficiency and coordination between the Federal Government 
and the AGPR to finalize pension cases without any delay, regular meetings and 
periodic reports from departments had been in place. Accordingly, following 
measures had been introduced;

♦ Availability of trained human resources on pension issues;

♦ Establishment of online Pension Cell in each Division/Department;

♦ Formation of Pension Committees in the Divisions/Departments to look into 
anticipatory Pension and Family Pension;

♦ Creation of online linkages of the Departments with PIFRA; and

♦ Pensioners can draw money from the designated banks without visiting 
Central Directorate of National Savings (CDNS), and special counters in 
the Banks had been established during the pension payment days.

These initiatives and the effective follow-up have provided relief to the retired 
employees of the Federal Government departments as they are receiving their 
pensions and post-retirement benefits without any difficulty. The officers of the All 
Pakistan Unified Grades are posted in the Federal Government and Provincial 
Governments during their service. After retirement, they face problems due to 
incomplete service and fund record causing inordinate delays in payments of 
pension. Efforts are under way in coordination with offices of the Controller 
General of Accounts and the Accountant General Pakistan Revenues to develop an 
appropriate framework to address these systemic shortcomings. 
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SPECIAL INITIATIVES - AN UPDATE

The Wafaqi Mohtasib’s institution is empowered under the law to arrange studies 
and research to ascertain the root causes of corrupt practices and injustice in order 
to promote good governance. Accordingly, in addition to  individual complaints of 
maladministration, the Wafaqi Mohtasib Secretariat (WMS) deals with systemic 
and institutional issues in various government agencies which persistently 
generate a large number of complaints. In 2021, the Wafaqi Mohtasib Secretariat 
(WMS) remained focused on the follow-up of implementation of the initiatives that 
were introduced in the last few years. A brief up date on these initiatives is given 
below:-

Report on Central Directorate of National Savings (CDNS)

A Committee constituted by the Wafaqi Mohtasib in 2016 conducted a “Study of 
Organization, Role, Systems, Procedures and Causes of Maladministration and 
Malfunctioning of Central Directorate of National Savings.” The report of the 
Committee containing recommendations for improvement in the functioning of 
CDNS was shared with the Ministry of Finance and the CDNS for 
implementation. In 2020-21, on the 
basis of large number of complaints 
about the malfunctioning of operations 
of CDNS, it was imperative to have 
vigilant follow-up on the status of 
implementation of the 
recommendations of the WMS Report 
with the CDNS and the Ministry of 
Finance. 

Meetings under the chairmanship of 
the Wafaqi Mohtasib were held with 
Director General CDNS, Ministry of 
Finance and other stakeholders to 
streamline and speed up the 
implementation process focusing on 
addressing the grievances and issues of 
general public.  Significant 
improvements targeting better quality service delivery were reported in the 
operations of CDNS including; 

♦ Digitalization and automation of National Saving Centers (NSCs)

♦ Launching of ATM Debit Card

♦ Introduction of Sharia compliant products 

♦ Removal of bottlenecks in bulk disbursement of profit through Micro 
Payment Gateway (MPG)

♦ Active work on CDNS Building/ Savings Complex

Report on Government Procurement System

The Wafaqi Mohtasib Secretariat issued a report in 2016 on Government 
Procurement System to address maladministration and to ensure transparency. 
The report identified the problem areas and suggested solutions/recommendations 
for streamlining the procurement process. The report was circulated among the 
PPRA and other concerned government agencies.  Implementation and follow-up 
on the report was left to the executive / government but no worthwhile progress 
was achieved. On the direction of the Wafaqi Mohtasib, the matter was taken up 
with the PPRA and the Cabinet Division to monitor the progress and hurdles in 
the way of implementation. As the issue was crucial and related to governance, 
management, transparency, accountability and quality of public procurement of 
goods, works/services and well-being of Pakistani citizens, the PPRA was asked for 
the reasons of delays in implementation as well as approval of proposed changes in 
the rules by the PPRA Board. The case is being regularly and vigorously pursued 
with the PPRA for improvement in the system.

Fire Protection Plan-2020 for Margalla Hills National Park, 
Islamabad

The Wafaqi Mohtasib asked the Ministry of Interior, CDA, Municipal Corporation 
Islamabad, Islamabad Wildlife Management Board and National Disaster 
Management Authority (NDMA) to submit Fire Protection Plan for 2020 to control 
fire incidents at Margalla Hills National Park especially during the summer 
season. Previously, in pursuance of the orders of the Supreme Court of Pakistan, 
the Wafaqi Mohtasib made recommendations and suggested measures to prevent 
incidents of fire at Margalla Hills National Park. A joint working strategy and 
Standard Operating Procedures (SOPs) were prepared in order to ensure 
coordination among all related agencies to avoid fire incidents, and Ministry of 
Interior was asked to take lead in coordinating with all stakeholders to ensure 
streamlined measures to prevent fire.  The Wafaqi Mohtasib directed to launch an 
aggressive awareness campaign to sensitize the inhabitants living in and around 
the National Park to safeguard against forest-fire. In 2021, periodic monitoring 
was in place to achieve positive outcomes.

Initiatives for the Overseas Pakistanis

Over 8.3 million Pakistanis living 
abroad constitute the 6th largest 
diaspora in the world.  Despite 
contributing significantly as the third 
largest source of foreign exchange for 
the country, Overseas Pakistanis face a 
variety of issues and challenges. For 
speedy resolution of their grievances, a 
senior member of the Wafaqi Mohtasib’s 

team was appointed as Grievance Commissioner for Overseas Pakistanis. In order 
to mitigate the hardship of the overseas community and provide relief to their 
families, the Grievance Commissioner held regular hearings and arranged 
meetings with various agencies. He issued instructions to various agencies to focus 
their attention towards resolving the complaints of overseas Pakistanis 
expeditiously. In this regard, several measures have been adopted to resolve 
individual complaints and to address systemic issues of overseas Pakistanis which 
are summarised below:

i. Resolution of Complaints of Overseas Pakistanis: Regular hearings of 
complaints and meetings were held with relevant government departments 
to address the issues of the expatriate community. During 2021, the WMS 
successfully addressed a number of systemic issues concerning NADRA, 
Passport Office, Foreign Office, Overseas Pakistanis Foundation, Bureau of 
Emigration and Overseas Pakistanis, home remittance, issuance of Foreign 
Exchange Reserve Card (FERC), National Identity Card for Overseas 
Pakistanis (NICOP) at airports, settlement of workers insurance claims, 
workers’ compensation and salary etc;

ii. One Window Facilitation Desks (OWFDs) at Airports: ‘One Window 
Facilitation Desks’ were established in the year 2017 at all the international 
airports of Pakistan to facilitate incoming and outgoing overseas Pakistanis 
and passengers on the recommendation of WMS. These desks are 
operational round the clock (24/7) with staff from all important government 
departments such as Civil Aviation Authority (CAA), Federal Board of 
Revenue (FBR), Federal Investigation Agency (FIA), Overseas Employment 
Corporation (OEC), Directorate General of Immigration and Passports, 
National Database and Registration Authority (NADRA), Pakistan 
International Airlines Corporation (PIAC), Bureau of Emigration and 
Overseas Employment (BEOE), Airport Security Force (ASF), 

Anti-Narcotics Force (ANF) and 
Overseas Pakistanis Foundation 
(OPF). CAA and OPF handle 
public complaints and ensure 
coordination with other agencies 
at the airports. Facilities like 
Universal Toll Free Number, Fax 
Machines, email and unified 
scanning of luggage at 
international airports of Pakistan had been introduced at the OWFDs.  The 
initiative provided relief to thousands of passengers, and helped in 
improving coordination and quality of services of different agencies at the 
airports. All segments of society especially overseas Pakistanis have 
appreciated this initiative. In 2021, the Wafaqi Mohtasib and his team 
regularly monitored the functioning of these desks and issued necessary 
directions to the concerned agencies to further improve the service delivery.

iii. Difficulties Faced by Overseas Pakistanis Holding Pakistan Origin Card 
(POC): President of Pakistan Overseas Alliance Forum, Europe filed 
complaints regarding difficulties in matching their finger prints with 

NADRA database due to which no Pakistani agency accepts their 
credentials as Pakistani and treats them as foreigners. The Overseas 
Pakistanis holding POC, therefore, faced difficulties while opening their 
bank accounts or incorporating company with the Securities and Exchange 
Commission of Pakistan (SECP). The Wafaqi Mohtasib took notice of this 
issue and directed thorough investigation in the matter. Notices were issued 
to the Ministry of Interior, State Bank of Pakistan, NADRA, DG FIA, 
Chairman FBR, and Chairman PTA to provide progress. The year 2021 
witnessed regular monitoring of the activity.

iv. Dispatch of Dead Bodies of Corona Victims Abroad: Intervention by the 
Wafaqi Mohtasib helped a number of Pakistani expatriates abroad to return 
to Pakistan who were stranded due to COVID pandemic, and also in 
sending dead bodies of their relatives to Pakistan. Complaints were filed 
from Germany, USA, UAE, Saudi Arabia, Manila, Italy and Bosnia by the 
Pakistani expatriates. All the complainants and Pakistanis Welfare 
Associations from Europe and USA expressed gratitude to Wafaqi Mohtasib 
for helping them during the critical situation.

v. Release of Salaries of officials working in Pakistan Missions Abroad:  
Intervention of the Wafaqi Mohtasib helped payment of stalled salaries of 
employees of the Directorate General of Immigration & Passports (IMPASS) 
working in 15 Pakistan Missions abroad.  Due to delay in release of funds by 
the IMPASS (Immigration & Passport) payment of salaries of staff were 
suspended who approached WMS for intervention. The matter was taken 
up with the D.G. Immigration & Passports and the Interior Division. 
Resultantly, the Ministry of Interior remitted the funds to 15 Pakistan 
Missions i.e. Abdu Dhabi, Bradford, Chicago, Doha, Jeddah, London, Milan, 
Montreal, Muscat, New York, Ottawa, Paris, Pretoria, Riyadh and 
Singapore for payment of salaries of Immigration and Passport office staff 
posted in these missions. In 2021, regular follow-up was maintained to 
check against any repetition of the same.

K-Electric Issues

The Wafaqi Mohtasib took a serious notice of large number of complaints filed by 
the citizens of Karachi on excessive load-shedding, accumulative billing and 
electrocution during rainy season. A committee was constituted to resolve the 
issues in consultation with K-Electric. The Committee summoned the senior 
representatives of K-Electric to discuss the issues. After thorough probe by the 
Wafaqi Mohtasib, gradual improvement was noticed and action on long-term 
structural issues was ensured.  WMS also directed NEPRA to audit their purchase 
plan of furnace oil, billing adjustment methods of KE and measures taken by them 
against electrocution and report to WMS so that with better planning, the chances 
of load-shedding could be minimized and complaints of accumulative billing and 
electrocution in rainy season be avoided. With the regular follow-up during 2021, 
situation has improved.

In order to mitigate the hardship 
of the overseas community and 
provide relief to their families, the 
Grievance Commissioner for 
Overseas Pakistanis holds regular 
hearings and arrange meetings 
with various agencies.

Pension Cases of Federal Government Employees 

Inordinate delay in finalization of the pension cases of the employees was a 
common complaint, and the decisions on pension cases used to be dragged for 
months on trivial objections. Realizing the hardships of retired pensioners, the 
Wafaqi Mohtasib established a ‘Pension Cell’ in the WMS and issued 
recommendations to all federal Government agencies to appoint ‘Focal Persons’ to 
deal with pension issues. The agencies were advised to simplify the procedure for 
preparation of pension papers, carry out verifications without delay, and ensure 
submission of pension documents before retirement. AGPR was advised to make 
pension payment through bank accounts and hold regular meetings with the 
departmental representatives for resolution of pension cases.

For administrative efficiency and coordination between the Federal Government 
and the AGPR to finalize pension cases without any delay, regular meetings and 
periodic reports from departments had been in place. Accordingly, following 
measures had been introduced;

♦ Availability of trained human resources on pension issues;

♦ Establishment of online Pension Cell in each Division/Department;

♦ Formation of Pension Committees in the Divisions/Departments to look into 
anticipatory Pension and Family Pension;

♦ Creation of online linkages of the Departments with PIFRA; and

♦ Pensioners can draw money from the designated banks without visiting 
Central Directorate of National Savings (CDNS), and special counters in 
the Banks had been established during the pension payment days.

These initiatives and the effective follow-up have provided relief to the retired 
employees of the Federal Government departments as they are receiving their 
pensions and post-retirement benefits without any difficulty. The officers of the All 
Pakistan Unified Grades are posted in the Federal Government and Provincial 
Governments during their service. After retirement, they face problems due to 
incomplete service and fund record causing inordinate delays in payments of 
pension. Efforts are under way in coordination with offices of the Controller 
General of Accounts and the Accountant General Pakistan Revenues to develop an 
appropriate framework to address these systemic shortcomings. 
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SPECIAL INITIATIVES - AN UPDATE

The Wafaqi Mohtasib’s institution is empowered under the law to arrange studies 
and research to ascertain the root causes of corrupt practices and injustice in order 
to promote good governance. Accordingly, in addition to  individual complaints of 
maladministration, the Wafaqi Mohtasib Secretariat (WMS) deals with systemic 
and institutional issues in various government agencies which persistently 
generate a large number of complaints. In 2021, the Wafaqi Mohtasib Secretariat 
(WMS) remained focused on the follow-up of implementation of the initiatives that 
were introduced in the last few years. A brief up date on these initiatives is given 
below:-

Report on Central Directorate of National Savings (CDNS)

A Committee constituted by the Wafaqi Mohtasib in 2016 conducted a “Study of 
Organization, Role, Systems, Procedures and Causes of Maladministration and 
Malfunctioning of Central Directorate of National Savings.” The report of the 
Committee containing recommendations for improvement in the functioning of 
CDNS was shared with the Ministry of Finance and the CDNS for 
implementation. In 2020-21, on the 
basis of large number of complaints 
about the malfunctioning of operations 
of CDNS, it was imperative to have 
vigilant follow-up on the status of 
implementation of the 
recommendations of the WMS Report 
with the CDNS and the Ministry of 
Finance. 

Meetings under the chairmanship of 
the Wafaqi Mohtasib were held with 
Director General CDNS, Ministry of 
Finance and other stakeholders to 
streamline and speed up the 
implementation process focusing on 
addressing the grievances and issues of 
general public.  Significant 
improvements targeting better quality service delivery were reported in the 
operations of CDNS including; 

♦ Digitalization and automation of National Saving Centers (NSCs)

♦ Launching of ATM Debit Card

♦ Introduction of Sharia compliant products 

♦ Removal of bottlenecks in bulk disbursement of profit through Micro 
Payment Gateway (MPG)

♦ Active work on CDNS Building/ Savings Complex

Report on Government Procurement System

The Wafaqi Mohtasib Secretariat issued a report in 2016 on Government 
Procurement System to address maladministration and to ensure transparency. 
The report identified the problem areas and suggested solutions/recommendations 
for streamlining the procurement process. The report was circulated among the 
PPRA and other concerned government agencies.  Implementation and follow-up 
on the report was left to the executive / government but no worthwhile progress 
was achieved. On the direction of the Wafaqi Mohtasib, the matter was taken up 
with the PPRA and the Cabinet Division to monitor the progress and hurdles in 
the way of implementation. As the issue was crucial and related to governance, 
management, transparency, accountability and quality of public procurement of 
goods, works/services and well-being of Pakistani citizens, the PPRA was asked for 
the reasons of delays in implementation as well as approval of proposed changes in 
the rules by the PPRA Board. The case is being regularly and vigorously pursued 
with the PPRA for improvement in the system.

Fire Protection Plan-2020 for Margalla Hills National Park, 
Islamabad

The Wafaqi Mohtasib asked the Ministry of Interior, CDA, Municipal Corporation 
Islamabad, Islamabad Wildlife Management Board and National Disaster 
Management Authority (NDMA) to submit Fire Protection Plan for 2020 to control 
fire incidents at Margalla Hills National Park especially during the summer 
season. Previously, in pursuance of the orders of the Supreme Court of Pakistan, 
the Wafaqi Mohtasib made recommendations and suggested measures to prevent 
incidents of fire at Margalla Hills National Park. A joint working strategy and 
Standard Operating Procedures (SOPs) were prepared in order to ensure 
coordination among all related agencies to avoid fire incidents, and Ministry of 
Interior was asked to take lead in coordinating with all stakeholders to ensure 
streamlined measures to prevent fire.  The Wafaqi Mohtasib directed to launch an 
aggressive awareness campaign to sensitize the inhabitants living in and around 
the National Park to safeguard against forest-fire. In 2021, periodic monitoring 
was in place to achieve positive outcomes.

Initiatives for the Overseas Pakistanis

Over 8.3 million Pakistanis living 
abroad constitute the 6th largest 
diaspora in the world.  Despite 
contributing significantly as the third 
largest source of foreign exchange for 
the country, Overseas Pakistanis face a 
variety of issues and challenges. For 
speedy resolution of their grievances, a 
senior member of the Wafaqi Mohtasib’s 

team was appointed as Grievance Commissioner for Overseas Pakistanis. In order 
to mitigate the hardship of the overseas community and provide relief to their 
families, the Grievance Commissioner held regular hearings and arranged 
meetings with various agencies. He issued instructions to various agencies to focus 
their attention towards resolving the complaints of overseas Pakistanis 
expeditiously. In this regard, several measures have been adopted to resolve 
individual complaints and to address systemic issues of overseas Pakistanis which 
are summarised below:

i. Resolution of Complaints of Overseas Pakistanis: Regular hearings of 
complaints and meetings were held with relevant government departments 
to address the issues of the expatriate community. During 2021, the WMS 
successfully addressed a number of systemic issues concerning NADRA, 
Passport Office, Foreign Office, Overseas Pakistanis Foundation, Bureau of 
Emigration and Overseas Pakistanis, home remittance, issuance of Foreign 
Exchange Reserve Card (FERC), National Identity Card for Overseas 
Pakistanis (NICOP) at airports, settlement of workers insurance claims, 
workers’ compensation and salary etc;

ii. One Window Facilitation Desks (OWFDs) at Airports: ‘One Window 
Facilitation Desks’ were established in the year 2017 at all the international 
airports of Pakistan to facilitate incoming and outgoing overseas Pakistanis 
and passengers on the recommendation of WMS. These desks are 
operational round the clock (24/7) with staff from all important government 
departments such as Civil Aviation Authority (CAA), Federal Board of 
Revenue (FBR), Federal Investigation Agency (FIA), Overseas Employment 
Corporation (OEC), Directorate General of Immigration and Passports, 
National Database and Registration Authority (NADRA), Pakistan 
International Airlines Corporation (PIAC), Bureau of Emigration and 
Overseas Employment (BEOE), Airport Security Force (ASF), 

Anti-Narcotics Force (ANF) and 
Overseas Pakistanis Foundation 
(OPF). CAA and OPF handle 
public complaints and ensure 
coordination with other agencies 
at the airports. Facilities like 
Universal Toll Free Number, Fax 
Machines, email and unified 
scanning of luggage at 
international airports of Pakistan had been introduced at the OWFDs.  The 
initiative provided relief to thousands of passengers, and helped in 
improving coordination and quality of services of different agencies at the 
airports. All segments of society especially overseas Pakistanis have 
appreciated this initiative. In 2021, the Wafaqi Mohtasib and his team 
regularly monitored the functioning of these desks and issued necessary 
directions to the concerned agencies to further improve the service delivery.

iii. Difficulties Faced by Overseas Pakistanis Holding Pakistan Origin Card 
(POC): President of Pakistan Overseas Alliance Forum, Europe filed 
complaints regarding difficulties in matching their finger prints with 

NADRA database due to which no Pakistani agency accepts their 
credentials as Pakistani and treats them as foreigners. The Overseas 
Pakistanis holding POC, therefore, faced difficulties while opening their 
bank accounts or incorporating company with the Securities and Exchange 
Commission of Pakistan (SECP). The Wafaqi Mohtasib took notice of this 
issue and directed thorough investigation in the matter. Notices were issued 
to the Ministry of Interior, State Bank of Pakistan, NADRA, DG FIA, 
Chairman FBR, and Chairman PTA to provide progress. The year 2021 
witnessed regular monitoring of the activity.

iv. Dispatch of Dead Bodies of Corona Victims Abroad: Intervention by the 
Wafaqi Mohtasib helped a number of Pakistani expatriates abroad to return 
to Pakistan who were stranded due to COVID pandemic, and also in 
sending dead bodies of their relatives to Pakistan. Complaints were filed 
from Germany, USA, UAE, Saudi Arabia, Manila, Italy and Bosnia by the 
Pakistani expatriates. All the complainants and Pakistanis Welfare 
Associations from Europe and USA expressed gratitude to Wafaqi Mohtasib 
for helping them during the critical situation.

v. Release of Salaries of officials working in Pakistan Missions Abroad:  
Intervention of the Wafaqi Mohtasib helped payment of stalled salaries of 
employees of the Directorate General of Immigration & Passports (IMPASS) 
working in 15 Pakistan Missions abroad.  Due to delay in release of funds by 
the IMPASS (Immigration & Passport) payment of salaries of staff were 
suspended who approached WMS for intervention. The matter was taken 
up with the D.G. Immigration & Passports and the Interior Division. 
Resultantly, the Ministry of Interior remitted the funds to 15 Pakistan 
Missions i.e. Abdu Dhabi, Bradford, Chicago, Doha, Jeddah, London, Milan, 
Montreal, Muscat, New York, Ottawa, Paris, Pretoria, Riyadh and 
Singapore for payment of salaries of Immigration and Passport office staff 
posted in these missions. In 2021, regular follow-up was maintained to 
check against any repetition of the same.

K-Electric Issues

The Wafaqi Mohtasib took a serious notice of large number of complaints filed by 
the citizens of Karachi on excessive load-shedding, accumulative billing and 
electrocution during rainy season. A committee was constituted to resolve the 
issues in consultation with K-Electric. The Committee summoned the senior 
representatives of K-Electric to discuss the issues. After thorough probe by the 
Wafaqi Mohtasib, gradual improvement was noticed and action on long-term 
structural issues was ensured.  WMS also directed NEPRA to audit their purchase 
plan of furnace oil, billing adjustment methods of KE and measures taken by them 
against electrocution and report to WMS so that with better planning, the chances 
of load-shedding could be minimized and complaints of accumulative billing and 
electrocution in rainy season be avoided. With the regular follow-up during 2021, 
situation has improved.Group photo with representatives of different agencies at One Window Facilitation Desk at Lahore Airport.

Pension Cases of Federal Government Employees 

Inordinate delay in finalization of the pension cases of the employees was a 
common complaint, and the decisions on pension cases used to be dragged for 
months on trivial objections. Realizing the hardships of retired pensioners, the 
Wafaqi Mohtasib established a ‘Pension Cell’ in the WMS and issued 
recommendations to all federal Government agencies to appoint ‘Focal Persons’ to 
deal with pension issues. The agencies were advised to simplify the procedure for 
preparation of pension papers, carry out verifications without delay, and ensure 
submission of pension documents before retirement. AGPR was advised to make 
pension payment through bank accounts and hold regular meetings with the 
departmental representatives for resolution of pension cases.

For administrative efficiency and coordination between the Federal Government 
and the AGPR to finalize pension cases without any delay, regular meetings and 
periodic reports from departments had been in place. Accordingly, following 
measures had been introduced;

♦ Availability of trained human resources on pension issues;

♦ Establishment of online Pension Cell in each Division/Department;

♦ Formation of Pension Committees in the Divisions/Departments to look into 
anticipatory Pension and Family Pension;

♦ Creation of online linkages of the Departments with PIFRA; and

♦ Pensioners can draw money from the designated banks without visiting 
Central Directorate of National Savings (CDNS), and special counters in 
the Banks had been established during the pension payment days.

These initiatives and the effective follow-up have provided relief to the retired 
employees of the Federal Government departments as they are receiving their 
pensions and post-retirement benefits without any difficulty. The officers of the All 
Pakistan Unified Grades are posted in the Federal Government and Provincial 
Governments during their service. After retirement, they face problems due to 
incomplete service and fund record causing inordinate delays in payments of 
pension. Efforts are under way in coordination with offices of the Controller 
General of Accounts and the Accountant General Pakistan Revenues to develop an 
appropriate framework to address these systemic shortcomings. 
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SPECIAL INITIATIVES - AN UPDATE

The Wafaqi Mohtasib’s institution is empowered under the law to arrange studies 
and research to ascertain the root causes of corrupt practices and injustice in order 
to promote good governance. Accordingly, in addition to  individual complaints of 
maladministration, the Wafaqi Mohtasib Secretariat (WMS) deals with systemic 
and institutional issues in various government agencies which persistently 
generate a large number of complaints. In 2021, the Wafaqi Mohtasib Secretariat 
(WMS) remained focused on the follow-up of implementation of the initiatives that 
were introduced in the last few years. A brief up date on these initiatives is given 
below:-

Report on Central Directorate of National Savings (CDNS)

A Committee constituted by the Wafaqi Mohtasib in 2016 conducted a “Study of 
Organization, Role, Systems, Procedures and Causes of Maladministration and 
Malfunctioning of Central Directorate of National Savings.” The report of the 
Committee containing recommendations for improvement in the functioning of 
CDNS was shared with the Ministry of Finance and the CDNS for 
implementation. In 2020-21, on the 
basis of large number of complaints 
about the malfunctioning of operations 
of CDNS, it was imperative to have 
vigilant follow-up on the status of 
implementation of the 
recommendations of the WMS Report 
with the CDNS and the Ministry of 
Finance. 

Meetings under the chairmanship of 
the Wafaqi Mohtasib were held with 
Director General CDNS, Ministry of 
Finance and other stakeholders to 
streamline and speed up the 
implementation process focusing on 
addressing the grievances and issues of 
general public.  Significant 
improvements targeting better quality service delivery were reported in the 
operations of CDNS including; 

♦ Digitalization and automation of National Saving Centers (NSCs)

♦ Launching of ATM Debit Card

♦ Introduction of Sharia compliant products 

♦ Removal of bottlenecks in bulk disbursement of profit through Micro 
Payment Gateway (MPG)

♦ Active work on CDNS Building/ Savings Complex

Report on Government Procurement System

The Wafaqi Mohtasib Secretariat issued a report in 2016 on Government 
Procurement System to address maladministration and to ensure transparency. 
The report identified the problem areas and suggested solutions/recommendations 
for streamlining the procurement process. The report was circulated among the 
PPRA and other concerned government agencies.  Implementation and follow-up 
on the report was left to the executive / government but no worthwhile progress 
was achieved. On the direction of the Wafaqi Mohtasib, the matter was taken up 
with the PPRA and the Cabinet Division to monitor the progress and hurdles in 
the way of implementation. As the issue was crucial and related to governance, 
management, transparency, accountability and quality of public procurement of 
goods, works/services and well-being of Pakistani citizens, the PPRA was asked for 
the reasons of delays in implementation as well as approval of proposed changes in 
the rules by the PPRA Board. The case is being regularly and vigorously pursued 
with the PPRA for improvement in the system.

Fire Protection Plan-2020 for Margalla Hills National Park, 
Islamabad

The Wafaqi Mohtasib asked the Ministry of Interior, CDA, Municipal Corporation 
Islamabad, Islamabad Wildlife Management Board and National Disaster 
Management Authority (NDMA) to submit Fire Protection Plan for 2020 to control 
fire incidents at Margalla Hills National Park especially during the summer 
season. Previously, in pursuance of the orders of the Supreme Court of Pakistan, 
the Wafaqi Mohtasib made recommendations and suggested measures to prevent 
incidents of fire at Margalla Hills National Park. A joint working strategy and 
Standard Operating Procedures (SOPs) were prepared in order to ensure 
coordination among all related agencies to avoid fire incidents, and Ministry of 
Interior was asked to take lead in coordinating with all stakeholders to ensure 
streamlined measures to prevent fire.  The Wafaqi Mohtasib directed to launch an 
aggressive awareness campaign to sensitize the inhabitants living in and around 
the National Park to safeguard against forest-fire. In 2021, periodic monitoring 
was in place to achieve positive outcomes.

Initiatives for the Overseas Pakistanis

Over 8.3 million Pakistanis living 
abroad constitute the 6th largest 
diaspora in the world.  Despite 
contributing significantly as the third 
largest source of foreign exchange for 
the country, Overseas Pakistanis face a 
variety of issues and challenges. For 
speedy resolution of their grievances, a 
senior member of the Wafaqi Mohtasib’s 

team was appointed as Grievance Commissioner for Overseas Pakistanis. In order 
to mitigate the hardship of the overseas community and provide relief to their 
families, the Grievance Commissioner held regular hearings and arranged 
meetings with various agencies. He issued instructions to various agencies to focus 
their attention towards resolving the complaints of overseas Pakistanis 
expeditiously. In this regard, several measures have been adopted to resolve 
individual complaints and to address systemic issues of overseas Pakistanis which 
are summarised below:

i. Resolution of Complaints of Overseas Pakistanis: Regular hearings of 
complaints and meetings were held with relevant government departments 
to address the issues of the expatriate community. During 2021, the WMS 
successfully addressed a number of systemic issues concerning NADRA, 
Passport Office, Foreign Office, Overseas Pakistanis Foundation, Bureau of 
Emigration and Overseas Pakistanis, home remittance, issuance of Foreign 
Exchange Reserve Card (FERC), National Identity Card for Overseas 
Pakistanis (NICOP) at airports, settlement of workers insurance claims, 
workers’ compensation and salary etc;

ii. One Window Facilitation Desks (OWFDs) at Airports: ‘One Window 
Facilitation Desks’ were established in the year 2017 at all the international 
airports of Pakistan to facilitate incoming and outgoing overseas Pakistanis 
and passengers on the recommendation of WMS. These desks are 
operational round the clock (24/7) with staff from all important government 
departments such as Civil Aviation Authority (CAA), Federal Board of 
Revenue (FBR), Federal Investigation Agency (FIA), Overseas Employment 
Corporation (OEC), Directorate General of Immigration and Passports, 
National Database and Registration Authority (NADRA), Pakistan 
International Airlines Corporation (PIAC), Bureau of Emigration and 
Overseas Employment (BEOE), Airport Security Force (ASF), 

Anti-Narcotics Force (ANF) and 
Overseas Pakistanis Foundation 
(OPF). CAA and OPF handle 
public complaints and ensure 
coordination with other agencies 
at the airports. Facilities like 
Universal Toll Free Number, Fax 
Machines, email and unified 
scanning of luggage at 
international airports of Pakistan had been introduced at the OWFDs.  The 
initiative provided relief to thousands of passengers, and helped in 
improving coordination and quality of services of different agencies at the 
airports. All segments of society especially overseas Pakistanis have 
appreciated this initiative. In 2021, the Wafaqi Mohtasib and his team 
regularly monitored the functioning of these desks and issued necessary 
directions to the concerned agencies to further improve the service delivery.

iii. Difficulties Faced by Overseas Pakistanis Holding Pakistan Origin Card 
(POC): President of Pakistan Overseas Alliance Forum, Europe filed 
complaints regarding difficulties in matching their finger prints with 

Complaints Received During 2021

NADRA database due to which no Pakistani agency accepts their 
credentials as Pakistani and treats them as foreigners. The Overseas 
Pakistanis holding POC, therefore, faced difficulties while opening their 
bank accounts or incorporating company with the Securities and Exchange 
Commission of Pakistan (SECP). The Wafaqi Mohtasib took notice of this 
issue and directed thorough investigation in the matter. Notices were issued 
to the Ministry of Interior, State Bank of Pakistan, NADRA, DG FIA, 
Chairman FBR, and Chairman PTA to provide progress. The year 2021 
witnessed regular monitoring of the activity.

iv. Dispatch of Dead Bodies of Corona Victims Abroad: Intervention by the 
Wafaqi Mohtasib helped a number of Pakistani expatriates abroad to return 
to Pakistan who were stranded due to COVID pandemic, and also in 
sending dead bodies of their relatives to Pakistan. Complaints were filed 
from Germany, USA, UAE, Saudi Arabia, Manila, Italy and Bosnia by the 
Pakistani expatriates. All the complainants and Pakistanis Welfare 
Associations from Europe and USA expressed gratitude to Wafaqi Mohtasib 
for helping them during the critical situation.

v. Release of Salaries of officials working in Pakistan Missions Abroad:  
Intervention of the Wafaqi Mohtasib helped payment of stalled salaries of 
employees of the Directorate General of Immigration & Passports (IMPASS) 
working in 15 Pakistan Missions abroad.  Due to delay in release of funds by 
the IMPASS (Immigration & Passport) payment of salaries of staff were 
suspended who approached WMS for intervention. The matter was taken 
up with the D.G. Immigration & Passports and the Interior Division. 
Resultantly, the Ministry of Interior remitted the funds to 15 Pakistan 
Missions i.e. Abdu Dhabi, Bradford, Chicago, Doha, Jeddah, London, Milan, 
Montreal, Muscat, New York, Ottawa, Paris, Pretoria, Riyadh and 
Singapore for payment of salaries of Immigration and Passport office staff 
posted in these missions. In 2021, regular follow-up was maintained to 
check against any repetition of the same.

K-Electric Issues

The Wafaqi Mohtasib took a serious notice of large number of complaints filed by 
the citizens of Karachi on excessive load-shedding, accumulative billing and 
electrocution during rainy season. A committee was constituted to resolve the 
issues in consultation with K-Electric. The Committee summoned the senior 
representatives of K-Electric to discuss the issues. After thorough probe by the 
Wafaqi Mohtasib, gradual improvement was noticed and action on long-term 
structural issues was ensured.  WMS also directed NEPRA to audit their purchase 
plan of furnace oil, billing adjustment methods of KE and measures taken by them 
against electrocution and report to WMS so that with better planning, the chances 
of load-shedding could be minimized and complaints of accumulative billing and 
electrocution in rainy season be avoided. With the regular follow-up during 2021, 
situation has improved.

‘One Window Facilitation Desks’ 
are operating at all the 
international airports to facilitate 
incoming and outgoing passengers.  
These desks are operational round 
the clock (24/7) with staff from 12 
relevant departments

Pension Cases of Federal Government Employees 

Inordinate delay in finalization of the pension cases of the employees was a 
common complaint, and the decisions on pension cases used to be dragged for 
months on trivial objections. Realizing the hardships of retired pensioners, the 
Wafaqi Mohtasib established a ‘Pension Cell’ in the WMS and issued 
recommendations to all federal Government agencies to appoint ‘Focal Persons’ to 
deal with pension issues. The agencies were advised to simplify the procedure for 
preparation of pension papers, carry out verifications without delay, and ensure 
submission of pension documents before retirement. AGPR was advised to make 
pension payment through bank accounts and hold regular meetings with the 
departmental representatives for resolution of pension cases.

For administrative efficiency and coordination between the Federal Government 
and the AGPR to finalize pension cases without any delay, regular meetings and 
periodic reports from departments had been in place. Accordingly, following 
measures had been introduced;

♦ Availability of trained human resources on pension issues;

♦ Establishment of online Pension Cell in each Division/Department;

♦ Formation of Pension Committees in the Divisions/Departments to look into 
anticipatory Pension and Family Pension;

♦ Creation of online linkages of the Departments with PIFRA; and

♦ Pensioners can draw money from the designated banks without visiting 
Central Directorate of National Savings (CDNS), and special counters in 
the Banks had been established during the pension payment days.

These initiatives and the effective follow-up have provided relief to the retired 
employees of the Federal Government departments as they are receiving their 
pensions and post-retirement benefits without any difficulty. The officers of the All 
Pakistan Unified Grades are posted in the Federal Government and Provincial 
Governments during their service. After retirement, they face problems due to 
incomplete service and fund record causing inordinate delays in payments of 
pension. Efforts are under way in coordination with offices of the Controller 
General of Accounts and the Accountant General Pakistan Revenues to develop an 
appropriate framework to address these systemic shortcomings. 

 Received Resolved Un-Resolved 

Grievance Commissioner Cell WMS 769 769 -- 

One Window Facilitation Desks  39,604 39,595 09 

Pakistan Missions Abroad  13,976 11,313 2,336 

Total 54,349 51,677 2,672 

Inspection of complaint register at OWFD at Multan International Airport.
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SPECIAL INITIATIVES - AN UPDATE

The Wafaqi Mohtasib’s institution is empowered under the law to arrange studies 
and research to ascertain the root causes of corrupt practices and injustice in order 
to promote good governance. Accordingly, in addition to  individual complaints of 
maladministration, the Wafaqi Mohtasib Secretariat (WMS) deals with systemic 
and institutional issues in various government agencies which persistently 
generate a large number of complaints. In 2021, the Wafaqi Mohtasib Secretariat 
(WMS) remained focused on the follow-up of implementation of the initiatives that 
were introduced in the last few years. A brief up date on these initiatives is given 
below:-

Report on Central Directorate of National Savings (CDNS)

A Committee constituted by the Wafaqi Mohtasib in 2016 conducted a “Study of 
Organization, Role, Systems, Procedures and Causes of Maladministration and 
Malfunctioning of Central Directorate of National Savings.” The report of the 
Committee containing recommendations for improvement in the functioning of 
CDNS was shared with the Ministry of Finance and the CDNS for 
implementation. In 2020-21, on the 
basis of large number of complaints 
about the malfunctioning of operations 
of CDNS, it was imperative to have 
vigilant follow-up on the status of 
implementation of the 
recommendations of the WMS Report 
with the CDNS and the Ministry of 
Finance. 

Meetings under the chairmanship of 
the Wafaqi Mohtasib were held with 
Director General CDNS, Ministry of 
Finance and other stakeholders to 
streamline and speed up the 
implementation process focusing on 
addressing the grievances and issues of 
general public.  Significant 
improvements targeting better quality service delivery were reported in the 
operations of CDNS including; 

♦ Digitalization and automation of National Saving Centers (NSCs)

♦ Launching of ATM Debit Card

♦ Introduction of Sharia compliant products 

♦ Removal of bottlenecks in bulk disbursement of profit through Micro 
Payment Gateway (MPG)

♦ Active work on CDNS Building/ Savings Complex

Report on Government Procurement System

The Wafaqi Mohtasib Secretariat issued a report in 2016 on Government 
Procurement System to address maladministration and to ensure transparency. 
The report identified the problem areas and suggested solutions/recommendations 
for streamlining the procurement process. The report was circulated among the 
PPRA and other concerned government agencies.  Implementation and follow-up 
on the report was left to the executive / government but no worthwhile progress 
was achieved. On the direction of the Wafaqi Mohtasib, the matter was taken up 
with the PPRA and the Cabinet Division to monitor the progress and hurdles in 
the way of implementation. As the issue was crucial and related to governance, 
management, transparency, accountability and quality of public procurement of 
goods, works/services and well-being of Pakistani citizens, the PPRA was asked for 
the reasons of delays in implementation as well as approval of proposed changes in 
the rules by the PPRA Board. The case is being regularly and vigorously pursued 
with the PPRA for improvement in the system.

Fire Protection Plan-2020 for Margalla Hills National Park, 
Islamabad

The Wafaqi Mohtasib asked the Ministry of Interior, CDA, Municipal Corporation 
Islamabad, Islamabad Wildlife Management Board and National Disaster 
Management Authority (NDMA) to submit Fire Protection Plan for 2020 to control 
fire incidents at Margalla Hills National Park especially during the summer 
season. Previously, in pursuance of the orders of the Supreme Court of Pakistan, 
the Wafaqi Mohtasib made recommendations and suggested measures to prevent 
incidents of fire at Margalla Hills National Park. A joint working strategy and 
Standard Operating Procedures (SOPs) were prepared in order to ensure 
coordination among all related agencies to avoid fire incidents, and Ministry of 
Interior was asked to take lead in coordinating with all stakeholders to ensure 
streamlined measures to prevent fire.  The Wafaqi Mohtasib directed to launch an 
aggressive awareness campaign to sensitize the inhabitants living in and around 
the National Park to safeguard against forest-fire. In 2021, periodic monitoring 
was in place to achieve positive outcomes.

Initiatives for the Overseas Pakistanis

Over 8.3 million Pakistanis living 
abroad constitute the 6th largest 
diaspora in the world.  Despite 
contributing significantly as the third 
largest source of foreign exchange for 
the country, Overseas Pakistanis face a 
variety of issues and challenges. For 
speedy resolution of their grievances, a 
senior member of the Wafaqi Mohtasib’s 

team was appointed as Grievance Commissioner for Overseas Pakistanis. In order 
to mitigate the hardship of the overseas community and provide relief to their 
families, the Grievance Commissioner held regular hearings and arranged 
meetings with various agencies. He issued instructions to various agencies to focus 
their attention towards resolving the complaints of overseas Pakistanis 
expeditiously. In this regard, several measures have been adopted to resolve 
individual complaints and to address systemic issues of overseas Pakistanis which 
are summarised below:

i. Resolution of Complaints of Overseas Pakistanis: Regular hearings of 
complaints and meetings were held with relevant government departments 
to address the issues of the expatriate community. During 2021, the WMS 
successfully addressed a number of systemic issues concerning NADRA, 
Passport Office, Foreign Office, Overseas Pakistanis Foundation, Bureau of 
Emigration and Overseas Pakistanis, home remittance, issuance of Foreign 
Exchange Reserve Card (FERC), National Identity Card for Overseas 
Pakistanis (NICOP) at airports, settlement of workers insurance claims, 
workers’ compensation and salary etc;

ii. One Window Facilitation Desks (OWFDs) at Airports: ‘One Window 
Facilitation Desks’ were established in the year 2017 at all the international 
airports of Pakistan to facilitate incoming and outgoing overseas Pakistanis 
and passengers on the recommendation of WMS. These desks are 
operational round the clock (24/7) with staff from all important government 
departments such as Civil Aviation Authority (CAA), Federal Board of 
Revenue (FBR), Federal Investigation Agency (FIA), Overseas Employment 
Corporation (OEC), Directorate General of Immigration and Passports, 
National Database and Registration Authority (NADRA), Pakistan 
International Airlines Corporation (PIAC), Bureau of Emigration and 
Overseas Employment (BEOE), Airport Security Force (ASF), 

Anti-Narcotics Force (ANF) and 
Overseas Pakistanis Foundation 
(OPF). CAA and OPF handle 
public complaints and ensure 
coordination with other agencies 
at the airports. Facilities like 
Universal Toll Free Number, Fax 
Machines, email and unified 
scanning of luggage at 
international airports of Pakistan had been introduced at the OWFDs.  The 
initiative provided relief to thousands of passengers, and helped in 
improving coordination and quality of services of different agencies at the 
airports. All segments of society especially overseas Pakistanis have 
appreciated this initiative. In 2021, the Wafaqi Mohtasib and his team 
regularly monitored the functioning of these desks and issued necessary 
directions to the concerned agencies to further improve the service delivery.

iii. Difficulties Faced by Overseas Pakistanis Holding Pakistan Origin Card 
(POC): President of Pakistan Overseas Alliance Forum, Europe filed 
complaints regarding difficulties in matching their finger prints with 

NADRA database due to which no Pakistani agency accepts their 
credentials as Pakistani and treats them as foreigners. The Overseas 
Pakistanis holding POC, therefore, faced difficulties while opening their 
bank accounts or incorporating company with the Securities and Exchange 
Commission of Pakistan (SECP). The Wafaqi Mohtasib took notice of this 
issue and directed thorough investigation in the matter. Notices were issued 
to the Ministry of Interior, State Bank of Pakistan, NADRA, DG FIA, 
Chairman FBR, and Chairman PTA to provide progress. The year 2021 
witnessed regular monitoring of the activity.

iv. Dispatch of Dead Bodies of Corona Victims Abroad: Intervention by the 
Wafaqi Mohtasib helped a number of Pakistani expatriates abroad to return 
to Pakistan who were stranded due to COVID pandemic, and also in 
sending dead bodies of their relatives to Pakistan. Complaints were filed 
from Germany, USA, UAE, Saudi Arabia, Manila, Italy and Bosnia by the 
Pakistani expatriates. All the complainants and Pakistanis Welfare 
Associations from Europe and USA expressed gratitude to Wafaqi Mohtasib 
for helping them during the critical situation.

v. Release of Salaries of officials working in Pakistan Missions Abroad:  
Intervention of the Wafaqi Mohtasib helped payment of stalled salaries of 
employees of the Directorate General of Immigration & Passports (IMPASS) 
working in 15 Pakistan Missions abroad.  Due to delay in release of funds by 
the IMPASS (Immigration & Passport) payment of salaries of staff were 
suspended who approached WMS for intervention. The matter was taken 
up with the D.G. Immigration & Passports and the Interior Division. 
Resultantly, the Ministry of Interior remitted the funds to 15 Pakistan 
Missions i.e. Abdu Dhabi, Bradford, Chicago, Doha, Jeddah, London, Milan, 
Montreal, Muscat, New York, Ottawa, Paris, Pretoria, Riyadh and 
Singapore for payment of salaries of Immigration and Passport office staff 
posted in these missions. In 2021, regular follow-up was maintained to 
check against any repetition of the same.

K-Electric Issues

The Wafaqi Mohtasib took a serious notice of large number of complaints filed by 
the citizens of Karachi on excessive load-shedding, accumulative billing and 
electrocution during rainy season. A committee was constituted to resolve the 
issues in consultation with K-Electric. The Committee summoned the senior 
representatives of K-Electric to discuss the issues. After thorough probe by the 
Wafaqi Mohtasib, gradual improvement was noticed and action on long-term 
structural issues was ensured.  WMS also directed NEPRA to audit their purchase 
plan of furnace oil, billing adjustment methods of KE and measures taken by them 
against electrocution and report to WMS so that with better planning, the chances 
of load-shedding could be minimized and complaints of accumulative billing and 
electrocution in rainy season be avoided. With the regular follow-up during 2021, 
situation has improved.

Pension Cases of Federal Government Employees 

Inordinate delay in finalization of the pension cases of the employees was a 
common complaint, and the decisions on pension cases used to be dragged for 
months on trivial objections. Realizing the hardships of retired pensioners, the 
Wafaqi Mohtasib established a ‘Pension Cell’ in the WMS and issued 
recommendations to all federal Government agencies to appoint ‘Focal Persons’ to 
deal with pension issues. The agencies were advised to simplify the procedure for 
preparation of pension papers, carry out verifications without delay, and ensure 
submission of pension documents before retirement. AGPR was advised to make 
pension payment through bank accounts and hold regular meetings with the 
departmental representatives for resolution of pension cases.

For administrative efficiency and coordination between the Federal Government 
and the AGPR to finalize pension cases without any delay, regular meetings and 
periodic reports from departments had been in place. Accordingly, following 
measures had been introduced;

♦ Availability of trained human resources on pension issues;

♦ Establishment of online Pension Cell in each Division/Department;

♦ Formation of Pension Committees in the Divisions/Departments to look into 
anticipatory Pension and Family Pension;

♦ Creation of online linkages of the Departments with PIFRA; and

♦ Pensioners can draw money from the designated banks without visiting 
Central Directorate of National Savings (CDNS), and special counters in 
the Banks had been established during the pension payment days.

These initiatives and the effective follow-up have provided relief to the retired 
employees of the Federal Government departments as they are receiving their 
pensions and post-retirement benefits without any difficulty. The officers of the All 
Pakistan Unified Grades are posted in the Federal Government and Provincial 
Governments during their service. After retirement, they face problems due to 
incomplete service and fund record causing inordinate delays in payments of 
pension. Efforts are under way in coordination with offices of the Controller 
General of Accounts and the Accountant General Pakistan Revenues to develop an 
appropriate framework to address these systemic shortcomings. 
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SPECIAL INITIATIVES - AN UPDATE

The Wafaqi Mohtasib’s institution is empowered under the law to arrange studies 
and research to ascertain the root causes of corrupt practices and injustice in order 
to promote good governance. Accordingly, in addition to  individual complaints of 
maladministration, the Wafaqi Mohtasib Secretariat (WMS) deals with systemic 
and institutional issues in various government agencies which persistently 
generate a large number of complaints. In 2021, the Wafaqi Mohtasib Secretariat 
(WMS) remained focused on the follow-up of implementation of the initiatives that 
were introduced in the last few years. A brief up date on these initiatives is given 
below:-

Report on Central Directorate of National Savings (CDNS)

A Committee constituted by the Wafaqi Mohtasib in 2016 conducted a “Study of 
Organization, Role, Systems, Procedures and Causes of Maladministration and 
Malfunctioning of Central Directorate of National Savings.” The report of the 
Committee containing recommendations for improvement in the functioning of 
CDNS was shared with the Ministry of Finance and the CDNS for 
implementation. In 2020-21, on the 
basis of large number of complaints 
about the malfunctioning of operations 
of CDNS, it was imperative to have 
vigilant follow-up on the status of 
implementation of the 
recommendations of the WMS Report 
with the CDNS and the Ministry of 
Finance. 

Meetings under the chairmanship of 
the Wafaqi Mohtasib were held with 
Director General CDNS, Ministry of 
Finance and other stakeholders to 
streamline and speed up the 
implementation process focusing on 
addressing the grievances and issues of 
general public.  Significant 
improvements targeting better quality service delivery were reported in the 
operations of CDNS including; 

♦ Digitalization and automation of National Saving Centers (NSCs)

♦ Launching of ATM Debit Card

♦ Introduction of Sharia compliant products 

♦ Removal of bottlenecks in bulk disbursement of profit through Micro 
Payment Gateway (MPG)

♦ Active work on CDNS Building/ Savings Complex

Report on Government Procurement System

The Wafaqi Mohtasib Secretariat issued a report in 2016 on Government 
Procurement System to address maladministration and to ensure transparency. 
The report identified the problem areas and suggested solutions/recommendations 
for streamlining the procurement process. The report was circulated among the 
PPRA and other concerned government agencies.  Implementation and follow-up 
on the report was left to the executive / government but no worthwhile progress 
was achieved. On the direction of the Wafaqi Mohtasib, the matter was taken up 
with the PPRA and the Cabinet Division to monitor the progress and hurdles in 
the way of implementation. As the issue was crucial and related to governance, 
management, transparency, accountability and quality of public procurement of 
goods, works/services and well-being of Pakistani citizens, the PPRA was asked for 
the reasons of delays in implementation as well as approval of proposed changes in 
the rules by the PPRA Board. The case is being regularly and vigorously pursued 
with the PPRA for improvement in the system.

Fire Protection Plan-2020 for Margalla Hills National Park, 
Islamabad

The Wafaqi Mohtasib asked the Ministry of Interior, CDA, Municipal Corporation 
Islamabad, Islamabad Wildlife Management Board and National Disaster 
Management Authority (NDMA) to submit Fire Protection Plan for 2020 to control 
fire incidents at Margalla Hills National Park especially during the summer 
season. Previously, in pursuance of the orders of the Supreme Court of Pakistan, 
the Wafaqi Mohtasib made recommendations and suggested measures to prevent 
incidents of fire at Margalla Hills National Park. A joint working strategy and 
Standard Operating Procedures (SOPs) were prepared in order to ensure 
coordination among all related agencies to avoid fire incidents, and Ministry of 
Interior was asked to take lead in coordinating with all stakeholders to ensure 
streamlined measures to prevent fire.  The Wafaqi Mohtasib directed to launch an 
aggressive awareness campaign to sensitize the inhabitants living in and around 
the National Park to safeguard against forest-fire. In 2021, periodic monitoring 
was in place to achieve positive outcomes.

Initiatives for the Overseas Pakistanis

Over 8.3 million Pakistanis living 
abroad constitute the 6th largest 
diaspora in the world.  Despite 
contributing significantly as the third 
largest source of foreign exchange for 
the country, Overseas Pakistanis face a 
variety of issues and challenges. For 
speedy resolution of their grievances, a 
senior member of the Wafaqi Mohtasib’s 

team was appointed as Grievance Commissioner for Overseas Pakistanis. In order 
to mitigate the hardship of the overseas community and provide relief to their 
families, the Grievance Commissioner held regular hearings and arranged 
meetings with various agencies. He issued instructions to various agencies to focus 
their attention towards resolving the complaints of overseas Pakistanis 
expeditiously. In this regard, several measures have been adopted to resolve 
individual complaints and to address systemic issues of overseas Pakistanis which 
are summarised below:

i. Resolution of Complaints of Overseas Pakistanis: Regular hearings of 
complaints and meetings were held with relevant government departments 
to address the issues of the expatriate community. During 2021, the WMS 
successfully addressed a number of systemic issues concerning NADRA, 
Passport Office, Foreign Office, Overseas Pakistanis Foundation, Bureau of 
Emigration and Overseas Pakistanis, home remittance, issuance of Foreign 
Exchange Reserve Card (FERC), National Identity Card for Overseas 
Pakistanis (NICOP) at airports, settlement of workers insurance claims, 
workers’ compensation and salary etc;

ii. One Window Facilitation Desks (OWFDs) at Airports: ‘One Window 
Facilitation Desks’ were established in the year 2017 at all the international 
airports of Pakistan to facilitate incoming and outgoing overseas Pakistanis 
and passengers on the recommendation of WMS. These desks are 
operational round the clock (24/7) with staff from all important government 
departments such as Civil Aviation Authority (CAA), Federal Board of 
Revenue (FBR), Federal Investigation Agency (FIA), Overseas Employment 
Corporation (OEC), Directorate General of Immigration and Passports, 
National Database and Registration Authority (NADRA), Pakistan 
International Airlines Corporation (PIAC), Bureau of Emigration and 
Overseas Employment (BEOE), Airport Security Force (ASF), 

Anti-Narcotics Force (ANF) and 
Overseas Pakistanis Foundation 
(OPF). CAA and OPF handle 
public complaints and ensure 
coordination with other agencies 
at the airports. Facilities like 
Universal Toll Free Number, Fax 
Machines, email and unified 
scanning of luggage at 
international airports of Pakistan had been introduced at the OWFDs.  The 
initiative provided relief to thousands of passengers, and helped in 
improving coordination and quality of services of different agencies at the 
airports. All segments of society especially overseas Pakistanis have 
appreciated this initiative. In 2021, the Wafaqi Mohtasib and his team 
regularly monitored the functioning of these desks and issued necessary 
directions to the concerned agencies to further improve the service delivery.

iii. Difficulties Faced by Overseas Pakistanis Holding Pakistan Origin Card 
(POC): President of Pakistan Overseas Alliance Forum, Europe filed 
complaints regarding difficulties in matching their finger prints with 

NADRA database due to which no Pakistani agency accepts their 
credentials as Pakistani and treats them as foreigners. The Overseas 
Pakistanis holding POC, therefore, faced difficulties while opening their 
bank accounts or incorporating company with the Securities and Exchange 
Commission of Pakistan (SECP). The Wafaqi Mohtasib took notice of this 
issue and directed thorough investigation in the matter. Notices were issued 
to the Ministry of Interior, State Bank of Pakistan, NADRA, DG FIA, 
Chairman FBR, and Chairman PTA to provide progress. The year 2021 
witnessed regular monitoring of the activity.

iv. Dispatch of Dead Bodies of Corona Victims Abroad: Intervention by the 
Wafaqi Mohtasib helped a number of Pakistani expatriates abroad to return 
to Pakistan who were stranded due to COVID pandemic, and also in 
sending dead bodies of their relatives to Pakistan. Complaints were filed 
from Germany, USA, UAE, Saudi Arabia, Manila, Italy and Bosnia by the 
Pakistani expatriates. All the complainants and Pakistanis Welfare 
Associations from Europe and USA expressed gratitude to Wafaqi Mohtasib 
for helping them during the critical situation.

v. Release of Salaries of officials working in Pakistan Missions Abroad:  
Intervention of the Wafaqi Mohtasib helped payment of stalled salaries of 
employees of the Directorate General of Immigration & Passports (IMPASS) 
working in 15 Pakistan Missions abroad.  Due to delay in release of funds by 
the IMPASS (Immigration & Passport) payment of salaries of staff were 
suspended who approached WMS for intervention. The matter was taken 
up with the D.G. Immigration & Passports and the Interior Division. 
Resultantly, the Ministry of Interior remitted the funds to 15 Pakistan 
Missions i.e. Abdu Dhabi, Bradford, Chicago, Doha, Jeddah, London, Milan, 
Montreal, Muscat, New York, Ottawa, Paris, Pretoria, Riyadh and 
Singapore for payment of salaries of Immigration and Passport office staff 
posted in these missions. In 2021, regular follow-up was maintained to 
check against any repetition of the same.

K-Electric Issues

The Wafaqi Mohtasib took a serious notice of large number of complaints filed by 
the citizens of Karachi on excessive load-shedding, accumulative billing and 
electrocution during rainy season. A committee was constituted to resolve the 
issues in consultation with K-Electric. The Committee summoned the senior 
representatives of K-Electric to discuss the issues. After thorough probe by the 
Wafaqi Mohtasib, gradual improvement was noticed and action on long-term 
structural issues was ensured.  WMS also directed NEPRA to audit their purchase 
plan of furnace oil, billing adjustment methods of KE and measures taken by them 
against electrocution and report to WMS so that with better planning, the chances 
of load-shedding could be minimized and complaints of accumulative billing and 
electrocution in rainy season be avoided. With the regular follow-up during 2021, 
situation has improved.

Pension Cases of Federal Government Employees 

Inordinate delay in finalization of the pension cases of the employees was a 
common complaint, and the decisions on pension cases used to be dragged for 
months on trivial objections. Realizing the hardships of retired pensioners, the 
Wafaqi Mohtasib established a ‘Pension Cell’ in the WMS and issued 
recommendations to all federal Government agencies to appoint ‘Focal Persons’ to 
deal with pension issues. The agencies were advised to simplify the procedure for 
preparation of pension papers, carry out verifications without delay, and ensure 
submission of pension documents before retirement. AGPR was advised to make 
pension payment through bank accounts and hold regular meetings with the 
departmental representatives for resolution of pension cases.

For administrative efficiency and coordination between the Federal Government 
and the AGPR to finalize pension cases without any delay, regular meetings and 
periodic reports from departments had been in place. Accordingly, following 
measures had been introduced;

♦ Availability of trained human resources on pension issues;

♦ Establishment of online Pension Cell in each Division/Department;

♦ Formation of Pension Committees in the Divisions/Departments to look into 
anticipatory Pension and Family Pension;

♦ Creation of online linkages of the Departments with PIFRA; and

♦ Pensioners can draw money from the designated banks without visiting 
Central Directorate of National Savings (CDNS), and special counters in 
the Banks had been established during the pension payment days.

These initiatives and the effective follow-up have provided relief to the retired 
employees of the Federal Government departments as they are receiving their 
pensions and post-retirement benefits without any difficulty. The officers of the All 
Pakistan Unified Grades are posted in the Federal Government and Provincial 
Governments during their service. After retirement, they face problems due to 
incomplete service and fund record causing inordinate delays in payments of 
pension. Efforts are under way in coordination with offices of the Controller 
General of Accounts and the Accountant General Pakistan Revenues to develop an 
appropriate framework to address these systemic shortcomings. 
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Background

Pursuant to the directions of the Honourable Supreme Court in a suo moto case 
CMA No.1313/2015 (S.M.C. NO.1 of 2006), the Wafaqi Mohtasib constituted a 
Committee for systemic study and assessment of the situation on ground in some 
important prisons in the country. The order of the Honourable Court reads as 
follows:

“there is evidence of significant maladministration and systemic dysfunction in the 
criminal justice system at large and prisons in particular including regulatory 
framework, which needs to be rigorously diagnosed to be effectively rectified, 
implemented and monitored for quality and impact. Failure to adopt and 
implement sufficient due-diligence as 
required by the law constitutes the 
breach of statutory duty. The 
Ombudsman offices may therefore, 
form standing committee/s and 
inspection team/s to examine the 
systemic failure in the administration 
of the criminal justice system and the 
prisons in particular and make 
recommendations to rectify such 
failures and set good administration 
standards that, if breached, would be 
deemed to be maladministration.”

The Committee made study visits to six 
selected prisons of the country and 
identified core issues and prepared a 
comprehensive report and 
recommendations to fix the shortcomings 
in the system.  The report and recommendations were shared with all concerned 
federal and provincial government agencies and were submitted in the Hon’ble 
Supreme Court. 

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

In pursuance of the above orders of the Hon’ble Supreme Court of Pakistan, the 
Wafaqi Mohtasib held regular meetings 
with the concerned provincial 
government departments since 2018 to 
evaluate level of implementation of the 
recommendations on prison reforms. 
Ten periodic implementation reports on 
the subject have been submitted in the Supreme Court of Pakistan since then. 

In the year 2021, despite the hindrances caused by the Corona virus pandemic, 
several monitoring and oversight visits to jails were undertaken, data of prisoners 
was collected, meetings with high officials of the provincial governments were held 
to evaluate the progress, ascertain obstacles in the process of implementation and 
to look for a suitable way forward for speedy implementation. Highlights of the 
status of compliance and implementation of the major recommendations of the 
Wafaqi Mohtasib, reported by the provincial Home and Prisons Department at the 
end of 2021 are given below:

i. Provincial and District Oversight Committees

♦ Provincial Oversight Committees (POCs) and District Oversight 
Committees (DOCs) have been constituted in all provinces.  These 
Committees are functioning well and are contributing to the welfare 
of prisoners.  During 2021, members of these Committees visited 
different jails for ensuring improvement in life of prisoners, especially 
children, women and resource-less prisoners. 

ii. Parole and Probation

♦ In Punjab, the Parole Act, 2019 and Amendment in Good Conduct 
Prisoners Probational Release Act, 1926 have been approved by the 
provincial Cabinet. Both Acts will be placed before the Provincial 
Assembly by the Law Department. 

♦ Chief Minister, Punjab has constituted the Parole Board to scrutinize 
the eligibility of prisoners to be released on parole. 

♦ The amendments in Probation of Offenders Ordinance 1960 and 
Probation of Offenders Rules 1961 are under process.

♦ In Khyber Pakhtunkhwa Parole Act, 2021 has been passed on 
16.08.2021. In the said Act, various modalities have been proposed for 
the reformation of probationers like community service and skills 
development etc. Moreover, amendments in Good Conduct Prisoners 
Probationer Release Rules, 1927 have been proposed and submitted 
to Law Department for vetting.    

♦ Home & Tribal Affairs Department, Balochistan has constituted 
Parole Committee. Monthly meetings of the Committee were held. 

Moreover, establishment of Reclamation & Probation Centres at 
Divisional Headquarters has been approved in PSDP 2019-20.

♦ In Sindh, the matter is under consideration in Parole and Probation 
Department, Government of Sindh.  

iii. Construction of Jails

♦ Three new prisons were under construction in Sindh Province, at 
Shaheed Benazirabad for 250 prisoners, at District Prison Thatta for 
250 prisoners and extension of District Malir Karachi for 1000 
prisoners.

♦ All districts of Punjab have the facility of prisons except Chiniot, 
Nankana Sahib and Khushab. 622-Kanal and 4-Marla land for 
District Jail, Nankana Sahib and 1076 kanal and 7-Marla land for 
construction of District Jail, Chiniot is being actively pursued for 
acquisition.  A new site measuring 473-Kanal and 11-Marals for 
construction of District Jail, Khushab has been identified by the 
Committee. Home Department has been requested for transfer of 
land (which was in custody of Livestock Department) to the Prisons 
Department.

♦ Conversion of 45-Judicial Lock-ups into sub Jail one at Pindi Bhattian 
(Authorized capacity of 200-prisoners). 

♦ Conversion of 45-Judicial Lock-ups into sub Jail at Samandri 
(Authorized capacity of 200-prisoners). 

♦ Conversion of 45-Judicial Lock-ups into sub Jail at Gojra (Authorized 
capacity of 200-prisoners). 

♦ In Khyber Pakhtunkhwa, construction work of Central Prison, D.I. 
Khan (Phase-I) has been completed and the work regarding 
construction of barracks, hospital wards and cells etc. (Phase-II) is in 
progress.  In phase-I land acquisition, boundary wall and tube well 
work of District Jail Swabi (Phase-I) has been completed whereas in 

phase-II, work regarding construction of staff residences, 
administration block, prisoners barracks, cells etc. will be started 
soon.  Re-construction/improvement work of District Jails, Swat and 
Hangu is in progress.  

♦ Central Jail Peshawar, District Jails Abbottabad, Swat, Hangu and 
Sub-Jails Besham & Charsadda have been operationalized to reduce 
overcrowding.

♦ Accelerated Implementation Plan (AIP) for renovation of 15 Sub jails 
has been started. 

♦ In Balochistan, the Home Department reported that since Balochistan 
is sparsely populated and prison population is also sparse, currently 
functional 22-judicial lockups along-with 11-prisons are sufficiently 
meeting the requirements of the province.  

♦ Work regarding construction of Central Prison Loralai, District Prison 
Killa Saifullah, District Prison Harnai and District Prison Gawadar is 
in process.

♦ Ministry of Interior, Islamabad submitted that 720-Kanal land for 
Islamabad Model Prison was acquired in Sector H-16, Islamabad. 
PC-I for construction work of the prison has already been approved at 
a cost of Rs.3.9 billion. Work on the administration block, boundary 
wall, male barracks, etc. is under process. There are some legal and 
procedural issues regarding construction of Jail in Green Zone of 
Sector H-16/2 which are in the process of resolution.

iv. Monitoring and Verification of the Prisoners Record

♦ Sindh Prisons Department reported that efforts for digitizing prisons 
and linking biometric in jails with courts were underway with the 
help of United Nations 
Office on Drugs and Crime 
(UNODC). Ground work 
has been completed, 
systems were installed, 
networking at prisons has 
been completed and 
training has also been 
imparted to prisons staff to 
manage / operate the 
system. Prisoner 
Management Information 
System (PMIS) has 
formally been launched in 
2021.    

♦ Punjab Prison Department 
launched Prisoner Management Information System (PMIS) in 
collaboration with the Punjab Information Technology Board (PITB) 
and UNODC in order to ensure more efficiency and accountability in 
the functioning of the prisons; to ensure 100% court appearance of 
under-trial inmates; and to have complete databank of all inmates. 
The integrated system will contain the whole process of trial 
including the registration of FIRs, the submission of challan, 
judgment of courts, execution of sentences in prisons and finally the 
release of prisoners. Subsequently, the said integration would also be 
linked with the Offenders Management System. 

♦ In Khyber Pakhtunkhwa, the Prisoner Management Information 
System (PMIS) with Biometric Identification Application has been 
installed in 7 jails of the province but it is yet to be centralized.  
Interface among jails, courts and NADRA is also under process. 
Agreement for up-gradation of PMIS in Jails has been signed with 
UNODC. Work regarding up-gradation/extension of PMIS in jails 
(including NMDs) will be done in collaboration with UNODC within 
two years. 

♦ In Balochistan, the Home Department had submitted a summary to 
the Chief Minister for allocation of funds. MoU with UNODC has 
already been signed and the project work was in pipeline.

v. Treatment of Drug Users and Mentally Insane Prisoners 

♦ Sindh Prisons Department reported that drug users and mentally 
retarded prisoners are kept in separate wards and are provided with 

proper medication by the Prison’s Doctor as well as specialists 
deputed by Health Department who visit Prisons on weekly basis. 
Such prisoners are also referred to outside hospitals for treatment on 
the recommendations of prison doctors and visiting specialists.  

♦ Punjab Prisons Department submitted that the health profile of drug 
addicts in the Prisoner Management Information System (PMIS) in 
coordination with Health Department, Punjab has been up-graded. 
Screening tests of drug addicts are being conducted as a pilot project 
at Central and Districts Jails Lahore, Central Jails, Gujranwala, 
Multan and Rawalpindi. Drug addicts, peddlers and mentally insane 
prisoners are properly segregated in all jails of the province. 
20-bedded detoxification centers have been established at Central 
Jails, Lahore and Rawalpindi and scheme for construction of 
06-bedded detoxification centers in other 9-jails of Punjab was in 
process and will be made functional soon. Recently, 17 Psychologists 
and 19 Junior Psychologists were appointed in different jails to 
provide professional counselling through different techniques. These 
New Schemes have been approved with a total cost of Rs. 346.17 
million.

♦ Khyber Pakhtunkhwa authorities reported that drug users and 
mentally insane prisoners are given special attention, care and due 
treatment. There are separate wards for mentally challenged 
prisoners.    

♦ Home Department, Balochistan submitted that drug users and 
mentally insane patients are kept in separate rooms inside the jail 
where basic medical treatment is provided by the Jail Doctor on the 
request of Jail Superintendent; qualified psychiatrist also visits the 
jails in cases where specialized treatment of any prisoner is required. 
Moreover, with the assistance of Anti Narcotics Force, Drug 
Rehabilitation Centers are being established in Central Prisons, 
Quetta, Gaddani, Mach, Khuzdar and District Prison Turbat.  
Laboratories at Mach and Quetta Prisons do exist. 08-male and 
01-female Doctors and 60-paramedical staff are posted in various 
prisons.  Except in Mastung Prison, ambulances are available in each 
jail. 

vi. Educational and Skill Training Facilities 

♦ Sindh Home Department reported that Fine Arts School at Central 
Prison, Karachi, District Prison Malir, Karachi and Women Prison 
Karachi are functional. Painting/drawing, computer literacy, musical, 
beautician and tailoring classes/training courses are regularly held 
for the rehabilitation of prisoners. Carpet manufacturing at Central 
Prisons Hyderabad and Sukkur, textile manufacturing at Central 
Prisons Hyderabad and Karachi and electrical courses/work are 
provided for rehabilitation of prisoners. Computer, language and 

other educational trainings are also regular part of the facilities being 
given to prisoners. More than 10,000-prisoners have been awarded 
certificates in different skill sets.

♦ Prisons Department, Punjab submitted that during the last five years, 
878,425 and 241 prisoners appeared in F.A, B.A. and M.A. 
examinations, respectively, in the centres established inside the jail 
premises by different Universities of the Punjab. MoU has been 
signed by the Prisons Department with the Technical Education and 
Vocational Training Authority (TEVTA) for provision of technical 
education and vocational training courses including different skills 
for male, female and juvenile prisoners. Since 2016, 16,777 prisoners 
have qualified different technical courses offered by TEVTA i.e. 
electrician, computer applications, motorcycle mechanic, welding, 
home appliances repair, carpenter, motor winding, and plumber etc.     

♦ Prisons Department, Khyber Pakhtunkhwa submitted that from 2019 
to 2021, 2,443 prisoners were imparted formal education and 1,017 
prisoners were imparted religious education. In order to improve 
educational facilities for prisoners, Adult Literacy Centres were 
established at Battagram, Abbottabad, Mansehra with the assistance 
from National Commission for Human Development (NCHD) and 
prisoners are getting education in these Centers.  Libraries were 
established in 05 central prisons. In order to purchase more books and 
to establish libraries in the remaining prisons, 6,465 books were 
purchased from National Book Foundation. Technical Vocational 
Centres in Central Prisons Haripur, Mardan and Bannu were 
established and vocational training was being imparted to the 
prisoners. So far, 725 prisoners have qualified various courses while 
476 were undergoing training in different courses i.e. tailoring, 
computer, wood work, electric, plumbing, mobile repairing, 
non-woven bags etc. Pilot projects are planned for establishment of 
Production Units for paper bags and non-woven bags at Central 
Prison Haripur and District Prison Abbottabad.  

♦ Home Department, Balochistan submitted that eligible prisoners 
desirous of education, from Middle standard to Masters level are 
being facilitated by Superintendents of Jails concerned. 

♦ 90% work regarding establishment of vocational training centers at 
Central Prison Mach & Khuzdar was completed. 

♦ Books were provided by Wafaqi Mohtasib Office for the District 
Prisons Quetta and Mach to cover-up the deficiency.

vii. Free Legal Aid to Under Trial Prisoners 

♦ In Sindh, free legal assistance was provided to prisoners by the 
Committee for Welfare of Prisoners, Advocates of UNODC and 

Directions of the Honourable 
Supreme Court in a suo moto case 
CMA No.1313/2015 (S.M.C. NO.1 
of 2006)
“The Ombudsman offices may  
form standing committee/s and 
inspection team/s to examine the 
systemic failure in the 
administration of the criminal 
justice system and the prisons in 
particular and make 
recommendations to rectify such 
failures and set good 
administration standards that, if 
breached, would be deemed to be 
maladministration.”

CHAPTER 7
PROGRESS REPORT ON PRISON REFORMS various NGOs in Sindh. 

♦ Prisons Department, Punjab reported that prisoners were provided 
free legal aid in coordination with District Administration and Bar 
Councils.  Coordination with District Bar, Lahore High Court Bar 
Association and Punjab Bar Council was made to provide pro bono 
facility.  List of needy prisoners are provided to the District & Sessions 
Judge on monthly basis. 

♦ In KPK, Bar Councils/NGOs were approached for the cases requiring 
free legal aid. Such cases are normally referred to the District Legal 
Empowerment Committees.  

♦ In Balochistan, Legal Empowerment Committees under the 
chairmanship of respective Session Judges were working. Prisoner 
Aid & Legal Committees constituted by Prime Minister of Pakistan 
are working under the chairmanship of Barrister Ali Zafar. 
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Background

Pursuant to the directions of the Honourable Supreme Court in a suo moto case 
CMA No.1313/2015 (S.M.C. NO.1 of 2006), the Wafaqi Mohtasib constituted a 
Committee for systemic study and assessment of the situation on ground in some 
important prisons in the country. The order of the Honourable Court reads as 
follows:

“there is evidence of significant maladministration and systemic dysfunction in the 
criminal justice system at large and prisons in particular including regulatory 
framework, which needs to be rigorously diagnosed to be effectively rectified, 
implemented and monitored for quality and impact. Failure to adopt and 
implement sufficient due-diligence as 
required by the law constitutes the 
breach of statutory duty. The 
Ombudsman offices may therefore, 
form standing committee/s and 
inspection team/s to examine the 
systemic failure in the administration 
of the criminal justice system and the 
prisons in particular and make 
recommendations to rectify such 
failures and set good administration 
standards that, if breached, would be 
deemed to be maladministration.”

The Committee made study visits to six 
selected prisons of the country and 
identified core issues and prepared a 
comprehensive report and 
recommendations to fix the shortcomings 
in the system.  The report and recommendations were shared with all concerned 
federal and provincial government agencies and were submitted in the Hon’ble 
Supreme Court. 

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

In pursuance of the above orders of the Hon’ble Supreme Court of Pakistan, the 
Wafaqi Mohtasib held regular meetings 
with the concerned provincial 
government departments since 2018 to 
evaluate level of implementation of the 
recommendations on prison reforms. 
Ten periodic implementation reports on 
the subject have been submitted in the Supreme Court of Pakistan since then. 

In the year 2021, despite the hindrances caused by the Corona virus pandemic, 
several monitoring and oversight visits to jails were undertaken, data of prisoners 
was collected, meetings with high officials of the provincial governments were held 
to evaluate the progress, ascertain obstacles in the process of implementation and 
to look for a suitable way forward for speedy implementation. Highlights of the 
status of compliance and implementation of the major recommendations of the 
Wafaqi Mohtasib, reported by the provincial Home and Prisons Department at the 
end of 2021 are given below:

i. Provincial and District Oversight Committees

♦ Provincial Oversight Committees (POCs) and District Oversight 
Committees (DOCs) have been constituted in all provinces.  These 
Committees are functioning well and are contributing to the welfare 
of prisoners.  During 2021, members of these Committees visited 
different jails for ensuring improvement in life of prisoners, especially 
children, women and resource-less prisoners. 

ii. Parole and Probation

♦ In Punjab, the Parole Act, 2019 and Amendment in Good Conduct 
Prisoners Probational Release Act, 1926 have been approved by the 
provincial Cabinet. Both Acts will be placed before the Provincial 
Assembly by the Law Department. 

♦ Chief Minister, Punjab has constituted the Parole Board to scrutinize 
the eligibility of prisoners to be released on parole. 

♦ The amendments in Probation of Offenders Ordinance 1960 and 
Probation of Offenders Rules 1961 are under process.

♦ In Khyber Pakhtunkhwa Parole Act, 2021 has been passed on 
16.08.2021. In the said Act, various modalities have been proposed for 
the reformation of probationers like community service and skills 
development etc. Moreover, amendments in Good Conduct Prisoners 
Probationer Release Rules, 1927 have been proposed and submitted 
to Law Department for vetting.    

♦ Home & Tribal Affairs Department, Balochistan has constituted 
Parole Committee. Monthly meetings of the Committee were held. 

Moreover, establishment of Reclamation & Probation Centres at 
Divisional Headquarters has been approved in PSDP 2019-20.

♦ In Sindh, the matter is under consideration in Parole and Probation 
Department, Government of Sindh.  

iii. Construction of Jails

♦ Three new prisons were under construction in Sindh Province, at 
Shaheed Benazirabad for 250 prisoners, at District Prison Thatta for 
250 prisoners and extension of District Malir Karachi for 1000 
prisoners.

♦ All districts of Punjab have the facility of prisons except Chiniot, 
Nankana Sahib and Khushab. 622-Kanal and 4-Marla land for 
District Jail, Nankana Sahib and 1076 kanal and 7-Marla land for 
construction of District Jail, Chiniot is being actively pursued for 
acquisition.  A new site measuring 473-Kanal and 11-Marals for 
construction of District Jail, Khushab has been identified by the 
Committee. Home Department has been requested for transfer of 
land (which was in custody of Livestock Department) to the Prisons 
Department.

♦ Conversion of 45-Judicial Lock-ups into sub Jail one at Pindi Bhattian 
(Authorized capacity of 200-prisoners). 

♦ Conversion of 45-Judicial Lock-ups into sub Jail at Samandri 
(Authorized capacity of 200-prisoners). 

♦ Conversion of 45-Judicial Lock-ups into sub Jail at Gojra (Authorized 
capacity of 200-prisoners). 

♦ In Khyber Pakhtunkhwa, construction work of Central Prison, D.I. 
Khan (Phase-I) has been completed and the work regarding 
construction of barracks, hospital wards and cells etc. (Phase-II) is in 
progress.  In phase-I land acquisition, boundary wall and tube well 
work of District Jail Swabi (Phase-I) has been completed whereas in 

phase-II, work regarding construction of staff residences, 
administration block, prisoners barracks, cells etc. will be started 
soon.  Re-construction/improvement work of District Jails, Swat and 
Hangu is in progress.  

♦ Central Jail Peshawar, District Jails Abbottabad, Swat, Hangu and 
Sub-Jails Besham & Charsadda have been operationalized to reduce 
overcrowding.

♦ Accelerated Implementation Plan (AIP) for renovation of 15 Sub jails 
has been started. 

♦ In Balochistan, the Home Department reported that since Balochistan 
is sparsely populated and prison population is also sparse, currently 
functional 22-judicial lockups along-with 11-prisons are sufficiently 
meeting the requirements of the province.  

♦ Work regarding construction of Central Prison Loralai, District Prison 
Killa Saifullah, District Prison Harnai and District Prison Gawadar is 
in process.

♦ Ministry of Interior, Islamabad submitted that 720-Kanal land for 
Islamabad Model Prison was acquired in Sector H-16, Islamabad. 
PC-I for construction work of the prison has already been approved at 
a cost of Rs.3.9 billion. Work on the administration block, boundary 
wall, male barracks, etc. is under process. There are some legal and 
procedural issues regarding construction of Jail in Green Zone of 
Sector H-16/2 which are in the process of resolution.

iv. Monitoring and Verification of the Prisoners Record

♦ Sindh Prisons Department reported that efforts for digitizing prisons 
and linking biometric in jails with courts were underway with the 
help of United Nations 
Office on Drugs and Crime 
(UNODC). Ground work 
has been completed, 
systems were installed, 
networking at prisons has 
been completed and 
training has also been 
imparted to prisons staff to 
manage / operate the 
system. Prisoner 
Management Information 
System (PMIS) has 
formally been launched in 
2021.    

♦ Punjab Prison Department 
launched Prisoner Management Information System (PMIS) in 
collaboration with the Punjab Information Technology Board (PITB) 
and UNODC in order to ensure more efficiency and accountability in 
the functioning of the prisons; to ensure 100% court appearance of 
under-trial inmates; and to have complete databank of all inmates. 
The integrated system will contain the whole process of trial 
including the registration of FIRs, the submission of challan, 
judgment of courts, execution of sentences in prisons and finally the 
release of prisoners. Subsequently, the said integration would also be 
linked with the Offenders Management System. 

♦ In Khyber Pakhtunkhwa, the Prisoner Management Information 
System (PMIS) with Biometric Identification Application has been 
installed in 7 jails of the province but it is yet to be centralized.  
Interface among jails, courts and NADRA is also under process. 
Agreement for up-gradation of PMIS in Jails has been signed with 
UNODC. Work regarding up-gradation/extension of PMIS in jails 
(including NMDs) will be done in collaboration with UNODC within 
two years. 

♦ In Balochistan, the Home Department had submitted a summary to 
the Chief Minister for allocation of funds. MoU with UNODC has 
already been signed and the project work was in pipeline.

v. Treatment of Drug Users and Mentally Insane Prisoners 

♦ Sindh Prisons Department reported that drug users and mentally 
retarded prisoners are kept in separate wards and are provided with 

proper medication by the Prison’s Doctor as well as specialists 
deputed by Health Department who visit Prisons on weekly basis. 
Such prisoners are also referred to outside hospitals for treatment on 
the recommendations of prison doctors and visiting specialists.  

♦ Punjab Prisons Department submitted that the health profile of drug 
addicts in the Prisoner Management Information System (PMIS) in 
coordination with Health Department, Punjab has been up-graded. 
Screening tests of drug addicts are being conducted as a pilot project 
at Central and Districts Jails Lahore, Central Jails, Gujranwala, 
Multan and Rawalpindi. Drug addicts, peddlers and mentally insane 
prisoners are properly segregated in all jails of the province. 
20-bedded detoxification centers have been established at Central 
Jails, Lahore and Rawalpindi and scheme for construction of 
06-bedded detoxification centers in other 9-jails of Punjab was in 
process and will be made functional soon. Recently, 17 Psychologists 
and 19 Junior Psychologists were appointed in different jails to 
provide professional counselling through different techniques. These 
New Schemes have been approved with a total cost of Rs. 346.17 
million.

♦ Khyber Pakhtunkhwa authorities reported that drug users and 
mentally insane prisoners are given special attention, care and due 
treatment. There are separate wards for mentally challenged 
prisoners.    

♦ Home Department, Balochistan submitted that drug users and 
mentally insane patients are kept in separate rooms inside the jail 
where basic medical treatment is provided by the Jail Doctor on the 
request of Jail Superintendent; qualified psychiatrist also visits the 
jails in cases where specialized treatment of any prisoner is required. 
Moreover, with the assistance of Anti Narcotics Force, Drug 
Rehabilitation Centers are being established in Central Prisons, 
Quetta, Gaddani, Mach, Khuzdar and District Prison Turbat.  
Laboratories at Mach and Quetta Prisons do exist. 08-male and 
01-female Doctors and 60-paramedical staff are posted in various 
prisons.  Except in Mastung Prison, ambulances are available in each 
jail. 

vi. Educational and Skill Training Facilities 

♦ Sindh Home Department reported that Fine Arts School at Central 
Prison, Karachi, District Prison Malir, Karachi and Women Prison 
Karachi are functional. Painting/drawing, computer literacy, musical, 
beautician and tailoring classes/training courses are regularly held 
for the rehabilitation of prisoners. Carpet manufacturing at Central 
Prisons Hyderabad and Sukkur, textile manufacturing at Central 
Prisons Hyderabad and Karachi and electrical courses/work are 
provided for rehabilitation of prisoners. Computer, language and 

other educational trainings are also regular part of the facilities being 
given to prisoners. More than 10,000-prisoners have been awarded 
certificates in different skill sets.

♦ Prisons Department, Punjab submitted that during the last five years, 
878,425 and 241 prisoners appeared in F.A, B.A. and M.A. 
examinations, respectively, in the centres established inside the jail 
premises by different Universities of the Punjab. MoU has been 
signed by the Prisons Department with the Technical Education and 
Vocational Training Authority (TEVTA) for provision of technical 
education and vocational training courses including different skills 
for male, female and juvenile prisoners. Since 2016, 16,777 prisoners 
have qualified different technical courses offered by TEVTA i.e. 
electrician, computer applications, motorcycle mechanic, welding, 
home appliances repair, carpenter, motor winding, and plumber etc.     

♦ Prisons Department, Khyber Pakhtunkhwa submitted that from 2019 
to 2021, 2,443 prisoners were imparted formal education and 1,017 
prisoners were imparted religious education. In order to improve 
educational facilities for prisoners, Adult Literacy Centres were 
established at Battagram, Abbottabad, Mansehra with the assistance 
from National Commission for Human Development (NCHD) and 
prisoners are getting education in these Centers.  Libraries were 
established in 05 central prisons. In order to purchase more books and 
to establish libraries in the remaining prisons, 6,465 books were 
purchased from National Book Foundation. Technical Vocational 
Centres in Central Prisons Haripur, Mardan and Bannu were 
established and vocational training was being imparted to the 
prisoners. So far, 725 prisoners have qualified various courses while 
476 were undergoing training in different courses i.e. tailoring, 
computer, wood work, electric, plumbing, mobile repairing, 
non-woven bags etc. Pilot projects are planned for establishment of 
Production Units for paper bags and non-woven bags at Central 
Prison Haripur and District Prison Abbottabad.  

♦ Home Department, Balochistan submitted that eligible prisoners 
desirous of education, from Middle standard to Masters level are 
being facilitated by Superintendents of Jails concerned. 

♦ 90% work regarding establishment of vocational training centers at 
Central Prison Mach & Khuzdar was completed. 

♦ Books were provided by Wafaqi Mohtasib Office for the District 
Prisons Quetta and Mach to cover-up the deficiency.

vii. Free Legal Aid to Under Trial Prisoners 

♦ In Sindh, free legal assistance was provided to prisoners by the 
Committee for Welfare of Prisoners, Advocates of UNODC and 

The Federal Ombudsman has 
presented 10 periodic 
implementation reports in the 
Supreme Court.

various NGOs in Sindh. 

♦ Prisons Department, Punjab reported that prisoners were provided 
free legal aid in coordination with District Administration and Bar 
Councils.  Coordination with District Bar, Lahore High Court Bar 
Association and Punjab Bar Council was made to provide pro bono 
facility.  List of needy prisoners are provided to the District & Sessions 
Judge on monthly basis. 

♦ In KPK, Bar Councils/NGOs were approached for the cases requiring 
free legal aid. Such cases are normally referred to the District Legal 
Empowerment Committees.  

♦ In Balochistan, Legal Empowerment Committees under the 
chairmanship of respective Session Judges were working. Prisoner 
Aid & Legal Committees constituted by Prime Minister of Pakistan 
are working under the chairmanship of Barrister Ali Zafar. 
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Background

Pursuant to the directions of the Honourable Supreme Court in a suo moto case 
CMA No.1313/2015 (S.M.C. NO.1 of 2006), the Wafaqi Mohtasib constituted a 
Committee for systemic study and assessment of the situation on ground in some 
important prisons in the country. The order of the Honourable Court reads as 
follows:

“there is evidence of significant maladministration and systemic dysfunction in the 
criminal justice system at large and prisons in particular including regulatory 
framework, which needs to be rigorously diagnosed to be effectively rectified, 
implemented and monitored for quality and impact. Failure to adopt and 
implement sufficient due-diligence as 
required by the law constitutes the 
breach of statutory duty. The 
Ombudsman offices may therefore, 
form standing committee/s and 
inspection team/s to examine the 
systemic failure in the administration 
of the criminal justice system and the 
prisons in particular and make 
recommendations to rectify such 
failures and set good administration 
standards that, if breached, would be 
deemed to be maladministration.”

The Committee made study visits to six 
selected prisons of the country and 
identified core issues and prepared a 
comprehensive report and 
recommendations to fix the shortcomings 
in the system.  The report and recommendations were shared with all concerned 
federal and provincial government agencies and were submitted in the Hon’ble 
Supreme Court. 

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

In pursuance of the above orders of the Hon’ble Supreme Court of Pakistan, the 
Wafaqi Mohtasib held regular meetings 
with the concerned provincial 
government departments since 2018 to 
evaluate level of implementation of the 
recommendations on prison reforms. 
Ten periodic implementation reports on 
the subject have been submitted in the Supreme Court of Pakistan since then. 

In the year 2021, despite the hindrances caused by the Corona virus pandemic, 
several monitoring and oversight visits to jails were undertaken, data of prisoners 
was collected, meetings with high officials of the provincial governments were held 
to evaluate the progress, ascertain obstacles in the process of implementation and 
to look for a suitable way forward for speedy implementation. Highlights of the 
status of compliance and implementation of the major recommendations of the 
Wafaqi Mohtasib, reported by the provincial Home and Prisons Department at the 
end of 2021 are given below:

i. Provincial and District Oversight Committees

♦ Provincial Oversight Committees (POCs) and District Oversight 
Committees (DOCs) have been constituted in all provinces.  These 
Committees are functioning well and are contributing to the welfare 
of prisoners.  During 2021, members of these Committees visited 
different jails for ensuring improvement in life of prisoners, especially 
children, women and resource-less prisoners. 

ii. Parole and Probation

♦ In Punjab, the Parole Act, 2019 and Amendment in Good Conduct 
Prisoners Probational Release Act, 1926 have been approved by the 
provincial Cabinet. Both Acts will be placed before the Provincial 
Assembly by the Law Department. 

♦ Chief Minister, Punjab has constituted the Parole Board to scrutinize 
the eligibility of prisoners to be released on parole. 

♦ The amendments in Probation of Offenders Ordinance 1960 and 
Probation of Offenders Rules 1961 are under process.

♦ In Khyber Pakhtunkhwa Parole Act, 2021 has been passed on 
16.08.2021. In the said Act, various modalities have been proposed for 
the reformation of probationers like community service and skills 
development etc. Moreover, amendments in Good Conduct Prisoners 
Probationer Release Rules, 1927 have been proposed and submitted 
to Law Department for vetting.    

♦ Home & Tribal Affairs Department, Balochistan has constituted 
Parole Committee. Monthly meetings of the Committee were held. 

Moreover, establishment of Reclamation & Probation Centres at 
Divisional Headquarters has been approved in PSDP 2019-20.

♦ In Sindh, the matter is under consideration in Parole and Probation 
Department, Government of Sindh.  

iii. Construction of Jails

♦ Three new prisons were under construction in Sindh Province, at 
Shaheed Benazirabad for 250 prisoners, at District Prison Thatta for 
250 prisoners and extension of District Malir Karachi for 1000 
prisoners.

♦ All districts of Punjab have the facility of prisons except Chiniot, 
Nankana Sahib and Khushab. 622-Kanal and 4-Marla land for 
District Jail, Nankana Sahib and 1076 kanal and 7-Marla land for 
construction of District Jail, Chiniot is being actively pursued for 
acquisition.  A new site measuring 473-Kanal and 11-Marals for 
construction of District Jail, Khushab has been identified by the 
Committee. Home Department has been requested for transfer of 
land (which was in custody of Livestock Department) to the Prisons 
Department.

♦ Conversion of 45-Judicial Lock-ups into sub Jail one at Pindi Bhattian 
(Authorized capacity of 200-prisoners). 

♦ Conversion of 45-Judicial Lock-ups into sub Jail at Samandri 
(Authorized capacity of 200-prisoners). 

♦ Conversion of 45-Judicial Lock-ups into sub Jail at Gojra (Authorized 
capacity of 200-prisoners). 

♦ In Khyber Pakhtunkhwa, construction work of Central Prison, D.I. 
Khan (Phase-I) has been completed and the work regarding 
construction of barracks, hospital wards and cells etc. (Phase-II) is in 
progress.  In phase-I land acquisition, boundary wall and tube well 
work of District Jail Swabi (Phase-I) has been completed whereas in 

phase-II, work regarding construction of staff residences, 
administration block, prisoners barracks, cells etc. will be started 
soon.  Re-construction/improvement work of District Jails, Swat and 
Hangu is in progress.  

♦ Central Jail Peshawar, District Jails Abbottabad, Swat, Hangu and 
Sub-Jails Besham & Charsadda have been operationalized to reduce 
overcrowding.

♦ Accelerated Implementation Plan (AIP) for renovation of 15 Sub jails 
has been started. 

♦ In Balochistan, the Home Department reported that since Balochistan 
is sparsely populated and prison population is also sparse, currently 
functional 22-judicial lockups along-with 11-prisons are sufficiently 
meeting the requirements of the province.  

♦ Work regarding construction of Central Prison Loralai, District Prison 
Killa Saifullah, District Prison Harnai and District Prison Gawadar is 
in process.

♦ Ministry of Interior, Islamabad submitted that 720-Kanal land for 
Islamabad Model Prison was acquired in Sector H-16, Islamabad. 
PC-I for construction work of the prison has already been approved at 
a cost of Rs.3.9 billion. Work on the administration block, boundary 
wall, male barracks, etc. is under process. There are some legal and 
procedural issues regarding construction of Jail in Green Zone of 
Sector H-16/2 which are in the process of resolution.

iv. Monitoring and Verification of the Prisoners Record

♦ Sindh Prisons Department reported that efforts for digitizing prisons 
and linking biometric in jails with courts were underway with the 
help of United Nations 
Office on Drugs and Crime 
(UNODC). Ground work 
has been completed, 
systems were installed, 
networking at prisons has 
been completed and 
training has also been 
imparted to prisons staff to 
manage / operate the 
system. Prisoner 
Management Information 
System (PMIS) has 
formally been launched in 
2021.    

♦ Punjab Prison Department 
launched Prisoner Management Information System (PMIS) in 
collaboration with the Punjab Information Technology Board (PITB) 
and UNODC in order to ensure more efficiency and accountability in 
the functioning of the prisons; to ensure 100% court appearance of 
under-trial inmates; and to have complete databank of all inmates. 
The integrated system will contain the whole process of trial 
including the registration of FIRs, the submission of challan, 
judgment of courts, execution of sentences in prisons and finally the 
release of prisoners. Subsequently, the said integration would also be 
linked with the Offenders Management System. 

♦ In Khyber Pakhtunkhwa, the Prisoner Management Information 
System (PMIS) with Biometric Identification Application has been 
installed in 7 jails of the province but it is yet to be centralized.  
Interface among jails, courts and NADRA is also under process. 
Agreement for up-gradation of PMIS in Jails has been signed with 
UNODC. Work regarding up-gradation/extension of PMIS in jails 
(including NMDs) will be done in collaboration with UNODC within 
two years. 

♦ In Balochistan, the Home Department had submitted a summary to 
the Chief Minister for allocation of funds. MoU with UNODC has 
already been signed and the project work was in pipeline.

v. Treatment of Drug Users and Mentally Insane Prisoners 

♦ Sindh Prisons Department reported that drug users and mentally 
retarded prisoners are kept in separate wards and are provided with 

proper medication by the Prison’s Doctor as well as specialists 
deputed by Health Department who visit Prisons on weekly basis. 
Such prisoners are also referred to outside hospitals for treatment on 
the recommendations of prison doctors and visiting specialists.  

♦ Punjab Prisons Department submitted that the health profile of drug 
addicts in the Prisoner Management Information System (PMIS) in 
coordination with Health Department, Punjab has been up-graded. 
Screening tests of drug addicts are being conducted as a pilot project 
at Central and Districts Jails Lahore, Central Jails, Gujranwala, 
Multan and Rawalpindi. Drug addicts, peddlers and mentally insane 
prisoners are properly segregated in all jails of the province. 
20-bedded detoxification centers have been established at Central 
Jails, Lahore and Rawalpindi and scheme for construction of 
06-bedded detoxification centers in other 9-jails of Punjab was in 
process and will be made functional soon. Recently, 17 Psychologists 
and 19 Junior Psychologists were appointed in different jails to 
provide professional counselling through different techniques. These 
New Schemes have been approved with a total cost of Rs. 346.17 
million.

♦ Khyber Pakhtunkhwa authorities reported that drug users and 
mentally insane prisoners are given special attention, care and due 
treatment. There are separate wards for mentally challenged 
prisoners.    

♦ Home Department, Balochistan submitted that drug users and 
mentally insane patients are kept in separate rooms inside the jail 
where basic medical treatment is provided by the Jail Doctor on the 
request of Jail Superintendent; qualified psychiatrist also visits the 
jails in cases where specialized treatment of any prisoner is required. 
Moreover, with the assistance of Anti Narcotics Force, Drug 
Rehabilitation Centers are being established in Central Prisons, 
Quetta, Gaddani, Mach, Khuzdar and District Prison Turbat.  
Laboratories at Mach and Quetta Prisons do exist. 08-male and 
01-female Doctors and 60-paramedical staff are posted in various 
prisons.  Except in Mastung Prison, ambulances are available in each 
jail. 

vi. Educational and Skill Training Facilities 

♦ Sindh Home Department reported that Fine Arts School at Central 
Prison, Karachi, District Prison Malir, Karachi and Women Prison 
Karachi are functional. Painting/drawing, computer literacy, musical, 
beautician and tailoring classes/training courses are regularly held 
for the rehabilitation of prisoners. Carpet manufacturing at Central 
Prisons Hyderabad and Sukkur, textile manufacturing at Central 
Prisons Hyderabad and Karachi and electrical courses/work are 
provided for rehabilitation of prisoners. Computer, language and 

other educational trainings are also regular part of the facilities being 
given to prisoners. More than 10,000-prisoners have been awarded 
certificates in different skill sets.

♦ Prisons Department, Punjab submitted that during the last five years, 
878,425 and 241 prisoners appeared in F.A, B.A. and M.A. 
examinations, respectively, in the centres established inside the jail 
premises by different Universities of the Punjab. MoU has been 
signed by the Prisons Department with the Technical Education and 
Vocational Training Authority (TEVTA) for provision of technical 
education and vocational training courses including different skills 
for male, female and juvenile prisoners. Since 2016, 16,777 prisoners 
have qualified different technical courses offered by TEVTA i.e. 
electrician, computer applications, motorcycle mechanic, welding, 
home appliances repair, carpenter, motor winding, and plumber etc.     

♦ Prisons Department, Khyber Pakhtunkhwa submitted that from 2019 
to 2021, 2,443 prisoners were imparted formal education and 1,017 
prisoners were imparted religious education. In order to improve 
educational facilities for prisoners, Adult Literacy Centres were 
established at Battagram, Abbottabad, Mansehra with the assistance 
from National Commission for Human Development (NCHD) and 
prisoners are getting education in these Centers.  Libraries were 
established in 05 central prisons. In order to purchase more books and 
to establish libraries in the remaining prisons, 6,465 books were 
purchased from National Book Foundation. Technical Vocational 
Centres in Central Prisons Haripur, Mardan and Bannu were 
established and vocational training was being imparted to the 
prisoners. So far, 725 prisoners have qualified various courses while 
476 were undergoing training in different courses i.e. tailoring, 
computer, wood work, electric, plumbing, mobile repairing, 
non-woven bags etc. Pilot projects are planned for establishment of 
Production Units for paper bags and non-woven bags at Central 
Prison Haripur and District Prison Abbottabad.  

♦ Home Department, Balochistan submitted that eligible prisoners 
desirous of education, from Middle standard to Masters level are 
being facilitated by Superintendents of Jails concerned. 

♦ 90% work regarding establishment of vocational training centers at 
Central Prison Mach & Khuzdar was completed. 

♦ Books were provided by Wafaqi Mohtasib Office for the District 
Prisons Quetta and Mach to cover-up the deficiency.

vii. Free Legal Aid to Under Trial Prisoners 

♦ In Sindh, free legal assistance was provided to prisoners by the 
Committee for Welfare of Prisoners, Advocates of UNODC and 

The Federal Ombudsman chairing a high level meeting alongwith Chief Secretary KPK to review progress and 
implementation status on jail reforms at Peshawar.

various NGOs in Sindh. 

♦ Prisons Department, Punjab reported that prisoners were provided 
free legal aid in coordination with District Administration and Bar 
Councils.  Coordination with District Bar, Lahore High Court Bar 
Association and Punjab Bar Council was made to provide pro bono 
facility.  List of needy prisoners are provided to the District & Sessions 
Judge on monthly basis. 

♦ In KPK, Bar Councils/NGOs were approached for the cases requiring 
free legal aid. Such cases are normally referred to the District Legal 
Empowerment Committees.  

♦ In Balochistan, Legal Empowerment Committees under the 
chairmanship of respective Session Judges were working. Prisoner 
Aid & Legal Committees constituted by Prime Minister of Pakistan 
are working under the chairmanship of Barrister Ali Zafar. 
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Background

Pursuant to the directions of the Honourable Supreme Court in a suo moto case 
CMA No.1313/2015 (S.M.C. NO.1 of 2006), the Wafaqi Mohtasib constituted a 
Committee for systemic study and assessment of the situation on ground in some 
important prisons in the country. The order of the Honourable Court reads as 
follows:

“there is evidence of significant maladministration and systemic dysfunction in the 
criminal justice system at large and prisons in particular including regulatory 
framework, which needs to be rigorously diagnosed to be effectively rectified, 
implemented and monitored for quality and impact. Failure to adopt and 
implement sufficient due-diligence as 
required by the law constitutes the 
breach of statutory duty. The 
Ombudsman offices may therefore, 
form standing committee/s and 
inspection team/s to examine the 
systemic failure in the administration 
of the criminal justice system and the 
prisons in particular and make 
recommendations to rectify such 
failures and set good administration 
standards that, if breached, would be 
deemed to be maladministration.”

The Committee made study visits to six 
selected prisons of the country and 
identified core issues and prepared a 
comprehensive report and 
recommendations to fix the shortcomings 
in the system.  The report and recommendations were shared with all concerned 
federal and provincial government agencies and were submitted in the Hon’ble 
Supreme Court. 

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

In pursuance of the above orders of the Hon’ble Supreme Court of Pakistan, the 
Wafaqi Mohtasib held regular meetings 
with the concerned provincial 
government departments since 2018 to 
evaluate level of implementation of the 
recommendations on prison reforms. 
Ten periodic implementation reports on 
the subject have been submitted in the Supreme Court of Pakistan since then. 

In the year 2021, despite the hindrances caused by the Corona virus pandemic, 
several monitoring and oversight visits to jails were undertaken, data of prisoners 
was collected, meetings with high officials of the provincial governments were held 
to evaluate the progress, ascertain obstacles in the process of implementation and 
to look for a suitable way forward for speedy implementation. Highlights of the 
status of compliance and implementation of the major recommendations of the 
Wafaqi Mohtasib, reported by the provincial Home and Prisons Department at the 
end of 2021 are given below:

i. Provincial and District Oversight Committees

♦ Provincial Oversight Committees (POCs) and District Oversight 
Committees (DOCs) have been constituted in all provinces.  These 
Committees are functioning well and are contributing to the welfare 
of prisoners.  During 2021, members of these Committees visited 
different jails for ensuring improvement in life of prisoners, especially 
children, women and resource-less prisoners. 

ii. Parole and Probation

♦ In Punjab, the Parole Act, 2019 and Amendment in Good Conduct 
Prisoners Probational Release Act, 1926 have been approved by the 
provincial Cabinet. Both Acts will be placed before the Provincial 
Assembly by the Law Department. 

♦ Chief Minister, Punjab has constituted the Parole Board to scrutinize 
the eligibility of prisoners to be released on parole. 

♦ The amendments in Probation of Offenders Ordinance 1960 and 
Probation of Offenders Rules 1961 are under process.

♦ In Khyber Pakhtunkhwa Parole Act, 2021 has been passed on 
16.08.2021. In the said Act, various modalities have been proposed for 
the reformation of probationers like community service and skills 
development etc. Moreover, amendments in Good Conduct Prisoners 
Probationer Release Rules, 1927 have been proposed and submitted 
to Law Department for vetting.    

♦ Home & Tribal Affairs Department, Balochistan has constituted 
Parole Committee. Monthly meetings of the Committee were held. 

Moreover, establishment of Reclamation & Probation Centres at 
Divisional Headquarters has been approved in PSDP 2019-20.

♦ In Sindh, the matter is under consideration in Parole and Probation 
Department, Government of Sindh.  

iii. Construction of Jails

♦ Three new prisons were under construction in Sindh Province, at 
Shaheed Benazirabad for 250 prisoners, at District Prison Thatta for 
250 prisoners and extension of District Malir Karachi for 1000 
prisoners.

♦ All districts of Punjab have the facility of prisons except Chiniot, 
Nankana Sahib and Khushab. 622-Kanal and 4-Marla land for 
District Jail, Nankana Sahib and 1076 kanal and 7-Marla land for 
construction of District Jail, Chiniot is being actively pursued for 
acquisition.  A new site measuring 473-Kanal and 11-Marals for 
construction of District Jail, Khushab has been identified by the 
Committee. Home Department has been requested for transfer of 
land (which was in custody of Livestock Department) to the Prisons 
Department.

♦ Conversion of 45-Judicial Lock-ups into sub Jail one at Pindi Bhattian 
(Authorized capacity of 200-prisoners). 

♦ Conversion of 45-Judicial Lock-ups into sub Jail at Samandri 
(Authorized capacity of 200-prisoners). 

♦ Conversion of 45-Judicial Lock-ups into sub Jail at Gojra (Authorized 
capacity of 200-prisoners). 

♦ In Khyber Pakhtunkhwa, construction work of Central Prison, D.I. 
Khan (Phase-I) has been completed and the work regarding 
construction of barracks, hospital wards and cells etc. (Phase-II) is in 
progress.  In phase-I land acquisition, boundary wall and tube well 
work of District Jail Swabi (Phase-I) has been completed whereas in 

phase-II, work regarding construction of staff residences, 
administration block, prisoners barracks, cells etc. will be started 
soon.  Re-construction/improvement work of District Jails, Swat and 
Hangu is in progress.  

♦ Central Jail Peshawar, District Jails Abbottabad, Swat, Hangu and 
Sub-Jails Besham & Charsadda have been operationalized to reduce 
overcrowding.

♦ Accelerated Implementation Plan (AIP) for renovation of 15 Sub jails 
has been started. 

♦ In Balochistan, the Home Department reported that since Balochistan 
is sparsely populated and prison population is also sparse, currently 
functional 22-judicial lockups along-with 11-prisons are sufficiently 
meeting the requirements of the province.  

♦ Work regarding construction of Central Prison Loralai, District Prison 
Killa Saifullah, District Prison Harnai and District Prison Gawadar is 
in process.

♦ Ministry of Interior, Islamabad submitted that 720-Kanal land for 
Islamabad Model Prison was acquired in Sector H-16, Islamabad. 
PC-I for construction work of the prison has already been approved at 
a cost of Rs.3.9 billion. Work on the administration block, boundary 
wall, male barracks, etc. is under process. There are some legal and 
procedural issues regarding construction of Jail in Green Zone of 
Sector H-16/2 which are in the process of resolution.

iv. Monitoring and Verification of the Prisoners Record

♦ Sindh Prisons Department reported that efforts for digitizing prisons 
and linking biometric in jails with courts were underway with the 
help of United Nations 
Office on Drugs and Crime 
(UNODC). Ground work 
has been completed, 
systems were installed, 
networking at prisons has 
been completed and 
training has also been 
imparted to prisons staff to 
manage / operate the 
system. Prisoner 
Management Information 
System (PMIS) has 
formally been launched in 
2021.    

♦ Punjab Prison Department 
launched Prisoner Management Information System (PMIS) in 
collaboration with the Punjab Information Technology Board (PITB) 
and UNODC in order to ensure more efficiency and accountability in 
the functioning of the prisons; to ensure 100% court appearance of 
under-trial inmates; and to have complete databank of all inmates. 
The integrated system will contain the whole process of trial 
including the registration of FIRs, the submission of challan, 
judgment of courts, execution of sentences in prisons and finally the 
release of prisoners. Subsequently, the said integration would also be 
linked with the Offenders Management System. 

♦ In Khyber Pakhtunkhwa, the Prisoner Management Information 
System (PMIS) with Biometric Identification Application has been 
installed in 7 jails of the province but it is yet to be centralized.  
Interface among jails, courts and NADRA is also under process. 
Agreement for up-gradation of PMIS in Jails has been signed with 
UNODC. Work regarding up-gradation/extension of PMIS in jails 
(including NMDs) will be done in collaboration with UNODC within 
two years. 

♦ In Balochistan, the Home Department had submitted a summary to 
the Chief Minister for allocation of funds. MoU with UNODC has 
already been signed and the project work was in pipeline.

v. Treatment of Drug Users and Mentally Insane Prisoners 

♦ Sindh Prisons Department reported that drug users and mentally 
retarded prisoners are kept in separate wards and are provided with 

proper medication by the Prison’s Doctor as well as specialists 
deputed by Health Department who visit Prisons on weekly basis. 
Such prisoners are also referred to outside hospitals for treatment on 
the recommendations of prison doctors and visiting specialists.  

♦ Punjab Prisons Department submitted that the health profile of drug 
addicts in the Prisoner Management Information System (PMIS) in 
coordination with Health Department, Punjab has been up-graded. 
Screening tests of drug addicts are being conducted as a pilot project 
at Central and Districts Jails Lahore, Central Jails, Gujranwala, 
Multan and Rawalpindi. Drug addicts, peddlers and mentally insane 
prisoners are properly segregated in all jails of the province. 
20-bedded detoxification centers have been established at Central 
Jails, Lahore and Rawalpindi and scheme for construction of 
06-bedded detoxification centers in other 9-jails of Punjab was in 
process and will be made functional soon. Recently, 17 Psychologists 
and 19 Junior Psychologists were appointed in different jails to 
provide professional counselling through different techniques. These 
New Schemes have been approved with a total cost of Rs. 346.17 
million.

♦ Khyber Pakhtunkhwa authorities reported that drug users and 
mentally insane prisoners are given special attention, care and due 
treatment. There are separate wards for mentally challenged 
prisoners.    

♦ Home Department, Balochistan submitted that drug users and 
mentally insane patients are kept in separate rooms inside the jail 
where basic medical treatment is provided by the Jail Doctor on the 
request of Jail Superintendent; qualified psychiatrist also visits the 
jails in cases where specialized treatment of any prisoner is required. 
Moreover, with the assistance of Anti Narcotics Force, Drug 
Rehabilitation Centers are being established in Central Prisons, 
Quetta, Gaddani, Mach, Khuzdar and District Prison Turbat.  
Laboratories at Mach and Quetta Prisons do exist. 08-male and 
01-female Doctors and 60-paramedical staff are posted in various 
prisons.  Except in Mastung Prison, ambulances are available in each 
jail. 

vi. Educational and Skill Training Facilities 

♦ Sindh Home Department reported that Fine Arts School at Central 
Prison, Karachi, District Prison Malir, Karachi and Women Prison 
Karachi are functional. Painting/drawing, computer literacy, musical, 
beautician and tailoring classes/training courses are regularly held 
for the rehabilitation of prisoners. Carpet manufacturing at Central 
Prisons Hyderabad and Sukkur, textile manufacturing at Central 
Prisons Hyderabad and Karachi and electrical courses/work are 
provided for rehabilitation of prisoners. Computer, language and 

other educational trainings are also regular part of the facilities being 
given to prisoners. More than 10,000-prisoners have been awarded 
certificates in different skill sets.

♦ Prisons Department, Punjab submitted that during the last five years, 
878,425 and 241 prisoners appeared in F.A, B.A. and M.A. 
examinations, respectively, in the centres established inside the jail 
premises by different Universities of the Punjab. MoU has been 
signed by the Prisons Department with the Technical Education and 
Vocational Training Authority (TEVTA) for provision of technical 
education and vocational training courses including different skills 
for male, female and juvenile prisoners. Since 2016, 16,777 prisoners 
have qualified different technical courses offered by TEVTA i.e. 
electrician, computer applications, motorcycle mechanic, welding, 
home appliances repair, carpenter, motor winding, and plumber etc.     

♦ Prisons Department, Khyber Pakhtunkhwa submitted that from 2019 
to 2021, 2,443 prisoners were imparted formal education and 1,017 
prisoners were imparted religious education. In order to improve 
educational facilities for prisoners, Adult Literacy Centres were 
established at Battagram, Abbottabad, Mansehra with the assistance 
from National Commission for Human Development (NCHD) and 
prisoners are getting education in these Centers.  Libraries were 
established in 05 central prisons. In order to purchase more books and 
to establish libraries in the remaining prisons, 6,465 books were 
purchased from National Book Foundation. Technical Vocational 
Centres in Central Prisons Haripur, Mardan and Bannu were 
established and vocational training was being imparted to the 
prisoners. So far, 725 prisoners have qualified various courses while 
476 were undergoing training in different courses i.e. tailoring, 
computer, wood work, electric, plumbing, mobile repairing, 
non-woven bags etc. Pilot projects are planned for establishment of 
Production Units for paper bags and non-woven bags at Central 
Prison Haripur and District Prison Abbottabad.  

♦ Home Department, Balochistan submitted that eligible prisoners 
desirous of education, from Middle standard to Masters level are 
being facilitated by Superintendents of Jails concerned. 

♦ 90% work regarding establishment of vocational training centers at 
Central Prison Mach & Khuzdar was completed. 

♦ Books were provided by Wafaqi Mohtasib Office for the District 
Prisons Quetta and Mach to cover-up the deficiency.

vii. Free Legal Aid to Under Trial Prisoners 

♦ In Sindh, free legal assistance was provided to prisoners by the 
Committee for Welfare of Prisoners, Advocates of UNODC and 

The Federal Ombudsman chairing a high level meeting alongwith Chief Secretary Sindh to review progress 
and implementation status on prison reforms at Karachi.

various NGOs in Sindh. 

♦ Prisons Department, Punjab reported that prisoners were provided 
free legal aid in coordination with District Administration and Bar 
Councils.  Coordination with District Bar, Lahore High Court Bar 
Association and Punjab Bar Council was made to provide pro bono 
facility.  List of needy prisoners are provided to the District & Sessions 
Judge on monthly basis. 

♦ In KPK, Bar Councils/NGOs were approached for the cases requiring 
free legal aid. Such cases are normally referred to the District Legal 
Empowerment Committees.  

♦ In Balochistan, Legal Empowerment Committees under the 
chairmanship of respective Session Judges were working. Prisoner 
Aid & Legal Committees constituted by Prime Minister of Pakistan 
are working under the chairmanship of Barrister Ali Zafar. 
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Background

Pursuant to the directions of the Honourable Supreme Court in a suo moto case 
CMA No.1313/2015 (S.M.C. NO.1 of 2006), the Wafaqi Mohtasib constituted a 
Committee for systemic study and assessment of the situation on ground in some 
important prisons in the country. The order of the Honourable Court reads as 
follows:

“there is evidence of significant maladministration and systemic dysfunction in the 
criminal justice system at large and prisons in particular including regulatory 
framework, which needs to be rigorously diagnosed to be effectively rectified, 
implemented and monitored for quality and impact. Failure to adopt and 
implement sufficient due-diligence as 
required by the law constitutes the 
breach of statutory duty. The 
Ombudsman offices may therefore, 
form standing committee/s and 
inspection team/s to examine the 
systemic failure in the administration 
of the criminal justice system and the 
prisons in particular and make 
recommendations to rectify such 
failures and set good administration 
standards that, if breached, would be 
deemed to be maladministration.”

The Committee made study visits to six 
selected prisons of the country and 
identified core issues and prepared a 
comprehensive report and 
recommendations to fix the shortcomings 
in the system.  The report and recommendations were shared with all concerned 
federal and provincial government agencies and were submitted in the Hon’ble 
Supreme Court. 

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

In pursuance of the above orders of the Hon’ble Supreme Court of Pakistan, the 
Wafaqi Mohtasib held regular meetings 
with the concerned provincial 
government departments since 2018 to 
evaluate level of implementation of the 
recommendations on prison reforms. 
Ten periodic implementation reports on 
the subject have been submitted in the Supreme Court of Pakistan since then. 

In the year 2021, despite the hindrances caused by the Corona virus pandemic, 
several monitoring and oversight visits to jails were undertaken, data of prisoners 
was collected, meetings with high officials of the provincial governments were held 
to evaluate the progress, ascertain obstacles in the process of implementation and 
to look for a suitable way forward for speedy implementation. Highlights of the 
status of compliance and implementation of the major recommendations of the 
Wafaqi Mohtasib, reported by the provincial Home and Prisons Department at the 
end of 2021 are given below:

i. Provincial and District Oversight Committees

♦ Provincial Oversight Committees (POCs) and District Oversight 
Committees (DOCs) have been constituted in all provinces.  These 
Committees are functioning well and are contributing to the welfare 
of prisoners.  During 2021, members of these Committees visited 
different jails for ensuring improvement in life of prisoners, especially 
children, women and resource-less prisoners. 

ii. Parole and Probation

♦ In Punjab, the Parole Act, 2019 and Amendment in Good Conduct 
Prisoners Probational Release Act, 1926 have been approved by the 
provincial Cabinet. Both Acts will be placed before the Provincial 
Assembly by the Law Department. 

♦ Chief Minister, Punjab has constituted the Parole Board to scrutinize 
the eligibility of prisoners to be released on parole. 

♦ The amendments in Probation of Offenders Ordinance 1960 and 
Probation of Offenders Rules 1961 are under process.

♦ In Khyber Pakhtunkhwa Parole Act, 2021 has been passed on 
16.08.2021. In the said Act, various modalities have been proposed for 
the reformation of probationers like community service and skills 
development etc. Moreover, amendments in Good Conduct Prisoners 
Probationer Release Rules, 1927 have been proposed and submitted 
to Law Department for vetting.    

♦ Home & Tribal Affairs Department, Balochistan has constituted 
Parole Committee. Monthly meetings of the Committee were held. 

Moreover, establishment of Reclamation & Probation Centres at 
Divisional Headquarters has been approved in PSDP 2019-20.

♦ In Sindh, the matter is under consideration in Parole and Probation 
Department, Government of Sindh.  

iii. Construction of Jails

♦ Three new prisons were under construction in Sindh Province, at 
Shaheed Benazirabad for 250 prisoners, at District Prison Thatta for 
250 prisoners and extension of District Malir Karachi for 1000 
prisoners.

♦ All districts of Punjab have the facility of prisons except Chiniot, 
Nankana Sahib and Khushab. 622-Kanal and 4-Marla land for 
District Jail, Nankana Sahib and 1076 kanal and 7-Marla land for 
construction of District Jail, Chiniot is being actively pursued for 
acquisition.  A new site measuring 473-Kanal and 11-Marals for 
construction of District Jail, Khushab has been identified by the 
Committee. Home Department has been requested for transfer of 
land (which was in custody of Livestock Department) to the Prisons 
Department.

♦ Conversion of 45-Judicial Lock-ups into sub Jail one at Pindi Bhattian 
(Authorized capacity of 200-prisoners). 

♦ Conversion of 45-Judicial Lock-ups into sub Jail at Samandri 
(Authorized capacity of 200-prisoners). 

♦ Conversion of 45-Judicial Lock-ups into sub Jail at Gojra (Authorized 
capacity of 200-prisoners). 

♦ In Khyber Pakhtunkhwa, construction work of Central Prison, D.I. 
Khan (Phase-I) has been completed and the work regarding 
construction of barracks, hospital wards and cells etc. (Phase-II) is in 
progress.  In phase-I land acquisition, boundary wall and tube well 
work of District Jail Swabi (Phase-I) has been completed whereas in 

phase-II, work regarding construction of staff residences, 
administration block, prisoners barracks, cells etc. will be started 
soon.  Re-construction/improvement work of District Jails, Swat and 
Hangu is in progress.  

♦ Central Jail Peshawar, District Jails Abbottabad, Swat, Hangu and 
Sub-Jails Besham & Charsadda have been operationalized to reduce 
overcrowding.

♦ Accelerated Implementation Plan (AIP) for renovation of 15 Sub jails 
has been started. 

♦ In Balochistan, the Home Department reported that since Balochistan 
is sparsely populated and prison population is also sparse, currently 
functional 22-judicial lockups along-with 11-prisons are sufficiently 
meeting the requirements of the province.  

♦ Work regarding construction of Central Prison Loralai, District Prison 
Killa Saifullah, District Prison Harnai and District Prison Gawadar is 
in process.

♦ Ministry of Interior, Islamabad submitted that 720-Kanal land for 
Islamabad Model Prison was acquired in Sector H-16, Islamabad. 
PC-I for construction work of the prison has already been approved at 
a cost of Rs.3.9 billion. Work on the administration block, boundary 
wall, male barracks, etc. is under process. There are some legal and 
procedural issues regarding construction of Jail in Green Zone of 
Sector H-16/2 which are in the process of resolution.

iv. Monitoring and Verification of the Prisoners Record

♦ Sindh Prisons Department reported that efforts for digitizing prisons 
and linking biometric in jails with courts were underway with the 
help of United Nations 
Office on Drugs and Crime 
(UNODC). Ground work 
has been completed, 
systems were installed, 
networking at prisons has 
been completed and 
training has also been 
imparted to prisons staff to 
manage / operate the 
system. Prisoner 
Management Information 
System (PMIS) has 
formally been launched in 
2021.    

♦ Punjab Prison Department 
launched Prisoner Management Information System (PMIS) in 
collaboration with the Punjab Information Technology Board (PITB) 
and UNODC in order to ensure more efficiency and accountability in 
the functioning of the prisons; to ensure 100% court appearance of 
under-trial inmates; and to have complete databank of all inmates. 
The integrated system will contain the whole process of trial 
including the registration of FIRs, the submission of challan, 
judgment of courts, execution of sentences in prisons and finally the 
release of prisoners. Subsequently, the said integration would also be 
linked with the Offenders Management System. 

♦ In Khyber Pakhtunkhwa, the Prisoner Management Information 
System (PMIS) with Biometric Identification Application has been 
installed in 7 jails of the province but it is yet to be centralized.  
Interface among jails, courts and NADRA is also under process. 
Agreement for up-gradation of PMIS in Jails has been signed with 
UNODC. Work regarding up-gradation/extension of PMIS in jails 
(including NMDs) will be done in collaboration with UNODC within 
two years. 

♦ In Balochistan, the Home Department had submitted a summary to 
the Chief Minister for allocation of funds. MoU with UNODC has 
already been signed and the project work was in pipeline.

v. Treatment of Drug Users and Mentally Insane Prisoners 

♦ Sindh Prisons Department reported that drug users and mentally 
retarded prisoners are kept in separate wards and are provided with 

proper medication by the Prison’s Doctor as well as specialists 
deputed by Health Department who visit Prisons on weekly basis. 
Such prisoners are also referred to outside hospitals for treatment on 
the recommendations of prison doctors and visiting specialists.  

♦ Punjab Prisons Department submitted that the health profile of drug 
addicts in the Prisoner Management Information System (PMIS) in 
coordination with Health Department, Punjab has been up-graded. 
Screening tests of drug addicts are being conducted as a pilot project 
at Central and Districts Jails Lahore, Central Jails, Gujranwala, 
Multan and Rawalpindi. Drug addicts, peddlers and mentally insane 
prisoners are properly segregated in all jails of the province. 
20-bedded detoxification centers have been established at Central 
Jails, Lahore and Rawalpindi and scheme for construction of 
06-bedded detoxification centers in other 9-jails of Punjab was in 
process and will be made functional soon. Recently, 17 Psychologists 
and 19 Junior Psychologists were appointed in different jails to 
provide professional counselling through different techniques. These 
New Schemes have been approved with a total cost of Rs. 346.17 
million.

♦ Khyber Pakhtunkhwa authorities reported that drug users and 
mentally insane prisoners are given special attention, care and due 
treatment. There are separate wards for mentally challenged 
prisoners.    

♦ Home Department, Balochistan submitted that drug users and 
mentally insane patients are kept in separate rooms inside the jail 
where basic medical treatment is provided by the Jail Doctor on the 
request of Jail Superintendent; qualified psychiatrist also visits the 
jails in cases where specialized treatment of any prisoner is required. 
Moreover, with the assistance of Anti Narcotics Force, Drug 
Rehabilitation Centers are being established in Central Prisons, 
Quetta, Gaddani, Mach, Khuzdar and District Prison Turbat.  
Laboratories at Mach and Quetta Prisons do exist. 08-male and 
01-female Doctors and 60-paramedical staff are posted in various 
prisons.  Except in Mastung Prison, ambulances are available in each 
jail. 

vi. Educational and Skill Training Facilities 

♦ Sindh Home Department reported that Fine Arts School at Central 
Prison, Karachi, District Prison Malir, Karachi and Women Prison 
Karachi are functional. Painting/drawing, computer literacy, musical, 
beautician and tailoring classes/training courses are regularly held 
for the rehabilitation of prisoners. Carpet manufacturing at Central 
Prisons Hyderabad and Sukkur, textile manufacturing at Central 
Prisons Hyderabad and Karachi and electrical courses/work are 
provided for rehabilitation of prisoners. Computer, language and 

other educational trainings are also regular part of the facilities being 
given to prisoners. More than 10,000-prisoners have been awarded 
certificates in different skill sets.

♦ Prisons Department, Punjab submitted that during the last five years, 
878,425 and 241 prisoners appeared in F.A, B.A. and M.A. 
examinations, respectively, in the centres established inside the jail 
premises by different Universities of the Punjab. MoU has been 
signed by the Prisons Department with the Technical Education and 
Vocational Training Authority (TEVTA) for provision of technical 
education and vocational training courses including different skills 
for male, female and juvenile prisoners. Since 2016, 16,777 prisoners 
have qualified different technical courses offered by TEVTA i.e. 
electrician, computer applications, motorcycle mechanic, welding, 
home appliances repair, carpenter, motor winding, and plumber etc.     

♦ Prisons Department, Khyber Pakhtunkhwa submitted that from 2019 
to 2021, 2,443 prisoners were imparted formal education and 1,017 
prisoners were imparted religious education. In order to improve 
educational facilities for prisoners, Adult Literacy Centres were 
established at Battagram, Abbottabad, Mansehra with the assistance 
from National Commission for Human Development (NCHD) and 
prisoners are getting education in these Centers.  Libraries were 
established in 05 central prisons. In order to purchase more books and 
to establish libraries in the remaining prisons, 6,465 books were 
purchased from National Book Foundation. Technical Vocational 
Centres in Central Prisons Haripur, Mardan and Bannu were 
established and vocational training was being imparted to the 
prisoners. So far, 725 prisoners have qualified various courses while 
476 were undergoing training in different courses i.e. tailoring, 
computer, wood work, electric, plumbing, mobile repairing, 
non-woven bags etc. Pilot projects are planned for establishment of 
Production Units for paper bags and non-woven bags at Central 
Prison Haripur and District Prison Abbottabad.  

♦ Home Department, Balochistan submitted that eligible prisoners 
desirous of education, from Middle standard to Masters level are 
being facilitated by Superintendents of Jails concerned. 

♦ 90% work regarding establishment of vocational training centers at 
Central Prison Mach & Khuzdar was completed. 

♦ Books were provided by Wafaqi Mohtasib Office for the District 
Prisons Quetta and Mach to cover-up the deficiency.

vii. Free Legal Aid to Under Trial Prisoners 

♦ In Sindh, free legal assistance was provided to prisoners by the 
Committee for Welfare of Prisoners, Advocates of UNODC and 
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recommendations
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of the Prisoners Record
v. Treatment of Drug Users 

and Mentally Insane 
Prisoners

vi. Educational and Skill 
Training Facilities

vii. Free Legal Aid to Under 
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various NGOs in Sindh. 

♦ Prisons Department, Punjab reported that prisoners were provided 
free legal aid in coordination with District Administration and Bar 
Councils.  Coordination with District Bar, Lahore High Court Bar 
Association and Punjab Bar Council was made to provide pro bono 
facility.  List of needy prisoners are provided to the District & Sessions 
Judge on monthly basis. 

♦ In KPK, Bar Councils/NGOs were approached for the cases requiring 
free legal aid. Such cases are normally referred to the District Legal 
Empowerment Committees.  

♦ In Balochistan, Legal Empowerment Committees under the 
chairmanship of respective Session Judges were working. Prisoner 
Aid & Legal Committees constituted by Prime Minister of Pakistan 
are working under the chairmanship of Barrister Ali Zafar. 
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Background

Pursuant to the directions of the Honourable Supreme Court in a suo moto case 
CMA No.1313/2015 (S.M.C. NO.1 of 2006), the Wafaqi Mohtasib constituted a 
Committee for systemic study and assessment of the situation on ground in some 
important prisons in the country. The order of the Honourable Court reads as 
follows:

“there is evidence of significant maladministration and systemic dysfunction in the 
criminal justice system at large and prisons in particular including regulatory 
framework, which needs to be rigorously diagnosed to be effectively rectified, 
implemented and monitored for quality and impact. Failure to adopt and 
implement sufficient due-diligence as 
required by the law constitutes the 
breach of statutory duty. The 
Ombudsman offices may therefore, 
form standing committee/s and 
inspection team/s to examine the 
systemic failure in the administration 
of the criminal justice system and the 
prisons in particular and make 
recommendations to rectify such 
failures and set good administration 
standards that, if breached, would be 
deemed to be maladministration.”

The Committee made study visits to six 
selected prisons of the country and 
identified core issues and prepared a 
comprehensive report and 
recommendations to fix the shortcomings 
in the system.  The report and recommendations were shared with all concerned 
federal and provincial government agencies and were submitted in the Hon’ble 
Supreme Court. 

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

In pursuance of the above orders of the Hon’ble Supreme Court of Pakistan, the 
Wafaqi Mohtasib held regular meetings 
with the concerned provincial 
government departments since 2018 to 
evaluate level of implementation of the 
recommendations on prison reforms. 
Ten periodic implementation reports on 
the subject have been submitted in the Supreme Court of Pakistan since then. 

In the year 2021, despite the hindrances caused by the Corona virus pandemic, 
several monitoring and oversight visits to jails were undertaken, data of prisoners 
was collected, meetings with high officials of the provincial governments were held 
to evaluate the progress, ascertain obstacles in the process of implementation and 
to look for a suitable way forward for speedy implementation. Highlights of the 
status of compliance and implementation of the major recommendations of the 
Wafaqi Mohtasib, reported by the provincial Home and Prisons Department at the 
end of 2021 are given below:

i. Provincial and District Oversight Committees

♦ Provincial Oversight Committees (POCs) and District Oversight 
Committees (DOCs) have been constituted in all provinces.  These 
Committees are functioning well and are contributing to the welfare 
of prisoners.  During 2021, members of these Committees visited 
different jails for ensuring improvement in life of prisoners, especially 
children, women and resource-less prisoners. 

ii. Parole and Probation

♦ In Punjab, the Parole Act, 2019 and Amendment in Good Conduct 
Prisoners Probational Release Act, 1926 have been approved by the 
provincial Cabinet. Both Acts will be placed before the Provincial 
Assembly by the Law Department. 

♦ Chief Minister, Punjab has constituted the Parole Board to scrutinize 
the eligibility of prisoners to be released on parole. 

♦ The amendments in Probation of Offenders Ordinance 1960 and 
Probation of Offenders Rules 1961 are under process.

♦ In Khyber Pakhtunkhwa Parole Act, 2021 has been passed on 
16.08.2021. In the said Act, various modalities have been proposed for 
the reformation of probationers like community service and skills 
development etc. Moreover, amendments in Good Conduct Prisoners 
Probationer Release Rules, 1927 have been proposed and submitted 
to Law Department for vetting.    

♦ Home & Tribal Affairs Department, Balochistan has constituted 
Parole Committee. Monthly meetings of the Committee were held. 

Moreover, establishment of Reclamation & Probation Centres at 
Divisional Headquarters has been approved in PSDP 2019-20.

♦ In Sindh, the matter is under consideration in Parole and Probation 
Department, Government of Sindh.  

iii. Construction of Jails

♦ Three new prisons were under construction in Sindh Province, at 
Shaheed Benazirabad for 250 prisoners, at District Prison Thatta for 
250 prisoners and extension of District Malir Karachi for 1000 
prisoners.

♦ All districts of Punjab have the facility of prisons except Chiniot, 
Nankana Sahib and Khushab. 622-Kanal and 4-Marla land for 
District Jail, Nankana Sahib and 1076 kanal and 7-Marla land for 
construction of District Jail, Chiniot is being actively pursued for 
acquisition.  A new site measuring 473-Kanal and 11-Marals for 
construction of District Jail, Khushab has been identified by the 
Committee. Home Department has been requested for transfer of 
land (which was in custody of Livestock Department) to the Prisons 
Department.

♦ Conversion of 45-Judicial Lock-ups into sub Jail one at Pindi Bhattian 
(Authorized capacity of 200-prisoners). 

♦ Conversion of 45-Judicial Lock-ups into sub Jail at Samandri 
(Authorized capacity of 200-prisoners). 

♦ Conversion of 45-Judicial Lock-ups into sub Jail at Gojra (Authorized 
capacity of 200-prisoners). 

♦ In Khyber Pakhtunkhwa, construction work of Central Prison, D.I. 
Khan (Phase-I) has been completed and the work regarding 
construction of barracks, hospital wards and cells etc. (Phase-II) is in 
progress.  In phase-I land acquisition, boundary wall and tube well 
work of District Jail Swabi (Phase-I) has been completed whereas in 

phase-II, work regarding construction of staff residences, 
administration block, prisoners barracks, cells etc. will be started 
soon.  Re-construction/improvement work of District Jails, Swat and 
Hangu is in progress.  

♦ Central Jail Peshawar, District Jails Abbottabad, Swat, Hangu and 
Sub-Jails Besham & Charsadda have been operationalized to reduce 
overcrowding.

♦ Accelerated Implementation Plan (AIP) for renovation of 15 Sub jails 
has been started. 

♦ In Balochistan, the Home Department reported that since Balochistan 
is sparsely populated and prison population is also sparse, currently 
functional 22-judicial lockups along-with 11-prisons are sufficiently 
meeting the requirements of the province.  

♦ Work regarding construction of Central Prison Loralai, District Prison 
Killa Saifullah, District Prison Harnai and District Prison Gawadar is 
in process.

♦ Ministry of Interior, Islamabad submitted that 720-Kanal land for 
Islamabad Model Prison was acquired in Sector H-16, Islamabad. 
PC-I for construction work of the prison has already been approved at 
a cost of Rs.3.9 billion. Work on the administration block, boundary 
wall, male barracks, etc. is under process. There are some legal and 
procedural issues regarding construction of Jail in Green Zone of 
Sector H-16/2 which are in the process of resolution.

iv. Monitoring and Verification of the Prisoners Record

♦ Sindh Prisons Department reported that efforts for digitizing prisons 
and linking biometric in jails with courts were underway with the 
help of United Nations 
Office on Drugs and Crime 
(UNODC). Ground work 
has been completed, 
systems were installed, 
networking at prisons has 
been completed and 
training has also been 
imparted to prisons staff to 
manage / operate the 
system. Prisoner 
Management Information 
System (PMIS) has 
formally been launched in 
2021.    

♦ Punjab Prison Department 
launched Prisoner Management Information System (PMIS) in 
collaboration with the Punjab Information Technology Board (PITB) 
and UNODC in order to ensure more efficiency and accountability in 
the functioning of the prisons; to ensure 100% court appearance of 
under-trial inmates; and to have complete databank of all inmates. 
The integrated system will contain the whole process of trial 
including the registration of FIRs, the submission of challan, 
judgment of courts, execution of sentences in prisons and finally the 
release of prisoners. Subsequently, the said integration would also be 
linked with the Offenders Management System. 

♦ In Khyber Pakhtunkhwa, the Prisoner Management Information 
System (PMIS) with Biometric Identification Application has been 
installed in 7 jails of the province but it is yet to be centralized.  
Interface among jails, courts and NADRA is also under process. 
Agreement for up-gradation of PMIS in Jails has been signed with 
UNODC. Work regarding up-gradation/extension of PMIS in jails 
(including NMDs) will be done in collaboration with UNODC within 
two years. 

♦ In Balochistan, the Home Department had submitted a summary to 
the Chief Minister for allocation of funds. MoU with UNODC has 
already been signed and the project work was in pipeline.

v. Treatment of Drug Users and Mentally Insane Prisoners 

♦ Sindh Prisons Department reported that drug users and mentally 
retarded prisoners are kept in separate wards and are provided with 

proper medication by the Prison’s Doctor as well as specialists 
deputed by Health Department who visit Prisons on weekly basis. 
Such prisoners are also referred to outside hospitals for treatment on 
the recommendations of prison doctors and visiting specialists.  

♦ Punjab Prisons Department submitted that the health profile of drug 
addicts in the Prisoner Management Information System (PMIS) in 
coordination with Health Department, Punjab has been up-graded. 
Screening tests of drug addicts are being conducted as a pilot project 
at Central and Districts Jails Lahore, Central Jails, Gujranwala, 
Multan and Rawalpindi. Drug addicts, peddlers and mentally insane 
prisoners are properly segregated in all jails of the province. 
20-bedded detoxification centers have been established at Central 
Jails, Lahore and Rawalpindi and scheme for construction of 
06-bedded detoxification centers in other 9-jails of Punjab was in 
process and will be made functional soon. Recently, 17 Psychologists 
and 19 Junior Psychologists were appointed in different jails to 
provide professional counselling through different techniques. These 
New Schemes have been approved with a total cost of Rs. 346.17 
million.

♦ Khyber Pakhtunkhwa authorities reported that drug users and 
mentally insane prisoners are given special attention, care and due 
treatment. There are separate wards for mentally challenged 
prisoners.    

♦ Home Department, Balochistan submitted that drug users and 
mentally insane patients are kept in separate rooms inside the jail 
where basic medical treatment is provided by the Jail Doctor on the 
request of Jail Superintendent; qualified psychiatrist also visits the 
jails in cases where specialized treatment of any prisoner is required. 
Moreover, with the assistance of Anti Narcotics Force, Drug 
Rehabilitation Centers are being established in Central Prisons, 
Quetta, Gaddani, Mach, Khuzdar and District Prison Turbat.  
Laboratories at Mach and Quetta Prisons do exist. 08-male and 
01-female Doctors and 60-paramedical staff are posted in various 
prisons.  Except in Mastung Prison, ambulances are available in each 
jail. 

vi. Educational and Skill Training Facilities 

♦ Sindh Home Department reported that Fine Arts School at Central 
Prison, Karachi, District Prison Malir, Karachi and Women Prison 
Karachi are functional. Painting/drawing, computer literacy, musical, 
beautician and tailoring classes/training courses are regularly held 
for the rehabilitation of prisoners. Carpet manufacturing at Central 
Prisons Hyderabad and Sukkur, textile manufacturing at Central 
Prisons Hyderabad and Karachi and electrical courses/work are 
provided for rehabilitation of prisoners. Computer, language and 

other educational trainings are also regular part of the facilities being 
given to prisoners. More than 10,000-prisoners have been awarded 
certificates in different skill sets.

♦ Prisons Department, Punjab submitted that during the last five years, 
878,425 and 241 prisoners appeared in F.A, B.A. and M.A. 
examinations, respectively, in the centres established inside the jail 
premises by different Universities of the Punjab. MoU has been 
signed by the Prisons Department with the Technical Education and 
Vocational Training Authority (TEVTA) for provision of technical 
education and vocational training courses including different skills 
for male, female and juvenile prisoners. Since 2016, 16,777 prisoners 
have qualified different technical courses offered by TEVTA i.e. 
electrician, computer applications, motorcycle mechanic, welding, 
home appliances repair, carpenter, motor winding, and plumber etc.     

♦ Prisons Department, Khyber Pakhtunkhwa submitted that from 2019 
to 2021, 2,443 prisoners were imparted formal education and 1,017 
prisoners were imparted religious education. In order to improve 
educational facilities for prisoners, Adult Literacy Centres were 
established at Battagram, Abbottabad, Mansehra with the assistance 
from National Commission for Human Development (NCHD) and 
prisoners are getting education in these Centers.  Libraries were 
established in 05 central prisons. In order to purchase more books and 
to establish libraries in the remaining prisons, 6,465 books were 
purchased from National Book Foundation. Technical Vocational 
Centres in Central Prisons Haripur, Mardan and Bannu were 
established and vocational training was being imparted to the 
prisoners. So far, 725 prisoners have qualified various courses while 
476 were undergoing training in different courses i.e. tailoring, 
computer, wood work, electric, plumbing, mobile repairing, 
non-woven bags etc. Pilot projects are planned for establishment of 
Production Units for paper bags and non-woven bags at Central 
Prison Haripur and District Prison Abbottabad.  

♦ Home Department, Balochistan submitted that eligible prisoners 
desirous of education, from Middle standard to Masters level are 
being facilitated by Superintendents of Jails concerned. 

♦ 90% work regarding establishment of vocational training centers at 
Central Prison Mach & Khuzdar was completed. 

♦ Books were provided by Wafaqi Mohtasib Office for the District 
Prisons Quetta and Mach to cover-up the deficiency.

vii. Free Legal Aid to Under Trial Prisoners 

♦ In Sindh, free legal assistance was provided to prisoners by the 
Committee for Welfare of Prisoners, Advocates of UNODC and 

various NGOs in Sindh. 

♦ Prisons Department, Punjab reported that prisoners were provided 
free legal aid in coordination with District Administration and Bar 
Councils.  Coordination with District Bar, Lahore High Court Bar 
Association and Punjab Bar Council was made to provide pro bono 
facility.  List of needy prisoners are provided to the District & Sessions 
Judge on monthly basis. 

♦ In KPK, Bar Councils/NGOs were approached for the cases requiring 
free legal aid. Such cases are normally referred to the District Legal 
Empowerment Committees.  

♦ In Balochistan, Legal Empowerment Committees under the 
chairmanship of respective Session Judges were working. Prisoner 
Aid & Legal Committees constituted by Prime Minister of Pakistan 
are working under the chairmanship of Barrister Ali Zafar. 
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Background

Pursuant to the directions of the Honourable Supreme Court in a suo moto case 
CMA No.1313/2015 (S.M.C. NO.1 of 2006), the Wafaqi Mohtasib constituted a 
Committee for systemic study and assessment of the situation on ground in some 
important prisons in the country. The order of the Honourable Court reads as 
follows:

“there is evidence of significant maladministration and systemic dysfunction in the 
criminal justice system at large and prisons in particular including regulatory 
framework, which needs to be rigorously diagnosed to be effectively rectified, 
implemented and monitored for quality and impact. Failure to adopt and 
implement sufficient due-diligence as 
required by the law constitutes the 
breach of statutory duty. The 
Ombudsman offices may therefore, 
form standing committee/s and 
inspection team/s to examine the 
systemic failure in the administration 
of the criminal justice system and the 
prisons in particular and make 
recommendations to rectify such 
failures and set good administration 
standards that, if breached, would be 
deemed to be maladministration.”

The Committee made study visits to six 
selected prisons of the country and 
identified core issues and prepared a 
comprehensive report and 
recommendations to fix the shortcomings 
in the system.  The report and recommendations were shared with all concerned 
federal and provincial government agencies and were submitted in the Hon’ble 
Supreme Court. 

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

In pursuance of the above orders of the Hon’ble Supreme Court of Pakistan, the 
Wafaqi Mohtasib held regular meetings 
with the concerned provincial 
government departments since 2018 to 
evaluate level of implementation of the 
recommendations on prison reforms. 
Ten periodic implementation reports on 
the subject have been submitted in the Supreme Court of Pakistan since then. 

In the year 2021, despite the hindrances caused by the Corona virus pandemic, 
several monitoring and oversight visits to jails were undertaken, data of prisoners 
was collected, meetings with high officials of the provincial governments were held 
to evaluate the progress, ascertain obstacles in the process of implementation and 
to look for a suitable way forward for speedy implementation. Highlights of the 
status of compliance and implementation of the major recommendations of the 
Wafaqi Mohtasib, reported by the provincial Home and Prisons Department at the 
end of 2021 are given below:

i. Provincial and District Oversight Committees

♦ Provincial Oversight Committees (POCs) and District Oversight 
Committees (DOCs) have been constituted in all provinces.  These 
Committees are functioning well and are contributing to the welfare 
of prisoners.  During 2021, members of these Committees visited 
different jails for ensuring improvement in life of prisoners, especially 
children, women and resource-less prisoners. 

ii. Parole and Probation

♦ In Punjab, the Parole Act, 2019 and Amendment in Good Conduct 
Prisoners Probational Release Act, 1926 have been approved by the 
provincial Cabinet. Both Acts will be placed before the Provincial 
Assembly by the Law Department. 

♦ Chief Minister, Punjab has constituted the Parole Board to scrutinize 
the eligibility of prisoners to be released on parole. 

♦ The amendments in Probation of Offenders Ordinance 1960 and 
Probation of Offenders Rules 1961 are under process.

♦ In Khyber Pakhtunkhwa Parole Act, 2021 has been passed on 
16.08.2021. In the said Act, various modalities have been proposed for 
the reformation of probationers like community service and skills 
development etc. Moreover, amendments in Good Conduct Prisoners 
Probationer Release Rules, 1927 have been proposed and submitted 
to Law Department for vetting.    

♦ Home & Tribal Affairs Department, Balochistan has constituted 
Parole Committee. Monthly meetings of the Committee were held. 

Moreover, establishment of Reclamation & Probation Centres at 
Divisional Headquarters has been approved in PSDP 2019-20.

♦ In Sindh, the matter is under consideration in Parole and Probation 
Department, Government of Sindh.  

iii. Construction of Jails

♦ Three new prisons were under construction in Sindh Province, at 
Shaheed Benazirabad for 250 prisoners, at District Prison Thatta for 
250 prisoners and extension of District Malir Karachi for 1000 
prisoners.

♦ All districts of Punjab have the facility of prisons except Chiniot, 
Nankana Sahib and Khushab. 622-Kanal and 4-Marla land for 
District Jail, Nankana Sahib and 1076 kanal and 7-Marla land for 
construction of District Jail, Chiniot is being actively pursued for 
acquisition.  A new site measuring 473-Kanal and 11-Marals for 
construction of District Jail, Khushab has been identified by the 
Committee. Home Department has been requested for transfer of 
land (which was in custody of Livestock Department) to the Prisons 
Department.

♦ Conversion of 45-Judicial Lock-ups into sub Jail one at Pindi Bhattian 
(Authorized capacity of 200-prisoners). 

♦ Conversion of 45-Judicial Lock-ups into sub Jail at Samandri 
(Authorized capacity of 200-prisoners). 

♦ Conversion of 45-Judicial Lock-ups into sub Jail at Gojra (Authorized 
capacity of 200-prisoners). 

♦ In Khyber Pakhtunkhwa, construction work of Central Prison, D.I. 
Khan (Phase-I) has been completed and the work regarding 
construction of barracks, hospital wards and cells etc. (Phase-II) is in 
progress.  In phase-I land acquisition, boundary wall and tube well 
work of District Jail Swabi (Phase-I) has been completed whereas in 

phase-II, work regarding construction of staff residences, 
administration block, prisoners barracks, cells etc. will be started 
soon.  Re-construction/improvement work of District Jails, Swat and 
Hangu is in progress.  

♦ Central Jail Peshawar, District Jails Abbottabad, Swat, Hangu and 
Sub-Jails Besham & Charsadda have been operationalized to reduce 
overcrowding.

♦ Accelerated Implementation Plan (AIP) for renovation of 15 Sub jails 
has been started. 

♦ In Balochistan, the Home Department reported that since Balochistan 
is sparsely populated and prison population is also sparse, currently 
functional 22-judicial lockups along-with 11-prisons are sufficiently 
meeting the requirements of the province.  

♦ Work regarding construction of Central Prison Loralai, District Prison 
Killa Saifullah, District Prison Harnai and District Prison Gawadar is 
in process.

♦ Ministry of Interior, Islamabad submitted that 720-Kanal land for 
Islamabad Model Prison was acquired in Sector H-16, Islamabad. 
PC-I for construction work of the prison has already been approved at 
a cost of Rs.3.9 billion. Work on the administration block, boundary 
wall, male barracks, etc. is under process. There are some legal and 
procedural issues regarding construction of Jail in Green Zone of 
Sector H-16/2 which are in the process of resolution.

iv. Monitoring and Verification of the Prisoners Record

♦ Sindh Prisons Department reported that efforts for digitizing prisons 
and linking biometric in jails with courts were underway with the 
help of United Nations 
Office on Drugs and Crime 
(UNODC). Ground work 
has been completed, 
systems were installed, 
networking at prisons has 
been completed and 
training has also been 
imparted to prisons staff to 
manage / operate the 
system. Prisoner 
Management Information 
System (PMIS) has 
formally been launched in 
2021.    

♦ Punjab Prison Department 
launched Prisoner Management Information System (PMIS) in 
collaboration with the Punjab Information Technology Board (PITB) 
and UNODC in order to ensure more efficiency and accountability in 
the functioning of the prisons; to ensure 100% court appearance of 
under-trial inmates; and to have complete databank of all inmates. 
The integrated system will contain the whole process of trial 
including the registration of FIRs, the submission of challan, 
judgment of courts, execution of sentences in prisons and finally the 
release of prisoners. Subsequently, the said integration would also be 
linked with the Offenders Management System. 

♦ In Khyber Pakhtunkhwa, the Prisoner Management Information 
System (PMIS) with Biometric Identification Application has been 
installed in 7 jails of the province but it is yet to be centralized.  
Interface among jails, courts and NADRA is also under process. 
Agreement for up-gradation of PMIS in Jails has been signed with 
UNODC. Work regarding up-gradation/extension of PMIS in jails 
(including NMDs) will be done in collaboration with UNODC within 
two years. 

♦ In Balochistan, the Home Department had submitted a summary to 
the Chief Minister for allocation of funds. MoU with UNODC has 
already been signed and the project work was in pipeline.

v. Treatment of Drug Users and Mentally Insane Prisoners 

♦ Sindh Prisons Department reported that drug users and mentally 
retarded prisoners are kept in separate wards and are provided with 

proper medication by the Prison’s Doctor as well as specialists 
deputed by Health Department who visit Prisons on weekly basis. 
Such prisoners are also referred to outside hospitals for treatment on 
the recommendations of prison doctors and visiting specialists.  

♦ Punjab Prisons Department submitted that the health profile of drug 
addicts in the Prisoner Management Information System (PMIS) in 
coordination with Health Department, Punjab has been up-graded. 
Screening tests of drug addicts are being conducted as a pilot project 
at Central and Districts Jails Lahore, Central Jails, Gujranwala, 
Multan and Rawalpindi. Drug addicts, peddlers and mentally insane 
prisoners are properly segregated in all jails of the province. 
20-bedded detoxification centers have been established at Central 
Jails, Lahore and Rawalpindi and scheme for construction of 
06-bedded detoxification centers in other 9-jails of Punjab was in 
process and will be made functional soon. Recently, 17 Psychologists 
and 19 Junior Psychologists were appointed in different jails to 
provide professional counselling through different techniques. These 
New Schemes have been approved with a total cost of Rs. 346.17 
million.

♦ Khyber Pakhtunkhwa authorities reported that drug users and 
mentally insane prisoners are given special attention, care and due 
treatment. There are separate wards for mentally challenged 
prisoners.    

♦ Home Department, Balochistan submitted that drug users and 
mentally insane patients are kept in separate rooms inside the jail 
where basic medical treatment is provided by the Jail Doctor on the 
request of Jail Superintendent; qualified psychiatrist also visits the 
jails in cases where specialized treatment of any prisoner is required. 
Moreover, with the assistance of Anti Narcotics Force, Drug 
Rehabilitation Centers are being established in Central Prisons, 
Quetta, Gaddani, Mach, Khuzdar and District Prison Turbat.  
Laboratories at Mach and Quetta Prisons do exist. 08-male and 
01-female Doctors and 60-paramedical staff are posted in various 
prisons.  Except in Mastung Prison, ambulances are available in each 
jail. 

vi. Educational and Skill Training Facilities 

♦ Sindh Home Department reported that Fine Arts School at Central 
Prison, Karachi, District Prison Malir, Karachi and Women Prison 
Karachi are functional. Painting/drawing, computer literacy, musical, 
beautician and tailoring classes/training courses are regularly held 
for the rehabilitation of prisoners. Carpet manufacturing at Central 
Prisons Hyderabad and Sukkur, textile manufacturing at Central 
Prisons Hyderabad and Karachi and electrical courses/work are 
provided for rehabilitation of prisoners. Computer, language and 

other educational trainings are also regular part of the facilities being 
given to prisoners. More than 10,000-prisoners have been awarded 
certificates in different skill sets.

♦ Prisons Department, Punjab submitted that during the last five years, 
878,425 and 241 prisoners appeared in F.A, B.A. and M.A. 
examinations, respectively, in the centres established inside the jail 
premises by different Universities of the Punjab. MoU has been 
signed by the Prisons Department with the Technical Education and 
Vocational Training Authority (TEVTA) for provision of technical 
education and vocational training courses including different skills 
for male, female and juvenile prisoners. Since 2016, 16,777 prisoners 
have qualified different technical courses offered by TEVTA i.e. 
electrician, computer applications, motorcycle mechanic, welding, 
home appliances repair, carpenter, motor winding, and plumber etc.     

♦ Prisons Department, Khyber Pakhtunkhwa submitted that from 2019 
to 2021, 2,443 prisoners were imparted formal education and 1,017 
prisoners were imparted religious education. In order to improve 
educational facilities for prisoners, Adult Literacy Centres were 
established at Battagram, Abbottabad, Mansehra with the assistance 
from National Commission for Human Development (NCHD) and 
prisoners are getting education in these Centers.  Libraries were 
established in 05 central prisons. In order to purchase more books and 
to establish libraries in the remaining prisons, 6,465 books were 
purchased from National Book Foundation. Technical Vocational 
Centres in Central Prisons Haripur, Mardan and Bannu were 
established and vocational training was being imparted to the 
prisoners. So far, 725 prisoners have qualified various courses while 
476 were undergoing training in different courses i.e. tailoring, 
computer, wood work, electric, plumbing, mobile repairing, 
non-woven bags etc. Pilot projects are planned for establishment of 
Production Units for paper bags and non-woven bags at Central 
Prison Haripur and District Prison Abbottabad.  

♦ Home Department, Balochistan submitted that eligible prisoners 
desirous of education, from Middle standard to Masters level are 
being facilitated by Superintendents of Jails concerned. 

♦ 90% work regarding establishment of vocational training centers at 
Central Prison Mach & Khuzdar was completed. 

♦ Books were provided by Wafaqi Mohtasib Office for the District 
Prisons Quetta and Mach to cover-up the deficiency.

vii. Free Legal Aid to Under Trial Prisoners 

♦ In Sindh, free legal assistance was provided to prisoners by the 
Committee for Welfare of Prisoners, Advocates of UNODC and 

various NGOs in Sindh. 

♦ Prisons Department, Punjab reported that prisoners were provided 
free legal aid in coordination with District Administration and Bar 
Councils.  Coordination with District Bar, Lahore High Court Bar 
Association and Punjab Bar Council was made to provide pro bono 
facility.  List of needy prisoners are provided to the District & Sessions 
Judge on monthly basis. 

♦ In KPK, Bar Councils/NGOs were approached for the cases requiring 
free legal aid. Such cases are normally referred to the District Legal 
Empowerment Committees.  

♦ In Balochistan, Legal Empowerment Committees under the 
chairmanship of respective Session Judges were working. Prisoner 
Aid & Legal Committees constituted by Prime Minister of Pakistan 
are working under the chairmanship of Barrister Ali Zafar. 
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Background

Pursuant to the directions of the Honourable Supreme Court in a suo moto case 
CMA No.1313/2015 (S.M.C. NO.1 of 2006), the Wafaqi Mohtasib constituted a 
Committee for systemic study and assessment of the situation on ground in some 
important prisons in the country. The order of the Honourable Court reads as 
follows:

“there is evidence of significant maladministration and systemic dysfunction in the 
criminal justice system at large and prisons in particular including regulatory 
framework, which needs to be rigorously diagnosed to be effectively rectified, 
implemented and monitored for quality and impact. Failure to adopt and 
implement sufficient due-diligence as 
required by the law constitutes the 
breach of statutory duty. The 
Ombudsman offices may therefore, 
form standing committee/s and 
inspection team/s to examine the 
systemic failure in the administration 
of the criminal justice system and the 
prisons in particular and make 
recommendations to rectify such 
failures and set good administration 
standards that, if breached, would be 
deemed to be maladministration.”

The Committee made study visits to six 
selected prisons of the country and 
identified core issues and prepared a 
comprehensive report and 
recommendations to fix the shortcomings 
in the system.  The report and recommendations were shared with all concerned 
federal and provincial government agencies and were submitted in the Hon’ble 
Supreme Court. 

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

In pursuance of the above orders of the Hon’ble Supreme Court of Pakistan, the 
Wafaqi Mohtasib held regular meetings 
with the concerned provincial 
government departments since 2018 to 
evaluate level of implementation of the 
recommendations on prison reforms. 
Ten periodic implementation reports on 
the subject have been submitted in the Supreme Court of Pakistan since then. 

In the year 2021, despite the hindrances caused by the Corona virus pandemic, 
several monitoring and oversight visits to jails were undertaken, data of prisoners 
was collected, meetings with high officials of the provincial governments were held 
to evaluate the progress, ascertain obstacles in the process of implementation and 
to look for a suitable way forward for speedy implementation. Highlights of the 
status of compliance and implementation of the major recommendations of the 
Wafaqi Mohtasib, reported by the provincial Home and Prisons Department at the 
end of 2021 are given below:

i. Provincial and District Oversight Committees

♦ Provincial Oversight Committees (POCs) and District Oversight 
Committees (DOCs) have been constituted in all provinces.  These 
Committees are functioning well and are contributing to the welfare 
of prisoners.  During 2021, members of these Committees visited 
different jails for ensuring improvement in life of prisoners, especially 
children, women and resource-less prisoners. 

ii. Parole and Probation

♦ In Punjab, the Parole Act, 2019 and Amendment in Good Conduct 
Prisoners Probational Release Act, 1926 have been approved by the 
provincial Cabinet. Both Acts will be placed before the Provincial 
Assembly by the Law Department. 

♦ Chief Minister, Punjab has constituted the Parole Board to scrutinize 
the eligibility of prisoners to be released on parole. 

♦ The amendments in Probation of Offenders Ordinance 1960 and 
Probation of Offenders Rules 1961 are under process.

♦ In Khyber Pakhtunkhwa Parole Act, 2021 has been passed on 
16.08.2021. In the said Act, various modalities have been proposed for 
the reformation of probationers like community service and skills 
development etc. Moreover, amendments in Good Conduct Prisoners 
Probationer Release Rules, 1927 have been proposed and submitted 
to Law Department for vetting.    

♦ Home & Tribal Affairs Department, Balochistan has constituted 
Parole Committee. Monthly meetings of the Committee were held. 

Moreover, establishment of Reclamation & Probation Centres at 
Divisional Headquarters has been approved in PSDP 2019-20.

♦ In Sindh, the matter is under consideration in Parole and Probation 
Department, Government of Sindh.  

iii. Construction of Jails

♦ Three new prisons were under construction in Sindh Province, at 
Shaheed Benazirabad for 250 prisoners, at District Prison Thatta for 
250 prisoners and extension of District Malir Karachi for 1000 
prisoners.

♦ All districts of Punjab have the facility of prisons except Chiniot, 
Nankana Sahib and Khushab. 622-Kanal and 4-Marla land for 
District Jail, Nankana Sahib and 1076 kanal and 7-Marla land for 
construction of District Jail, Chiniot is being actively pursued for 
acquisition.  A new site measuring 473-Kanal and 11-Marals for 
construction of District Jail, Khushab has been identified by the 
Committee. Home Department has been requested for transfer of 
land (which was in custody of Livestock Department) to the Prisons 
Department.

♦ Conversion of 45-Judicial Lock-ups into sub Jail one at Pindi Bhattian 
(Authorized capacity of 200-prisoners). 

♦ Conversion of 45-Judicial Lock-ups into sub Jail at Samandri 
(Authorized capacity of 200-prisoners). 

♦ Conversion of 45-Judicial Lock-ups into sub Jail at Gojra (Authorized 
capacity of 200-prisoners). 

♦ In Khyber Pakhtunkhwa, construction work of Central Prison, D.I. 
Khan (Phase-I) has been completed and the work regarding 
construction of barracks, hospital wards and cells etc. (Phase-II) is in 
progress.  In phase-I land acquisition, boundary wall and tube well 
work of District Jail Swabi (Phase-I) has been completed whereas in 

phase-II, work regarding construction of staff residences, 
administration block, prisoners barracks, cells etc. will be started 
soon.  Re-construction/improvement work of District Jails, Swat and 
Hangu is in progress.  

♦ Central Jail Peshawar, District Jails Abbottabad, Swat, Hangu and 
Sub-Jails Besham & Charsadda have been operationalized to reduce 
overcrowding.

♦ Accelerated Implementation Plan (AIP) for renovation of 15 Sub jails 
has been started. 

♦ In Balochistan, the Home Department reported that since Balochistan 
is sparsely populated and prison population is also sparse, currently 
functional 22-judicial lockups along-with 11-prisons are sufficiently 
meeting the requirements of the province.  

♦ Work regarding construction of Central Prison Loralai, District Prison 
Killa Saifullah, District Prison Harnai and District Prison Gawadar is 
in process.

♦ Ministry of Interior, Islamabad submitted that 720-Kanal land for 
Islamabad Model Prison was acquired in Sector H-16, Islamabad. 
PC-I for construction work of the prison has already been approved at 
a cost of Rs.3.9 billion. Work on the administration block, boundary 
wall, male barracks, etc. is under process. There are some legal and 
procedural issues regarding construction of Jail in Green Zone of 
Sector H-16/2 which are in the process of resolution.

iv. Monitoring and Verification of the Prisoners Record

♦ Sindh Prisons Department reported that efforts for digitizing prisons 
and linking biometric in jails with courts were underway with the 
help of United Nations 
Office on Drugs and Crime 
(UNODC). Ground work 
has been completed, 
systems were installed, 
networking at prisons has 
been completed and 
training has also been 
imparted to prisons staff to 
manage / operate the 
system. Prisoner 
Management Information 
System (PMIS) has 
formally been launched in 
2021.    

♦ Punjab Prison Department 
launched Prisoner Management Information System (PMIS) in 
collaboration with the Punjab Information Technology Board (PITB) 
and UNODC in order to ensure more efficiency and accountability in 
the functioning of the prisons; to ensure 100% court appearance of 
under-trial inmates; and to have complete databank of all inmates. 
The integrated system will contain the whole process of trial 
including the registration of FIRs, the submission of challan, 
judgment of courts, execution of sentences in prisons and finally the 
release of prisoners. Subsequently, the said integration would also be 
linked with the Offenders Management System. 

♦ In Khyber Pakhtunkhwa, the Prisoner Management Information 
System (PMIS) with Biometric Identification Application has been 
installed in 7 jails of the province but it is yet to be centralized.  
Interface among jails, courts and NADRA is also under process. 
Agreement for up-gradation of PMIS in Jails has been signed with 
UNODC. Work regarding up-gradation/extension of PMIS in jails 
(including NMDs) will be done in collaboration with UNODC within 
two years. 

♦ In Balochistan, the Home Department had submitted a summary to 
the Chief Minister for allocation of funds. MoU with UNODC has 
already been signed and the project work was in pipeline.

v. Treatment of Drug Users and Mentally Insane Prisoners 

♦ Sindh Prisons Department reported that drug users and mentally 
retarded prisoners are kept in separate wards and are provided with 

proper medication by the Prison’s Doctor as well as specialists 
deputed by Health Department who visit Prisons on weekly basis. 
Such prisoners are also referred to outside hospitals for treatment on 
the recommendations of prison doctors and visiting specialists.  

♦ Punjab Prisons Department submitted that the health profile of drug 
addicts in the Prisoner Management Information System (PMIS) in 
coordination with Health Department, Punjab has been up-graded. 
Screening tests of drug addicts are being conducted as a pilot project 
at Central and Districts Jails Lahore, Central Jails, Gujranwala, 
Multan and Rawalpindi. Drug addicts, peddlers and mentally insane 
prisoners are properly segregated in all jails of the province. 
20-bedded detoxification centers have been established at Central 
Jails, Lahore and Rawalpindi and scheme for construction of 
06-bedded detoxification centers in other 9-jails of Punjab was in 
process and will be made functional soon. Recently, 17 Psychologists 
and 19 Junior Psychologists were appointed in different jails to 
provide professional counselling through different techniques. These 
New Schemes have been approved with a total cost of Rs. 346.17 
million.

♦ Khyber Pakhtunkhwa authorities reported that drug users and 
mentally insane prisoners are given special attention, care and due 
treatment. There are separate wards for mentally challenged 
prisoners.    

♦ Home Department, Balochistan submitted that drug users and 
mentally insane patients are kept in separate rooms inside the jail 
where basic medical treatment is provided by the Jail Doctor on the 
request of Jail Superintendent; qualified psychiatrist also visits the 
jails in cases where specialized treatment of any prisoner is required. 
Moreover, with the assistance of Anti Narcotics Force, Drug 
Rehabilitation Centers are being established in Central Prisons, 
Quetta, Gaddani, Mach, Khuzdar and District Prison Turbat.  
Laboratories at Mach and Quetta Prisons do exist. 08-male and 
01-female Doctors and 60-paramedical staff are posted in various 
prisons.  Except in Mastung Prison, ambulances are available in each 
jail. 

vi. Educational and Skill Training Facilities 

♦ Sindh Home Department reported that Fine Arts School at Central 
Prison, Karachi, District Prison Malir, Karachi and Women Prison 
Karachi are functional. Painting/drawing, computer literacy, musical, 
beautician and tailoring classes/training courses are regularly held 
for the rehabilitation of prisoners. Carpet manufacturing at Central 
Prisons Hyderabad and Sukkur, textile manufacturing at Central 
Prisons Hyderabad and Karachi and electrical courses/work are 
provided for rehabilitation of prisoners. Computer, language and 

other educational trainings are also regular part of the facilities being 
given to prisoners. More than 10,000-prisoners have been awarded 
certificates in different skill sets.

♦ Prisons Department, Punjab submitted that during the last five years, 
878,425 and 241 prisoners appeared in F.A, B.A. and M.A. 
examinations, respectively, in the centres established inside the jail 
premises by different Universities of the Punjab. MoU has been 
signed by the Prisons Department with the Technical Education and 
Vocational Training Authority (TEVTA) for provision of technical 
education and vocational training courses including different skills 
for male, female and juvenile prisoners. Since 2016, 16,777 prisoners 
have qualified different technical courses offered by TEVTA i.e. 
electrician, computer applications, motorcycle mechanic, welding, 
home appliances repair, carpenter, motor winding, and plumber etc.     

♦ Prisons Department, Khyber Pakhtunkhwa submitted that from 2019 
to 2021, 2,443 prisoners were imparted formal education and 1,017 
prisoners were imparted religious education. In order to improve 
educational facilities for prisoners, Adult Literacy Centres were 
established at Battagram, Abbottabad, Mansehra with the assistance 
from National Commission for Human Development (NCHD) and 
prisoners are getting education in these Centers.  Libraries were 
established in 05 central prisons. In order to purchase more books and 
to establish libraries in the remaining prisons, 6,465 books were 
purchased from National Book Foundation. Technical Vocational 
Centres in Central Prisons Haripur, Mardan and Bannu were 
established and vocational training was being imparted to the 
prisoners. So far, 725 prisoners have qualified various courses while 
476 were undergoing training in different courses i.e. tailoring, 
computer, wood work, electric, plumbing, mobile repairing, 
non-woven bags etc. Pilot projects are planned for establishment of 
Production Units for paper bags and non-woven bags at Central 
Prison Haripur and District Prison Abbottabad.  

♦ Home Department, Balochistan submitted that eligible prisoners 
desirous of education, from Middle standard to Masters level are 
being facilitated by Superintendents of Jails concerned. 

♦ 90% work regarding establishment of vocational training centers at 
Central Prison Mach & Khuzdar was completed. 

♦ Books were provided by Wafaqi Mohtasib Office for the District 
Prisons Quetta and Mach to cover-up the deficiency.

vii. Free Legal Aid to Under Trial Prisoners 

♦ In Sindh, free legal assistance was provided to prisoners by the 
Committee for Welfare of Prisoners, Advocates of UNODC and 

various NGOs in Sindh. 

♦ Prisons Department, Punjab reported that prisoners were provided 
free legal aid in coordination with District Administration and Bar 
Councils.  Coordination with District Bar, Lahore High Court Bar 
Association and Punjab Bar Council was made to provide pro bono 
facility.  List of needy prisoners are provided to the District & Sessions 
Judge on monthly basis. 

♦ In KPK, Bar Councils/NGOs were approached for the cases requiring 
free legal aid. Such cases are normally referred to the District Legal 
Empowerment Committees.  

♦ In Balochistan, Legal Empowerment Committees under the 
chairmanship of respective Session Judges were working. Prisoner 
Aid & Legal Committees constituted by Prime Minister of Pakistan 
are working under the chairmanship of Barrister Ali Zafar. 
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Children constitute almost half of the population of Pakistan and are considered as 
the most vulnerable section of society. As per report (Cruel Number 2020) more 
than 8 children in Pakistan were subjected to abuse per day during the year under 
review. The report further indicates that a total number of 2,960 cases were 
reported in newspapers during the year. The break up of these cases in different 
parts of the country is given in the following table:

Analysis of the available data shows that 985 cases were of Sodomy, 787 cases of 
rape, 89 cases of pornography and sexual abuse and 80 cases were of murder after 
committing abuse. In addition, 834 cases of abduction were also reported whereas 
345 cases of missing children, 119 cases of child marriage were also mentioned in 
the Report.

The online child abuse and exploitation has emerged as one of the most serious 
global trade. Pakistan stood at 3rd place in the list of countries involved in filming 
and transmission of child exploitation contents. The report also highlighted that 
there has been phenomenal increase in this activity in the recent years. This 
finding was also supported by Cyber Tiplin Report which showed a 28% increase 
from 2019 to 2020. 

Pakistan being a party to the United Nations Convention on Child Rights 
(UNCRC); the International Covenant on Civil and Political Rights; the 
International Covenant on Economic, Social and Cultural Rights (ICESCR); UN 
Convention against Transnational Organized Crimes and other instruments has 
an obligation to curb this heinous emerging trend. The Wafaqi Mohtasib, therefore, 
initiated multiple strong measures for 
the protection of child rights.

Realizing the dearth of specialized 
institutions to redress the grievances of 
children, the Office of the National 
Commissioner for Children (ONCC) 

had been set-up at Wafaqi Mohtasib (Ombudsman)’s Secretariat, Islamabad. In 
December 2021 it was re-named as the Office of Grievance Commissioner for 
Children.

The ONCC adopted a multi-pronged 
strategy to address children’s issues. 
The detail is as under:

♦ Redressal of the Grievances of 
Children 

In the year 2021, the ONCC 
provided relief in 68% complaints 
against multiple agencies 
including Police and Federal 
Directorate of Education.

♦ Referral of Cases

The complaints were received 
against the Provincial agencies 
from Pakistan as well as from 
abroad. Since the WMS has 
Federal jurisdiction therefore the cases were referred to the concerned 
agencies and Provincial Ombudsman offices for necessary action. It is 
heartening to report that the grievances were duly redressed by the agencies 
especially the KP Police and the Provincial Ombudsman Punjab. 

♦ Informal Mechanism  

Some cybercrime cases were submitted to ONCC through NGOs. For prompt 
redressal of complaints, the Advisor to NCC forwarded those to the 
concerned agencies for immediate action and without following lengthy 
procedures. The response was heartening as some of the complaints were 
redressed within 24 hours.

Addressing the Systemic Issues

In order to address the issue of drastic increase in cybercrimes against children the 
Wafaqi Mohtasib constituted a Task Force to formulate a comprehensive strategy 
for prevention of cybercrimes against 
children. The strategy focused on 
devising effective means to:

(i) Crack down on the syndicates 
engaged in cyber pornography in 
Pakistan; and 

(ii) Prevent dissemination of the videos 
of children sexual abuse/ torture.

The Task Force comprises eminent parliamentarians including Mr. Riaz Fatyana, 
Member National Assembly (MNA) & Chairperson National Assembly Standing 
Committee on Law and Justice; Ms. Mehnaz Akber Aziz, MNA/Chairperson 
National Parliamentary Task Force on SDGs & sub-Committee on Child Rights, 
Ms. Shamsa Ali, MPA from Punjab,Law enforcement agencies from across the 
country including Gilgit Baltistan (GB) & Azad Jammu & Kashmir, such as, 
National Information Technology Board (NITB) and others were also taken on 
board. SyedaViquar-un-Nisa Hashmi, Honorary Advisor, Commissioner for 
Children and Transgender was designated as Convener & Secretary of the Task 
Force.

The Task Force in its 2nd meeting chaired by Mr. Riaz Fatyana, Member National 
Assembly (NA), and Chairman NA Standing Committee on Law & Justice decided 
to constitute the following Sub-Committees:

Sub-Committee on ‘Legal Reforms’ 

This Sub-Committee had been vested with a mandate to propose amendments in 
the prevailing laws and rules and also to develop Standard Operating Procedures 
(SOPs) for smooth and effective coordination with Federal Investigation Agency 
(FIA) and other agencies/ organizations. The Committee after various rounds of 
deliberations prepared a draft Bill for the ‘Prevention and Control of Cybercrimes 
against Children Act, 2021’. 

The said Bill was presented by the 
Honorary Advisor and Grievance 
Commissioner for Children to the 
parliamentarians and stakeholders in a 
meeting at Parliament House, 
organized by Parliamentary Task Force 

on Sustainable Development Goals (SDGs). The final draft of the updated Bill was 
tabled in the National Assembly by four MNAs of three political parties i.e. PTI, 
PPP and PML (N). The National Assembly passed the same and has referred it to 
the Senate.

Sub-Committee on ‘Awareness Raising’ 

The Sub-Committee on “Awareness Raising” held three detailed meetings with 
wide array of stake holders to develop National Action Plan, initially for one year 
i.e. 20-21. The intervention included lobbying with the lawmakers for introducing 
the subject of “Cybercrime” in school syllabi and sensitizing judiciary and law 
enforcement agencies on the subject of crimes against children.

The Sub-Committee employed a multi-pronged strategy for raising awareness of 
general public on this sensitive subject through national stakeholders. The 
additional measures for use of electronic and print media and display of messages 
on public places such as markets, police stations and railway stations etc. were 
also deliberated. 

The Content Development Team (CDT) of the Sub-Committee recommended four 
“Public Service Messages” to the Ministry of Information for dissemination to the 
public through all available mediums. Consequently, PEMRA issued directions to 
all TV Satellite Channels and FM radio to air and telecast those messages, in 
national and regional languages during prominent time slots.

As per the report submitted to the Sub-Committee, 6,048 messages had been aired 
uptill October 2021 through radio networks in 22 local languages. The PTA also 
launched its awareness campaign through sending SMS to the Mobile Phone 
subscribers.

At the behest of the Sub-Committee, all the stakeholders in the Justice Sector such 
as Federal Judicial Academy along with Provincial Judicial Academies and Police 

Training Colleges across the country organized one day workshop for raising 
awareness on crimes against children. These measures were taken in collaboration 
with ONCC. 

The above measures would have remained incomplete without the involvement of 
the Provincial stakeholders. The provincial Mohtasib Maj (Retd) Azam Suleman 
Khan organized a meeting at Lahore on 3 December, 2021 on “Awareness Raising 
to Combat Children’s Sexual Abuse and Exploitation.” All the stakeholders, at 
Provincial level were invited to participate and contribute towards the finalization 
of the Provincial Plan on the subject. It was, inter-alia, decided to constitute a 
working group to ensure implementation of awareness-raising campaign on the 
issue of cybercrime against children, in the Province of Punjab. This model of 
intervention will be replicated in other provinces / regions as well.

The office of Grievance Commissioner for Children held a series of consultations 
with various stakeholders and prepared Strategic Vision Plan for the year 2022. 
This important document would be presented to the National Committee for 
Children (NCC) in the forthcoming meeting for necessary feedback.

 

 

Office of the National Commissioner 
for Children  at WMS, Islamabad 
was re-named as Grievance 
Commissioner for Children in 
December 2021.

CHAPTER 8
ACTIVITIES OF THE NATIONAL 

COMMISSIONER FOR CHILDREN

Cases of Child Sexual Abuse (CSA) 

Punjab 1707 

Sindh 861 

KP 215 

ICT 102 

Balochistan 53 

AJ&K 18 

GB 4 

Total 2960 
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ACTIVITIES OF THE NATIONAL COMMISSIONER FOR CHILDREN

Children constitute almost half of the population of Pakistan and are considered as 
the most vulnerable section of society. As per report (Cruel Number 2020) more 
than 8 children in Pakistan were subjected to abuse per day during the year under 
review. The report further indicates that a total number of 2,960 cases were 
reported in newspapers during the year. The break up of these cases in different 
parts of the country is given in the following table:

Analysis of the available data shows that 985 cases were of Sodomy, 787 cases of 
rape, 89 cases of pornography and sexual abuse and 80 cases were of murder after 
committing abuse. In addition, 834 cases of abduction were also reported whereas 
345 cases of missing children, 119 cases of child marriage were also mentioned in 
the Report.

The online child abuse and exploitation has emerged as one of the most serious 
global trade. Pakistan stood at 3rd place in the list of countries involved in filming 
and transmission of child exploitation contents. The report also highlighted that 
there has been phenomenal increase in this activity in the recent years. This 
finding was also supported by Cyber Tiplin Report which showed a 28% increase 
from 2019 to 2020. 

Pakistan being a party to the United Nations Convention on Child Rights 
(UNCRC); the International Covenant on Civil and Political Rights; the 
International Covenant on Economic, Social and Cultural Rights (ICESCR); UN 
Convention against Transnational Organized Crimes and other instruments has 
an obligation to curb this heinous emerging trend. The Wafaqi Mohtasib, therefore, 
initiated multiple strong measures for 
the protection of child rights.

Realizing the dearth of specialized 
institutions to redress the grievances of 
children, the Office of the National 
Commissioner for Children (ONCC) 

had been set-up at Wafaqi Mohtasib (Ombudsman)’s Secretariat, Islamabad. In 
December 2021 it was re-named as the Office of Grievance Commissioner for 
Children.

The ONCC adopted a multi-pronged 
strategy to address children’s issues. 
The detail is as under:

♦ Redressal of the Grievances of 
Children 

In the year 2021, the ONCC 
provided relief in 68% complaints 
against multiple agencies 
including Police and Federal 
Directorate of Education.

♦ Referral of Cases

The complaints were received 
against the Provincial agencies 
from Pakistan as well as from 
abroad. Since the WMS has 
Federal jurisdiction therefore the cases were referred to the concerned 
agencies and Provincial Ombudsman offices for necessary action. It is 
heartening to report that the grievances were duly redressed by the agencies 
especially the KP Police and the Provincial Ombudsman Punjab. 

♦ Informal Mechanism  

Some cybercrime cases were submitted to ONCC through NGOs. For prompt 
redressal of complaints, the Advisor to NCC forwarded those to the 
concerned agencies for immediate action and without following lengthy 
procedures. The response was heartening as some of the complaints were 
redressed within 24 hours.

Addressing the Systemic Issues

In order to address the issue of drastic increase in cybercrimes against children the 
Wafaqi Mohtasib constituted a Task Force to formulate a comprehensive strategy 
for prevention of cybercrimes against 
children. The strategy focused on 
devising effective means to:

(i) Crack down on the syndicates 
engaged in cyber pornography in 
Pakistan; and 

(ii) Prevent dissemination of the videos 
of children sexual abuse/ torture.

The Task Force comprises eminent parliamentarians including Mr. Riaz Fatyana, 
Member National Assembly (MNA) & Chairperson National Assembly Standing 
Committee on Law and Justice; Ms. Mehnaz Akber Aziz, MNA/Chairperson 
National Parliamentary Task Force on SDGs & sub-Committee on Child Rights, 
Ms. Shamsa Ali, MPA from Punjab,Law enforcement agencies from across the 
country including Gilgit Baltistan (GB) & Azad Jammu & Kashmir, such as, 
National Information Technology Board (NITB) and others were also taken on 
board. SyedaViquar-un-Nisa Hashmi, Honorary Advisor, Commissioner for 
Children and Transgender was designated as Convener & Secretary of the Task 
Force.

The Task Force in its 2nd meeting chaired by Mr. Riaz Fatyana, Member National 
Assembly (NA), and Chairman NA Standing Committee on Law & Justice decided 
to constitute the following Sub-Committees:

Sub-Committee on ‘Legal Reforms’ 

This Sub-Committee had been vested with a mandate to propose amendments in 
the prevailing laws and rules and also to develop Standard Operating Procedures 
(SOPs) for smooth and effective coordination with Federal Investigation Agency 
(FIA) and other agencies/ organizations. The Committee after various rounds of 
deliberations prepared a draft Bill for the ‘Prevention and Control of Cybercrimes 
against Children Act, 2021’. 

The said Bill was presented by the 
Honorary Advisor and Grievance 
Commissioner for Children to the 
parliamentarians and stakeholders in a 
meeting at Parliament House, 
organized by Parliamentary Task Force 

on Sustainable Development Goals (SDGs). The final draft of the updated Bill was 
tabled in the National Assembly by four MNAs of three political parties i.e. PTI, 
PPP and PML (N). The National Assembly passed the same and has referred it to 
the Senate.

Sub-Committee on ‘Awareness Raising’ 

The Sub-Committee on “Awareness Raising” held three detailed meetings with 
wide array of stake holders to develop National Action Plan, initially for one year 
i.e. 20-21. The intervention included lobbying with the lawmakers for introducing 
the subject of “Cybercrime” in school syllabi and sensitizing judiciary and law 
enforcement agencies on the subject of crimes against children.

The Sub-Committee employed a multi-pronged strategy for raising awareness of 
general public on this sensitive subject through national stakeholders. The 
additional measures for use of electronic and print media and display of messages 
on public places such as markets, police stations and railway stations etc. were 
also deliberated. 

The Content Development Team (CDT) of the Sub-Committee recommended four 
“Public Service Messages” to the Ministry of Information for dissemination to the 
public through all available mediums. Consequently, PEMRA issued directions to 
all TV Satellite Channels and FM radio to air and telecast those messages, in 
national and regional languages during prominent time slots.

As per the report submitted to the Sub-Committee, 6,048 messages had been aired 
uptill October 2021 through radio networks in 22 local languages. The PTA also 
launched its awareness campaign through sending SMS to the Mobile Phone 
subscribers.

At the behest of the Sub-Committee, all the stakeholders in the Justice Sector such 
as Federal Judicial Academy along with Provincial Judicial Academies and Police 

Training Colleges across the country organized one day workshop for raising 
awareness on crimes against children. These measures were taken in collaboration 
with ONCC. 

The above measures would have remained incomplete without the involvement of 
the Provincial stakeholders. The provincial Mohtasib Maj (Retd) Azam Suleman 
Khan organized a meeting at Lahore on 3 December, 2021 on “Awareness Raising 
to Combat Children’s Sexual Abuse and Exploitation.” All the stakeholders, at 
Provincial level were invited to participate and contribute towards the finalization 
of the Provincial Plan on the subject. It was, inter-alia, decided to constitute a 
working group to ensure implementation of awareness-raising campaign on the 
issue of cybercrime against children, in the Province of Punjab. This model of 
intervention will be replicated in other provinces / regions as well.

The office of Grievance Commissioner for Children held a series of consultations 
with various stakeholders and prepared Strategic Vision Plan for the year 2022. 
This important document would be presented to the National Committee for 
Children (NCC) in the forthcoming meeting for necessary feedback.

 

 

To address the issue of drastic 
increase in cybercrimes against 
children the Wafaqi Mohtasib 
constituted a Task Force to 
formulate a comprehensive 
strategy for prevention of 
cybercrimes against children.

A note of thanks received from one 
of the complainants:

“Yes mam, the matter has been 
resolved. The other party has 
apologized and has promised not to 
repeat such a mistake again.

Also, I'm highly grateful to you for 
your prompt action. I had heard 
that FIA never responds to any 
phone calls or emails but you have 
proved them wrong. God bless you 
and may you have many more 
successes in the future. We are 
proud of our officers and you're the 
real face of Pakistan!
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ACTIVITIES OF THE NATIONAL COMMISSIONER FOR CHILDREN

Children constitute almost half of the population of Pakistan and are considered as 
the most vulnerable section of society. As per report (Cruel Number 2020) more 
than 8 children in Pakistan were subjected to abuse per day during the year under 
review. The report further indicates that a total number of 2,960 cases were 
reported in newspapers during the year. The break up of these cases in different 
parts of the country is given in the following table:

Analysis of the available data shows that 985 cases were of Sodomy, 787 cases of 
rape, 89 cases of pornography and sexual abuse and 80 cases were of murder after 
committing abuse. In addition, 834 cases of abduction were also reported whereas 
345 cases of missing children, 119 cases of child marriage were also mentioned in 
the Report.

The online child abuse and exploitation has emerged as one of the most serious 
global trade. Pakistan stood at 3rd place in the list of countries involved in filming 
and transmission of child exploitation contents. The report also highlighted that 
there has been phenomenal increase in this activity in the recent years. This 
finding was also supported by Cyber Tiplin Report which showed a 28% increase 
from 2019 to 2020. 

Pakistan being a party to the United Nations Convention on Child Rights 
(UNCRC); the International Covenant on Civil and Political Rights; the 
International Covenant on Economic, Social and Cultural Rights (ICESCR); UN 
Convention against Transnational Organized Crimes and other instruments has 
an obligation to curb this heinous emerging trend. The Wafaqi Mohtasib, therefore, 
initiated multiple strong measures for 
the protection of child rights.

Realizing the dearth of specialized 
institutions to redress the grievances of 
children, the Office of the National 
Commissioner for Children (ONCC) 

had been set-up at Wafaqi Mohtasib (Ombudsman)’s Secretariat, Islamabad. In 
December 2021 it was re-named as the Office of Grievance Commissioner for 
Children.

The ONCC adopted a multi-pronged 
strategy to address children’s issues. 
The detail is as under:

♦ Redressal of the Grievances of 
Children 

In the year 2021, the ONCC 
provided relief in 68% complaints 
against multiple agencies 
including Police and Federal 
Directorate of Education.

♦ Referral of Cases

The complaints were received 
against the Provincial agencies 
from Pakistan as well as from 
abroad. Since the WMS has 
Federal jurisdiction therefore the cases were referred to the concerned 
agencies and Provincial Ombudsman offices for necessary action. It is 
heartening to report that the grievances were duly redressed by the agencies 
especially the KP Police and the Provincial Ombudsman Punjab. 

♦ Informal Mechanism  

Some cybercrime cases were submitted to ONCC through NGOs. For prompt 
redressal of complaints, the Advisor to NCC forwarded those to the 
concerned agencies for immediate action and without following lengthy 
procedures. The response was heartening as some of the complaints were 
redressed within 24 hours.

Addressing the Systemic Issues

In order to address the issue of drastic increase in cybercrimes against children the 
Wafaqi Mohtasib constituted a Task Force to formulate a comprehensive strategy 
for prevention of cybercrimes against 
children. The strategy focused on 
devising effective means to:

(i) Crack down on the syndicates 
engaged in cyber pornography in 
Pakistan; and 

(ii) Prevent dissemination of the videos 
of children sexual abuse/ torture.

The Task Force comprises eminent parliamentarians including Mr. Riaz Fatyana, 
Member National Assembly (MNA) & Chairperson National Assembly Standing 
Committee on Law and Justice; Ms. Mehnaz Akber Aziz, MNA/Chairperson 
National Parliamentary Task Force on SDGs & sub-Committee on Child Rights, 
Ms. Shamsa Ali, MPA from Punjab,Law enforcement agencies from across the 
country including Gilgit Baltistan (GB) & Azad Jammu & Kashmir, such as, 
National Information Technology Board (NITB) and others were also taken on 
board. SyedaViquar-un-Nisa Hashmi, Honorary Advisor, Commissioner for 
Children and Transgender was designated as Convener & Secretary of the Task 
Force.

The Task Force in its 2nd meeting chaired by Mr. Riaz Fatyana, Member National 
Assembly (NA), and Chairman NA Standing Committee on Law & Justice decided 
to constitute the following Sub-Committees:

Sub-Committee on ‘Legal Reforms’ 

This Sub-Committee had been vested with a mandate to propose amendments in 
the prevailing laws and rules and also to develop Standard Operating Procedures 
(SOPs) for smooth and effective coordination with Federal Investigation Agency 
(FIA) and other agencies/ organizations. The Committee after various rounds of 
deliberations prepared a draft Bill for the ‘Prevention and Control of Cybercrimes 
against Children Act, 2021’. 

The said Bill was presented by the 
Honorary Advisor and Grievance 
Commissioner for Children to the 
parliamentarians and stakeholders in a 
meeting at Parliament House, 
organized by Parliamentary Task Force 

on Sustainable Development Goals (SDGs). The final draft of the updated Bill was 
tabled in the National Assembly by four MNAs of three political parties i.e. PTI, 
PPP and PML (N). The National Assembly passed the same and has referred it to 
the Senate.

Sub-Committee on ‘Awareness Raising’ 

The Sub-Committee on “Awareness Raising” held three detailed meetings with 
wide array of stake holders to develop National Action Plan, initially for one year 
i.e. 20-21. The intervention included lobbying with the lawmakers for introducing 
the subject of “Cybercrime” in school syllabi and sensitizing judiciary and law 
enforcement agencies on the subject of crimes against children.

The Sub-Committee employed a multi-pronged strategy for raising awareness of 
general public on this sensitive subject through national stakeholders. The 
additional measures for use of electronic and print media and display of messages 
on public places such as markets, police stations and railway stations etc. were 
also deliberated. 

The Content Development Team (CDT) of the Sub-Committee recommended four 
“Public Service Messages” to the Ministry of Information for dissemination to the 
public through all available mediums. Consequently, PEMRA issued directions to 
all TV Satellite Channels and FM radio to air and telecast those messages, in 
national and regional languages during prominent time slots.

As per the report submitted to the Sub-Committee, 6,048 messages had been aired 
uptill October 2021 through radio networks in 22 local languages. The PTA also 
launched its awareness campaign through sending SMS to the Mobile Phone 
subscribers.

At the behest of the Sub-Committee, all the stakeholders in the Justice Sector such 
as Federal Judicial Academy along with Provincial Judicial Academies and Police 

Training Colleges across the country organized one day workshop for raising 
awareness on crimes against children. These measures were taken in collaboration 
with ONCC. 

The above measures would have remained incomplete without the involvement of 
the Provincial stakeholders. The provincial Mohtasib Maj (Retd) Azam Suleman 
Khan organized a meeting at Lahore on 3 December, 2021 on “Awareness Raising 
to Combat Children’s Sexual Abuse and Exploitation.” All the stakeholders, at 
Provincial level were invited to participate and contribute towards the finalization 
of the Provincial Plan on the subject. It was, inter-alia, decided to constitute a 
working group to ensure implementation of awareness-raising campaign on the 
issue of cybercrime against children, in the Province of Punjab. This model of 
intervention will be replicated in other provinces / regions as well.

The office of Grievance Commissioner for Children held a series of consultations 
with various stakeholders and prepared Strategic Vision Plan for the year 2022. 
This important document would be presented to the National Committee for 
Children (NCC) in the forthcoming meeting for necessary feedback.

 

 

Draft Bill for the ‘Prevention and 
Control of Cybercrimes against 
Children Act, 2021’ was passed by 
the National Assembly and 
referred to the Senate. 

Sub committee on prevention and control of cybercrimes against children - meeting in progress.
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ACTIVITIES OF THE NATIONAL COMMISSIONER FOR CHILDREN

Children constitute almost half of the population of Pakistan and are considered as 
the most vulnerable section of society. As per report (Cruel Number 2020) more 
than 8 children in Pakistan were subjected to abuse per day during the year under 
review. The report further indicates that a total number of 2,960 cases were 
reported in newspapers during the year. The break up of these cases in different 
parts of the country is given in the following table:

Analysis of the available data shows that 985 cases were of Sodomy, 787 cases of 
rape, 89 cases of pornography and sexual abuse and 80 cases were of murder after 
committing abuse. In addition, 834 cases of abduction were also reported whereas 
345 cases of missing children, 119 cases of child marriage were also mentioned in 
the Report.

The online child abuse and exploitation has emerged as one of the most serious 
global trade. Pakistan stood at 3rd place in the list of countries involved in filming 
and transmission of child exploitation contents. The report also highlighted that 
there has been phenomenal increase in this activity in the recent years. This 
finding was also supported by Cyber Tiplin Report which showed a 28% increase 
from 2019 to 2020. 

Pakistan being a party to the United Nations Convention on Child Rights 
(UNCRC); the International Covenant on Civil and Political Rights; the 
International Covenant on Economic, Social and Cultural Rights (ICESCR); UN 
Convention against Transnational Organized Crimes and other instruments has 
an obligation to curb this heinous emerging trend. The Wafaqi Mohtasib, therefore, 
initiated multiple strong measures for 
the protection of child rights.

Realizing the dearth of specialized 
institutions to redress the grievances of 
children, the Office of the National 
Commissioner for Children (ONCC) 

had been set-up at Wafaqi Mohtasib (Ombudsman)’s Secretariat, Islamabad. In 
December 2021 it was re-named as the Office of Grievance Commissioner for 
Children.

The ONCC adopted a multi-pronged 
strategy to address children’s issues. 
The detail is as under:

♦ Redressal of the Grievances of 
Children 

In the year 2021, the ONCC 
provided relief in 68% complaints 
against multiple agencies 
including Police and Federal 
Directorate of Education.

♦ Referral of Cases

The complaints were received 
against the Provincial agencies 
from Pakistan as well as from 
abroad. Since the WMS has 
Federal jurisdiction therefore the cases were referred to the concerned 
agencies and Provincial Ombudsman offices for necessary action. It is 
heartening to report that the grievances were duly redressed by the agencies 
especially the KP Police and the Provincial Ombudsman Punjab. 

♦ Informal Mechanism  

Some cybercrime cases were submitted to ONCC through NGOs. For prompt 
redressal of complaints, the Advisor to NCC forwarded those to the 
concerned agencies for immediate action and without following lengthy 
procedures. The response was heartening as some of the complaints were 
redressed within 24 hours.

Addressing the Systemic Issues

In order to address the issue of drastic increase in cybercrimes against children the 
Wafaqi Mohtasib constituted a Task Force to formulate a comprehensive strategy 
for prevention of cybercrimes against 
children. The strategy focused on 
devising effective means to:

(i) Crack down on the syndicates 
engaged in cyber pornography in 
Pakistan; and 

(ii) Prevent dissemination of the videos 
of children sexual abuse/ torture.

The Task Force comprises eminent parliamentarians including Mr. Riaz Fatyana, 
Member National Assembly (MNA) & Chairperson National Assembly Standing 
Committee on Law and Justice; Ms. Mehnaz Akber Aziz, MNA/Chairperson 
National Parliamentary Task Force on SDGs & sub-Committee on Child Rights, 
Ms. Shamsa Ali, MPA from Punjab,Law enforcement agencies from across the 
country including Gilgit Baltistan (GB) & Azad Jammu & Kashmir, such as, 
National Information Technology Board (NITB) and others were also taken on 
board. SyedaViquar-un-Nisa Hashmi, Honorary Advisor, Commissioner for 
Children and Transgender was designated as Convener & Secretary of the Task 
Force.

The Task Force in its 2nd meeting chaired by Mr. Riaz Fatyana, Member National 
Assembly (NA), and Chairman NA Standing Committee on Law & Justice decided 
to constitute the following Sub-Committees:

Sub-Committee on ‘Legal Reforms’ 

This Sub-Committee had been vested with a mandate to propose amendments in 
the prevailing laws and rules and also to develop Standard Operating Procedures 
(SOPs) for smooth and effective coordination with Federal Investigation Agency 
(FIA) and other agencies/ organizations. The Committee after various rounds of 
deliberations prepared a draft Bill for the ‘Prevention and Control of Cybercrimes 
against Children Act, 2021’. 

The said Bill was presented by the 
Honorary Advisor and Grievance 
Commissioner for Children to the 
parliamentarians and stakeholders in a 
meeting at Parliament House, 
organized by Parliamentary Task Force 

on Sustainable Development Goals (SDGs). The final draft of the updated Bill was 
tabled in the National Assembly by four MNAs of three political parties i.e. PTI, 
PPP and PML (N). The National Assembly passed the same and has referred it to 
the Senate.

Sub-Committee on ‘Awareness Raising’ 

The Sub-Committee on “Awareness Raising” held three detailed meetings with 
wide array of stake holders to develop National Action Plan, initially for one year 
i.e. 20-21. The intervention included lobbying with the lawmakers for introducing 
the subject of “Cybercrime” in school syllabi and sensitizing judiciary and law 
enforcement agencies on the subject of crimes against children.

The Sub-Committee employed a multi-pronged strategy for raising awareness of 
general public on this sensitive subject through national stakeholders. The 
additional measures for use of electronic and print media and display of messages 
on public places such as markets, police stations and railway stations etc. were 
also deliberated. 

The Content Development Team (CDT) of the Sub-Committee recommended four 
“Public Service Messages” to the Ministry of Information for dissemination to the 
public through all available mediums. Consequently, PEMRA issued directions to 
all TV Satellite Channels and FM radio to air and telecast those messages, in 
national and regional languages during prominent time slots.

As per the report submitted to the Sub-Committee, 6,048 messages had been aired 
uptill October 2021 through radio networks in 22 local languages. The PTA also 
launched its awareness campaign through sending SMS to the Mobile Phone 
subscribers.

At the behest of the Sub-Committee, all the stakeholders in the Justice Sector such 
as Federal Judicial Academy along with Provincial Judicial Academies and Police 

Training Colleges across the country organized one day workshop for raising 
awareness on crimes against children. These measures were taken in collaboration 
with ONCC. 

The above measures would have remained incomplete without the involvement of 
the Provincial stakeholders. The provincial Mohtasib Maj (Retd) Azam Suleman 
Khan organized a meeting at Lahore on 3 December, 2021 on “Awareness Raising 
to Combat Children’s Sexual Abuse and Exploitation.” All the stakeholders, at 
Provincial level were invited to participate and contribute towards the finalization 
of the Provincial Plan on the subject. It was, inter-alia, decided to constitute a 
working group to ensure implementation of awareness-raising campaign on the 
issue of cybercrime against children, in the Province of Punjab. This model of 
intervention will be replicated in other provinces / regions as well.

The office of Grievance Commissioner for Children held a series of consultations 
with various stakeholders and prepared Strategic Vision Plan for the year 2022. 
This important document would be presented to the National Committee for 
Children (NCC) in the forthcoming meeting for necessary feedback.

 

 

National Commissioner for Children chairing a consultative meeting of the National Committee on Children.
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ACTIVITIES OF THE NATIONAL COMMISSIONER FOR CHILDREN

Children constitute almost half of the population of Pakistan and are considered as 
the most vulnerable section of society. As per report (Cruel Number 2020) more 
than 8 children in Pakistan were subjected to abuse per day during the year under 
review. The report further indicates that a total number of 2,960 cases were 
reported in newspapers during the year. The break up of these cases in different 
parts of the country is given in the following table:

Analysis of the available data shows that 985 cases were of Sodomy, 787 cases of 
rape, 89 cases of pornography and sexual abuse and 80 cases were of murder after 
committing abuse. In addition, 834 cases of abduction were also reported whereas 
345 cases of missing children, 119 cases of child marriage were also mentioned in 
the Report.

The online child abuse and exploitation has emerged as one of the most serious 
global trade. Pakistan stood at 3rd place in the list of countries involved in filming 
and transmission of child exploitation contents. The report also highlighted that 
there has been phenomenal increase in this activity in the recent years. This 
finding was also supported by Cyber Tiplin Report which showed a 28% increase 
from 2019 to 2020. 

Pakistan being a party to the United Nations Convention on Child Rights 
(UNCRC); the International Covenant on Civil and Political Rights; the 
International Covenant on Economic, Social and Cultural Rights (ICESCR); UN 
Convention against Transnational Organized Crimes and other instruments has 
an obligation to curb this heinous emerging trend. The Wafaqi Mohtasib, therefore, 
initiated multiple strong measures for 
the protection of child rights.

Realizing the dearth of specialized 
institutions to redress the grievances of 
children, the Office of the National 
Commissioner for Children (ONCC) 

had been set-up at Wafaqi Mohtasib (Ombudsman)’s Secretariat, Islamabad. In 
December 2021 it was re-named as the Office of Grievance Commissioner for 
Children.

The ONCC adopted a multi-pronged 
strategy to address children’s issues. 
The detail is as under:

♦ Redressal of the Grievances of 
Children 

In the year 2021, the ONCC 
provided relief in 68% complaints 
against multiple agencies 
including Police and Federal 
Directorate of Education.

♦ Referral of Cases

The complaints were received 
against the Provincial agencies 
from Pakistan as well as from 
abroad. Since the WMS has 
Federal jurisdiction therefore the cases were referred to the concerned 
agencies and Provincial Ombudsman offices for necessary action. It is 
heartening to report that the grievances were duly redressed by the agencies 
especially the KP Police and the Provincial Ombudsman Punjab. 

♦ Informal Mechanism  

Some cybercrime cases were submitted to ONCC through NGOs. For prompt 
redressal of complaints, the Advisor to NCC forwarded those to the 
concerned agencies for immediate action and without following lengthy 
procedures. The response was heartening as some of the complaints were 
redressed within 24 hours.

Addressing the Systemic Issues

In order to address the issue of drastic increase in cybercrimes against children the 
Wafaqi Mohtasib constituted a Task Force to formulate a comprehensive strategy 
for prevention of cybercrimes against 
children. The strategy focused on 
devising effective means to:

(i) Crack down on the syndicates 
engaged in cyber pornography in 
Pakistan; and 

(ii) Prevent dissemination of the videos 
of children sexual abuse/ torture.

The Task Force comprises eminent parliamentarians including Mr. Riaz Fatyana, 
Member National Assembly (MNA) & Chairperson National Assembly Standing 
Committee on Law and Justice; Ms. Mehnaz Akber Aziz, MNA/Chairperson 
National Parliamentary Task Force on SDGs & sub-Committee on Child Rights, 
Ms. Shamsa Ali, MPA from Punjab,Law enforcement agencies from across the 
country including Gilgit Baltistan (GB) & Azad Jammu & Kashmir, such as, 
National Information Technology Board (NITB) and others were also taken on 
board. SyedaViquar-un-Nisa Hashmi, Honorary Advisor, Commissioner for 
Children and Transgender was designated as Convener & Secretary of the Task 
Force.

The Task Force in its 2nd meeting chaired by Mr. Riaz Fatyana, Member National 
Assembly (NA), and Chairman NA Standing Committee on Law & Justice decided 
to constitute the following Sub-Committees:

Sub-Committee on ‘Legal Reforms’ 

This Sub-Committee had been vested with a mandate to propose amendments in 
the prevailing laws and rules and also to develop Standard Operating Procedures 
(SOPs) for smooth and effective coordination with Federal Investigation Agency 
(FIA) and other agencies/ organizations. The Committee after various rounds of 
deliberations prepared a draft Bill for the ‘Prevention and Control of Cybercrimes 
against Children Act, 2021’. 

The said Bill was presented by the 
Honorary Advisor and Grievance 
Commissioner for Children to the 
parliamentarians and stakeholders in a 
meeting at Parliament House, 
organized by Parliamentary Task Force 

on Sustainable Development Goals (SDGs). The final draft of the updated Bill was 
tabled in the National Assembly by four MNAs of three political parties i.e. PTI, 
PPP and PML (N). The National Assembly passed the same and has referred it to 
the Senate.

Sub-Committee on ‘Awareness Raising’ 

The Sub-Committee on “Awareness Raising” held three detailed meetings with 
wide array of stake holders to develop National Action Plan, initially for one year 
i.e. 20-21. The intervention included lobbying with the lawmakers for introducing 
the subject of “Cybercrime” in school syllabi and sensitizing judiciary and law 
enforcement agencies on the subject of crimes against children.

The Sub-Committee employed a multi-pronged strategy for raising awareness of 
general public on this sensitive subject through national stakeholders. The 
additional measures for use of electronic and print media and display of messages 
on public places such as markets, police stations and railway stations etc. were 
also deliberated. 

The Content Development Team (CDT) of the Sub-Committee recommended four 
“Public Service Messages” to the Ministry of Information for dissemination to the 
public through all available mediums. Consequently, PEMRA issued directions to 
all TV Satellite Channels and FM radio to air and telecast those messages, in 
national and regional languages during prominent time slots.

As per the report submitted to the Sub-Committee, 6,048 messages had been aired 
uptill October 2021 through radio networks in 22 local languages. The PTA also 
launched its awareness campaign through sending SMS to the Mobile Phone 
subscribers.

At the behest of the Sub-Committee, all the stakeholders in the Justice Sector such 
as Federal Judicial Academy along with Provincial Judicial Academies and Police 

Training Colleges across the country organized one day workshop for raising 
awareness on crimes against children. These measures were taken in collaboration 
with ONCC. 

The above measures would have remained incomplete without the involvement of 
the Provincial stakeholders. The provincial Mohtasib Maj (Retd) Azam Suleman 
Khan organized a meeting at Lahore on 3 December, 2021 on “Awareness Raising 
to Combat Children’s Sexual Abuse and Exploitation.” All the stakeholders, at 
Provincial level were invited to participate and contribute towards the finalization 
of the Provincial Plan on the subject. It was, inter-alia, decided to constitute a 
working group to ensure implementation of awareness-raising campaign on the 
issue of cybercrime against children, in the Province of Punjab. This model of 
intervention will be replicated in other provinces / regions as well.

The office of Grievance Commissioner for Children held a series of consultations 
with various stakeholders and prepared Strategic Vision Plan for the year 2022. 
This important document would be presented to the National Committee for 
Children (NCC) in the forthcoming meeting for necessary feedback.
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An organization is always driven by a set of defined goals, strategic objectives and 
interventions aimed at achieving those goals. Attainment of these targets and 
objectives establish the effectiveness and efficacy of an organization. This requires 
effective management of resources that includes human, material and financial 
resources. A coordinated approach along with concerted efforts by the management 
is key to success for meaningful accomplishment of tasks. Achievement of targets 
becomes a challenge if not supported by the organizational leadership. Therefore, 
top-down ownership of the process is imperative to institutionalize the best 
practices, transparency, accountability, and governance structure aimed at 
improving service delivery in a public sector organization.

Human Resource Management

The forum of Wafaqi Mohtasib envisages provision of speedy and inexpensive 
justice to complainants who make recourse to the Secretariat for redressal of their 
grievances. The Wafaqi Mohtasib is entrusted to provide relief against 
maladministration by the Federal agencies. To exercise its mandate, Wafaqi 
Mohtasib functions through one national and fourteen Regional Offices across the 
country. These fifteen offices are tasked with entertaining a huge number of 
complaints against various agencies. 

With a strong belief in the rectitude of their work, the officers and staff at the 
Wafaqi Mohtasib offices across the country have been keenly responding to the 
demands of their duty despite a range of 
challenges. The rising number of 
COVID-19 cases has been a major 
factor contributing to diverse 
challenges which impacted the working 
conditions. Despite all the limitations 
and encumbrances, the Wafaqi 
Mohtasib’s office honoured its 
commitment to continue provision of justice to the complainants. As a preventive 
measure, stringent safety and security protocols were put in place to mitigate risk 
of the spread of COVID-19. The offices of Mohtasib both at Federal and Provincial 
levels remained open, active and responsive despite the slow down mode 
necessitated by the said pandemic.

Furthermore, while this Office continued discharging its statutory functions with 
unabated vigour, it  successfully pursued other important functions such as 
recruitment, promotion and procurements in a timely manner. Thus, the 
Administration in Wafaqi Mohtasib Secretariat was able to duly provide necessary 

resources to all its offices and keep up the morale of its employees. 

Implementing Vision and Mission  

Management has endeavored to keep the functioning of this Secretariat focused on 
providing administrative justice to the complainants. Accordingly, the WMS 
envisages an inclusive approach to dedicate all the available resources to this 
enormous undertaking of expeditious justice. Vision and mission statements were 
re-aligned with the overarching objective of the provision of free of cost and speedy 
justice especially to the people with limited resources and who could not afford 
protracted litigation. Thus, a management strategy was devised well in line with 
the Vision and Mission of the organization by utilizing core values and by 
assigning due consideration to following 
objectives:

♦ Judicious and optimal utilisation 
of resources through effective 
and targeted fiscal monitoring

♦ Ensuring a conducive work 
environment to keep the 
employees motivated through 
performance based incentives 

♦ Introducing an internal system 
of checks and balances to 
maximise the performance of 
work force 

♦ Continuous capacity building and departmental support

♦ Allocation and availability of funds for special initiatives and contingencies 
within the allocated budget

Combating Challenges of COVID-19 Pandemic

As a viable solution to risk mitigation and to ensure smooth functioning of the 
secretariat during the COVID-19 pandemic, the Administration Wing introduced 
stringent measures to ensure safety and wellbeing of staff. Accordingly in due 
conformity with the guidelines issued by the World Health Organization (WHO) 
and the National Command & Operation Centre (NCOC), following interventions 
including NPIs were undertaken:-

♦ Circulars were issued on regular basis with the directions for vaccination 
against Covid-19 of all employees of WMS serving in the Headquarters as 
well as in Regional Offices.

♦ On request, a team of District Health Office (DHO), Islamabad visited the 
WMS, Head Office, Islamabad on 24 June, 2021 for vaccination of all 

officers and staff against COVID-19.

♦ Masks were distributed on regular basis among the employees of the WMS.

♦ In line with the Advisory issued by Ministry of Health Services Regulations 
& Coordination, orders for closure of Day Care Centre of this Secretariat 
were issued.

♦ Quarantine leave was allowed to the officers / officials of this secretariat who 
had tested positive for COVID-19 and with the advice to join duty after 
reported negative.

♦ Female employees of the WMS having infant babies were permitted to 
perform their duties from their homes.

♦ Posters regarding COVID SOPs were displayed on all the floors of the WMS 
as well as in the lifts of the building for public awareness.

♦ Through regular visits/inspections, employees were informed about the 
spread of the disease and ways to prevent it.

♦ Sanitizers were placed outside lifts at every floor, in bath rooms and at 
reception areas.

The aforementioned measures proved helpful in keeping the WMS functional and 
the workforce safe during these difficult times.

New Initiatives

Regional Offices

The Hon’ble President, Islamic Republic of Pakistan during his visit to the Wafaqi 

Mohtasib (Ombudsman)’s Secretariat on 15 June, 2021, desired, inter alia, to 
enhance outreach of this institution as much as possible and provide speedy and 
pro-bono administrative justice to the poor and needy people closer to their doorsteps. 
It was accordingly directed by him to explore the possibility of opening new Regional 
Offices under the Wafaqi Mohtasib Secretariat. Pursuant to this direction, 
establishment of the following Regional Offices has been approved which are 
expected to be operationalized in the near 
future:

♦ Regional Office, Sargodha in the 
Punjab province (inaugurated by 
the Wafaqi Mohtasib on 18 
November, 2021 and 
functioning).

♦ Regional Office, Mirpurkhas in 
Sindh province (in progress)

♦ Regional Office, Swat in KPK 
province (in progress)

♦ Regional Office, Khuzdar in Balochistan province (in progress)

Security and Maintenance (S&M)

The S&M section was established to undertake the following set of responsibilities:

♦ Safety measures for Security of the Building of WMS, Head Office, 
Islamabad and its employees.

♦ Cleaning the building and supervising the team of cleaners.

♦ Gardening and performing landscape duties.

♦ Inspecting the building and alarm systems to make sure they are in good 
working order.

♦ Performing basic repairs and maintenance tasks as required.

♦ Sourcing, booking and supervising contractors for major repairs.

♦ Monitoring cleaning materials, tools, and furniture and reordering as 
required.

♦ Opening building at the start of the day and locking all doors and windows 
when not in operation.

♦ Carrying out fumigation of building on periodical basis to prevent the spread 
of pandemic.

Seniority Lists of Employees

In accordance with the Establishment Division’s instructions (Section 8 of Civil 
Servants Act, 1973), the seniority lists of all cadres of officers and officials were 
uploaded on the website of the Wafaqi Mohtasib Secretariat.

Recruitment

Recruitment is an integral part of Human Resource Management (HRM). An 
organization’s efficiency hinges upon, inter alia, equitable distribution of work and 
requires merit-based recruitment of staff (both officers and officials). So during the 
year under review, new recruitments under Article-20 of P.O. No.1 of 1983 were 
made to ensure that the Secretariat has the capacity to handle the growing 
number of grievances and their quick disposal. In this regard, professional staff 
recruited on contractual basis was added to the WMS. In addition, appointments 
on contractual basis under the PM Assistance Package were also made in the 
Secretariat.

Under Article 20 ibid, recruitments/appointments on short contracts of both 
officers and staff were made on merit. Revision of their contracts or otherwise was 
subject to their efficiency and performance which was monitored on regular 
intervals throughout the year. It is worth mentioning that in order to promote 
gender balance, a significant number of women were appointed in 2021.

Staff Service Rules 2021

Revised/ Amended Wafaqi Mohtasib Officers/ Ministerial Staff Service Rules, 2021 
have been sent for final approval after vetting by Establishment, Finance and Law 
& Justice Divisions. 

Performance Highlights

Promotions

Promotion of personnel is a proven instrument of improving their morale and 
stimulating efficiency in the organization. Recognizing its role in enhancing 
productivity, promotion of various cadres of officers/ officials were timely carried 
out as per need and rules. 

Human Resource Audit

With the aim to ensure equitable distribution of work among the officers and 
officials, an extensive and thorough exercise has been conducted recently by the 
Administration Wing. On the basis of this exercise/report, the tasks of the officials 
have been redistributed so as to make the workload assigned, more realistic and 
humanly achievable. An endeavour has also been made to determine that the 
existing HR strength (Officers/Staff) is commensurate with the workload at Head 
Office and the Regional Offices. 

Ensuring a conducive work environment for its employees is essential for any 
organisation to keep up their morale. Recognizing the genuine requirements of 
female employees with infant children, a Daycare Centre was established in the 
WMS in 2019. The Administration continued to extend necessary support to the 
Centre for its maintenance and upkeep and plan to further augment the facility 
during the next financial year.  

Training / Capacity Building 

Training of human resource substantially helps in improving productivity and 
quality of work. It also aids in developing motivation, better attitude, and 
leadership skills leading to accomplishment of organizational objectives. Realizing 
its significance, refresher training programmes were started for the secretarial 
staff. Training modules were prepared with the help of STI (Secretariat Training 
Institute). All secretariat staff was imparted the refresher training courses on 
various skills required of them in the day to day functioning of WMS. The 
Secretariat has also planned to make training and capacity building of work force 
a permanent feature to produce quality work.

Maintenance and Upkeep

In order to maintain facilities at WMS (both Head Office and the Regional Offices), 
special efforts were made throughout the year. Working SOPs were issued to 
janitorial staff to ensure hygiene and cleanliness on all floors of WMS Head Office 
and Regional Offices. Similarly, provision of clean drinking water and proper 
seating arrangements for the complainants were ensured by the Administration. 
The compliance was ensured through inspections on daily basis. 

Facilitation of Complainants

Continued efforts were made to facilitate the complainants while filing their 

complaints and treat them with respect and dignity. Encouraged by the successful 
functioning of the Facilitation Centre at the Head Office, the same was replicated 
in all Regional Offices at 13 different stations. All resources are being utilised to 
provide a conducive ambience including the best facilities and guidance to people 
in writing their complaints.

Fiscal Management

Budget Allocation

For realization of the organizational goals, sustainability of operations, inter alia, 
is imperative which in turn rests on smooth release of funds. Allocated financial 
resources for FY 2020-21 were released in time which WMS optimally utilized for 
carrying out its operations at the Head office and its Regional offices by adopting 
strict financial discipline in line with the Government’s austerity drive. 

The Indicative Budget Ceiling (IBC) of this Secretariat including its 13 Regional 
Offices located at Lahore, Karachi, Peshawar, Quetta, Faisalabad, Multan, 
Sukkur, D.I. Khan, Hyderabad, Abbottabad, Bahawalpur, Gujranwala and 
Sargodha was Rs.793.787 million for the financial year 2020-21. Out of total 
budget, Rs.790.192 million (99.55%) were spent by observing austerity measures, 
whereas Rs.3.595 million were surrendered timely to the Government. It was a 
performance based budget. Funds were utilized by adopting a comprehensive fiscal 
plan. All the heads of expenditure were monitored by the Wafaqi Mohtasib himself 
on monthly basis during the year to ensure the financial propriety and discipline 
in letter and spirit. As a result, all the expenses incurred at Head Office as well as 
Regional Offices were in line with the directions of the Federal Government issued 
from time to time during the year.

It is instructive to have a plain look at the previous five years (2016-17 to 
2020-21)data of annual budgetary allocation and actual expenditure of Wafaqi 
Mohtasib Secretariat. The table below manifests that there has been consistent 
increase in the allocated budget during last five years i.e. 2016-17 to 2020-21 at 
varying percentages. It further reveals that there has been appreciable rise in two 
years i.e. 2017-18 and 2020-21 by 7.79% and 11.10% compared to the preceding 
years respectively, though more pronounced in 2020-21 with 11.10%.

These statistics clearly manifest the Government’s unflinching commitment to the 
mandate/cause of the Office of Wafaqi 
Mohtasib as well as its profound trust 
in the steady performance of this 
institution. Figures further transpire 
that in the year 2016-17 and 2017-18, 
expenditure incurred slightly increased 
from the allocated budget by 10.20 and 
14.58 million, respectively, whereas in 
the succeeding three years, 2018-19, 
2019-20 and 2020-21, there have been 
savings of Rs.11.26 million, 1.657 
million and 0.595 million, respectively.

Internal / External Audit

An elaborate mechanism for Internal Audit is in place in the WMS. All approvals 
for financial expenditures pass through rigorous internal audit procedures before 
approval.

Budget was effectively utilized by following prescribed financial discipline. 
Expenditure under various heads of account was closely monitored on monthly 
basis. The expenses occurred on procurement were also rationalized. The Wafaqi 
Mohtasib himself reviewed monthly financial accounts to ensure financial 
discipline. Thus, the expenditure incurred during the year was in line with the 
directions of the AGPR and the District Accounts Office of the respective regions. 
The WMS audit team undertook periodic visits to the Regional Offices and 
conducted comprehensive internal audit.   

As regard the external audit, the Departmental Accounts Committee (DAC) 
meeting on Printed Audit Report of 2012-13 was held on 21.09.2021. It settled two 
(2) paras out of three (3) paras and verified recovery of Rs.248,062, effected by 
Wafaqi Mohtasib Secretariat, which was also endorsed by Public Accounts 
Committee (PAC) in its meeting held on 05.10.2021. The DAC held on 21.09.2021 
also accounted for Appropriation of Accounts for the years 2018-19, 2017-18, 
2015-16, 2014-15, 2013-14, 2011-12, 2010-11 and 2009-10 and settled all the above 
accounts.  The DAC on the Draft Audit Report of 2019 was held on 14.01.2020 for 
Wafaqi Mohtasib Secretariat, Head Office and Regional Office, Hyderabad and 
settled all paras of the report. The DAC on the Draft Audit Report of 2020 was held 
on 14.07.2021 for Regional Office, Quetta, Lahore & Peshawar and almost all the 
paras were settled by the DAC. 

“The objective of public administration is the most efficient utilisation of the 
resources at the disposal of officials and employees” (Leonard D. White)

With a strong belief in the 
rectitude of their work, the officers 
and staff of the Wafaqi Mohtasib 
offices have been keenly 
responding to the demands of their 
duty despite a range of challenges.

CHAPTER 10
MANAGEMENT REVIEW
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MANAGEMENT REVIEW

An organization is always driven by a set of defined goals, strategic objectives and 
interventions aimed at achieving those goals. Attainment of these targets and 
objectives establish the effectiveness and efficacy of an organization. This requires 
effective management of resources that includes human, material and financial 
resources. A coordinated approach along with concerted efforts by the management 
is key to success for meaningful accomplishment of tasks. Achievement of targets 
becomes a challenge if not supported by the organizational leadership. Therefore, 
top-down ownership of the process is imperative to institutionalize the best 
practices, transparency, accountability, and governance structure aimed at 
improving service delivery in a public sector organization.

Human Resource Management

The forum of Wafaqi Mohtasib envisages provision of speedy and inexpensive 
justice to complainants who make recourse to the Secretariat for redressal of their 
grievances. The Wafaqi Mohtasib is entrusted to provide relief against 
maladministration by the Federal agencies. To exercise its mandate, Wafaqi 
Mohtasib functions through one national and fourteen Regional Offices across the 
country. These fifteen offices are tasked with entertaining a huge number of 
complaints against various agencies. 

With a strong belief in the rectitude of their work, the officers and staff at the 
Wafaqi Mohtasib offices across the country have been keenly responding to the 
demands of their duty despite a range of 
challenges. The rising number of 
COVID-19 cases has been a major 
factor contributing to diverse 
challenges which impacted the working 
conditions. Despite all the limitations 
and encumbrances, the Wafaqi 
Mohtasib’s office honoured its 
commitment to continue provision of justice to the complainants. As a preventive 
measure, stringent safety and security protocols were put in place to mitigate risk 
of the spread of COVID-19. The offices of Mohtasib both at Federal and Provincial 
levels remained open, active and responsive despite the slow down mode 
necessitated by the said pandemic.

Furthermore, while this Office continued discharging its statutory functions with 
unabated vigour, it  successfully pursued other important functions such as 
recruitment, promotion and procurements in a timely manner. Thus, the 
Administration in Wafaqi Mohtasib Secretariat was able to duly provide necessary 

resources to all its offices and keep up the morale of its employees. 

Implementing Vision and Mission  

Management has endeavored to keep the functioning of this Secretariat focused on 
providing administrative justice to the complainants. Accordingly, the WMS 
envisages an inclusive approach to dedicate all the available resources to this 
enormous undertaking of expeditious justice. Vision and mission statements were 
re-aligned with the overarching objective of the provision of free of cost and speedy 
justice especially to the people with limited resources and who could not afford 
protracted litigation. Thus, a management strategy was devised well in line with 
the Vision and Mission of the organization by utilizing core values and by 
assigning due consideration to following 
objectives:

♦ Judicious and optimal utilisation 
of resources through effective 
and targeted fiscal monitoring

♦ Ensuring a conducive work 
environment to keep the 
employees motivated through 
performance based incentives 

♦ Introducing an internal system 
of checks and balances to 
maximise the performance of 
work force 

♦ Continuous capacity building and departmental support

♦ Allocation and availability of funds for special initiatives and contingencies 
within the allocated budget

Combating Challenges of COVID-19 Pandemic

As a viable solution to risk mitigation and to ensure smooth functioning of the 
secretariat during the COVID-19 pandemic, the Administration Wing introduced 
stringent measures to ensure safety and wellbeing of staff. Accordingly in due 
conformity with the guidelines issued by the World Health Organization (WHO) 
and the National Command & Operation Centre (NCOC), following interventions 
including NPIs were undertaken:-

♦ Circulars were issued on regular basis with the directions for vaccination 
against Covid-19 of all employees of WMS serving in the Headquarters as 
well as in Regional Offices.

♦ On request, a team of District Health Office (DHO), Islamabad visited the 
WMS, Head Office, Islamabad on 24 June, 2021 for vaccination of all 

officers and staff against COVID-19.

♦ Masks were distributed on regular basis among the employees of the WMS.

♦ In line with the Advisory issued by Ministry of Health Services Regulations 
& Coordination, orders for closure of Day Care Centre of this Secretariat 
were issued.

♦ Quarantine leave was allowed to the officers / officials of this secretariat who 
had tested positive for COVID-19 and with the advice to join duty after 
reported negative.

♦ Female employees of the WMS having infant babies were permitted to 
perform their duties from their homes.

♦ Posters regarding COVID SOPs were displayed on all the floors of the WMS 
as well as in the lifts of the building for public awareness.

♦ Through regular visits/inspections, employees were informed about the 
spread of the disease and ways to prevent it.

♦ Sanitizers were placed outside lifts at every floor, in bath rooms and at 
reception areas.

The aforementioned measures proved helpful in keeping the WMS functional and 
the workforce safe during these difficult times.

New Initiatives

Regional Offices

The Hon’ble President, Islamic Republic of Pakistan during his visit to the Wafaqi 

Mohtasib (Ombudsman)’s Secretariat on 15 June, 2021, desired, inter alia, to 
enhance outreach of this institution as much as possible and provide speedy and 
pro-bono administrative justice to the poor and needy people closer to their doorsteps. 
It was accordingly directed by him to explore the possibility of opening new Regional 
Offices under the Wafaqi Mohtasib Secretariat. Pursuant to this direction, 
establishment of the following Regional Offices has been approved which are 
expected to be operationalized in the near 
future:

♦ Regional Office, Sargodha in the 
Punjab province (inaugurated by 
the Wafaqi Mohtasib on 18 
November, 2021 and 
functioning).

♦ Regional Office, Mirpurkhas in 
Sindh province (in progress)

♦ Regional Office, Swat in KPK 
province (in progress)

♦ Regional Office, Khuzdar in Balochistan province (in progress)

Security and Maintenance (S&M)

The S&M section was established to undertake the following set of responsibilities:

♦ Safety measures for Security of the Building of WMS, Head Office, 
Islamabad and its employees.

♦ Cleaning the building and supervising the team of cleaners.

♦ Gardening and performing landscape duties.

♦ Inspecting the building and alarm systems to make sure they are in good 
working order.

♦ Performing basic repairs and maintenance tasks as required.

♦ Sourcing, booking and supervising contractors for major repairs.

♦ Monitoring cleaning materials, tools, and furniture and reordering as 
required.

♦ Opening building at the start of the day and locking all doors and windows 
when not in operation.

♦ Carrying out fumigation of building on periodical basis to prevent the spread 
of pandemic.

Seniority Lists of Employees

In accordance with the Establishment Division’s instructions (Section 8 of Civil 
Servants Act, 1973), the seniority lists of all cadres of officers and officials were 
uploaded on the website of the Wafaqi Mohtasib Secretariat.

Recruitment

Recruitment is an integral part of Human Resource Management (HRM). An 
organization’s efficiency hinges upon, inter alia, equitable distribution of work and 
requires merit-based recruitment of staff (both officers and officials). So during the 
year under review, new recruitments under Article-20 of P.O. No.1 of 1983 were 
made to ensure that the Secretariat has the capacity to handle the growing 
number of grievances and their quick disposal. In this regard, professional staff 
recruited on contractual basis was added to the WMS. In addition, appointments 
on contractual basis under the PM Assistance Package were also made in the 
Secretariat.

Under Article 20 ibid, recruitments/appointments on short contracts of both 
officers and staff were made on merit. Revision of their contracts or otherwise was 
subject to their efficiency and performance which was monitored on regular 
intervals throughout the year. It is worth mentioning that in order to promote 
gender balance, a significant number of women were appointed in 2021.

Staff Service Rules 2021

Revised/ Amended Wafaqi Mohtasib Officers/ Ministerial Staff Service Rules, 2021 
have been sent for final approval after vetting by Establishment, Finance and Law 
& Justice Divisions. 

Performance Highlights

Promotions

Promotion of personnel is a proven instrument of improving their morale and 
stimulating efficiency in the organization. Recognizing its role in enhancing 
productivity, promotion of various cadres of officers/ officials were timely carried 
out as per need and rules. 

Human Resource Audit

With the aim to ensure equitable distribution of work among the officers and 
officials, an extensive and thorough exercise has been conducted recently by the 
Administration Wing. On the basis of this exercise/report, the tasks of the officials 
have been redistributed so as to make the workload assigned, more realistic and 
humanly achievable. An endeavour has also been made to determine that the 
existing HR strength (Officers/Staff) is commensurate with the workload at Head 
Office and the Regional Offices. 

Ensuring a conducive work environment for its employees is essential for any 
organisation to keep up their morale. Recognizing the genuine requirements of 
female employees with infant children, a Daycare Centre was established in the 
WMS in 2019. The Administration continued to extend necessary support to the 
Centre for its maintenance and upkeep and plan to further augment the facility 
during the next financial year.  

Training / Capacity Building 

Training of human resource substantially helps in improving productivity and 
quality of work. It also aids in developing motivation, better attitude, and 
leadership skills leading to accomplishment of organizational objectives. Realizing 
its significance, refresher training programmes were started for the secretarial 
staff. Training modules were prepared with the help of STI (Secretariat Training 
Institute). All secretariat staff was imparted the refresher training courses on 
various skills required of them in the day to day functioning of WMS. The 
Secretariat has also planned to make training and capacity building of work force 
a permanent feature to produce quality work.

Maintenance and Upkeep

In order to maintain facilities at WMS (both Head Office and the Regional Offices), 
special efforts were made throughout the year. Working SOPs were issued to 
janitorial staff to ensure hygiene and cleanliness on all floors of WMS Head Office 
and Regional Offices. Similarly, provision of clean drinking water and proper 
seating arrangements for the complainants were ensured by the Administration. 
The compliance was ensured through inspections on daily basis. 

Facilitation of Complainants

Continued efforts were made to facilitate the complainants while filing their 

complaints and treat them with respect and dignity. Encouraged by the successful 
functioning of the Facilitation Centre at the Head Office, the same was replicated 
in all Regional Offices at 13 different stations. All resources are being utilised to 
provide a conducive ambience including the best facilities and guidance to people 
in writing their complaints.

Fiscal Management

Budget Allocation

For realization of the organizational goals, sustainability of operations, inter alia, 
is imperative which in turn rests on smooth release of funds. Allocated financial 
resources for FY 2020-21 were released in time which WMS optimally utilized for 
carrying out its operations at the Head office and its Regional offices by adopting 
strict financial discipline in line with the Government’s austerity drive. 

The Indicative Budget Ceiling (IBC) of this Secretariat including its 13 Regional 
Offices located at Lahore, Karachi, Peshawar, Quetta, Faisalabad, Multan, 
Sukkur, D.I. Khan, Hyderabad, Abbottabad, Bahawalpur, Gujranwala and 
Sargodha was Rs.793.787 million for the financial year 2020-21. Out of total 
budget, Rs.790.192 million (99.55%) were spent by observing austerity measures, 
whereas Rs.3.595 million were surrendered timely to the Government. It was a 
performance based budget. Funds were utilized by adopting a comprehensive fiscal 
plan. All the heads of expenditure were monitored by the Wafaqi Mohtasib himself 
on monthly basis during the year to ensure the financial propriety and discipline 
in letter and spirit. As a result, all the expenses incurred at Head Office as well as 
Regional Offices were in line with the directions of the Federal Government issued 
from time to time during the year.

It is instructive to have a plain look at the previous five years (2016-17 to 
2020-21)data of annual budgetary allocation and actual expenditure of Wafaqi 
Mohtasib Secretariat. The table below manifests that there has been consistent 
increase in the allocated budget during last five years i.e. 2016-17 to 2020-21 at 
varying percentages. It further reveals that there has been appreciable rise in two 
years i.e. 2017-18 and 2020-21 by 7.79% and 11.10% compared to the preceding 
years respectively, though more pronounced in 2020-21 with 11.10%.

These statistics clearly manifest the Government’s unflinching commitment to the 
mandate/cause of the Office of Wafaqi 
Mohtasib as well as its profound trust 
in the steady performance of this 
institution. Figures further transpire 
that in the year 2016-17 and 2017-18, 
expenditure incurred slightly increased 
from the allocated budget by 10.20 and 
14.58 million, respectively, whereas in 
the succeeding three years, 2018-19, 
2019-20 and 2020-21, there have been 
savings of Rs.11.26 million, 1.657 
million and 0.595 million, respectively.

Internal / External Audit

An elaborate mechanism for Internal Audit is in place in the WMS. All approvals 
for financial expenditures pass through rigorous internal audit procedures before 
approval.

Budget was effectively utilized by following prescribed financial discipline. 
Expenditure under various heads of account was closely monitored on monthly 
basis. The expenses occurred on procurement were also rationalized. The Wafaqi 
Mohtasib himself reviewed monthly financial accounts to ensure financial 
discipline. Thus, the expenditure incurred during the year was in line with the 
directions of the AGPR and the District Accounts Office of the respective regions. 
The WMS audit team undertook periodic visits to the Regional Offices and 
conducted comprehensive internal audit.   

As regard the external audit, the Departmental Accounts Committee (DAC) 
meeting on Printed Audit Report of 2012-13 was held on 21.09.2021. It settled two 
(2) paras out of three (3) paras and verified recovery of Rs.248,062, effected by 
Wafaqi Mohtasib Secretariat, which was also endorsed by Public Accounts 
Committee (PAC) in its meeting held on 05.10.2021. The DAC held on 21.09.2021 
also accounted for Appropriation of Accounts for the years 2018-19, 2017-18, 
2015-16, 2014-15, 2013-14, 2011-12, 2010-11 and 2009-10 and settled all the above 
accounts.  The DAC on the Draft Audit Report of 2019 was held on 14.01.2020 for 
Wafaqi Mohtasib Secretariat, Head Office and Regional Office, Hyderabad and 
settled all paras of the report. The DAC on the Draft Audit Report of 2020 was held 
on 14.07.2021 for Regional Office, Quetta, Lahore & Peshawar and almost all the 
paras were settled by the DAC. 

Objectives of WMS Management 
Strategy:

♦ Judicious and optimal 
utilisation of resources

♦ Ensuring a conducive work 
environment

♦ Introducing an internal 
system of checks and 
balances

♦  Continuous capacity 
building 

♦  Allocation and availability 
of funds for special 
initiatives
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MANAGEMENT REVIEW

An organization is always driven by a set of defined goals, strategic objectives and 
interventions aimed at achieving those goals. Attainment of these targets and 
objectives establish the effectiveness and efficacy of an organization. This requires 
effective management of resources that includes human, material and financial 
resources. A coordinated approach along with concerted efforts by the management 
is key to success for meaningful accomplishment of tasks. Achievement of targets 
becomes a challenge if not supported by the organizational leadership. Therefore, 
top-down ownership of the process is imperative to institutionalize the best 
practices, transparency, accountability, and governance structure aimed at 
improving service delivery in a public sector organization.

Human Resource Management

The forum of Wafaqi Mohtasib envisages provision of speedy and inexpensive 
justice to complainants who make recourse to the Secretariat for redressal of their 
grievances. The Wafaqi Mohtasib is entrusted to provide relief against 
maladministration by the Federal agencies. To exercise its mandate, Wafaqi 
Mohtasib functions through one national and fourteen Regional Offices across the 
country. These fifteen offices are tasked with entertaining a huge number of 
complaints against various agencies. 

With a strong belief in the rectitude of their work, the officers and staff at the 
Wafaqi Mohtasib offices across the country have been keenly responding to the 
demands of their duty despite a range of 
challenges. The rising number of 
COVID-19 cases has been a major 
factor contributing to diverse 
challenges which impacted the working 
conditions. Despite all the limitations 
and encumbrances, the Wafaqi 
Mohtasib’s office honoured its 
commitment to continue provision of justice to the complainants. As a preventive 
measure, stringent safety and security protocols were put in place to mitigate risk 
of the spread of COVID-19. The offices of Mohtasib both at Federal and Provincial 
levels remained open, active and responsive despite the slow down mode 
necessitated by the said pandemic.

Furthermore, while this Office continued discharging its statutory functions with 
unabated vigour, it  successfully pursued other important functions such as 
recruitment, promotion and procurements in a timely manner. Thus, the 
Administration in Wafaqi Mohtasib Secretariat was able to duly provide necessary 

resources to all its offices and keep up the morale of its employees. 

Implementing Vision and Mission  

Management has endeavored to keep the functioning of this Secretariat focused on 
providing administrative justice to the complainants. Accordingly, the WMS 
envisages an inclusive approach to dedicate all the available resources to this 
enormous undertaking of expeditious justice. Vision and mission statements were 
re-aligned with the overarching objective of the provision of free of cost and speedy 
justice especially to the people with limited resources and who could not afford 
protracted litigation. Thus, a management strategy was devised well in line with 
the Vision and Mission of the organization by utilizing core values and by 
assigning due consideration to following 
objectives:

♦ Judicious and optimal utilisation 
of resources through effective 
and targeted fiscal monitoring

♦ Ensuring a conducive work 
environment to keep the 
employees motivated through 
performance based incentives 

♦ Introducing an internal system 
of checks and balances to 
maximise the performance of 
work force 

♦ Continuous capacity building and departmental support

♦ Allocation and availability of funds for special initiatives and contingencies 
within the allocated budget

Combating Challenges of COVID-19 Pandemic

As a viable solution to risk mitigation and to ensure smooth functioning of the 
secretariat during the COVID-19 pandemic, the Administration Wing introduced 
stringent measures to ensure safety and wellbeing of staff. Accordingly in due 
conformity with the guidelines issued by the World Health Organization (WHO) 
and the National Command & Operation Centre (NCOC), following interventions 
including NPIs were undertaken:-

♦ Circulars were issued on regular basis with the directions for vaccination 
against Covid-19 of all employees of WMS serving in the Headquarters as 
well as in Regional Offices.

♦ On request, a team of District Health Office (DHO), Islamabad visited the 
WMS, Head Office, Islamabad on 24 June, 2021 for vaccination of all 

officers and staff against COVID-19.

♦ Masks were distributed on regular basis among the employees of the WMS.

♦ In line with the Advisory issued by Ministry of Health Services Regulations 
& Coordination, orders for closure of Day Care Centre of this Secretariat 
were issued.

♦ Quarantine leave was allowed to the officers / officials of this secretariat who 
had tested positive for COVID-19 and with the advice to join duty after 
reported negative.

♦ Female employees of the WMS having infant babies were permitted to 
perform their duties from their homes.

♦ Posters regarding COVID SOPs were displayed on all the floors of the WMS 
as well as in the lifts of the building for public awareness.

♦ Through regular visits/inspections, employees were informed about the 
spread of the disease and ways to prevent it.

♦ Sanitizers were placed outside lifts at every floor, in bath rooms and at 
reception areas.

The aforementioned measures proved helpful in keeping the WMS functional and 
the workforce safe during these difficult times.

New Initiatives

Regional Offices

The Hon’ble President, Islamic Republic of Pakistan during his visit to the Wafaqi 

Mohtasib (Ombudsman)’s Secretariat on 15 June, 2021, desired, inter alia, to 
enhance outreach of this institution as much as possible and provide speedy and 
pro-bono administrative justice to the poor and needy people closer to their doorsteps. 
It was accordingly directed by him to explore the possibility of opening new Regional 
Offices under the Wafaqi Mohtasib Secretariat. Pursuant to this direction, 
establishment of the following Regional Offices has been approved which are 
expected to be operationalized in the near 
future:

♦ Regional Office, Sargodha in the 
Punjab province (inaugurated by 
the Wafaqi Mohtasib on 18 
November, 2021 and 
functioning).

♦ Regional Office, Mirpurkhas in 
Sindh province (in progress)

♦ Regional Office, Swat in KPK 
province (in progress)

♦ Regional Office, Khuzdar in Balochistan province (in progress)

Security and Maintenance (S&M)

The S&M section was established to undertake the following set of responsibilities:

♦ Safety measures for Security of the Building of WMS, Head Office, 
Islamabad and its employees.

♦ Cleaning the building and supervising the team of cleaners.

♦ Gardening and performing landscape duties.

♦ Inspecting the building and alarm systems to make sure they are in good 
working order.

♦ Performing basic repairs and maintenance tasks as required.

♦ Sourcing, booking and supervising contractors for major repairs.

♦ Monitoring cleaning materials, tools, and furniture and reordering as 
required.

♦ Opening building at the start of the day and locking all doors and windows 
when not in operation.

♦ Carrying out fumigation of building on periodical basis to prevent the spread 
of pandemic.

Seniority Lists of Employees

In accordance with the Establishment Division’s instructions (Section 8 of Civil 
Servants Act, 1973), the seniority lists of all cadres of officers and officials were 
uploaded on the website of the Wafaqi Mohtasib Secretariat.

Recruitment

Recruitment is an integral part of Human Resource Management (HRM). An 
organization’s efficiency hinges upon, inter alia, equitable distribution of work and 
requires merit-based recruitment of staff (both officers and officials). So during the 
year under review, new recruitments under Article-20 of P.O. No.1 of 1983 were 
made to ensure that the Secretariat has the capacity to handle the growing 
number of grievances and their quick disposal. In this regard, professional staff 
recruited on contractual basis was added to the WMS. In addition, appointments 
on contractual basis under the PM Assistance Package were also made in the 
Secretariat.

Under Article 20 ibid, recruitments/appointments on short contracts of both 
officers and staff were made on merit. Revision of their contracts or otherwise was 
subject to their efficiency and performance which was monitored on regular 
intervals throughout the year. It is worth mentioning that in order to promote 
gender balance, a significant number of women were appointed in 2021.

Staff Service Rules 2021

Revised/ Amended Wafaqi Mohtasib Officers/ Ministerial Staff Service Rules, 2021 
have been sent for final approval after vetting by Establishment, Finance and Law 
& Justice Divisions. 

Performance Highlights

Promotions

Promotion of personnel is a proven instrument of improving their morale and 
stimulating efficiency in the organization. Recognizing its role in enhancing 
productivity, promotion of various cadres of officers/ officials were timely carried 
out as per need and rules. 

Human Resource Audit

With the aim to ensure equitable distribution of work among the officers and 
officials, an extensive and thorough exercise has been conducted recently by the 
Administration Wing. On the basis of this exercise/report, the tasks of the officials 
have been redistributed so as to make the workload assigned, more realistic and 
humanly achievable. An endeavour has also been made to determine that the 
existing HR strength (Officers/Staff) is commensurate with the workload at Head 
Office and the Regional Offices. 

Ensuring a conducive work environment for its employees is essential for any 
organisation to keep up their morale. Recognizing the genuine requirements of 
female employees with infant children, a Daycare Centre was established in the 
WMS in 2019. The Administration continued to extend necessary support to the 
Centre for its maintenance and upkeep and plan to further augment the facility 
during the next financial year.  

Training / Capacity Building 

Training of human resource substantially helps in improving productivity and 
quality of work. It also aids in developing motivation, better attitude, and 
leadership skills leading to accomplishment of organizational objectives. Realizing 
its significance, refresher training programmes were started for the secretarial 
staff. Training modules were prepared with the help of STI (Secretariat Training 
Institute). All secretariat staff was imparted the refresher training courses on 
various skills required of them in the day to day functioning of WMS. The 
Secretariat has also planned to make training and capacity building of work force 
a permanent feature to produce quality work.

Maintenance and Upkeep

In order to maintain facilities at WMS (both Head Office and the Regional Offices), 
special efforts were made throughout the year. Working SOPs were issued to 
janitorial staff to ensure hygiene and cleanliness on all floors of WMS Head Office 
and Regional Offices. Similarly, provision of clean drinking water and proper 
seating arrangements for the complainants were ensured by the Administration. 
The compliance was ensured through inspections on daily basis. 

Facilitation of Complainants

Continued efforts were made to facilitate the complainants while filing their 

complaints and treat them with respect and dignity. Encouraged by the successful 
functioning of the Facilitation Centre at the Head Office, the same was replicated 
in all Regional Offices at 13 different stations. All resources are being utilised to 
provide a conducive ambience including the best facilities and guidance to people 
in writing their complaints.

Fiscal Management

Budget Allocation

For realization of the organizational goals, sustainability of operations, inter alia, 
is imperative which in turn rests on smooth release of funds. Allocated financial 
resources for FY 2020-21 were released in time which WMS optimally utilized for 
carrying out its operations at the Head office and its Regional offices by adopting 
strict financial discipline in line with the Government’s austerity drive. 

The Indicative Budget Ceiling (IBC) of this Secretariat including its 13 Regional 
Offices located at Lahore, Karachi, Peshawar, Quetta, Faisalabad, Multan, 
Sukkur, D.I. Khan, Hyderabad, Abbottabad, Bahawalpur, Gujranwala and 
Sargodha was Rs.793.787 million for the financial year 2020-21. Out of total 
budget, Rs.790.192 million (99.55%) were spent by observing austerity measures, 
whereas Rs.3.595 million were surrendered timely to the Government. It was a 
performance based budget. Funds were utilized by adopting a comprehensive fiscal 
plan. All the heads of expenditure were monitored by the Wafaqi Mohtasib himself 
on monthly basis during the year to ensure the financial propriety and discipline 
in letter and spirit. As a result, all the expenses incurred at Head Office as well as 
Regional Offices were in line with the directions of the Federal Government issued 
from time to time during the year.

It is instructive to have a plain look at the previous five years (2016-17 to 
2020-21)data of annual budgetary allocation and actual expenditure of Wafaqi 
Mohtasib Secretariat. The table below manifests that there has been consistent 
increase in the allocated budget during last five years i.e. 2016-17 to 2020-21 at 
varying percentages. It further reveals that there has been appreciable rise in two 
years i.e. 2017-18 and 2020-21 by 7.79% and 11.10% compared to the preceding 
years respectively, though more pronounced in 2020-21 with 11.10%.

These statistics clearly manifest the Government’s unflinching commitment to the 
mandate/cause of the Office of Wafaqi 
Mohtasib as well as its profound trust 
in the steady performance of this 
institution. Figures further transpire 
that in the year 2016-17 and 2017-18, 
expenditure incurred slightly increased 
from the allocated budget by 10.20 and 
14.58 million, respectively, whereas in 
the succeeding three years, 2018-19, 
2019-20 and 2020-21, there have been 
savings of Rs.11.26 million, 1.657 
million and 0.595 million, respectively.

Internal / External Audit

An elaborate mechanism for Internal Audit is in place in the WMS. All approvals 
for financial expenditures pass through rigorous internal audit procedures before 
approval.

Budget was effectively utilized by following prescribed financial discipline. 
Expenditure under various heads of account was closely monitored on monthly 
basis. The expenses occurred on procurement were also rationalized. The Wafaqi 
Mohtasib himself reviewed monthly financial accounts to ensure financial 
discipline. Thus, the expenditure incurred during the year was in line with the 
directions of the AGPR and the District Accounts Office of the respective regions. 
The WMS audit team undertook periodic visits to the Regional Offices and 
conducted comprehensive internal audit.   

As regard the external audit, the Departmental Accounts Committee (DAC) 
meeting on Printed Audit Report of 2012-13 was held on 21.09.2021. It settled two 
(2) paras out of three (3) paras and verified recovery of Rs.248,062, effected by 
Wafaqi Mohtasib Secretariat, which was also endorsed by Public Accounts 
Committee (PAC) in its meeting held on 05.10.2021. The DAC held on 21.09.2021 
also accounted for Appropriation of Accounts for the years 2018-19, 2017-18, 
2015-16, 2014-15, 2013-14, 2011-12, 2010-11 and 2009-10 and settled all the above 
accounts.  The DAC on the Draft Audit Report of 2019 was held on 14.01.2020 for 
Wafaqi Mohtasib Secretariat, Head Office and Regional Office, Hyderabad and 
settled all paras of the report. The DAC on the Draft Audit Report of 2020 was held 
on 14.07.2021 for Regional Office, Quetta, Lahore & Peshawar and almost all the 
paras were settled by the DAC. 

The Federal Ombudsman inaugurating the Regional Office, Sargodha on 25 November 2021 
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MANAGEMENT REVIEW

An organization is always driven by a set of defined goals, strategic objectives and 
interventions aimed at achieving those goals. Attainment of these targets and 
objectives establish the effectiveness and efficacy of an organization. This requires 
effective management of resources that includes human, material and financial 
resources. A coordinated approach along with concerted efforts by the management 
is key to success for meaningful accomplishment of tasks. Achievement of targets 
becomes a challenge if not supported by the organizational leadership. Therefore, 
top-down ownership of the process is imperative to institutionalize the best 
practices, transparency, accountability, and governance structure aimed at 
improving service delivery in a public sector organization.

Human Resource Management

The forum of Wafaqi Mohtasib envisages provision of speedy and inexpensive 
justice to complainants who make recourse to the Secretariat for redressal of their 
grievances. The Wafaqi Mohtasib is entrusted to provide relief against 
maladministration by the Federal agencies. To exercise its mandate, Wafaqi 
Mohtasib functions through one national and fourteen Regional Offices across the 
country. These fifteen offices are tasked with entertaining a huge number of 
complaints against various agencies. 

With a strong belief in the rectitude of their work, the officers and staff at the 
Wafaqi Mohtasib offices across the country have been keenly responding to the 
demands of their duty despite a range of 
challenges. The rising number of 
COVID-19 cases has been a major 
factor contributing to diverse 
challenges which impacted the working 
conditions. Despite all the limitations 
and encumbrances, the Wafaqi 
Mohtasib’s office honoured its 
commitment to continue provision of justice to the complainants. As a preventive 
measure, stringent safety and security protocols were put in place to mitigate risk 
of the spread of COVID-19. The offices of Mohtasib both at Federal and Provincial 
levels remained open, active and responsive despite the slow down mode 
necessitated by the said pandemic.

Furthermore, while this Office continued discharging its statutory functions with 
unabated vigour, it  successfully pursued other important functions such as 
recruitment, promotion and procurements in a timely manner. Thus, the 
Administration in Wafaqi Mohtasib Secretariat was able to duly provide necessary 

resources to all its offices and keep up the morale of its employees. 

Implementing Vision and Mission  

Management has endeavored to keep the functioning of this Secretariat focused on 
providing administrative justice to the complainants. Accordingly, the WMS 
envisages an inclusive approach to dedicate all the available resources to this 
enormous undertaking of expeditious justice. Vision and mission statements were 
re-aligned with the overarching objective of the provision of free of cost and speedy 
justice especially to the people with limited resources and who could not afford 
protracted litigation. Thus, a management strategy was devised well in line with 
the Vision and Mission of the organization by utilizing core values and by 
assigning due consideration to following 
objectives:

♦ Judicious and optimal utilisation 
of resources through effective 
and targeted fiscal monitoring

♦ Ensuring a conducive work 
environment to keep the 
employees motivated through 
performance based incentives 

♦ Introducing an internal system 
of checks and balances to 
maximise the performance of 
work force 

♦ Continuous capacity building and departmental support

♦ Allocation and availability of funds for special initiatives and contingencies 
within the allocated budget

Combating Challenges of COVID-19 Pandemic

As a viable solution to risk mitigation and to ensure smooth functioning of the 
secretariat during the COVID-19 pandemic, the Administration Wing introduced 
stringent measures to ensure safety and wellbeing of staff. Accordingly in due 
conformity with the guidelines issued by the World Health Organization (WHO) 
and the National Command & Operation Centre (NCOC), following interventions 
including NPIs were undertaken:-

♦ Circulars were issued on regular basis with the directions for vaccination 
against Covid-19 of all employees of WMS serving in the Headquarters as 
well as in Regional Offices.

♦ On request, a team of District Health Office (DHO), Islamabad visited the 
WMS, Head Office, Islamabad on 24 June, 2021 for vaccination of all 

officers and staff against COVID-19.

♦ Masks were distributed on regular basis among the employees of the WMS.

♦ In line with the Advisory issued by Ministry of Health Services Regulations 
& Coordination, orders for closure of Day Care Centre of this Secretariat 
were issued.

♦ Quarantine leave was allowed to the officers / officials of this secretariat who 
had tested positive for COVID-19 and with the advice to join duty after 
reported negative.

♦ Female employees of the WMS having infant babies were permitted to 
perform their duties from their homes.

♦ Posters regarding COVID SOPs were displayed on all the floors of the WMS 
as well as in the lifts of the building for public awareness.

♦ Through regular visits/inspections, employees were informed about the 
spread of the disease and ways to prevent it.

♦ Sanitizers were placed outside lifts at every floor, in bath rooms and at 
reception areas.

The aforementioned measures proved helpful in keeping the WMS functional and 
the workforce safe during these difficult times.

New Initiatives

Regional Offices

The Hon’ble President, Islamic Republic of Pakistan during his visit to the Wafaqi 

Mohtasib (Ombudsman)’s Secretariat on 15 June, 2021, desired, inter alia, to 
enhance outreach of this institution as much as possible and provide speedy and 
pro-bono administrative justice to the poor and needy people closer to their doorsteps. 
It was accordingly directed by him to explore the possibility of opening new Regional 
Offices under the Wafaqi Mohtasib Secretariat. Pursuant to this direction, 
establishment of the following Regional Offices has been approved which are 
expected to be operationalized in the near 
future:

♦ Regional Office, Sargodha in the 
Punjab province (inaugurated by 
the Wafaqi Mohtasib on 18 
November, 2021 and 
functioning).

♦ Regional Office, Mirpurkhas in 
Sindh province (in progress)

♦ Regional Office, Swat in KPK 
province (in progress)

♦ Regional Office, Khuzdar in Balochistan province (in progress)

Security and Maintenance (S&M)

The S&M section was established to undertake the following set of responsibilities:

♦ Safety measures for Security of the Building of WMS, Head Office, 
Islamabad and its employees.

♦ Cleaning the building and supervising the team of cleaners.

♦ Gardening and performing landscape duties.

♦ Inspecting the building and alarm systems to make sure they are in good 
working order.

♦ Performing basic repairs and maintenance tasks as required.

♦ Sourcing, booking and supervising contractors for major repairs.

♦ Monitoring cleaning materials, tools, and furniture and reordering as 
required.

♦ Opening building at the start of the day and locking all doors and windows 
when not in operation.

♦ Carrying out fumigation of building on periodical basis to prevent the spread 
of pandemic.

Seniority Lists of Employees

In accordance with the Establishment Division’s instructions (Section 8 of Civil 
Servants Act, 1973), the seniority lists of all cadres of officers and officials were 
uploaded on the website of the Wafaqi Mohtasib Secretariat.

Recruitment

Recruitment is an integral part of Human Resource Management (HRM). An 
organization’s efficiency hinges upon, inter alia, equitable distribution of work and 
requires merit-based recruitment of staff (both officers and officials). So during the 
year under review, new recruitments under Article-20 of P.O. No.1 of 1983 were 
made to ensure that the Secretariat has the capacity to handle the growing 
number of grievances and their quick disposal. In this regard, professional staff 
recruited on contractual basis was added to the WMS. In addition, appointments 
on contractual basis under the PM Assistance Package were also made in the 
Secretariat.

Under Article 20 ibid, recruitments/appointments on short contracts of both 
officers and staff were made on merit. Revision of their contracts or otherwise was 
subject to their efficiency and performance which was monitored on regular 
intervals throughout the year. It is worth mentioning that in order to promote 
gender balance, a significant number of women were appointed in 2021.

Staff Service Rules 2021

Revised/ Amended Wafaqi Mohtasib Officers/ Ministerial Staff Service Rules, 2021 
have been sent for final approval after vetting by Establishment, Finance and Law 
& Justice Divisions. 

Performance Highlights

Promotions

Promotion of personnel is a proven instrument of improving their morale and 
stimulating efficiency in the organization. Recognizing its role in enhancing 
productivity, promotion of various cadres of officers/ officials were timely carried 
out as per need and rules. 

Human Resource Audit

With the aim to ensure equitable distribution of work among the officers and 
officials, an extensive and thorough exercise has been conducted recently by the 
Administration Wing. On the basis of this exercise/report, the tasks of the officials 
have been redistributed so as to make the workload assigned, more realistic and 
humanly achievable. An endeavour has also been made to determine that the 
existing HR strength (Officers/Staff) is commensurate with the workload at Head 
Office and the Regional Offices. 

Ensuring a conducive work environment for its employees is essential for any 
organisation to keep up their morale. Recognizing the genuine requirements of 
female employees with infant children, a Daycare Centre was established in the 
WMS in 2019. The Administration continued to extend necessary support to the 
Centre for its maintenance and upkeep and plan to further augment the facility 
during the next financial year.  

Training / Capacity Building 

Training of human resource substantially helps in improving productivity and 
quality of work. It also aids in developing motivation, better attitude, and 
leadership skills leading to accomplishment of organizational objectives. Realizing 
its significance, refresher training programmes were started for the secretarial 
staff. Training modules were prepared with the help of STI (Secretariat Training 
Institute). All secretariat staff was imparted the refresher training courses on 
various skills required of them in the day to day functioning of WMS. The 
Secretariat has also planned to make training and capacity building of work force 
a permanent feature to produce quality work.

Maintenance and Upkeep

In order to maintain facilities at WMS (both Head Office and the Regional Offices), 
special efforts were made throughout the year. Working SOPs were issued to 
janitorial staff to ensure hygiene and cleanliness on all floors of WMS Head Office 
and Regional Offices. Similarly, provision of clean drinking water and proper 
seating arrangements for the complainants were ensured by the Administration. 
The compliance was ensured through inspections on daily basis. 

Facilitation of Complainants

Continued efforts were made to facilitate the complainants while filing their 

complaints and treat them with respect and dignity. Encouraged by the successful 
functioning of the Facilitation Centre at the Head Office, the same was replicated 
in all Regional Offices at 13 different stations. All resources are being utilised to 
provide a conducive ambience including the best facilities and guidance to people 
in writing their complaints.

Fiscal Management

Budget Allocation

For realization of the organizational goals, sustainability of operations, inter alia, 
is imperative which in turn rests on smooth release of funds. Allocated financial 
resources for FY 2020-21 were released in time which WMS optimally utilized for 
carrying out its operations at the Head office and its Regional offices by adopting 
strict financial discipline in line with the Government’s austerity drive. 

The Indicative Budget Ceiling (IBC) of this Secretariat including its 13 Regional 
Offices located at Lahore, Karachi, Peshawar, Quetta, Faisalabad, Multan, 
Sukkur, D.I. Khan, Hyderabad, Abbottabad, Bahawalpur, Gujranwala and 
Sargodha was Rs.793.787 million for the financial year 2020-21. Out of total 
budget, Rs.790.192 million (99.55%) were spent by observing austerity measures, 
whereas Rs.3.595 million were surrendered timely to the Government. It was a 
performance based budget. Funds were utilized by adopting a comprehensive fiscal 
plan. All the heads of expenditure were monitored by the Wafaqi Mohtasib himself 
on monthly basis during the year to ensure the financial propriety and discipline 
in letter and spirit. As a result, all the expenses incurred at Head Office as well as 
Regional Offices were in line with the directions of the Federal Government issued 
from time to time during the year.

It is instructive to have a plain look at the previous five years (2016-17 to 
2020-21)data of annual budgetary allocation and actual expenditure of Wafaqi 
Mohtasib Secretariat. The table below manifests that there has been consistent 
increase in the allocated budget during last five years i.e. 2016-17 to 2020-21 at 
varying percentages. It further reveals that there has been appreciable rise in two 
years i.e. 2017-18 and 2020-21 by 7.79% and 11.10% compared to the preceding 
years respectively, though more pronounced in 2020-21 with 11.10%.

These statistics clearly manifest the Government’s unflinching commitment to the 
mandate/cause of the Office of Wafaqi 
Mohtasib as well as its profound trust 
in the steady performance of this 
institution. Figures further transpire 
that in the year 2016-17 and 2017-18, 
expenditure incurred slightly increased 
from the allocated budget by 10.20 and 
14.58 million, respectively, whereas in 
the succeeding three years, 2018-19, 
2019-20 and 2020-21, there have been 
savings of Rs.11.26 million, 1.657 
million and 0.595 million, respectively.

Internal / External Audit

An elaborate mechanism for Internal Audit is in place in the WMS. All approvals 
for financial expenditures pass through rigorous internal audit procedures before 
approval.

Budget was effectively utilized by following prescribed financial discipline. 
Expenditure under various heads of account was closely monitored on monthly 
basis. The expenses occurred on procurement were also rationalized. The Wafaqi 
Mohtasib himself reviewed monthly financial accounts to ensure financial 
discipline. Thus, the expenditure incurred during the year was in line with the 
directions of the AGPR and the District Accounts Office of the respective regions. 
The WMS audit team undertook periodic visits to the Regional Offices and 
conducted comprehensive internal audit.   

As regard the external audit, the Departmental Accounts Committee (DAC) 
meeting on Printed Audit Report of 2012-13 was held on 21.09.2021. It settled two 
(2) paras out of three (3) paras and verified recovery of Rs.248,062, effected by 
Wafaqi Mohtasib Secretariat, which was also endorsed by Public Accounts 
Committee (PAC) in its meeting held on 05.10.2021. The DAC held on 21.09.2021 
also accounted for Appropriation of Accounts for the years 2018-19, 2017-18, 
2015-16, 2014-15, 2013-14, 2011-12, 2010-11 and 2009-10 and settled all the above 
accounts.  The DAC on the Draft Audit Report of 2019 was held on 14.01.2020 for 
Wafaqi Mohtasib Secretariat, Head Office and Regional Office, Hyderabad and 
settled all paras of the report. The DAC on the Draft Audit Report of 2020 was held 
on 14.07.2021 for Regional Office, Quetta, Lahore & Peshawar and almost all the 
paras were settled by the DAC. 

♦  Regional Office, Sargodha 
was inaugurated on 18 
November, 2021.

♦  Regional Office, Mirpurkhas 
(in progress)

♦  Regional Office, Swat
 (in progress)

♦  Regional Office, Khuzdar 
(in progress)
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MANAGEMENT REVIEW

An organization is always driven by a set of defined goals, strategic objectives and 
interventions aimed at achieving those goals. Attainment of these targets and 
objectives establish the effectiveness and efficacy of an organization. This requires 
effective management of resources that includes human, material and financial 
resources. A coordinated approach along with concerted efforts by the management 
is key to success for meaningful accomplishment of tasks. Achievement of targets 
becomes a challenge if not supported by the organizational leadership. Therefore, 
top-down ownership of the process is imperative to institutionalize the best 
practices, transparency, accountability, and governance structure aimed at 
improving service delivery in a public sector organization.

Human Resource Management

The forum of Wafaqi Mohtasib envisages provision of speedy and inexpensive 
justice to complainants who make recourse to the Secretariat for redressal of their 
grievances. The Wafaqi Mohtasib is entrusted to provide relief against 
maladministration by the Federal agencies. To exercise its mandate, Wafaqi 
Mohtasib functions through one national and fourteen Regional Offices across the 
country. These fifteen offices are tasked with entertaining a huge number of 
complaints against various agencies. 

With a strong belief in the rectitude of their work, the officers and staff at the 
Wafaqi Mohtasib offices across the country have been keenly responding to the 
demands of their duty despite a range of 
challenges. The rising number of 
COVID-19 cases has been a major 
factor contributing to diverse 
challenges which impacted the working 
conditions. Despite all the limitations 
and encumbrances, the Wafaqi 
Mohtasib’s office honoured its 
commitment to continue provision of justice to the complainants. As a preventive 
measure, stringent safety and security protocols were put in place to mitigate risk 
of the spread of COVID-19. The offices of Mohtasib both at Federal and Provincial 
levels remained open, active and responsive despite the slow down mode 
necessitated by the said pandemic.

Furthermore, while this Office continued discharging its statutory functions with 
unabated vigour, it  successfully pursued other important functions such as 
recruitment, promotion and procurements in a timely manner. Thus, the 
Administration in Wafaqi Mohtasib Secretariat was able to duly provide necessary 

resources to all its offices and keep up the morale of its employees. 

Implementing Vision and Mission  

Management has endeavored to keep the functioning of this Secretariat focused on 
providing administrative justice to the complainants. Accordingly, the WMS 
envisages an inclusive approach to dedicate all the available resources to this 
enormous undertaking of expeditious justice. Vision and mission statements were 
re-aligned with the overarching objective of the provision of free of cost and speedy 
justice especially to the people with limited resources and who could not afford 
protracted litigation. Thus, a management strategy was devised well in line with 
the Vision and Mission of the organization by utilizing core values and by 
assigning due consideration to following 
objectives:

♦ Judicious and optimal utilisation 
of resources through effective 
and targeted fiscal monitoring

♦ Ensuring a conducive work 
environment to keep the 
employees motivated through 
performance based incentives 

♦ Introducing an internal system 
of checks and balances to 
maximise the performance of 
work force 

♦ Continuous capacity building and departmental support

♦ Allocation and availability of funds for special initiatives and contingencies 
within the allocated budget

Combating Challenges of COVID-19 Pandemic

As a viable solution to risk mitigation and to ensure smooth functioning of the 
secretariat during the COVID-19 pandemic, the Administration Wing introduced 
stringent measures to ensure safety and wellbeing of staff. Accordingly in due 
conformity with the guidelines issued by the World Health Organization (WHO) 
and the National Command & Operation Centre (NCOC), following interventions 
including NPIs were undertaken:-

♦ Circulars were issued on regular basis with the directions for vaccination 
against Covid-19 of all employees of WMS serving in the Headquarters as 
well as in Regional Offices.

♦ On request, a team of District Health Office (DHO), Islamabad visited the 
WMS, Head Office, Islamabad on 24 June, 2021 for vaccination of all 

officers and staff against COVID-19.

♦ Masks were distributed on regular basis among the employees of the WMS.

♦ In line with the Advisory issued by Ministry of Health Services Regulations 
& Coordination, orders for closure of Day Care Centre of this Secretariat 
were issued.

♦ Quarantine leave was allowed to the officers / officials of this secretariat who 
had tested positive for COVID-19 and with the advice to join duty after 
reported negative.

♦ Female employees of the WMS having infant babies were permitted to 
perform their duties from their homes.

♦ Posters regarding COVID SOPs were displayed on all the floors of the WMS 
as well as in the lifts of the building for public awareness.

♦ Through regular visits/inspections, employees were informed about the 
spread of the disease and ways to prevent it.

♦ Sanitizers were placed outside lifts at every floor, in bath rooms and at 
reception areas.

The aforementioned measures proved helpful in keeping the WMS functional and 
the workforce safe during these difficult times.

New Initiatives

Regional Offices

The Hon’ble President, Islamic Republic of Pakistan during his visit to the Wafaqi 

Mohtasib (Ombudsman)’s Secretariat on 15 June, 2021, desired, inter alia, to 
enhance outreach of this institution as much as possible and provide speedy and 
pro-bono administrative justice to the poor and needy people closer to their doorsteps. 
It was accordingly directed by him to explore the possibility of opening new Regional 
Offices under the Wafaqi Mohtasib Secretariat. Pursuant to this direction, 
establishment of the following Regional Offices has been approved which are 
expected to be operationalized in the near 
future:

♦ Regional Office, Sargodha in the 
Punjab province (inaugurated by 
the Wafaqi Mohtasib on 18 
November, 2021 and 
functioning).

♦ Regional Office, Mirpurkhas in 
Sindh province (in progress)

♦ Regional Office, Swat in KPK 
province (in progress)

♦ Regional Office, Khuzdar in Balochistan province (in progress)

Security and Maintenance (S&M)

The S&M section was established to undertake the following set of responsibilities:

♦ Safety measures for Security of the Building of WMS, Head Office, 
Islamabad and its employees.

♦ Cleaning the building and supervising the team of cleaners.

♦ Gardening and performing landscape duties.

♦ Inspecting the building and alarm systems to make sure they are in good 
working order.

♦ Performing basic repairs and maintenance tasks as required.

♦ Sourcing, booking and supervising contractors for major repairs.

♦ Monitoring cleaning materials, tools, and furniture and reordering as 
required.

♦ Opening building at the start of the day and locking all doors and windows 
when not in operation.

♦ Carrying out fumigation of building on periodical basis to prevent the spread 
of pandemic.

Seniority Lists of Employees

In accordance with the Establishment Division’s instructions (Section 8 of Civil 
Servants Act, 1973), the seniority lists of all cadres of officers and officials were 
uploaded on the website of the Wafaqi Mohtasib Secretariat.

Recruitment

Recruitment is an integral part of Human Resource Management (HRM). An 
organization’s efficiency hinges upon, inter alia, equitable distribution of work and 
requires merit-based recruitment of staff (both officers and officials). So during the 
year under review, new recruitments under Article-20 of P.O. No.1 of 1983 were 
made to ensure that the Secretariat has the capacity to handle the growing 
number of grievances and their quick disposal. In this regard, professional staff 
recruited on contractual basis was added to the WMS. In addition, appointments 
on contractual basis under the PM Assistance Package were also made in the 
Secretariat.

Under Article 20 ibid, recruitments/appointments on short contracts of both 
officers and staff were made on merit. Revision of their contracts or otherwise was 
subject to their efficiency and performance which was monitored on regular 
intervals throughout the year. It is worth mentioning that in order to promote 
gender balance, a significant number of women were appointed in 2021.

Staff Service Rules 2021

Revised/ Amended Wafaqi Mohtasib Officers/ Ministerial Staff Service Rules, 2021 
have been sent for final approval after vetting by Establishment, Finance and Law 
& Justice Divisions. 

Performance Highlights

Promotions

Promotion of personnel is a proven instrument of improving their morale and 
stimulating efficiency in the organization. Recognizing its role in enhancing 
productivity, promotion of various cadres of officers/ officials were timely carried 
out as per need and rules. 

Human Resource Audit

With the aim to ensure equitable distribution of work among the officers and 
officials, an extensive and thorough exercise has been conducted recently by the 
Administration Wing. On the basis of this exercise/report, the tasks of the officials 
have been redistributed so as to make the workload assigned, more realistic and 
humanly achievable. An endeavour has also been made to determine that the 
existing HR strength (Officers/Staff) is commensurate with the workload at Head 
Office and the Regional Offices. 

Ensuring a conducive work environment for its employees is essential for any 
organisation to keep up their morale. Recognizing the genuine requirements of 
female employees with infant children, a Daycare Centre was established in the 
WMS in 2019. The Administration continued to extend necessary support to the 
Centre for its maintenance and upkeep and plan to further augment the facility 
during the next financial year.  

Training / Capacity Building 

Training of human resource substantially helps in improving productivity and 
quality of work. It also aids in developing motivation, better attitude, and 
leadership skills leading to accomplishment of organizational objectives. Realizing 
its significance, refresher training programmes were started for the secretarial 
staff. Training modules were prepared with the help of STI (Secretariat Training 
Institute). All secretariat staff was imparted the refresher training courses on 
various skills required of them in the day to day functioning of WMS. The 
Secretariat has also planned to make training and capacity building of work force 
a permanent feature to produce quality work.

Maintenance and Upkeep

In order to maintain facilities at WMS (both Head Office and the Regional Offices), 
special efforts were made throughout the year. Working SOPs were issued to 
janitorial staff to ensure hygiene and cleanliness on all floors of WMS Head Office 
and Regional Offices. Similarly, provision of clean drinking water and proper 
seating arrangements for the complainants were ensured by the Administration. 
The compliance was ensured through inspections on daily basis. 

Facilitation of Complainants

Continued efforts were made to facilitate the complainants while filing their 

complaints and treat them with respect and dignity. Encouraged by the successful 
functioning of the Facilitation Centre at the Head Office, the same was replicated 
in all Regional Offices at 13 different stations. All resources are being utilised to 
provide a conducive ambience including the best facilities and guidance to people 
in writing their complaints.

Fiscal Management

Budget Allocation

For realization of the organizational goals, sustainability of operations, inter alia, 
is imperative which in turn rests on smooth release of funds. Allocated financial 
resources for FY 2020-21 were released in time which WMS optimally utilized for 
carrying out its operations at the Head office and its Regional offices by adopting 
strict financial discipline in line with the Government’s austerity drive. 

The Indicative Budget Ceiling (IBC) of this Secretariat including its 13 Regional 
Offices located at Lahore, Karachi, Peshawar, Quetta, Faisalabad, Multan, 
Sukkur, D.I. Khan, Hyderabad, Abbottabad, Bahawalpur, Gujranwala and 
Sargodha was Rs.793.787 million for the financial year 2020-21. Out of total 
budget, Rs.790.192 million (99.55%) were spent by observing austerity measures, 
whereas Rs.3.595 million were surrendered timely to the Government. It was a 
performance based budget. Funds were utilized by adopting a comprehensive fiscal 
plan. All the heads of expenditure were monitored by the Wafaqi Mohtasib himself 
on monthly basis during the year to ensure the financial propriety and discipline 
in letter and spirit. As a result, all the expenses incurred at Head Office as well as 
Regional Offices were in line with the directions of the Federal Government issued 
from time to time during the year.

It is instructive to have a plain look at the previous five years (2016-17 to 
2020-21)data of annual budgetary allocation and actual expenditure of Wafaqi 
Mohtasib Secretariat. The table below manifests that there has been consistent 
increase in the allocated budget during last five years i.e. 2016-17 to 2020-21 at 
varying percentages. It further reveals that there has been appreciable rise in two 
years i.e. 2017-18 and 2020-21 by 7.79% and 11.10% compared to the preceding 
years respectively, though more pronounced in 2020-21 with 11.10%.

These statistics clearly manifest the Government’s unflinching commitment to the 
mandate/cause of the Office of Wafaqi 
Mohtasib as well as its profound trust 
in the steady performance of this 
institution. Figures further transpire 
that in the year 2016-17 and 2017-18, 
expenditure incurred slightly increased 
from the allocated budget by 10.20 and 
14.58 million, respectively, whereas in 
the succeeding three years, 2018-19, 
2019-20 and 2020-21, there have been 
savings of Rs.11.26 million, 1.657 
million and 0.595 million, respectively.

Internal / External Audit

An elaborate mechanism for Internal Audit is in place in the WMS. All approvals 
for financial expenditures pass through rigorous internal audit procedures before 
approval.

Budget was effectively utilized by following prescribed financial discipline. 
Expenditure under various heads of account was closely monitored on monthly 
basis. The expenses occurred on procurement were also rationalized. The Wafaqi 
Mohtasib himself reviewed monthly financial accounts to ensure financial 
discipline. Thus, the expenditure incurred during the year was in line with the 
directions of the AGPR and the District Accounts Office of the respective regions. 
The WMS audit team undertook periodic visits to the Regional Offices and 
conducted comprehensive internal audit.   

As regard the external audit, the Departmental Accounts Committee (DAC) 
meeting on Printed Audit Report of 2012-13 was held on 21.09.2021. It settled two 
(2) paras out of three (3) paras and verified recovery of Rs.248,062, effected by 
Wafaqi Mohtasib Secretariat, which was also endorsed by Public Accounts 
Committee (PAC) in its meeting held on 05.10.2021. The DAC held on 21.09.2021 
also accounted for Appropriation of Accounts for the years 2018-19, 2017-18, 
2015-16, 2014-15, 2013-14, 2011-12, 2010-11 and 2009-10 and settled all the above 
accounts.  The DAC on the Draft Audit Report of 2019 was held on 14.01.2020 for 
Wafaqi Mohtasib Secretariat, Head Office and Regional Office, Hyderabad and 
settled all paras of the report. The DAC on the Draft Audit Report of 2020 was held 
on 14.07.2021 for Regional Office, Quetta, Lahore & Peshawar and almost all the 
paras were settled by the DAC. 

S. 
No. 

Head Office/ 
Regions 

Under Article 20 of 
President’s Order No.1 of 

1983 
Appointments 

under PM 
Assistance 
Package 

Regular 
BPS-17 & 

above 
BPS-16 & 

below 

1.  
Head Office, 
Islamabad 11 19 01 - 

2.  R.O Lahore 10 01 01 - 

3.  R.O Karachi 01 01 - - 

4.  R.O Peshawar 01 - - - 

5.  R.O Quetta 01 05 - - 

6.  R.O D.I Khan - 01 - - 

7.  R.O Faisalabad 01 01 01 - 

8.  R.O Sukkur 02 01 - - 

9.  R.O Multan - 02 01 - 

10.  R.O Hyderabad 02 - - - 

11.  R.O Gujranwala - 02 - - 

12.  R.O Bahawalpur 01 01 - - 

13.  R.O Abbottabad - - - - 

14.  R.O Kharan - - - - 

15.  R.O. Sargodha 01 02   

TOTAL  31 36 04 - 

Recruitment of Officers and Staff at Headquarters and Regional Offices
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MANAGEMENT REVIEW

An organization is always driven by a set of defined goals, strategic objectives and 
interventions aimed at achieving those goals. Attainment of these targets and 
objectives establish the effectiveness and efficacy of an organization. This requires 
effective management of resources that includes human, material and financial 
resources. A coordinated approach along with concerted efforts by the management 
is key to success for meaningful accomplishment of tasks. Achievement of targets 
becomes a challenge if not supported by the organizational leadership. Therefore, 
top-down ownership of the process is imperative to institutionalize the best 
practices, transparency, accountability, and governance structure aimed at 
improving service delivery in a public sector organization.

Human Resource Management

The forum of Wafaqi Mohtasib envisages provision of speedy and inexpensive 
justice to complainants who make recourse to the Secretariat for redressal of their 
grievances. The Wafaqi Mohtasib is entrusted to provide relief against 
maladministration by the Federal agencies. To exercise its mandate, Wafaqi 
Mohtasib functions through one national and fourteen Regional Offices across the 
country. These fifteen offices are tasked with entertaining a huge number of 
complaints against various agencies. 

With a strong belief in the rectitude of their work, the officers and staff at the 
Wafaqi Mohtasib offices across the country have been keenly responding to the 
demands of their duty despite a range of 
challenges. The rising number of 
COVID-19 cases has been a major 
factor contributing to diverse 
challenges which impacted the working 
conditions. Despite all the limitations 
and encumbrances, the Wafaqi 
Mohtasib’s office honoured its 
commitment to continue provision of justice to the complainants. As a preventive 
measure, stringent safety and security protocols were put in place to mitigate risk 
of the spread of COVID-19. The offices of Mohtasib both at Federal and Provincial 
levels remained open, active and responsive despite the slow down mode 
necessitated by the said pandemic.

Furthermore, while this Office continued discharging its statutory functions with 
unabated vigour, it  successfully pursued other important functions such as 
recruitment, promotion and procurements in a timely manner. Thus, the 
Administration in Wafaqi Mohtasib Secretariat was able to duly provide necessary 

resources to all its offices and keep up the morale of its employees. 

Implementing Vision and Mission  

Management has endeavored to keep the functioning of this Secretariat focused on 
providing administrative justice to the complainants. Accordingly, the WMS 
envisages an inclusive approach to dedicate all the available resources to this 
enormous undertaking of expeditious justice. Vision and mission statements were 
re-aligned with the overarching objective of the provision of free of cost and speedy 
justice especially to the people with limited resources and who could not afford 
protracted litigation. Thus, a management strategy was devised well in line with 
the Vision and Mission of the organization by utilizing core values and by 
assigning due consideration to following 
objectives:

♦ Judicious and optimal utilisation 
of resources through effective 
and targeted fiscal monitoring

♦ Ensuring a conducive work 
environment to keep the 
employees motivated through 
performance based incentives 

♦ Introducing an internal system 
of checks and balances to 
maximise the performance of 
work force 

♦ Continuous capacity building and departmental support

♦ Allocation and availability of funds for special initiatives and contingencies 
within the allocated budget

Combating Challenges of COVID-19 Pandemic

As a viable solution to risk mitigation and to ensure smooth functioning of the 
secretariat during the COVID-19 pandemic, the Administration Wing introduced 
stringent measures to ensure safety and wellbeing of staff. Accordingly in due 
conformity with the guidelines issued by the World Health Organization (WHO) 
and the National Command & Operation Centre (NCOC), following interventions 
including NPIs were undertaken:-

♦ Circulars were issued on regular basis with the directions for vaccination 
against Covid-19 of all employees of WMS serving in the Headquarters as 
well as in Regional Offices.

♦ On request, a team of District Health Office (DHO), Islamabad visited the 
WMS, Head Office, Islamabad on 24 June, 2021 for vaccination of all 

officers and staff against COVID-19.

♦ Masks were distributed on regular basis among the employees of the WMS.

♦ In line with the Advisory issued by Ministry of Health Services Regulations 
& Coordination, orders for closure of Day Care Centre of this Secretariat 
were issued.

♦ Quarantine leave was allowed to the officers / officials of this secretariat who 
had tested positive for COVID-19 and with the advice to join duty after 
reported negative.

♦ Female employees of the WMS having infant babies were permitted to 
perform their duties from their homes.

♦ Posters regarding COVID SOPs were displayed on all the floors of the WMS 
as well as in the lifts of the building for public awareness.

♦ Through regular visits/inspections, employees were informed about the 
spread of the disease and ways to prevent it.

♦ Sanitizers were placed outside lifts at every floor, in bath rooms and at 
reception areas.

The aforementioned measures proved helpful in keeping the WMS functional and 
the workforce safe during these difficult times.

New Initiatives

Regional Offices

The Hon’ble President, Islamic Republic of Pakistan during his visit to the Wafaqi 

Mohtasib (Ombudsman)’s Secretariat on 15 June, 2021, desired, inter alia, to 
enhance outreach of this institution as much as possible and provide speedy and 
pro-bono administrative justice to the poor and needy people closer to their doorsteps. 
It was accordingly directed by him to explore the possibility of opening new Regional 
Offices under the Wafaqi Mohtasib Secretariat. Pursuant to this direction, 
establishment of the following Regional Offices has been approved which are 
expected to be operationalized in the near 
future:

♦ Regional Office, Sargodha in the 
Punjab province (inaugurated by 
the Wafaqi Mohtasib on 18 
November, 2021 and 
functioning).

♦ Regional Office, Mirpurkhas in 
Sindh province (in progress)

♦ Regional Office, Swat in KPK 
province (in progress)

♦ Regional Office, Khuzdar in Balochistan province (in progress)

Security and Maintenance (S&M)

The S&M section was established to undertake the following set of responsibilities:

♦ Safety measures for Security of the Building of WMS, Head Office, 
Islamabad and its employees.

♦ Cleaning the building and supervising the team of cleaners.

♦ Gardening and performing landscape duties.

♦ Inspecting the building and alarm systems to make sure they are in good 
working order.

♦ Performing basic repairs and maintenance tasks as required.

♦ Sourcing, booking and supervising contractors for major repairs.

♦ Monitoring cleaning materials, tools, and furniture and reordering as 
required.

♦ Opening building at the start of the day and locking all doors and windows 
when not in operation.

♦ Carrying out fumigation of building on periodical basis to prevent the spread 
of pandemic.

Seniority Lists of Employees

In accordance with the Establishment Division’s instructions (Section 8 of Civil 
Servants Act, 1973), the seniority lists of all cadres of officers and officials were 
uploaded on the website of the Wafaqi Mohtasib Secretariat.

Recruitment

Recruitment is an integral part of Human Resource Management (HRM). An 
organization’s efficiency hinges upon, inter alia, equitable distribution of work and 
requires merit-based recruitment of staff (both officers and officials). So during the 
year under review, new recruitments under Article-20 of P.O. No.1 of 1983 were 
made to ensure that the Secretariat has the capacity to handle the growing 
number of grievances and their quick disposal. In this regard, professional staff 
recruited on contractual basis was added to the WMS. In addition, appointments 
on contractual basis under the PM Assistance Package were also made in the 
Secretariat.

Under Article 20 ibid, recruitments/appointments on short contracts of both 
officers and staff were made on merit. Revision of their contracts or otherwise was 
subject to their efficiency and performance which was monitored on regular 
intervals throughout the year. It is worth mentioning that in order to promote 
gender balance, a significant number of women were appointed in 2021.

Staff Service Rules 2021

Revised/ Amended Wafaqi Mohtasib Officers/ Ministerial Staff Service Rules, 2021 
have been sent for final approval after vetting by Establishment, Finance and Law 
& Justice Divisions. 

Performance Highlights

Promotions

Promotion of personnel is a proven instrument of improving their morale and 
stimulating efficiency in the organization. Recognizing its role in enhancing 
productivity, promotion of various cadres of officers/ officials were timely carried 
out as per need and rules. 

Human Resource Audit

With the aim to ensure equitable distribution of work among the officers and 
officials, an extensive and thorough exercise has been conducted recently by the 
Administration Wing. On the basis of this exercise/report, the tasks of the officials 
have been redistributed so as to make the workload assigned, more realistic and 
humanly achievable. An endeavour has also been made to determine that the 
existing HR strength (Officers/Staff) is commensurate with the workload at Head 
Office and the Regional Offices. 

Ensuring a conducive work environment for its employees is essential for any 
organisation to keep up their morale. Recognizing the genuine requirements of 
female employees with infant children, a Daycare Centre was established in the 
WMS in 2019. The Administration continued to extend necessary support to the 
Centre for its maintenance and upkeep and plan to further augment the facility 
during the next financial year.  

Training / Capacity Building 

Training of human resource substantially helps in improving productivity and 
quality of work. It also aids in developing motivation, better attitude, and 
leadership skills leading to accomplishment of organizational objectives. Realizing 
its significance, refresher training programmes were started for the secretarial 
staff. Training modules were prepared with the help of STI (Secretariat Training 
Institute). All secretariat staff was imparted the refresher training courses on 
various skills required of them in the day to day functioning of WMS. The 
Secretariat has also planned to make training and capacity building of work force 
a permanent feature to produce quality work.

Maintenance and Upkeep

In order to maintain facilities at WMS (both Head Office and the Regional Offices), 
special efforts were made throughout the year. Working SOPs were issued to 
janitorial staff to ensure hygiene and cleanliness on all floors of WMS Head Office 
and Regional Offices. Similarly, provision of clean drinking water and proper 
seating arrangements for the complainants were ensured by the Administration. 
The compliance was ensured through inspections on daily basis. 

Facilitation of Complainants

Continued efforts were made to facilitate the complainants while filing their 

complaints and treat them with respect and dignity. Encouraged by the successful 
functioning of the Facilitation Centre at the Head Office, the same was replicated 
in all Regional Offices at 13 different stations. All resources are being utilised to 
provide a conducive ambience including the best facilities and guidance to people 
in writing their complaints.

Fiscal Management

Budget Allocation

For realization of the organizational goals, sustainability of operations, inter alia, 
is imperative which in turn rests on smooth release of funds. Allocated financial 
resources for FY 2020-21 were released in time which WMS optimally utilized for 
carrying out its operations at the Head office and its Regional offices by adopting 
strict financial discipline in line with the Government’s austerity drive. 

The Indicative Budget Ceiling (IBC) of this Secretariat including its 13 Regional 
Offices located at Lahore, Karachi, Peshawar, Quetta, Faisalabad, Multan, 
Sukkur, D.I. Khan, Hyderabad, Abbottabad, Bahawalpur, Gujranwala and 
Sargodha was Rs.793.787 million for the financial year 2020-21. Out of total 
budget, Rs.790.192 million (99.55%) were spent by observing austerity measures, 
whereas Rs.3.595 million were surrendered timely to the Government. It was a 
performance based budget. Funds were utilized by adopting a comprehensive fiscal 
plan. All the heads of expenditure were monitored by the Wafaqi Mohtasib himself 
on monthly basis during the year to ensure the financial propriety and discipline 
in letter and spirit. As a result, all the expenses incurred at Head Office as well as 
Regional Offices were in line with the directions of the Federal Government issued 
from time to time during the year.

It is instructive to have a plain look at the previous five years (2016-17 to 
2020-21)data of annual budgetary allocation and actual expenditure of Wafaqi 
Mohtasib Secretariat. The table below manifests that there has been consistent 
increase in the allocated budget during last five years i.e. 2016-17 to 2020-21 at 
varying percentages. It further reveals that there has been appreciable rise in two 
years i.e. 2017-18 and 2020-21 by 7.79% and 11.10% compared to the preceding 
years respectively, though more pronounced in 2020-21 with 11.10%.

These statistics clearly manifest the Government’s unflinching commitment to the 
mandate/cause of the Office of Wafaqi 
Mohtasib as well as its profound trust 
in the steady performance of this 
institution. Figures further transpire 
that in the year 2016-17 and 2017-18, 
expenditure incurred slightly increased 
from the allocated budget by 10.20 and 
14.58 million, respectively, whereas in 
the succeeding three years, 2018-19, 
2019-20 and 2020-21, there have been 
savings of Rs.11.26 million, 1.657 
million and 0.595 million, respectively.

Internal / External Audit

An elaborate mechanism for Internal Audit is in place in the WMS. All approvals 
for financial expenditures pass through rigorous internal audit procedures before 
approval.

Budget was effectively utilized by following prescribed financial discipline. 
Expenditure under various heads of account was closely monitored on monthly 
basis. The expenses occurred on procurement were also rationalized. The Wafaqi 
Mohtasib himself reviewed monthly financial accounts to ensure financial 
discipline. Thus, the expenditure incurred during the year was in line with the 
directions of the AGPR and the District Accounts Office of the respective regions. 
The WMS audit team undertook periodic visits to the Regional Offices and 
conducted comprehensive internal audit.   

As regard the external audit, the Departmental Accounts Committee (DAC) 
meeting on Printed Audit Report of 2012-13 was held on 21.09.2021. It settled two 
(2) paras out of three (3) paras and verified recovery of Rs.248,062, effected by 
Wafaqi Mohtasib Secretariat, which was also endorsed by Public Accounts 
Committee (PAC) in its meeting held on 05.10.2021. The DAC held on 21.09.2021 
also accounted for Appropriation of Accounts for the years 2018-19, 2017-18, 
2015-16, 2014-15, 2013-14, 2011-12, 2010-11 and 2009-10 and settled all the above 
accounts.  The DAC on the Draft Audit Report of 2019 was held on 14.01.2020 for 
Wafaqi Mohtasib Secretariat, Head Office and Regional Office, Hyderabad and 
settled all paras of the report. The DAC on the Draft Audit Report of 2020 was held 
on 14.07.2021 for Regional Office, Quetta, Lahore & Peshawar and almost all the 
paras were settled by the DAC. 

The Federal Ombudsman administering oath to the newly inducted officers at Regional Office Lahore.
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MANAGEMENT REVIEW

An organization is always driven by a set of defined goals, strategic objectives and 
interventions aimed at achieving those goals. Attainment of these targets and 
objectives establish the effectiveness and efficacy of an organization. This requires 
effective management of resources that includes human, material and financial 
resources. A coordinated approach along with concerted efforts by the management 
is key to success for meaningful accomplishment of tasks. Achievement of targets 
becomes a challenge if not supported by the organizational leadership. Therefore, 
top-down ownership of the process is imperative to institutionalize the best 
practices, transparency, accountability, and governance structure aimed at 
improving service delivery in a public sector organization.

Human Resource Management

The forum of Wafaqi Mohtasib envisages provision of speedy and inexpensive 
justice to complainants who make recourse to the Secretariat for redressal of their 
grievances. The Wafaqi Mohtasib is entrusted to provide relief against 
maladministration by the Federal agencies. To exercise its mandate, Wafaqi 
Mohtasib functions through one national and fourteen Regional Offices across the 
country. These fifteen offices are tasked with entertaining a huge number of 
complaints against various agencies. 

With a strong belief in the rectitude of their work, the officers and staff at the 
Wafaqi Mohtasib offices across the country have been keenly responding to the 
demands of their duty despite a range of 
challenges. The rising number of 
COVID-19 cases has been a major 
factor contributing to diverse 
challenges which impacted the working 
conditions. Despite all the limitations 
and encumbrances, the Wafaqi 
Mohtasib’s office honoured its 
commitment to continue provision of justice to the complainants. As a preventive 
measure, stringent safety and security protocols were put in place to mitigate risk 
of the spread of COVID-19. The offices of Mohtasib both at Federal and Provincial 
levels remained open, active and responsive despite the slow down mode 
necessitated by the said pandemic.

Furthermore, while this Office continued discharging its statutory functions with 
unabated vigour, it  successfully pursued other important functions such as 
recruitment, promotion and procurements in a timely manner. Thus, the 
Administration in Wafaqi Mohtasib Secretariat was able to duly provide necessary 

resources to all its offices and keep up the morale of its employees. 

Implementing Vision and Mission  

Management has endeavored to keep the functioning of this Secretariat focused on 
providing administrative justice to the complainants. Accordingly, the WMS 
envisages an inclusive approach to dedicate all the available resources to this 
enormous undertaking of expeditious justice. Vision and mission statements were 
re-aligned with the overarching objective of the provision of free of cost and speedy 
justice especially to the people with limited resources and who could not afford 
protracted litigation. Thus, a management strategy was devised well in line with 
the Vision and Mission of the organization by utilizing core values and by 
assigning due consideration to following 
objectives:

♦ Judicious and optimal utilisation 
of resources through effective 
and targeted fiscal monitoring

♦ Ensuring a conducive work 
environment to keep the 
employees motivated through 
performance based incentives 

♦ Introducing an internal system 
of checks and balances to 
maximise the performance of 
work force 

♦ Continuous capacity building and departmental support

♦ Allocation and availability of funds for special initiatives and contingencies 
within the allocated budget

Combating Challenges of COVID-19 Pandemic

As a viable solution to risk mitigation and to ensure smooth functioning of the 
secretariat during the COVID-19 pandemic, the Administration Wing introduced 
stringent measures to ensure safety and wellbeing of staff. Accordingly in due 
conformity with the guidelines issued by the World Health Organization (WHO) 
and the National Command & Operation Centre (NCOC), following interventions 
including NPIs were undertaken:-

♦ Circulars were issued on regular basis with the directions for vaccination 
against Covid-19 of all employees of WMS serving in the Headquarters as 
well as in Regional Offices.

♦ On request, a team of District Health Office (DHO), Islamabad visited the 
WMS, Head Office, Islamabad on 24 June, 2021 for vaccination of all 

officers and staff against COVID-19.

♦ Masks were distributed on regular basis among the employees of the WMS.

♦ In line with the Advisory issued by Ministry of Health Services Regulations 
& Coordination, orders for closure of Day Care Centre of this Secretariat 
were issued.

♦ Quarantine leave was allowed to the officers / officials of this secretariat who 
had tested positive for COVID-19 and with the advice to join duty after 
reported negative.

♦ Female employees of the WMS having infant babies were permitted to 
perform their duties from their homes.

♦ Posters regarding COVID SOPs were displayed on all the floors of the WMS 
as well as in the lifts of the building for public awareness.

♦ Through regular visits/inspections, employees were informed about the 
spread of the disease and ways to prevent it.

♦ Sanitizers were placed outside lifts at every floor, in bath rooms and at 
reception areas.

The aforementioned measures proved helpful in keeping the WMS functional and 
the workforce safe during these difficult times.

New Initiatives

Regional Offices

The Hon’ble President, Islamic Republic of Pakistan during his visit to the Wafaqi 

Mohtasib (Ombudsman)’s Secretariat on 15 June, 2021, desired, inter alia, to 
enhance outreach of this institution as much as possible and provide speedy and 
pro-bono administrative justice to the poor and needy people closer to their doorsteps. 
It was accordingly directed by him to explore the possibility of opening new Regional 
Offices under the Wafaqi Mohtasib Secretariat. Pursuant to this direction, 
establishment of the following Regional Offices has been approved which are 
expected to be operationalized in the near 
future:

♦ Regional Office, Sargodha in the 
Punjab province (inaugurated by 
the Wafaqi Mohtasib on 18 
November, 2021 and 
functioning).

♦ Regional Office, Mirpurkhas in 
Sindh province (in progress)

♦ Regional Office, Swat in KPK 
province (in progress)

♦ Regional Office, Khuzdar in Balochistan province (in progress)

Security and Maintenance (S&M)

The S&M section was established to undertake the following set of responsibilities:

♦ Safety measures for Security of the Building of WMS, Head Office, 
Islamabad and its employees.

♦ Cleaning the building and supervising the team of cleaners.

♦ Gardening and performing landscape duties.

♦ Inspecting the building and alarm systems to make sure they are in good 
working order.

♦ Performing basic repairs and maintenance tasks as required.

♦ Sourcing, booking and supervising contractors for major repairs.

♦ Monitoring cleaning materials, tools, and furniture and reordering as 
required.

♦ Opening building at the start of the day and locking all doors and windows 
when not in operation.

♦ Carrying out fumigation of building on periodical basis to prevent the spread 
of pandemic.

Seniority Lists of Employees

In accordance with the Establishment Division’s instructions (Section 8 of Civil 
Servants Act, 1973), the seniority lists of all cadres of officers and officials were 
uploaded on the website of the Wafaqi Mohtasib Secretariat.

Recruitment

Recruitment is an integral part of Human Resource Management (HRM). An 
organization’s efficiency hinges upon, inter alia, equitable distribution of work and 
requires merit-based recruitment of staff (both officers and officials). So during the 
year under review, new recruitments under Article-20 of P.O. No.1 of 1983 were 
made to ensure that the Secretariat has the capacity to handle the growing 
number of grievances and their quick disposal. In this regard, professional staff 
recruited on contractual basis was added to the WMS. In addition, appointments 
on contractual basis under the PM Assistance Package were also made in the 
Secretariat.

Under Article 20 ibid, recruitments/appointments on short contracts of both 
officers and staff were made on merit. Revision of their contracts or otherwise was 
subject to their efficiency and performance which was monitored on regular 
intervals throughout the year. It is worth mentioning that in order to promote 
gender balance, a significant number of women were appointed in 2021.

Staff Service Rules 2021

Revised/ Amended Wafaqi Mohtasib Officers/ Ministerial Staff Service Rules, 2021 
have been sent for final approval after vetting by Establishment, Finance and Law 
& Justice Divisions. 

Performance Highlights

Promotions

Promotion of personnel is a proven instrument of improving their morale and 
stimulating efficiency in the organization. Recognizing its role in enhancing 
productivity, promotion of various cadres of officers/ officials were timely carried 
out as per need and rules. 

Human Resource Audit

With the aim to ensure equitable distribution of work among the officers and 
officials, an extensive and thorough exercise has been conducted recently by the 
Administration Wing. On the basis of this exercise/report, the tasks of the officials 
have been redistributed so as to make the workload assigned, more realistic and 
humanly achievable. An endeavour has also been made to determine that the 
existing HR strength (Officers/Staff) is commensurate with the workload at Head 
Office and the Regional Offices. 

Ensuring a conducive work environment for its employees is essential for any 
organisation to keep up their morale. Recognizing the genuine requirements of 
female employees with infant children, a Daycare Centre was established in the 
WMS in 2019. The Administration continued to extend necessary support to the 
Centre for its maintenance and upkeep and plan to further augment the facility 
during the next financial year.  

Training / Capacity Building 

Training of human resource substantially helps in improving productivity and 
quality of work. It also aids in developing motivation, better attitude, and 
leadership skills leading to accomplishment of organizational objectives. Realizing 
its significance, refresher training programmes were started for the secretarial 
staff. Training modules were prepared with the help of STI (Secretariat Training 
Institute). All secretariat staff was imparted the refresher training courses on 
various skills required of them in the day to day functioning of WMS. The 
Secretariat has also planned to make training and capacity building of work force 
a permanent feature to produce quality work.

Maintenance and Upkeep

In order to maintain facilities at WMS (both Head Office and the Regional Offices), 
special efforts were made throughout the year. Working SOPs were issued to 
janitorial staff to ensure hygiene and cleanliness on all floors of WMS Head Office 
and Regional Offices. Similarly, provision of clean drinking water and proper 
seating arrangements for the complainants were ensured by the Administration. 
The compliance was ensured through inspections on daily basis. 

Facilitation of Complainants

Continued efforts were made to facilitate the complainants while filing their 

complaints and treat them with respect and dignity. Encouraged by the successful 
functioning of the Facilitation Centre at the Head Office, the same was replicated 
in all Regional Offices at 13 different stations. All resources are being utilised to 
provide a conducive ambience including the best facilities and guidance to people 
in writing their complaints.

Fiscal Management

Budget Allocation

For realization of the organizational goals, sustainability of operations, inter alia, 
is imperative which in turn rests on smooth release of funds. Allocated financial 
resources for FY 2020-21 were released in time which WMS optimally utilized for 
carrying out its operations at the Head office and its Regional offices by adopting 
strict financial discipline in line with the Government’s austerity drive. 

The Indicative Budget Ceiling (IBC) of this Secretariat including its 13 Regional 
Offices located at Lahore, Karachi, Peshawar, Quetta, Faisalabad, Multan, 
Sukkur, D.I. Khan, Hyderabad, Abbottabad, Bahawalpur, Gujranwala and 
Sargodha was Rs.793.787 million for the financial year 2020-21. Out of total 
budget, Rs.790.192 million (99.55%) were spent by observing austerity measures, 
whereas Rs.3.595 million were surrendered timely to the Government. It was a 
performance based budget. Funds were utilized by adopting a comprehensive fiscal 
plan. All the heads of expenditure were monitored by the Wafaqi Mohtasib himself 
on monthly basis during the year to ensure the financial propriety and discipline 
in letter and spirit. As a result, all the expenses incurred at Head Office as well as 
Regional Offices were in line with the directions of the Federal Government issued 
from time to time during the year.

It is instructive to have a plain look at the previous five years (2016-17 to 
2020-21)data of annual budgetary allocation and actual expenditure of Wafaqi 
Mohtasib Secretariat. The table below manifests that there has been consistent 
increase in the allocated budget during last five years i.e. 2016-17 to 2020-21 at 
varying percentages. It further reveals that there has been appreciable rise in two 
years i.e. 2017-18 and 2020-21 by 7.79% and 11.10% compared to the preceding 
years respectively, though more pronounced in 2020-21 with 11.10%.

These statistics clearly manifest the Government’s unflinching commitment to the 
mandate/cause of the Office of Wafaqi 
Mohtasib as well as its profound trust 
in the steady performance of this 
institution. Figures further transpire 
that in the year 2016-17 and 2017-18, 
expenditure incurred slightly increased 
from the allocated budget by 10.20 and 
14.58 million, respectively, whereas in 
the succeeding three years, 2018-19, 
2019-20 and 2020-21, there have been 
savings of Rs.11.26 million, 1.657 
million and 0.595 million, respectively.

Internal / External Audit

An elaborate mechanism for Internal Audit is in place in the WMS. All approvals 
for financial expenditures pass through rigorous internal audit procedures before 
approval.

Budget was effectively utilized by following prescribed financial discipline. 
Expenditure under various heads of account was closely monitored on monthly 
basis. The expenses occurred on procurement were also rationalized. The Wafaqi 
Mohtasib himself reviewed monthly financial accounts to ensure financial 
discipline. Thus, the expenditure incurred during the year was in line with the 
directions of the AGPR and the District Accounts Office of the respective regions. 
The WMS audit team undertook periodic visits to the Regional Offices and 
conducted comprehensive internal audit.   

As regard the external audit, the Departmental Accounts Committee (DAC) 
meeting on Printed Audit Report of 2012-13 was held on 21.09.2021. It settled two 
(2) paras out of three (3) paras and verified recovery of Rs.248,062, effected by 
Wafaqi Mohtasib Secretariat, which was also endorsed by Public Accounts 
Committee (PAC) in its meeting held on 05.10.2021. The DAC held on 21.09.2021 
also accounted for Appropriation of Accounts for the years 2018-19, 2017-18, 
2015-16, 2014-15, 2013-14, 2011-12, 2010-11 and 2009-10 and settled all the above 
accounts.  The DAC on the Draft Audit Report of 2019 was held on 14.01.2020 for 
Wafaqi Mohtasib Secretariat, Head Office and Regional Office, Hyderabad and 
settled all paras of the report. The DAC on the Draft Audit Report of 2020 was held 
on 14.07.2021 for Regional Office, Quetta, Lahore & Peshawar and almost all the 
paras were settled by the DAC. 

A glimpse of the Daycare Centre at Wafaqi Mohtasib Secretariat, Islamabad. 
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MANAGEMENT REVIEW

An organization is always driven by a set of defined goals, strategic objectives and 
interventions aimed at achieving those goals. Attainment of these targets and 
objectives establish the effectiveness and efficacy of an organization. This requires 
effective management of resources that includes human, material and financial 
resources. A coordinated approach along with concerted efforts by the management 
is key to success for meaningful accomplishment of tasks. Achievement of targets 
becomes a challenge if not supported by the organizational leadership. Therefore, 
top-down ownership of the process is imperative to institutionalize the best 
practices, transparency, accountability, and governance structure aimed at 
improving service delivery in a public sector organization.

Human Resource Management

The forum of Wafaqi Mohtasib envisages provision of speedy and inexpensive 
justice to complainants who make recourse to the Secretariat for redressal of their 
grievances. The Wafaqi Mohtasib is entrusted to provide relief against 
maladministration by the Federal agencies. To exercise its mandate, Wafaqi 
Mohtasib functions through one national and fourteen Regional Offices across the 
country. These fifteen offices are tasked with entertaining a huge number of 
complaints against various agencies. 

With a strong belief in the rectitude of their work, the officers and staff at the 
Wafaqi Mohtasib offices across the country have been keenly responding to the 
demands of their duty despite a range of 
challenges. The rising number of 
COVID-19 cases has been a major 
factor contributing to diverse 
challenges which impacted the working 
conditions. Despite all the limitations 
and encumbrances, the Wafaqi 
Mohtasib’s office honoured its 
commitment to continue provision of justice to the complainants. As a preventive 
measure, stringent safety and security protocols were put in place to mitigate risk 
of the spread of COVID-19. The offices of Mohtasib both at Federal and Provincial 
levels remained open, active and responsive despite the slow down mode 
necessitated by the said pandemic.

Furthermore, while this Office continued discharging its statutory functions with 
unabated vigour, it  successfully pursued other important functions such as 
recruitment, promotion and procurements in a timely manner. Thus, the 
Administration in Wafaqi Mohtasib Secretariat was able to duly provide necessary 

resources to all its offices and keep up the morale of its employees. 

Implementing Vision and Mission  

Management has endeavored to keep the functioning of this Secretariat focused on 
providing administrative justice to the complainants. Accordingly, the WMS 
envisages an inclusive approach to dedicate all the available resources to this 
enormous undertaking of expeditious justice. Vision and mission statements were 
re-aligned with the overarching objective of the provision of free of cost and speedy 
justice especially to the people with limited resources and who could not afford 
protracted litigation. Thus, a management strategy was devised well in line with 
the Vision and Mission of the organization by utilizing core values and by 
assigning due consideration to following 
objectives:

♦ Judicious and optimal utilisation 
of resources through effective 
and targeted fiscal monitoring

♦ Ensuring a conducive work 
environment to keep the 
employees motivated through 
performance based incentives 

♦ Introducing an internal system 
of checks and balances to 
maximise the performance of 
work force 

♦ Continuous capacity building and departmental support

♦ Allocation and availability of funds for special initiatives and contingencies 
within the allocated budget

Combating Challenges of COVID-19 Pandemic

As a viable solution to risk mitigation and to ensure smooth functioning of the 
secretariat during the COVID-19 pandemic, the Administration Wing introduced 
stringent measures to ensure safety and wellbeing of staff. Accordingly in due 
conformity with the guidelines issued by the World Health Organization (WHO) 
and the National Command & Operation Centre (NCOC), following interventions 
including NPIs were undertaken:-

♦ Circulars were issued on regular basis with the directions for vaccination 
against Covid-19 of all employees of WMS serving in the Headquarters as 
well as in Regional Offices.

♦ On request, a team of District Health Office (DHO), Islamabad visited the 
WMS, Head Office, Islamabad on 24 June, 2021 for vaccination of all 

officers and staff against COVID-19.

♦ Masks were distributed on regular basis among the employees of the WMS.

♦ In line with the Advisory issued by Ministry of Health Services Regulations 
& Coordination, orders for closure of Day Care Centre of this Secretariat 
were issued.

♦ Quarantine leave was allowed to the officers / officials of this secretariat who 
had tested positive for COVID-19 and with the advice to join duty after 
reported negative.

♦ Female employees of the WMS having infant babies were permitted to 
perform their duties from their homes.

♦ Posters regarding COVID SOPs were displayed on all the floors of the WMS 
as well as in the lifts of the building for public awareness.

♦ Through regular visits/inspections, employees were informed about the 
spread of the disease and ways to prevent it.

♦ Sanitizers were placed outside lifts at every floor, in bath rooms and at 
reception areas.

The aforementioned measures proved helpful in keeping the WMS functional and 
the workforce safe during these difficult times.

New Initiatives

Regional Offices

The Hon’ble President, Islamic Republic of Pakistan during his visit to the Wafaqi 

Mohtasib (Ombudsman)’s Secretariat on 15 June, 2021, desired, inter alia, to 
enhance outreach of this institution as much as possible and provide speedy and 
pro-bono administrative justice to the poor and needy people closer to their doorsteps. 
It was accordingly directed by him to explore the possibility of opening new Regional 
Offices under the Wafaqi Mohtasib Secretariat. Pursuant to this direction, 
establishment of the following Regional Offices has been approved which are 
expected to be operationalized in the near 
future:

♦ Regional Office, Sargodha in the 
Punjab province (inaugurated by 
the Wafaqi Mohtasib on 18 
November, 2021 and 
functioning).

♦ Regional Office, Mirpurkhas in 
Sindh province (in progress)

♦ Regional Office, Swat in KPK 
province (in progress)

♦ Regional Office, Khuzdar in Balochistan province (in progress)

Security and Maintenance (S&M)

The S&M section was established to undertake the following set of responsibilities:

♦ Safety measures for Security of the Building of WMS, Head Office, 
Islamabad and its employees.

♦ Cleaning the building and supervising the team of cleaners.

♦ Gardening and performing landscape duties.

♦ Inspecting the building and alarm systems to make sure they are in good 
working order.

♦ Performing basic repairs and maintenance tasks as required.

♦ Sourcing, booking and supervising contractors for major repairs.

♦ Monitoring cleaning materials, tools, and furniture and reordering as 
required.

♦ Opening building at the start of the day and locking all doors and windows 
when not in operation.

♦ Carrying out fumigation of building on periodical basis to prevent the spread 
of pandemic.

Seniority Lists of Employees

In accordance with the Establishment Division’s instructions (Section 8 of Civil 
Servants Act, 1973), the seniority lists of all cadres of officers and officials were 
uploaded on the website of the Wafaqi Mohtasib Secretariat.

Recruitment

Recruitment is an integral part of Human Resource Management (HRM). An 
organization’s efficiency hinges upon, inter alia, equitable distribution of work and 
requires merit-based recruitment of staff (both officers and officials). So during the 
year under review, new recruitments under Article-20 of P.O. No.1 of 1983 were 
made to ensure that the Secretariat has the capacity to handle the growing 
number of grievances and their quick disposal. In this regard, professional staff 
recruited on contractual basis was added to the WMS. In addition, appointments 
on contractual basis under the PM Assistance Package were also made in the 
Secretariat.

Under Article 20 ibid, recruitments/appointments on short contracts of both 
officers and staff were made on merit. Revision of their contracts or otherwise was 
subject to their efficiency and performance which was monitored on regular 
intervals throughout the year. It is worth mentioning that in order to promote 
gender balance, a significant number of women were appointed in 2021.

Staff Service Rules 2021

Revised/ Amended Wafaqi Mohtasib Officers/ Ministerial Staff Service Rules, 2021 
have been sent for final approval after vetting by Establishment, Finance and Law 
& Justice Divisions. 

Performance Highlights

Promotions

Promotion of personnel is a proven instrument of improving their morale and 
stimulating efficiency in the organization. Recognizing its role in enhancing 
productivity, promotion of various cadres of officers/ officials were timely carried 
out as per need and rules. 

Human Resource Audit

With the aim to ensure equitable distribution of work among the officers and 
officials, an extensive and thorough exercise has been conducted recently by the 
Administration Wing. On the basis of this exercise/report, the tasks of the officials 
have been redistributed so as to make the workload assigned, more realistic and 
humanly achievable. An endeavour has also been made to determine that the 
existing HR strength (Officers/Staff) is commensurate with the workload at Head 
Office and the Regional Offices. 

Ensuring a conducive work environment for its employees is essential for any 
organisation to keep up their morale. Recognizing the genuine requirements of 
female employees with infant children, a Daycare Centre was established in the 
WMS in 2019. The Administration continued to extend necessary support to the 
Centre for its maintenance and upkeep and plan to further augment the facility 
during the next financial year.  

Training / Capacity Building 

Training of human resource substantially helps in improving productivity and 
quality of work. It also aids in developing motivation, better attitude, and 
leadership skills leading to accomplishment of organizational objectives. Realizing 
its significance, refresher training programmes were started for the secretarial 
staff. Training modules were prepared with the help of STI (Secretariat Training 
Institute). All secretariat staff was imparted the refresher training courses on 
various skills required of them in the day to day functioning of WMS. The 
Secretariat has also planned to make training and capacity building of work force 
a permanent feature to produce quality work.

Maintenance and Upkeep

In order to maintain facilities at WMS (both Head Office and the Regional Offices), 
special efforts were made throughout the year. Working SOPs were issued to 
janitorial staff to ensure hygiene and cleanliness on all floors of WMS Head Office 
and Regional Offices. Similarly, provision of clean drinking water and proper 
seating arrangements for the complainants were ensured by the Administration. 
The compliance was ensured through inspections on daily basis. 

Facilitation of Complainants

Continued efforts were made to facilitate the complainants while filing their 

complaints and treat them with respect and dignity. Encouraged by the successful 
functioning of the Facilitation Centre at the Head Office, the same was replicated 
in all Regional Offices at 13 different stations. All resources are being utilised to 
provide a conducive ambience including the best facilities and guidance to people 
in writing their complaints.

Fiscal Management

Budget Allocation

For realization of the organizational goals, sustainability of operations, inter alia, 
is imperative which in turn rests on smooth release of funds. Allocated financial 
resources for FY 2020-21 were released in time which WMS optimally utilized for 
carrying out its operations at the Head office and its Regional offices by adopting 
strict financial discipline in line with the Government’s austerity drive. 

The Indicative Budget Ceiling (IBC) of this Secretariat including its 13 Regional 
Offices located at Lahore, Karachi, Peshawar, Quetta, Faisalabad, Multan, 
Sukkur, D.I. Khan, Hyderabad, Abbottabad, Bahawalpur, Gujranwala and 
Sargodha was Rs.793.787 million for the financial year 2020-21. Out of total 
budget, Rs.790.192 million (99.55%) were spent by observing austerity measures, 
whereas Rs.3.595 million were surrendered timely to the Government. It was a 
performance based budget. Funds were utilized by adopting a comprehensive fiscal 
plan. All the heads of expenditure were monitored by the Wafaqi Mohtasib himself 
on monthly basis during the year to ensure the financial propriety and discipline 
in letter and spirit. As a result, all the expenses incurred at Head Office as well as 
Regional Offices were in line with the directions of the Federal Government issued 
from time to time during the year.

It is instructive to have a plain look at the previous five years (2016-17 to 
2020-21)data of annual budgetary allocation and actual expenditure of Wafaqi 
Mohtasib Secretariat. The table below manifests that there has been consistent 
increase in the allocated budget during last five years i.e. 2016-17 to 2020-21 at 
varying percentages. It further reveals that there has been appreciable rise in two 
years i.e. 2017-18 and 2020-21 by 7.79% and 11.10% compared to the preceding 
years respectively, though more pronounced in 2020-21 with 11.10%.

These statistics clearly manifest the Government’s unflinching commitment to the 
mandate/cause of the Office of Wafaqi 
Mohtasib as well as its profound trust 
in the steady performance of this 
institution. Figures further transpire 
that in the year 2016-17 and 2017-18, 
expenditure incurred slightly increased 
from the allocated budget by 10.20 and 
14.58 million, respectively, whereas in 
the succeeding three years, 2018-19, 
2019-20 and 2020-21, there have been 
savings of Rs.11.26 million, 1.657 
million and 0.595 million, respectively.

Internal / External Audit

An elaborate mechanism for Internal Audit is in place in the WMS. All approvals 
for financial expenditures pass through rigorous internal audit procedures before 
approval.

Budget was effectively utilized by following prescribed financial discipline. 
Expenditure under various heads of account was closely monitored on monthly 
basis. The expenses occurred on procurement were also rationalized. The Wafaqi 
Mohtasib himself reviewed monthly financial accounts to ensure financial 
discipline. Thus, the expenditure incurred during the year was in line with the 
directions of the AGPR and the District Accounts Office of the respective regions. 
The WMS audit team undertook periodic visits to the Regional Offices and 
conducted comprehensive internal audit.   

As regard the external audit, the Departmental Accounts Committee (DAC) 
meeting on Printed Audit Report of 2012-13 was held on 21.09.2021. It settled two 
(2) paras out of three (3) paras and verified recovery of Rs.248,062, effected by 
Wafaqi Mohtasib Secretariat, which was also endorsed by Public Accounts 
Committee (PAC) in its meeting held on 05.10.2021. The DAC held on 21.09.2021 
also accounted for Appropriation of Accounts for the years 2018-19, 2017-18, 
2015-16, 2014-15, 2013-14, 2011-12, 2010-11 and 2009-10 and settled all the above 
accounts.  The DAC on the Draft Audit Report of 2019 was held on 14.01.2020 for 
Wafaqi Mohtasib Secretariat, Head Office and Regional Office, Hyderabad and 
settled all paras of the report. The DAC on the Draft Audit Report of 2020 was held 
on 14.07.2021 for Regional Office, Quetta, Lahore & Peshawar and almost all the 
paras were settled by the DAC. 

Five Years Budget/Expenditure of the WMS (FY: 2016-17 to 2020-21)

Financial Year

 Budget 

Allocated 
(In Rs.) 

Actual 
Expenditure 

(In Rs.) 

Savings (+)
 

Excess(-),  
(In Rs). 

Percentage 
Increase (+) 

Decrease (-) in 
budget  

2016-17 621,726,000 631,925,332 -10,199,332 - 

2017-18 670,182,000 684,765,846 -14,583,846 7.79% 

2018-19 707,509,000 696,252,568 11,256,432 5.56 % 

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% 
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MANAGEMENT REVIEW

An organization is always driven by a set of defined goals, strategic objectives and 
interventions aimed at achieving those goals. Attainment of these targets and 
objectives establish the effectiveness and efficacy of an organization. This requires 
effective management of resources that includes human, material and financial 
resources. A coordinated approach along with concerted efforts by the management 
is key to success for meaningful accomplishment of tasks. Achievement of targets 
becomes a challenge if not supported by the organizational leadership. Therefore, 
top-down ownership of the process is imperative to institutionalize the best 
practices, transparency, accountability, and governance structure aimed at 
improving service delivery in a public sector organization.

Human Resource Management

The forum of Wafaqi Mohtasib envisages provision of speedy and inexpensive 
justice to complainants who make recourse to the Secretariat for redressal of their 
grievances. The Wafaqi Mohtasib is entrusted to provide relief against 
maladministration by the Federal agencies. To exercise its mandate, Wafaqi 
Mohtasib functions through one national and fourteen Regional Offices across the 
country. These fifteen offices are tasked with entertaining a huge number of 
complaints against various agencies. 

With a strong belief in the rectitude of their work, the officers and staff at the 
Wafaqi Mohtasib offices across the country have been keenly responding to the 
demands of their duty despite a range of 
challenges. The rising number of 
COVID-19 cases has been a major 
factor contributing to diverse 
challenges which impacted the working 
conditions. Despite all the limitations 
and encumbrances, the Wafaqi 
Mohtasib’s office honoured its 
commitment to continue provision of justice to the complainants. As a preventive 
measure, stringent safety and security protocols were put in place to mitigate risk 
of the spread of COVID-19. The offices of Mohtasib both at Federal and Provincial 
levels remained open, active and responsive despite the slow down mode 
necessitated by the said pandemic.

Furthermore, while this Office continued discharging its statutory functions with 
unabated vigour, it  successfully pursued other important functions such as 
recruitment, promotion and procurements in a timely manner. Thus, the 
Administration in Wafaqi Mohtasib Secretariat was able to duly provide necessary 

resources to all its offices and keep up the morale of its employees. 

Implementing Vision and Mission  

Management has endeavored to keep the functioning of this Secretariat focused on 
providing administrative justice to the complainants. Accordingly, the WMS 
envisages an inclusive approach to dedicate all the available resources to this 
enormous undertaking of expeditious justice. Vision and mission statements were 
re-aligned with the overarching objective of the provision of free of cost and speedy 
justice especially to the people with limited resources and who could not afford 
protracted litigation. Thus, a management strategy was devised well in line with 
the Vision and Mission of the organization by utilizing core values and by 
assigning due consideration to following 
objectives:

♦ Judicious and optimal utilisation 
of resources through effective 
and targeted fiscal monitoring

♦ Ensuring a conducive work 
environment to keep the 
employees motivated through 
performance based incentives 

♦ Introducing an internal system 
of checks and balances to 
maximise the performance of 
work force 

♦ Continuous capacity building and departmental support

♦ Allocation and availability of funds for special initiatives and contingencies 
within the allocated budget

Combating Challenges of COVID-19 Pandemic

As a viable solution to risk mitigation and to ensure smooth functioning of the 
secretariat during the COVID-19 pandemic, the Administration Wing introduced 
stringent measures to ensure safety and wellbeing of staff. Accordingly in due 
conformity with the guidelines issued by the World Health Organization (WHO) 
and the National Command & Operation Centre (NCOC), following interventions 
including NPIs were undertaken:-

♦ Circulars were issued on regular basis with the directions for vaccination 
against Covid-19 of all employees of WMS serving in the Headquarters as 
well as in Regional Offices.

♦ On request, a team of District Health Office (DHO), Islamabad visited the 
WMS, Head Office, Islamabad on 24 June, 2021 for vaccination of all 

officers and staff against COVID-19.

♦ Masks were distributed on regular basis among the employees of the WMS.

♦ In line with the Advisory issued by Ministry of Health Services Regulations 
& Coordination, orders for closure of Day Care Centre of this Secretariat 
were issued.

♦ Quarantine leave was allowed to the officers / officials of this secretariat who 
had tested positive for COVID-19 and with the advice to join duty after 
reported negative.

♦ Female employees of the WMS having infant babies were permitted to 
perform their duties from their homes.

♦ Posters regarding COVID SOPs were displayed on all the floors of the WMS 
as well as in the lifts of the building for public awareness.

♦ Through regular visits/inspections, employees were informed about the 
spread of the disease and ways to prevent it.

♦ Sanitizers were placed outside lifts at every floor, in bath rooms and at 
reception areas.

The aforementioned measures proved helpful in keeping the WMS functional and 
the workforce safe during these difficult times.

New Initiatives

Regional Offices

The Hon’ble President, Islamic Republic of Pakistan during his visit to the Wafaqi 

Mohtasib (Ombudsman)’s Secretariat on 15 June, 2021, desired, inter alia, to 
enhance outreach of this institution as much as possible and provide speedy and 
pro-bono administrative justice to the poor and needy people closer to their doorsteps. 
It was accordingly directed by him to explore the possibility of opening new Regional 
Offices under the Wafaqi Mohtasib Secretariat. Pursuant to this direction, 
establishment of the following Regional Offices has been approved which are 
expected to be operationalized in the near 
future:

♦ Regional Office, Sargodha in the 
Punjab province (inaugurated by 
the Wafaqi Mohtasib on 18 
November, 2021 and 
functioning).

♦ Regional Office, Mirpurkhas in 
Sindh province (in progress)

♦ Regional Office, Swat in KPK 
province (in progress)

♦ Regional Office, Khuzdar in Balochistan province (in progress)

Security and Maintenance (S&M)

The S&M section was established to undertake the following set of responsibilities:

♦ Safety measures for Security of the Building of WMS, Head Office, 
Islamabad and its employees.

♦ Cleaning the building and supervising the team of cleaners.

♦ Gardening and performing landscape duties.

♦ Inspecting the building and alarm systems to make sure they are in good 
working order.

♦ Performing basic repairs and maintenance tasks as required.

♦ Sourcing, booking and supervising contractors for major repairs.

♦ Monitoring cleaning materials, tools, and furniture and reordering as 
required.

♦ Opening building at the start of the day and locking all doors and windows 
when not in operation.

♦ Carrying out fumigation of building on periodical basis to prevent the spread 
of pandemic.

Seniority Lists of Employees

In accordance with the Establishment Division’s instructions (Section 8 of Civil 
Servants Act, 1973), the seniority lists of all cadres of officers and officials were 
uploaded on the website of the Wafaqi Mohtasib Secretariat.

Recruitment

Recruitment is an integral part of Human Resource Management (HRM). An 
organization’s efficiency hinges upon, inter alia, equitable distribution of work and 
requires merit-based recruitment of staff (both officers and officials). So during the 
year under review, new recruitments under Article-20 of P.O. No.1 of 1983 were 
made to ensure that the Secretariat has the capacity to handle the growing 
number of grievances and their quick disposal. In this regard, professional staff 
recruited on contractual basis was added to the WMS. In addition, appointments 
on contractual basis under the PM Assistance Package were also made in the 
Secretariat.

Under Article 20 ibid, recruitments/appointments on short contracts of both 
officers and staff were made on merit. Revision of their contracts or otherwise was 
subject to their efficiency and performance which was monitored on regular 
intervals throughout the year. It is worth mentioning that in order to promote 
gender balance, a significant number of women were appointed in 2021.

Staff Service Rules 2021

Revised/ Amended Wafaqi Mohtasib Officers/ Ministerial Staff Service Rules, 2021 
have been sent for final approval after vetting by Establishment, Finance and Law 
& Justice Divisions. 

Performance Highlights

Promotions

Promotion of personnel is a proven instrument of improving their morale and 
stimulating efficiency in the organization. Recognizing its role in enhancing 
productivity, promotion of various cadres of officers/ officials were timely carried 
out as per need and rules. 

Human Resource Audit

With the aim to ensure equitable distribution of work among the officers and 
officials, an extensive and thorough exercise has been conducted recently by the 
Administration Wing. On the basis of this exercise/report, the tasks of the officials 
have been redistributed so as to make the workload assigned, more realistic and 
humanly achievable. An endeavour has also been made to determine that the 
existing HR strength (Officers/Staff) is commensurate with the workload at Head 
Office and the Regional Offices. 

Ensuring a conducive work environment for its employees is essential for any 
organisation to keep up their morale. Recognizing the genuine requirements of 
female employees with infant children, a Daycare Centre was established in the 
WMS in 2019. The Administration continued to extend necessary support to the 
Centre for its maintenance and upkeep and plan to further augment the facility 
during the next financial year.  

Training / Capacity Building 

Training of human resource substantially helps in improving productivity and 
quality of work. It also aids in developing motivation, better attitude, and 
leadership skills leading to accomplishment of organizational objectives. Realizing 
its significance, refresher training programmes were started for the secretarial 
staff. Training modules were prepared with the help of STI (Secretariat Training 
Institute). All secretariat staff was imparted the refresher training courses on 
various skills required of them in the day to day functioning of WMS. The 
Secretariat has also planned to make training and capacity building of work force 
a permanent feature to produce quality work.

Maintenance and Upkeep

In order to maintain facilities at WMS (both Head Office and the Regional Offices), 
special efforts were made throughout the year. Working SOPs were issued to 
janitorial staff to ensure hygiene and cleanliness on all floors of WMS Head Office 
and Regional Offices. Similarly, provision of clean drinking water and proper 
seating arrangements for the complainants were ensured by the Administration. 
The compliance was ensured through inspections on daily basis. 

Facilitation of Complainants

Continued efforts were made to facilitate the complainants while filing their 

complaints and treat them with respect and dignity. Encouraged by the successful 
functioning of the Facilitation Centre at the Head Office, the same was replicated 
in all Regional Offices at 13 different stations. All resources are being utilised to 
provide a conducive ambience including the best facilities and guidance to people 
in writing their complaints.

Fiscal Management

Budget Allocation

For realization of the organizational goals, sustainability of operations, inter alia, 
is imperative which in turn rests on smooth release of funds. Allocated financial 
resources for FY 2020-21 were released in time which WMS optimally utilized for 
carrying out its operations at the Head office and its Regional offices by adopting 
strict financial discipline in line with the Government’s austerity drive. 

The Indicative Budget Ceiling (IBC) of this Secretariat including its 13 Regional 
Offices located at Lahore, Karachi, Peshawar, Quetta, Faisalabad, Multan, 
Sukkur, D.I. Khan, Hyderabad, Abbottabad, Bahawalpur, Gujranwala and 
Sargodha was Rs.793.787 million for the financial year 2020-21. Out of total 
budget, Rs.790.192 million (99.55%) were spent by observing austerity measures, 
whereas Rs.3.595 million were surrendered timely to the Government. It was a 
performance based budget. Funds were utilized by adopting a comprehensive fiscal 
plan. All the heads of expenditure were monitored by the Wafaqi Mohtasib himself 
on monthly basis during the year to ensure the financial propriety and discipline 
in letter and spirit. As a result, all the expenses incurred at Head Office as well as 
Regional Offices were in line with the directions of the Federal Government issued 
from time to time during the year.

It is instructive to have a plain look at the previous five years (2016-17 to 
2020-21)data of annual budgetary allocation and actual expenditure of Wafaqi 
Mohtasib Secretariat. The table below manifests that there has been consistent 
increase in the allocated budget during last five years i.e. 2016-17 to 2020-21 at 
varying percentages. It further reveals that there has been appreciable rise in two 
years i.e. 2017-18 and 2020-21 by 7.79% and 11.10% compared to the preceding 
years respectively, though more pronounced in 2020-21 with 11.10%.

These statistics clearly manifest the Government’s unflinching commitment to the 
mandate/cause of the Office of Wafaqi 
Mohtasib as well as its profound trust 
in the steady performance of this 
institution. Figures further transpire 
that in the year 2016-17 and 2017-18, 
expenditure incurred slightly increased 
from the allocated budget by 10.20 and 
14.58 million, respectively, whereas in 
the succeeding three years, 2018-19, 
2019-20 and 2020-21, there have been 
savings of Rs.11.26 million, 1.657 
million and 0.595 million, respectively.

Internal / External Audit

An elaborate mechanism for Internal Audit is in place in the WMS. All approvals 
for financial expenditures pass through rigorous internal audit procedures before 
approval.

Budget was effectively utilized by following prescribed financial discipline. 
Expenditure under various heads of account was closely monitored on monthly 
basis. The expenses occurred on procurement were also rationalized. The Wafaqi 
Mohtasib himself reviewed monthly financial accounts to ensure financial 
discipline. Thus, the expenditure incurred during the year was in line with the 
directions of the AGPR and the District Accounts Office of the respective regions. 
The WMS audit team undertook periodic visits to the Regional Offices and 
conducted comprehensive internal audit.   

As regard the external audit, the Departmental Accounts Committee (DAC) 
meeting on Printed Audit Report of 2012-13 was held on 21.09.2021. It settled two 
(2) paras out of three (3) paras and verified recovery of Rs.248,062, effected by 
Wafaqi Mohtasib Secretariat, which was also endorsed by Public Accounts 
Committee (PAC) in its meeting held on 05.10.2021. The DAC held on 21.09.2021 
also accounted for Appropriation of Accounts for the years 2018-19, 2017-18, 
2015-16, 2014-15, 2013-14, 2011-12, 2010-11 and 2009-10 and settled all the above 
accounts.  The DAC on the Draft Audit Report of 2019 was held on 14.01.2020 for 
Wafaqi Mohtasib Secretariat, Head Office and Regional Office, Hyderabad and 
settled all paras of the report. The DAC on the Draft Audit Report of 2020 was held 
on 14.07.2021 for Regional Office, Quetta, Lahore & Peshawar and almost all the 
paras were settled by the DAC. 

Budget/ Expenditure FY:2016-17 
to 2020-21
These statistics clearly manifest 
the Government’s unflinching 
commitment to the mandate/cause 
of the office of Wafaqi Mohtasib as 
well as its profound trust in the 
steady performance of this 
institution.



An organization is always driven by a set of defined goals, strategic objectives and 
interventions aimed at achieving those goals. Attainment of these targets and 
objectives establish the effectiveness and efficacy of an organization. This requires 
effective management of resources that includes human, material and financial 
resources. A coordinated approach along with concerted efforts by the management 
is key to success for meaningful accomplishment of tasks. Achievement of targets 
becomes a challenge if not supported by the organizational leadership. Therefore, 
top-down ownership of the process is imperative to institutionalize the best 
practices, transparency, accountability, and governance structure aimed at 
improving service delivery in a public sector organization.

Human Resource Management

The forum of Wafaqi Mohtasib envisages provision of speedy and inexpensive 
justice to complainants who make recourse to the Secretariat for redressal of their 
grievances. The Wafaqi Mohtasib is entrusted to provide relief against 
maladministration by the Federal agencies. To exercise its mandate, Wafaqi 
Mohtasib functions through one national and fourteen Regional Offices across the 
country. These fifteen offices are tasked with entertaining a huge number of 
complaints against various agencies. 

With a strong belief in the rectitude of their work, the officers and staff at the 
Wafaqi Mohtasib offices across the country have been keenly responding to the 
demands of their duty despite a range of 
challenges. The rising number of 
COVID-19 cases has been a major 
factor contributing to diverse 
challenges which impacted the working 
conditions. Despite all the limitations 
and encumbrances, the Wafaqi 
Mohtasib’s office honoured its 
commitment to continue provision of justice to the complainants. As a preventive 
measure, stringent safety and security protocols were put in place to mitigate risk 
of the spread of COVID-19. The offices of Mohtasib both at Federal and Provincial 
levels remained open, active and responsive despite the slow down mode 
necessitated by the said pandemic.

Furthermore, while this Office continued discharging its statutory functions with 
unabated vigour, it  successfully pursued other important functions such as 
recruitment, promotion and procurements in a timely manner. Thus, the 
Administration in Wafaqi Mohtasib Secretariat was able to duly provide necessary 

resources to all its offices and keep up the morale of its employees. 

Implementing Vision and Mission  

Management has endeavored to keep the functioning of this Secretariat focused on 
providing administrative justice to the complainants. Accordingly, the WMS 
envisages an inclusive approach to dedicate all the available resources to this 
enormous undertaking of expeditious justice. Vision and mission statements were 
re-aligned with the overarching objective of the provision of free of cost and speedy 
justice especially to the people with limited resources and who could not afford 
protracted litigation. Thus, a management strategy was devised well in line with 
the Vision and Mission of the organization by utilizing core values and by 
assigning due consideration to following 
objectives:

♦ Judicious and optimal utilisation 
of resources through effective 
and targeted fiscal monitoring

♦ Ensuring a conducive work 
environment to keep the 
employees motivated through 
performance based incentives 

♦ Introducing an internal system 
of checks and balances to 
maximise the performance of 
work force 

♦ Continuous capacity building and departmental support

♦ Allocation and availability of funds for special initiatives and contingencies 
within the allocated budget

Combating Challenges of COVID-19 Pandemic

As a viable solution to risk mitigation and to ensure smooth functioning of the 
secretariat during the COVID-19 pandemic, the Administration Wing introduced 
stringent measures to ensure safety and wellbeing of staff. Accordingly in due 
conformity with the guidelines issued by the World Health Organization (WHO) 
and the National Command & Operation Centre (NCOC), following interventions 
including NPIs were undertaken:-

♦ Circulars were issued on regular basis with the directions for vaccination 
against Covid-19 of all employees of WMS serving in the Headquarters as 
well as in Regional Offices.

♦ On request, a team of District Health Office (DHO), Islamabad visited the 
WMS, Head Office, Islamabad on 24 June, 2021 for vaccination of all 

officers and staff against COVID-19.

♦ Masks were distributed on regular basis among the employees of the WMS.

♦ In line with the Advisory issued by Ministry of Health Services Regulations 
& Coordination, orders for closure of Day Care Centre of this Secretariat 
were issued.

♦ Quarantine leave was allowed to the officers / officials of this secretariat who 
had tested positive for COVID-19 and with the advice to join duty after 
reported negative.

♦ Female employees of the WMS having infant babies were permitted to 
perform their duties from their homes.

♦ Posters regarding COVID SOPs were displayed on all the floors of the WMS 
as well as in the lifts of the building for public awareness.

♦ Through regular visits/inspections, employees were informed about the 
spread of the disease and ways to prevent it.

♦ Sanitizers were placed outside lifts at every floor, in bath rooms and at 
reception areas.

The aforementioned measures proved helpful in keeping the WMS functional and 
the workforce safe during these difficult times.

New Initiatives

Regional Offices

The Hon’ble President, Islamic Republic of Pakistan during his visit to the Wafaqi 

Mohtasib (Ombudsman)’s Secretariat on 15 June, 2021, desired, inter alia, to 
enhance outreach of this institution as much as possible and provide speedy and 
pro-bono administrative justice to the poor and needy people closer to their doorsteps. 
It was accordingly directed by him to explore the possibility of opening new Regional 
Offices under the Wafaqi Mohtasib Secretariat. Pursuant to this direction, 
establishment of the following Regional Offices has been approved which are 
expected to be operationalized in the near 
future:

♦ Regional Office, Sargodha in the 
Punjab province (inaugurated by 
the Wafaqi Mohtasib on 18 
November, 2021 and 
functioning).

♦ Regional Office, Mirpurkhas in 
Sindh province (in progress)

♦ Regional Office, Swat in KPK 
province (in progress)

♦ Regional Office, Khuzdar in Balochistan province (in progress)

Security and Maintenance (S&M)

The S&M section was established to undertake the following set of responsibilities:

♦ Safety measures for Security of the Building of WMS, Head Office, 
Islamabad and its employees.

♦ Cleaning the building and supervising the team of cleaners.

♦ Gardening and performing landscape duties.

♦ Inspecting the building and alarm systems to make sure they are in good 
working order.

♦ Performing basic repairs and maintenance tasks as required.

♦ Sourcing, booking and supervising contractors for major repairs.

♦ Monitoring cleaning materials, tools, and furniture and reordering as 
required.

♦ Opening building at the start of the day and locking all doors and windows 
when not in operation.

♦ Carrying out fumigation of building on periodical basis to prevent the spread 
of pandemic.

Seniority Lists of Employees

In accordance with the Establishment Division’s instructions (Section 8 of Civil 
Servants Act, 1973), the seniority lists of all cadres of officers and officials were 
uploaded on the website of the Wafaqi Mohtasib Secretariat.

Recruitment

Recruitment is an integral part of Human Resource Management (HRM). An 
organization’s efficiency hinges upon, inter alia, equitable distribution of work and 
requires merit-based recruitment of staff (both officers and officials). So during the 
year under review, new recruitments under Article-20 of P.O. No.1 of 1983 were 
made to ensure that the Secretariat has the capacity to handle the growing 
number of grievances and their quick disposal. In this regard, professional staff 
recruited on contractual basis was added to the WMS. In addition, appointments 
on contractual basis under the PM Assistance Package were also made in the 
Secretariat.

Under Article 20 ibid, recruitments/appointments on short contracts of both 
officers and staff were made on merit. Revision of their contracts or otherwise was 
subject to their efficiency and performance which was monitored on regular 
intervals throughout the year. It is worth mentioning that in order to promote 
gender balance, a significant number of women were appointed in 2021.

Staff Service Rules 2021

Revised/ Amended Wafaqi Mohtasib Officers/ Ministerial Staff Service Rules, 2021 
have been sent for final approval after vetting by Establishment, Finance and Law 
& Justice Divisions. 

Performance Highlights

Promotions

Promotion of personnel is a proven instrument of improving their morale and 
stimulating efficiency in the organization. Recognizing its role in enhancing 
productivity, promotion of various cadres of officers/ officials were timely carried 
out as per need and rules. 

Human Resource Audit

With the aim to ensure equitable distribution of work among the officers and 
officials, an extensive and thorough exercise has been conducted recently by the 
Administration Wing. On the basis of this exercise/report, the tasks of the officials 
have been redistributed so as to make the workload assigned, more realistic and 
humanly achievable. An endeavour has also been made to determine that the 
existing HR strength (Officers/Staff) is commensurate with the workload at Head 
Office and the Regional Offices. 

Ensuring a conducive work environment for its employees is essential for any 
organisation to keep up their morale. Recognizing the genuine requirements of 
female employees with infant children, a Daycare Centre was established in the 
WMS in 2019. The Administration continued to extend necessary support to the 
Centre for its maintenance and upkeep and plan to further augment the facility 
during the next financial year.  

Training / Capacity Building 

Training of human resource substantially helps in improving productivity and 
quality of work. It also aids in developing motivation, better attitude, and 
leadership skills leading to accomplishment of organizational objectives. Realizing 
its significance, refresher training programmes were started for the secretarial 
staff. Training modules were prepared with the help of STI (Secretariat Training 
Institute). All secretariat staff was imparted the refresher training courses on 
various skills required of them in the day to day functioning of WMS. The 
Secretariat has also planned to make training and capacity building of work force 
a permanent feature to produce quality work.

Maintenance and Upkeep

In order to maintain facilities at WMS (both Head Office and the Regional Offices), 
special efforts were made throughout the year. Working SOPs were issued to 
janitorial staff to ensure hygiene and cleanliness on all floors of WMS Head Office 
and Regional Offices. Similarly, provision of clean drinking water and proper 
seating arrangements for the complainants were ensured by the Administration. 
The compliance was ensured through inspections on daily basis. 

Facilitation of Complainants

Continued efforts were made to facilitate the complainants while filing their 

complaints and treat them with respect and dignity. Encouraged by the successful 
functioning of the Facilitation Centre at the Head Office, the same was replicated 
in all Regional Offices at 13 different stations. All resources are being utilised to 
provide a conducive ambience including the best facilities and guidance to people 
in writing their complaints.

Fiscal Management

Budget Allocation

For realization of the organizational goals, sustainability of operations, inter alia, 
is imperative which in turn rests on smooth release of funds. Allocated financial 
resources for FY 2020-21 were released in time which WMS optimally utilized for 
carrying out its operations at the Head office and its Regional offices by adopting 
strict financial discipline in line with the Government’s austerity drive. 

The Indicative Budget Ceiling (IBC) of this Secretariat including its 13 Regional 
Offices located at Lahore, Karachi, Peshawar, Quetta, Faisalabad, Multan, 
Sukkur, D.I. Khan, Hyderabad, Abbottabad, Bahawalpur, Gujranwala and 
Sargodha was Rs.793.787 million for the financial year 2020-21. Out of total 
budget, Rs.790.192 million (99.55%) were spent by observing austerity measures, 
whereas Rs.3.595 million were surrendered timely to the Government. It was a 
performance based budget. Funds were utilized by adopting a comprehensive fiscal 
plan. All the heads of expenditure were monitored by the Wafaqi Mohtasib himself 
on monthly basis during the year to ensure the financial propriety and discipline 
in letter and spirit. As a result, all the expenses incurred at Head Office as well as 
Regional Offices were in line with the directions of the Federal Government issued 
from time to time during the year.

It is instructive to have a plain look at the previous five years (2016-17 to 
2020-21)data of annual budgetary allocation and actual expenditure of Wafaqi 
Mohtasib Secretariat. The table below manifests that there has been consistent 
increase in the allocated budget during last five years i.e. 2016-17 to 2020-21 at 
varying percentages. It further reveals that there has been appreciable rise in two 
years i.e. 2017-18 and 2020-21 by 7.79% and 11.10% compared to the preceding 
years respectively, though more pronounced in 2020-21 with 11.10%.

These statistics clearly manifest the Government’s unflinching commitment to the 
mandate/cause of the Office of Wafaqi 
Mohtasib as well as its profound trust 
in the steady performance of this 
institution. Figures further transpire 
that in the year 2016-17 and 2017-18, 
expenditure incurred slightly increased 
from the allocated budget by 10.20 and 
14.58 million, respectively, whereas in 
the succeeding three years, 2018-19, 
2019-20 and 2020-21, there have been 
savings of Rs.11.26 million, 1.657 
million and 0.595 million, respectively.

Internal / External Audit

An elaborate mechanism for Internal Audit is in place in the WMS. All approvals 
for financial expenditures pass through rigorous internal audit procedures before 
approval.

Budget was effectively utilized by following prescribed financial discipline. 
Expenditure under various heads of account was closely monitored on monthly 
basis. The expenses occurred on procurement were also rationalized. The Wafaqi 
Mohtasib himself reviewed monthly financial accounts to ensure financial 
discipline. Thus, the expenditure incurred during the year was in line with the 
directions of the AGPR and the District Accounts Office of the respective regions. 
The WMS audit team undertook periodic visits to the Regional Offices and 
conducted comprehensive internal audit.   

As regard the external audit, the Departmental Accounts Committee (DAC) 
meeting on Printed Audit Report of 2012-13 was held on 21.09.2021. It settled two 
(2) paras out of three (3) paras and verified recovery of Rs.248,062, effected by 
Wafaqi Mohtasib Secretariat, which was also endorsed by Public Accounts 
Committee (PAC) in its meeting held on 05.10.2021. The DAC held on 21.09.2021 
also accounted for Appropriation of Accounts for the years 2018-19, 2017-18, 
2015-16, 2014-15, 2013-14, 2011-12, 2010-11 and 2009-10 and settled all the above 
accounts.  The DAC on the Draft Audit Report of 2019 was held on 14.01.2020 for 
Wafaqi Mohtasib Secretariat, Head Office and Regional Office, Hyderabad and 
settled all paras of the report. The DAC on the Draft Audit Report of 2020 was held 
on 14.07.2021 for Regional Office, Quetta, Lahore & Peshawar and almost all the 
paras were settled by the DAC. 
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The dispensation of speedy and inexpensive justice at the doorsteps of the people 
has been one of the foremost undertakings of the Wafaqi Mohtasib Secretariat 
(WMS). However, despite the good work done over the decades, a large portion of 
the population is still unaware about the role of WMS in providing relief against 
maladministration on the part of 
Federal agencies. As per the available 
data 1,710,948 households have 
benefited from the services of the 
Wafaqi Mohtasib’s Office since its 
inception which offer a groundswell of 
support for its operations. The 
incidence of complaints rose from 7,812 
in 1983 to 110,398 in 2021 reflecting an 
immense confidence and trust of the 
general public. The goodwill earned 
from the millions of complainants 
reinforces the resolve of the Wafaqi Mohtasib’s institution to eradicate 
maladministration from the society.

The Honourable President of Pakistan 
during his visit to the WMS, Islamabad 
on 15 June 2021 stressed the need for 
raising awareness and extending 
outreach of the WMS to the 
marginalized segments of the society 
and far flung areas for redressal of their 
grievances against the Federal 
agencies. Earlier, attending a Seminar 
on Creating Public Awareness, held on 
2 May 2019 at Aiwan-e-Sadr, 
Islamabad, he advised to use the tools of electronic, print and social media to 
highlight the operations of the Wafaqi Mohtasib’s Office and enhance its footprint 
in the country. 

Accordingly, in line with the vision of the Honourable President, the year 2020 was 
designated as the Year of Raising Awareness. Encouraged by the positive results, 
it was decided to continue this awareness campaign in the year 2021. The high 
level steering committee constituted by the Wafaqi Mohtasib for this purpose 
undertook a number of meetings to review the progress of the awareness campaign 
and to make it result oriented. The Media and Publication Wing disseminated 
information about the activities of the WMS by using all media tools i.e. 
Electronic/Print Media, Radio Pakistan, FM radio channels, Cable channels, 
Website, integrated websites of 178 agencies, Facebook, Instagram, Mobile Phones 
and through Newsletters. The Wafaqi Mohtasib monitored the outcome of the 
campaign and suggested improvements where required. As a result, the outreach 

of the institution has not only improved by covering hitherto the far flung areas 
but also provided relief to those who have been subjected to persistent 
maladministration on the part of Federal agencies.

Media Strategy     

A committee of senior officers was appointed by the Wafaqi Mohtasib to chalk out 
a comprehensive media strategy and a roadmap for the awareness campaign. The 
broad contours of the strategy formulated through an extended consultative 
process include:

♦ Setting up of a steering committee to oversee the conduct of awareness 
campaign

♦ Strengthening the media wing of WMS to improve its functioning 

♦ Effective engagement with media personnel (both print and digital)

♦ Tapping into social media for the purpose of  awareness 

♦ Reaching out to various segments of society

♦ Approaching students of universities by making them ambassadors of 
Wafaqi Mohtasib

♦ Increasing the interaction of WMS officials with media at district and tehsil 
levels

♦ Exploring new avenues of interaction with public 

i. Steering Committee on Media: The Media and Publication Wing of the 

WMS was strengthened. The Wafaqi Mohtasib constituted a high level 
Steering Committee on Media under the chairmanship of a Senior Advisor 
to formulate and oversee the implementation of media strategy and to 
monitor the functioning of the Media and Publication Wing. The Committee 
monitored the status of implementation of the media strategy and ensured 
that it was followed in letter and spirit throughout the year.

ii. Spokesperson: The WMS designated an official spokesman to interact with 
media on regular basis and keep it informed about the important activities 
of the WMS.

iii. Public Awareness Seminars: Due to COVID-19 pandemic, the interaction 
with public, especially students was hindered. However, keeping the safety 
precautions, the awareness drive 
continued in slow pace. 
Seminars were planned at 
different stations but were 
postponed due to the pandemic.

iv. New Template of Website:  The 
website of the Wafaqi Mohtasib 
Secretariat (mohtasib.gov.pk) 
has been redesigned with a new 
template with its user-friendly 
interface and extra security 
features. All relevant 
information in the form of 
videos, pictures, important 
rulings and documents were 
uploaded and the website was 
updated on regular basis. It was 
visited by 305,800 users during 
2021 which was more than 
double of the last year. The 
website also allowed online 
registration of complaints, 
feedback from general public and was linked with official Face Book, 
Instagram pages and YouTube Channel of the WMS. 

v. Mobile App:  As part of digital transformation, a Mobile Application of the 
WMS remained fully functional, which was visited by 217,199 users and 
10,127 complaints were received during 2021.  This Application was 
designed to enhance ease of access and portability allowing citizens 
especially the Overseas Pakistanis to lodge their complaints against federal 
government agencies without personally visiting the office of the WMS.  The 
App. not only allows a complainant to keep a track of his complaint but also 
provides the ease of viewing and downloading the Findings in his complaint 
after completion of hearing.

vi. Feedback from General Public:  Similarly, a feedback mechanism has been 
introduced on the website of the WMS, where a complainant could share his 
feedback regarding his case. The feedback was properly followed-up and 
necessary instructions were issued to the related Investigating Officers and 
other officials of the WMS. 

vii. Facebook, Instagram and YouTube: Official pages were launched on 
Facebook, Instagram and channel was created on YouTube. All important 
updates regarding the activities of the WMS were regularly shared on these 
official outlets and were viewed by 52,854 people during 2021. 

viii. Quarterly Newsletter:  A conventional mode of mass media, the Newsletter 
was used for the purpose of raising awareness.  Quarterly issues of the 
WMS Newsletter were published both in English and Urdu containing all 
important activities and rulings in various complaints made to the WMS.  A 
soft copy of the Newsletter was also uploaded on the Secretariat’s website, 
facebook and instagram to make it available for everyone. It was circulated 
at a large scale in government, media and private circle. 

ix. Action by PTA:   Cellular technology was also used to reach out to the 
citizens.  For this purpose, PTA was requested to send public awareness 
messages on all the cellular networks operating in Pakistan. Accordingly, all 
mobile operators send the awareness messages to mobile phone users.

x. Action by PEMRA: With the help of PEMRA, public awareness messages 
were telecast on all TV/FM Radio Channels and Cable Operators across 
Pakistan regarding the role of WMS to create greater awareness. 

xi. Integration of websites: Almost 178 Federal agencies have been integrated 
with the CMIS of WMS.  An informational advertisement has been 
displayed on the websites of all integrated departments for awareness 
purposes. 

xii. Promos and Documentary: Using the mode of advertorial, the Wafaqi 
Mohtasib commissioned a documentary and promos highlighting the role 
and importance of the WMS on different TV channels and Cable Operators 
to persuade more and more citizens to come forward to seek redress against 
the maladministration of Federal government agencies. 

xiii. Cyber Crime against Children: The National Commissioner for Children of 
WMS held number of meetings with the stakeholders for Prevention and 
Control of Cyber Crimes against Children which were highlighted in media. 
With the help of Radio Pakistan, a special message for children was 
broadcast in 22 languages around the country for awareness. 

xiv. Boards and Posters: On the recommendations of the Steering Committee, 
informational boards have been mounted on prominent places of federal 
institutions/public offices of Federal agencies. Furthermore, 
mounted/framed posters were prepared and distributed among the agencies 

and Pakistan Missions abroad for the purpose of display to create 
awareness on the role and functioning of WMS among general public and 
Overseas Pakistanis.  The National Highway Authority and Pakistan 
Railways have been requested for installation of awareness boards at toll 
plazas on highways and motorways and at railway stations.

xv. Liaison with Media: An effort was made to establish regular liaison with 
print and electronic media through press releases/visits of Media Houses 
and meetings with media persons on important activities of the WMS and 
media coverage was also shared on the website and other social media tools.  

xvi. Press Conferences: The Wafaqi Mohtasib held number of press conferences 
at head office and regional offices throughout the year to interact with 
media persons. During these media talks, the Wafaqi Mohtasib explained 
the importance of this institution and of suo motu notices taken by him in 
public interest and the important rulings he issued during the year.

xvii. Press Releases: The Media Wing of WMS issued number of press releases 
on the activities of Wafaqi Mohtasib highlighting important decisions made 
by him  from Head Office as well Regional Offices which appeared in 
English & Urdu national newspapers and in electronic media. 14 Regional 
Offices also issued number of press releases which appeared in number of 
national and regional newspapers. The press coverage has also been placed 
on the website of WMS to be witnessed by general public.

xviii. Publishing Articles: The Media Wing of WMS also engaged the prominent 
article writers of the country to highlight the good practices, important 
decisions and the role of Wafaqi Mohtasib for dispensation of free of cost 
justice to the general public against mal-administration of federal 
government agencies in their articles in English and Urdu newspapers. 

These efforts successfully materialized and 81 articles were published in 
Urdu and English newspapers during 2021. The Media Wing also arranged 
special interviews and supplements for publication in newspapers. 

xix. Outreach Activities:  The Wafaqi Mohtasib Secretariat continued to pursue 
the  Outreach Complaint Resolution (OCR) mechanism under which the 
officers of Regional Offices were instructed to visit nearest districts and 
tehsils to hear public complaints. The idea was to provide justice at the 
doorsteps of the public by reaching out to them.  During the year, the OCR 
activities were also covered by number of regional and national newspapers.  
The Investigation Officers interacted with local media during their OCR 
visits.  The OCR program was halted for a brief period due to corona 
pandemic but was later revived with full strength. This also helped in 
creating public awareness among the masses.  

As per the available data 
1,710,948 households have 
benefited from WMS services since 
its inception which offer 
groundswell of support for its 
operations. The incidence of 
complaints rose from 7,812 in 1983 
to 110,398 in 2021 reflecting an 
immense confidence and trust of 
the general public.

The Hon’ble President of Pakistan 
during his visit to the WMS on 15 
June 2021 stressed the need for 
raising awareness and extending 
outreach of the WMS to the 
marginalized segments of the 
society and far flung areas for 
redressal of their grievances. 

CHAPTER 11
PUBLIC AWARENESS
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PUBLIC AWARENESS

The dispensation of speedy and inexpensive justice at the doorsteps of the people 
has been one of the foremost undertakings of the Wafaqi Mohtasib Secretariat 
(WMS). However, despite the good work done over the decades, a large portion of 
the population is still unaware about the role of WMS in providing relief against 
maladministration on the part of 
Federal agencies. As per the available 
data 1,710,948 households have 
benefited from the services of the 
Wafaqi Mohtasib’s Office since its 
inception which offer a groundswell of 
support for its operations. The 
incidence of complaints rose from 7,812 
in 1983 to 110,398 in 2021 reflecting an 
immense confidence and trust of the 
general public. The goodwill earned 
from the millions of complainants 
reinforces the resolve of the Wafaqi Mohtasib’s institution to eradicate 
maladministration from the society.

The Honourable President of Pakistan 
during his visit to the WMS, Islamabad 
on 15 June 2021 stressed the need for 
raising awareness and extending 
outreach of the WMS to the 
marginalized segments of the society 
and far flung areas for redressal of their 
grievances against the Federal 
agencies. Earlier, attending a Seminar 
on Creating Public Awareness, held on 
2 May 2019 at Aiwan-e-Sadr, 
Islamabad, he advised to use the tools of electronic, print and social media to 
highlight the operations of the Wafaqi Mohtasib’s Office and enhance its footprint 
in the country. 

Accordingly, in line with the vision of the Honourable President, the year 2020 was 
designated as the Year of Raising Awareness. Encouraged by the positive results, 
it was decided to continue this awareness campaign in the year 2021. The high 
level steering committee constituted by the Wafaqi Mohtasib for this purpose 
undertook a number of meetings to review the progress of the awareness campaign 
and to make it result oriented. The Media and Publication Wing disseminated 
information about the activities of the WMS by using all media tools i.e. 
Electronic/Print Media, Radio Pakistan, FM radio channels, Cable channels, 
Website, integrated websites of 178 agencies, Facebook, Instagram, Mobile Phones 
and through Newsletters. The Wafaqi Mohtasib monitored the outcome of the 
campaign and suggested improvements where required. As a result, the outreach 

of the institution has not only improved by covering hitherto the far flung areas 
but also provided relief to those who have been subjected to persistent 
maladministration on the part of Federal agencies.

Media Strategy     

A committee of senior officers was appointed by the Wafaqi Mohtasib to chalk out 
a comprehensive media strategy and a roadmap for the awareness campaign. The 
broad contours of the strategy formulated through an extended consultative 
process include:

♦ Setting up of a steering committee to oversee the conduct of awareness 
campaign

♦ Strengthening the media wing of WMS to improve its functioning 

♦ Effective engagement with media personnel (both print and digital)

♦ Tapping into social media for the purpose of  awareness 

♦ Reaching out to various segments of society

♦ Approaching students of universities by making them ambassadors of 
Wafaqi Mohtasib

♦ Increasing the interaction of WMS officials with media at district and tehsil 
levels

♦ Exploring new avenues of interaction with public 

i. Steering Committee on Media: The Media and Publication Wing of the 

WMS was strengthened. The Wafaqi Mohtasib constituted a high level 
Steering Committee on Media under the chairmanship of a Senior Advisor 
to formulate and oversee the implementation of media strategy and to 
monitor the functioning of the Media and Publication Wing. The Committee 
monitored the status of implementation of the media strategy and ensured 
that it was followed in letter and spirit throughout the year.

ii. Spokesperson: The WMS designated an official spokesman to interact with 
media on regular basis and keep it informed about the important activities 
of the WMS.

iii. Public Awareness Seminars: Due to COVID-19 pandemic, the interaction 
with public, especially students was hindered. However, keeping the safety 
precautions, the awareness drive 
continued in slow pace. 
Seminars were planned at 
different stations but were 
postponed due to the pandemic.

iv. New Template of Website:  The 
website of the Wafaqi Mohtasib 
Secretariat (mohtasib.gov.pk) 
has been redesigned with a new 
template with its user-friendly 
interface and extra security 
features. All relevant 
information in the form of 
videos, pictures, important 
rulings and documents were 
uploaded and the website was 
updated on regular basis. It was 
visited by 305,800 users during 
2021 which was more than 
double of the last year. The 
website also allowed online 
registration of complaints, 
feedback from general public and was linked with official Face Book, 
Instagram pages and YouTube Channel of the WMS. 

v. Mobile App:  As part of digital transformation, a Mobile Application of the 
WMS remained fully functional, which was visited by 217,199 users and 
10,127 complaints were received during 2021.  This Application was 
designed to enhance ease of access and portability allowing citizens 
especially the Overseas Pakistanis to lodge their complaints against federal 
government agencies without personally visiting the office of the WMS.  The 
App. not only allows a complainant to keep a track of his complaint but also 
provides the ease of viewing and downloading the Findings in his complaint 
after completion of hearing.

vi. Feedback from General Public:  Similarly, a feedback mechanism has been 
introduced on the website of the WMS, where a complainant could share his 
feedback regarding his case. The feedback was properly followed-up and 
necessary instructions were issued to the related Investigating Officers and 
other officials of the WMS. 

vii. Facebook, Instagram and YouTube: Official pages were launched on 
Facebook, Instagram and channel was created on YouTube. All important 
updates regarding the activities of the WMS were regularly shared on these 
official outlets and were viewed by 52,854 people during 2021. 

viii. Quarterly Newsletter:  A conventional mode of mass media, the Newsletter 
was used for the purpose of raising awareness.  Quarterly issues of the 
WMS Newsletter were published both in English and Urdu containing all 
important activities and rulings in various complaints made to the WMS.  A 
soft copy of the Newsletter was also uploaded on the Secretariat’s website, 
facebook and instagram to make it available for everyone. It was circulated 
at a large scale in government, media and private circle. 

ix. Action by PTA:   Cellular technology was also used to reach out to the 
citizens.  For this purpose, PTA was requested to send public awareness 
messages on all the cellular networks operating in Pakistan. Accordingly, all 
mobile operators send the awareness messages to mobile phone users.

x. Action by PEMRA: With the help of PEMRA, public awareness messages 
were telecast on all TV/FM Radio Channels and Cable Operators across 
Pakistan regarding the role of WMS to create greater awareness. 

xi. Integration of websites: Almost 178 Federal agencies have been integrated 
with the CMIS of WMS.  An informational advertisement has been 
displayed on the websites of all integrated departments for awareness 
purposes. 

xii. Promos and Documentary: Using the mode of advertorial, the Wafaqi 
Mohtasib commissioned a documentary and promos highlighting the role 
and importance of the WMS on different TV channels and Cable Operators 
to persuade more and more citizens to come forward to seek redress against 
the maladministration of Federal government agencies. 

xiii. Cyber Crime against Children: The National Commissioner for Children of 
WMS held number of meetings with the stakeholders for Prevention and 
Control of Cyber Crimes against Children which were highlighted in media. 
With the help of Radio Pakistan, a special message for children was 
broadcast in 22 languages around the country for awareness. 

xiv. Boards and Posters: On the recommendations of the Steering Committee, 
informational boards have been mounted on prominent places of federal 
institutions/public offices of Federal agencies. Furthermore, 
mounted/framed posters were prepared and distributed among the agencies 

and Pakistan Missions abroad for the purpose of display to create 
awareness on the role and functioning of WMS among general public and 
Overseas Pakistanis.  The National Highway Authority and Pakistan 
Railways have been requested for installation of awareness boards at toll 
plazas on highways and motorways and at railway stations.

xv. Liaison with Media: An effort was made to establish regular liaison with 
print and electronic media through press releases/visits of Media Houses 
and meetings with media persons on important activities of the WMS and 
media coverage was also shared on the website and other social media tools.  

xvi. Press Conferences: The Wafaqi Mohtasib held number of press conferences 
at head office and regional offices throughout the year to interact with 
media persons. During these media talks, the Wafaqi Mohtasib explained 
the importance of this institution and of suo motu notices taken by him in 
public interest and the important rulings he issued during the year.

xvii. Press Releases: The Media Wing of WMS issued number of press releases 
on the activities of Wafaqi Mohtasib highlighting important decisions made 
by him  from Head Office as well Regional Offices which appeared in 
English & Urdu national newspapers and in electronic media. 14 Regional 
Offices also issued number of press releases which appeared in number of 
national and regional newspapers. The press coverage has also been placed 
on the website of WMS to be witnessed by general public.

xviii. Publishing Articles: The Media Wing of WMS also engaged the prominent 
article writers of the country to highlight the good practices, important 
decisions and the role of Wafaqi Mohtasib for dispensation of free of cost 
justice to the general public against mal-administration of federal 
government agencies in their articles in English and Urdu newspapers. 

These efforts successfully materialized and 81 articles were published in 
Urdu and English newspapers during 2021. The Media Wing also arranged 
special interviews and supplements for publication in newspapers. 

xix. Outreach Activities:  The Wafaqi Mohtasib Secretariat continued to pursue 
the  Outreach Complaint Resolution (OCR) mechanism under which the 
officers of Regional Offices were instructed to visit nearest districts and 
tehsils to hear public complaints. The idea was to provide justice at the 
doorsteps of the public by reaching out to them.  During the year, the OCR 
activities were also covered by number of regional and national newspapers.  
The Investigation Officers interacted with local media during their OCR 
visits.  The OCR program was halted for a brief period due to corona 
pandemic but was later revived with full strength. This also helped in 
creating public awareness among the masses.  

The Federal Ombudsman, Syed Tahir Shahbaz chairing a meeting on media awareness campaign on the Role 
of Wafaqi Mohtasib 
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PUBLIC AWARENESS

The dispensation of speedy and inexpensive justice at the doorsteps of the people 
has been one of the foremost undertakings of the Wafaqi Mohtasib Secretariat 
(WMS). However, despite the good work done over the decades, a large portion of 
the population is still unaware about the role of WMS in providing relief against 
maladministration on the part of 
Federal agencies. As per the available 
data 1,710,948 households have 
benefited from the services of the 
Wafaqi Mohtasib’s Office since its 
inception which offer a groundswell of 
support for its operations. The 
incidence of complaints rose from 7,812 
in 1983 to 110,398 in 2021 reflecting an 
immense confidence and trust of the 
general public. The goodwill earned 
from the millions of complainants 
reinforces the resolve of the Wafaqi Mohtasib’s institution to eradicate 
maladministration from the society.

The Honourable President of Pakistan 
during his visit to the WMS, Islamabad 
on 15 June 2021 stressed the need for 
raising awareness and extending 
outreach of the WMS to the 
marginalized segments of the society 
and far flung areas for redressal of their 
grievances against the Federal 
agencies. Earlier, attending a Seminar 
on Creating Public Awareness, held on 
2 May 2019 at Aiwan-e-Sadr, 
Islamabad, he advised to use the tools of electronic, print and social media to 
highlight the operations of the Wafaqi Mohtasib’s Office and enhance its footprint 
in the country. 

Accordingly, in line with the vision of the Honourable President, the year 2020 was 
designated as the Year of Raising Awareness. Encouraged by the positive results, 
it was decided to continue this awareness campaign in the year 2021. The high 
level steering committee constituted by the Wafaqi Mohtasib for this purpose 
undertook a number of meetings to review the progress of the awareness campaign 
and to make it result oriented. The Media and Publication Wing disseminated 
information about the activities of the WMS by using all media tools i.e. 
Electronic/Print Media, Radio Pakistan, FM radio channels, Cable channels, 
Website, integrated websites of 178 agencies, Facebook, Instagram, Mobile Phones 
and through Newsletters. The Wafaqi Mohtasib monitored the outcome of the 
campaign and suggested improvements where required. As a result, the outreach 

of the institution has not only improved by covering hitherto the far flung areas 
but also provided relief to those who have been subjected to persistent 
maladministration on the part of Federal agencies.

Media Strategy     

A committee of senior officers was appointed by the Wafaqi Mohtasib to chalk out 
a comprehensive media strategy and a roadmap for the awareness campaign. The 
broad contours of the strategy formulated through an extended consultative 
process include:

♦ Setting up of a steering committee to oversee the conduct of awareness 
campaign

♦ Strengthening the media wing of WMS to improve its functioning 

♦ Effective engagement with media personnel (both print and digital)

♦ Tapping into social media for the purpose of  awareness 

♦ Reaching out to various segments of society

♦ Approaching students of universities by making them ambassadors of 
Wafaqi Mohtasib

♦ Increasing the interaction of WMS officials with media at district and tehsil 
levels

♦ Exploring new avenues of interaction with public 

i. Steering Committee on Media: The Media and Publication Wing of the 

WMS was strengthened. The Wafaqi Mohtasib constituted a high level 
Steering Committee on Media under the chairmanship of a Senior Advisor 
to formulate and oversee the implementation of media strategy and to 
monitor the functioning of the Media and Publication Wing. The Committee 
monitored the status of implementation of the media strategy and ensured 
that it was followed in letter and spirit throughout the year.

ii. Spokesperson: The WMS designated an official spokesman to interact with 
media on regular basis and keep it informed about the important activities 
of the WMS.

iii. Public Awareness Seminars: Due to COVID-19 pandemic, the interaction 
with public, especially students was hindered. However, keeping the safety 
precautions, the awareness drive 
continued in slow pace. 
Seminars were planned at 
different stations but were 
postponed due to the pandemic.

iv. New Template of Website:  The 
website of the Wafaqi Mohtasib 
Secretariat (mohtasib.gov.pk) 
has been redesigned with a new 
template with its user-friendly 
interface and extra security 
features. All relevant 
information in the form of 
videos, pictures, important 
rulings and documents were 
uploaded and the website was 
updated on regular basis. It was 
visited by 305,800 users during 
2021 which was more than 
double of the last year. The 
website also allowed online 
registration of complaints, 
feedback from general public and was linked with official Face Book, 
Instagram pages and YouTube Channel of the WMS. 

v. Mobile App:  As part of digital transformation, a Mobile Application of the 
WMS remained fully functional, which was visited by 217,199 users and 
10,127 complaints were received during 2021.  This Application was 
designed to enhance ease of access and portability allowing citizens 
especially the Overseas Pakistanis to lodge their complaints against federal 
government agencies without personally visiting the office of the WMS.  The 
App. not only allows a complainant to keep a track of his complaint but also 
provides the ease of viewing and downloading the Findings in his complaint 
after completion of hearing.

vi. Feedback from General Public:  Similarly, a feedback mechanism has been 
introduced on the website of the WMS, where a complainant could share his 
feedback regarding his case. The feedback was properly followed-up and 
necessary instructions were issued to the related Investigating Officers and 
other officials of the WMS. 

vii. Facebook, Instagram and YouTube: Official pages were launched on 
Facebook, Instagram and channel was created on YouTube. All important 
updates regarding the activities of the WMS were regularly shared on these 
official outlets and were viewed by 52,854 people during 2021. 

viii. Quarterly Newsletter:  A conventional mode of mass media, the Newsletter 
was used for the purpose of raising awareness.  Quarterly issues of the 
WMS Newsletter were published both in English and Urdu containing all 
important activities and rulings in various complaints made to the WMS.  A 
soft copy of the Newsletter was also uploaded on the Secretariat’s website, 
facebook and instagram to make it available for everyone. It was circulated 
at a large scale in government, media and private circle. 

ix. Action by PTA:   Cellular technology was also used to reach out to the 
citizens.  For this purpose, PTA was requested to send public awareness 
messages on all the cellular networks operating in Pakistan. Accordingly, all 
mobile operators send the awareness messages to mobile phone users.

x. Action by PEMRA: With the help of PEMRA, public awareness messages 
were telecast on all TV/FM Radio Channels and Cable Operators across 
Pakistan regarding the role of WMS to create greater awareness. 

xi. Integration of websites: Almost 178 Federal agencies have been integrated 
with the CMIS of WMS.  An informational advertisement has been 
displayed on the websites of all integrated departments for awareness 
purposes. 

xii. Promos and Documentary: Using the mode of advertorial, the Wafaqi 
Mohtasib commissioned a documentary and promos highlighting the role 
and importance of the WMS on different TV channels and Cable Operators 
to persuade more and more citizens to come forward to seek redress against 
the maladministration of Federal government agencies. 

xiii. Cyber Crime against Children: The National Commissioner for Children of 
WMS held number of meetings with the stakeholders for Prevention and 
Control of Cyber Crimes against Children which were highlighted in media. 
With the help of Radio Pakistan, a special message for children was 
broadcast in 22 languages around the country for awareness. 

xiv. Boards and Posters: On the recommendations of the Steering Committee, 
informational boards have been mounted on prominent places of federal 
institutions/public offices of Federal agencies. Furthermore, 
mounted/framed posters were prepared and distributed among the agencies 

and Pakistan Missions abroad for the purpose of display to create 
awareness on the role and functioning of WMS among general public and 
Overseas Pakistanis.  The National Highway Authority and Pakistan 
Railways have been requested for installation of awareness boards at toll 
plazas on highways and motorways and at railway stations.

xv. Liaison with Media: An effort was made to establish regular liaison with 
print and electronic media through press releases/visits of Media Houses 
and meetings with media persons on important activities of the WMS and 
media coverage was also shared on the website and other social media tools.  

xvi. Press Conferences: The Wafaqi Mohtasib held number of press conferences 
at head office and regional offices throughout the year to interact with 
media persons. During these media talks, the Wafaqi Mohtasib explained 
the importance of this institution and of suo motu notices taken by him in 
public interest and the important rulings he issued during the year.

xvii. Press Releases: The Media Wing of WMS issued number of press releases 
on the activities of Wafaqi Mohtasib highlighting important decisions made 
by him  from Head Office as well Regional Offices which appeared in 
English & Urdu national newspapers and in electronic media. 14 Regional 
Offices also issued number of press releases which appeared in number of 
national and regional newspapers. The press coverage has also been placed 
on the website of WMS to be witnessed by general public.

xviii. Publishing Articles: The Media Wing of WMS also engaged the prominent 
article writers of the country to highlight the good practices, important 
decisions and the role of Wafaqi Mohtasib for dispensation of free of cost 
justice to the general public against mal-administration of federal 
government agencies in their articles in English and Urdu newspapers. 

These efforts successfully materialized and 81 articles were published in 
Urdu and English newspapers during 2021. The Media Wing also arranged 
special interviews and supplements for publication in newspapers. 

xix. Outreach Activities:  The Wafaqi Mohtasib Secretariat continued to pursue 
the  Outreach Complaint Resolution (OCR) mechanism under which the 
officers of Regional Offices were instructed to visit nearest districts and 
tehsils to hear public complaints. The idea was to provide justice at the 
doorsteps of the public by reaching out to them.  During the year, the OCR 
activities were also covered by number of regional and national newspapers.  
The Investigation Officers interacted with local media during their OCR 
visits.  The OCR program was halted for a brief period due to corona 
pandemic but was later revived with full strength. This also helped in 
creating public awareness among the masses.  

Media Strategy
♦  Setting up of a steering 

committee to oversee the 
conduct of awareness 
campaign

♦  Strengthening media wing 
of WMS

♦  Effective engagement with 
media personnel

♦  Tapping into social media
♦  Reaching out to various 

segments of society
♦  Approaching students of 

universities by making 
them ambassadors of 
Wafaqi Mohtasib

♦  Increasing interaction with 
media at district and tehsil 
levels

♦  Exploring new avenues of 
interaction with public 
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PUBLIC AWARENESS

The dispensation of speedy and inexpensive justice at the doorsteps of the people 
has been one of the foremost undertakings of the Wafaqi Mohtasib Secretariat 
(WMS). However, despite the good work done over the decades, a large portion of 
the population is still unaware about the role of WMS in providing relief against 
maladministration on the part of 
Federal agencies. As per the available 
data 1,710,948 households have 
benefited from the services of the 
Wafaqi Mohtasib’s Office since its 
inception which offer a groundswell of 
support for its operations. The 
incidence of complaints rose from 7,812 
in 1983 to 110,398 in 2021 reflecting an 
immense confidence and trust of the 
general public. The goodwill earned 
from the millions of complainants 
reinforces the resolve of the Wafaqi Mohtasib’s institution to eradicate 
maladministration from the society.

The Honourable President of Pakistan 
during his visit to the WMS, Islamabad 
on 15 June 2021 stressed the need for 
raising awareness and extending 
outreach of the WMS to the 
marginalized segments of the society 
and far flung areas for redressal of their 
grievances against the Federal 
agencies. Earlier, attending a Seminar 
on Creating Public Awareness, held on 
2 May 2019 at Aiwan-e-Sadr, 
Islamabad, he advised to use the tools of electronic, print and social media to 
highlight the operations of the Wafaqi Mohtasib’s Office and enhance its footprint 
in the country. 

Accordingly, in line with the vision of the Honourable President, the year 2020 was 
designated as the Year of Raising Awareness. Encouraged by the positive results, 
it was decided to continue this awareness campaign in the year 2021. The high 
level steering committee constituted by the Wafaqi Mohtasib for this purpose 
undertook a number of meetings to review the progress of the awareness campaign 
and to make it result oriented. The Media and Publication Wing disseminated 
information about the activities of the WMS by using all media tools i.e. 
Electronic/Print Media, Radio Pakistan, FM radio channels, Cable channels, 
Website, integrated websites of 178 agencies, Facebook, Instagram, Mobile Phones 
and through Newsletters. The Wafaqi Mohtasib monitored the outcome of the 
campaign and suggested improvements where required. As a result, the outreach 

of the institution has not only improved by covering hitherto the far flung areas 
but also provided relief to those who have been subjected to persistent 
maladministration on the part of Federal agencies.

Media Strategy     

A committee of senior officers was appointed by the Wafaqi Mohtasib to chalk out 
a comprehensive media strategy and a roadmap for the awareness campaign. The 
broad contours of the strategy formulated through an extended consultative 
process include:

♦ Setting up of a steering committee to oversee the conduct of awareness 
campaign

♦ Strengthening the media wing of WMS to improve its functioning 

♦ Effective engagement with media personnel (both print and digital)

♦ Tapping into social media for the purpose of  awareness 

♦ Reaching out to various segments of society

♦ Approaching students of universities by making them ambassadors of 
Wafaqi Mohtasib

♦ Increasing the interaction of WMS officials with media at district and tehsil 
levels

♦ Exploring new avenues of interaction with public 

i. Steering Committee on Media: The Media and Publication Wing of the 

WMS was strengthened. The Wafaqi Mohtasib constituted a high level 
Steering Committee on Media under the chairmanship of a Senior Advisor 
to formulate and oversee the implementation of media strategy and to 
monitor the functioning of the Media and Publication Wing. The Committee 
monitored the status of implementation of the media strategy and ensured 
that it was followed in letter and spirit throughout the year.

ii. Spokesperson: The WMS designated an official spokesman to interact with 
media on regular basis and keep it informed about the important activities 
of the WMS.

iii. Public Awareness Seminars: Due to COVID-19 pandemic, the interaction 
with public, especially students was hindered. However, keeping the safety 
precautions, the awareness drive 
continued in slow pace. 
Seminars were planned at 
different stations but were 
postponed due to the pandemic.

iv. New Template of Website:  The 
website of the Wafaqi Mohtasib 
Secretariat (mohtasib.gov.pk) 
has been redesigned with a new 
template with its user-friendly 
interface and extra security 
features. All relevant 
information in the form of 
videos, pictures, important 
rulings and documents were 
uploaded and the website was 
updated on regular basis. It was 
visited by 305,800 users during 
2021 which was more than 
double of the last year. The 
website also allowed online 
registration of complaints, 
feedback from general public and was linked with official Face Book, 
Instagram pages and YouTube Channel of the WMS. 

v. Mobile App:  As part of digital transformation, a Mobile Application of the 
WMS remained fully functional, which was visited by 217,199 users and 
10,127 complaints were received during 2021.  This Application was 
designed to enhance ease of access and portability allowing citizens 
especially the Overseas Pakistanis to lodge their complaints against federal 
government agencies without personally visiting the office of the WMS.  The 
App. not only allows a complainant to keep a track of his complaint but also 
provides the ease of viewing and downloading the Findings in his complaint 
after completion of hearing.

vi. Feedback from General Public:  Similarly, a feedback mechanism has been 
introduced on the website of the WMS, where a complainant could share his 
feedback regarding his case. The feedback was properly followed-up and 
necessary instructions were issued to the related Investigating Officers and 
other officials of the WMS. 

vii. Facebook, Instagram and YouTube: Official pages were launched on 
Facebook, Instagram and channel was created on YouTube. All important 
updates regarding the activities of the WMS were regularly shared on these 
official outlets and were viewed by 52,854 people during 2021. 

viii. Quarterly Newsletter:  A conventional mode of mass media, the Newsletter 
was used for the purpose of raising awareness.  Quarterly issues of the 
WMS Newsletter were published both in English and Urdu containing all 
important activities and rulings in various complaints made to the WMS.  A 
soft copy of the Newsletter was also uploaded on the Secretariat’s website, 
facebook and instagram to make it available for everyone. It was circulated 
at a large scale in government, media and private circle. 

ix. Action by PTA:   Cellular technology was also used to reach out to the 
citizens.  For this purpose, PTA was requested to send public awareness 
messages on all the cellular networks operating in Pakistan. Accordingly, all 
mobile operators send the awareness messages to mobile phone users.

x. Action by PEMRA: With the help of PEMRA, public awareness messages 
were telecast on all TV/FM Radio Channels and Cable Operators across 
Pakistan regarding the role of WMS to create greater awareness. 

xi. Integration of websites: Almost 178 Federal agencies have been integrated 
with the CMIS of WMS.  An informational advertisement has been 
displayed on the websites of all integrated departments for awareness 
purposes. 

xii. Promos and Documentary: Using the mode of advertorial, the Wafaqi 
Mohtasib commissioned a documentary and promos highlighting the role 
and importance of the WMS on different TV channels and Cable Operators 
to persuade more and more citizens to come forward to seek redress against 
the maladministration of Federal government agencies. 

xiii. Cyber Crime against Children: The National Commissioner for Children of 
WMS held number of meetings with the stakeholders for Prevention and 
Control of Cyber Crimes against Children which were highlighted in media. 
With the help of Radio Pakistan, a special message for children was 
broadcast in 22 languages around the country for awareness. 

xiv. Boards and Posters: On the recommendations of the Steering Committee, 
informational boards have been mounted on prominent places of federal 
institutions/public offices of Federal agencies. Furthermore, 
mounted/framed posters were prepared and distributed among the agencies 

and Pakistan Missions abroad for the purpose of display to create 
awareness on the role and functioning of WMS among general public and 
Overseas Pakistanis.  The National Highway Authority and Pakistan 
Railways have been requested for installation of awareness boards at toll 
plazas on highways and motorways and at railway stations.

xv. Liaison with Media: An effort was made to establish regular liaison with 
print and electronic media through press releases/visits of Media Houses 
and meetings with media persons on important activities of the WMS and 
media coverage was also shared on the website and other social media tools.  

xvi. Press Conferences: The Wafaqi Mohtasib held number of press conferences 
at head office and regional offices throughout the year to interact with 
media persons. During these media talks, the Wafaqi Mohtasib explained 
the importance of this institution and of suo motu notices taken by him in 
public interest and the important rulings he issued during the year.

xvii. Press Releases: The Media Wing of WMS issued number of press releases 
on the activities of Wafaqi Mohtasib highlighting important decisions made 
by him  from Head Office as well Regional Offices which appeared in 
English & Urdu national newspapers and in electronic media. 14 Regional 
Offices also issued number of press releases which appeared in number of 
national and regional newspapers. The press coverage has also been placed 
on the website of WMS to be witnessed by general public.

xviii. Publishing Articles: The Media Wing of WMS also engaged the prominent 
article writers of the country to highlight the good practices, important 
decisions and the role of Wafaqi Mohtasib for dispensation of free of cost 
justice to the general public against mal-administration of federal 
government agencies in their articles in English and Urdu newspapers. 

These efforts successfully materialized and 81 articles were published in 
Urdu and English newspapers during 2021. The Media Wing also arranged 
special interviews and supplements for publication in newspapers. 

xix. Outreach Activities:  The Wafaqi Mohtasib Secretariat continued to pursue 
the  Outreach Complaint Resolution (OCR) mechanism under which the 
officers of Regional Offices were instructed to visit nearest districts and 
tehsils to hear public complaints. The idea was to provide justice at the 
doorsteps of the public by reaching out to them.  During the year, the OCR 
activities were also covered by number of regional and national newspapers.  
The Investigation Officers interacted with local media during their OCR 
visits.  The OCR program was halted for a brief period due to corona 
pandemic but was later revived with full strength. This also helped in 
creating public awareness among the masses.  
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PUBLIC AWARENESS

The dispensation of speedy and inexpensive justice at the doorsteps of the people 
has been one of the foremost undertakings of the Wafaqi Mohtasib Secretariat 
(WMS). However, despite the good work done over the decades, a large portion of 
the population is still unaware about the role of WMS in providing relief against 
maladministration on the part of 
Federal agencies. As per the available 
data 1,710,948 households have 
benefited from the services of the 
Wafaqi Mohtasib’s Office since its 
inception which offer a groundswell of 
support for its operations. The 
incidence of complaints rose from 7,812 
in 1983 to 110,398 in 2021 reflecting an 
immense confidence and trust of the 
general public. The goodwill earned 
from the millions of complainants 
reinforces the resolve of the Wafaqi Mohtasib’s institution to eradicate 
maladministration from the society.

The Honourable President of Pakistan 
during his visit to the WMS, Islamabad 
on 15 June 2021 stressed the need for 
raising awareness and extending 
outreach of the WMS to the 
marginalized segments of the society 
and far flung areas for redressal of their 
grievances against the Federal 
agencies. Earlier, attending a Seminar 
on Creating Public Awareness, held on 
2 May 2019 at Aiwan-e-Sadr, 
Islamabad, he advised to use the tools of electronic, print and social media to 
highlight the operations of the Wafaqi Mohtasib’s Office and enhance its footprint 
in the country. 

Accordingly, in line with the vision of the Honourable President, the year 2020 was 
designated as the Year of Raising Awareness. Encouraged by the positive results, 
it was decided to continue this awareness campaign in the year 2021. The high 
level steering committee constituted by the Wafaqi Mohtasib for this purpose 
undertook a number of meetings to review the progress of the awareness campaign 
and to make it result oriented. The Media and Publication Wing disseminated 
information about the activities of the WMS by using all media tools i.e. 
Electronic/Print Media, Radio Pakistan, FM radio channels, Cable channels, 
Website, integrated websites of 178 agencies, Facebook, Instagram, Mobile Phones 
and through Newsletters. The Wafaqi Mohtasib monitored the outcome of the 
campaign and suggested improvements where required. As a result, the outreach 

of the institution has not only improved by covering hitherto the far flung areas 
but also provided relief to those who have been subjected to persistent 
maladministration on the part of Federal agencies.

Media Strategy     

A committee of senior officers was appointed by the Wafaqi Mohtasib to chalk out 
a comprehensive media strategy and a roadmap for the awareness campaign. The 
broad contours of the strategy formulated through an extended consultative 
process include:

♦ Setting up of a steering committee to oversee the conduct of awareness 
campaign

♦ Strengthening the media wing of WMS to improve its functioning 

♦ Effective engagement with media personnel (both print and digital)

♦ Tapping into social media for the purpose of  awareness 

♦ Reaching out to various segments of society

♦ Approaching students of universities by making them ambassadors of 
Wafaqi Mohtasib

♦ Increasing the interaction of WMS officials with media at district and tehsil 
levels

♦ Exploring new avenues of interaction with public 

i. Steering Committee on Media: The Media and Publication Wing of the 

WMS was strengthened. The Wafaqi Mohtasib constituted a high level 
Steering Committee on Media under the chairmanship of a Senior Advisor 
to formulate and oversee the implementation of media strategy and to 
monitor the functioning of the Media and Publication Wing. The Committee 
monitored the status of implementation of the media strategy and ensured 
that it was followed in letter and spirit throughout the year.

ii. Spokesperson: The WMS designated an official spokesman to interact with 
media on regular basis and keep it informed about the important activities 
of the WMS.

iii. Public Awareness Seminars: Due to COVID-19 pandemic, the interaction 
with public, especially students was hindered. However, keeping the safety 
precautions, the awareness drive 
continued in slow pace. 
Seminars were planned at 
different stations but were 
postponed due to the pandemic.

iv. New Template of Website:  The 
website of the Wafaqi Mohtasib 
Secretariat (mohtasib.gov.pk) 
has been redesigned with a new 
template with its user-friendly 
interface and extra security 
features. All relevant 
information in the form of 
videos, pictures, important 
rulings and documents were 
uploaded and the website was 
updated on regular basis. It was 
visited by 305,800 users during 
2021 which was more than 
double of the last year. The 
website also allowed online 
registration of complaints, 
feedback from general public and was linked with official Face Book, 
Instagram pages and YouTube Channel of the WMS. 

v. Mobile App:  As part of digital transformation, a Mobile Application of the 
WMS remained fully functional, which was visited by 217,199 users and 
10,127 complaints were received during 2021.  This Application was 
designed to enhance ease of access and portability allowing citizens 
especially the Overseas Pakistanis to lodge their complaints against federal 
government agencies without personally visiting the office of the WMS.  The 
App. not only allows a complainant to keep a track of his complaint but also 
provides the ease of viewing and downloading the Findings in his complaint 
after completion of hearing.

vi. Feedback from General Public:  Similarly, a feedback mechanism has been 
introduced on the website of the WMS, where a complainant could share his 
feedback regarding his case. The feedback was properly followed-up and 
necessary instructions were issued to the related Investigating Officers and 
other officials of the WMS. 

vii. Facebook, Instagram and YouTube: Official pages were launched on 
Facebook, Instagram and channel was created on YouTube. All important 
updates regarding the activities of the WMS were regularly shared on these 
official outlets and were viewed by 52,854 people during 2021. 

viii. Quarterly Newsletter:  A conventional mode of mass media, the Newsletter 
was used for the purpose of raising awareness.  Quarterly issues of the 
WMS Newsletter were published both in English and Urdu containing all 
important activities and rulings in various complaints made to the WMS.  A 
soft copy of the Newsletter was also uploaded on the Secretariat’s website, 
facebook and instagram to make it available for everyone. It was circulated 
at a large scale in government, media and private circle. 

ix. Action by PTA:   Cellular technology was also used to reach out to the 
citizens.  For this purpose, PTA was requested to send public awareness 
messages on all the cellular networks operating in Pakistan. Accordingly, all 
mobile operators send the awareness messages to mobile phone users.

x. Action by PEMRA: With the help of PEMRA, public awareness messages 
were telecast on all TV/FM Radio Channels and Cable Operators across 
Pakistan regarding the role of WMS to create greater awareness. 

xi. Integration of websites: Almost 178 Federal agencies have been integrated 
with the CMIS of WMS.  An informational advertisement has been 
displayed on the websites of all integrated departments for awareness 
purposes. 

xii. Promos and Documentary: Using the mode of advertorial, the Wafaqi 
Mohtasib commissioned a documentary and promos highlighting the role 
and importance of the WMS on different TV channels and Cable Operators 
to persuade more and more citizens to come forward to seek redress against 
the maladministration of Federal government agencies. 

xiii. Cyber Crime against Children: The National Commissioner for Children of 
WMS held number of meetings with the stakeholders for Prevention and 
Control of Cyber Crimes against Children which were highlighted in media. 
With the help of Radio Pakistan, a special message for children was 
broadcast in 22 languages around the country for awareness. 

xiv. Boards and Posters: On the recommendations of the Steering Committee, 
informational boards have been mounted on prominent places of federal 
institutions/public offices of Federal agencies. Furthermore, 
mounted/framed posters were prepared and distributed among the agencies 

and Pakistan Missions abroad for the purpose of display to create 
awareness on the role and functioning of WMS among general public and 
Overseas Pakistanis.  The National Highway Authority and Pakistan 
Railways have been requested for installation of awareness boards at toll 
plazas on highways and motorways and at railway stations.

xv. Liaison with Media: An effort was made to establish regular liaison with 
print and electronic media through press releases/visits of Media Houses 
and meetings with media persons on important activities of the WMS and 
media coverage was also shared on the website and other social media tools.  

xvi. Press Conferences: The Wafaqi Mohtasib held number of press conferences 
at head office and regional offices throughout the year to interact with 
media persons. During these media talks, the Wafaqi Mohtasib explained 
the importance of this institution and of suo motu notices taken by him in 
public interest and the important rulings he issued during the year.

xvii. Press Releases: The Media Wing of WMS issued number of press releases 
on the activities of Wafaqi Mohtasib highlighting important decisions made 
by him  from Head Office as well Regional Offices which appeared in 
English & Urdu national newspapers and in electronic media. 14 Regional 
Offices also issued number of press releases which appeared in number of 
national and regional newspapers. The press coverage has also been placed 
on the website of WMS to be witnessed by general public.

xviii. Publishing Articles: The Media Wing of WMS also engaged the prominent 
article writers of the country to highlight the good practices, important 
decisions and the role of Wafaqi Mohtasib for dispensation of free of cost 
justice to the general public against mal-administration of federal 
government agencies in their articles in English and Urdu newspapers. 

These efforts successfully materialized and 81 articles were published in 
Urdu and English newspapers during 2021. The Media Wing also arranged 
special interviews and supplements for publication in newspapers. 

xix. Outreach Activities:  The Wafaqi Mohtasib Secretariat continued to pursue 
the  Outreach Complaint Resolution (OCR) mechanism under which the 
officers of Regional Offices were instructed to visit nearest districts and 
tehsils to hear public complaints. The idea was to provide justice at the 
doorsteps of the public by reaching out to them.  During the year, the OCR 
activities were also covered by number of regional and national newspapers.  
The Investigation Officers interacted with local media during their OCR 
visits.  The OCR program was halted for a brief period due to corona 
pandemic but was later revived with full strength. This also helped in 
creating public awareness among the masses.  

Federal Ombudsman, Syed Tahir Shahbaz addressing the media during a press conference at Wafaqi 
Mohtasib Secretariat Islamabad 
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PUBLIC AWARENESS

The dispensation of speedy and inexpensive justice at the doorsteps of the people 
has been one of the foremost undertakings of the Wafaqi Mohtasib Secretariat 
(WMS). However, despite the good work done over the decades, a large portion of 
the population is still unaware about the role of WMS in providing relief against 
maladministration on the part of 
Federal agencies. As per the available 
data 1,710,948 households have 
benefited from the services of the 
Wafaqi Mohtasib’s Office since its 
inception which offer a groundswell of 
support for its operations. The 
incidence of complaints rose from 7,812 
in 1983 to 110,398 in 2021 reflecting an 
immense confidence and trust of the 
general public. The goodwill earned 
from the millions of complainants 
reinforces the resolve of the Wafaqi Mohtasib’s institution to eradicate 
maladministration from the society.

The Honourable President of Pakistan 
during his visit to the WMS, Islamabad 
on 15 June 2021 stressed the need for 
raising awareness and extending 
outreach of the WMS to the 
marginalized segments of the society 
and far flung areas for redressal of their 
grievances against the Federal 
agencies. Earlier, attending a Seminar 
on Creating Public Awareness, held on 
2 May 2019 at Aiwan-e-Sadr, 
Islamabad, he advised to use the tools of electronic, print and social media to 
highlight the operations of the Wafaqi Mohtasib’s Office and enhance its footprint 
in the country. 

Accordingly, in line with the vision of the Honourable President, the year 2020 was 
designated as the Year of Raising Awareness. Encouraged by the positive results, 
it was decided to continue this awareness campaign in the year 2021. The high 
level steering committee constituted by the Wafaqi Mohtasib for this purpose 
undertook a number of meetings to review the progress of the awareness campaign 
and to make it result oriented. The Media and Publication Wing disseminated 
information about the activities of the WMS by using all media tools i.e. 
Electronic/Print Media, Radio Pakistan, FM radio channels, Cable channels, 
Website, integrated websites of 178 agencies, Facebook, Instagram, Mobile Phones 
and through Newsletters. The Wafaqi Mohtasib monitored the outcome of the 
campaign and suggested improvements where required. As a result, the outreach 

of the institution has not only improved by covering hitherto the far flung areas 
but also provided relief to those who have been subjected to persistent 
maladministration on the part of Federal agencies.

Media Strategy     

A committee of senior officers was appointed by the Wafaqi Mohtasib to chalk out 
a comprehensive media strategy and a roadmap for the awareness campaign. The 
broad contours of the strategy formulated through an extended consultative 
process include:

♦ Setting up of a steering committee to oversee the conduct of awareness 
campaign

♦ Strengthening the media wing of WMS to improve its functioning 

♦ Effective engagement with media personnel (both print and digital)

♦ Tapping into social media for the purpose of  awareness 

♦ Reaching out to various segments of society

♦ Approaching students of universities by making them ambassadors of 
Wafaqi Mohtasib

♦ Increasing the interaction of WMS officials with media at district and tehsil 
levels

♦ Exploring new avenues of interaction with public 

i. Steering Committee on Media: The Media and Publication Wing of the 

WMS was strengthened. The Wafaqi Mohtasib constituted a high level 
Steering Committee on Media under the chairmanship of a Senior Advisor 
to formulate and oversee the implementation of media strategy and to 
monitor the functioning of the Media and Publication Wing. The Committee 
monitored the status of implementation of the media strategy and ensured 
that it was followed in letter and spirit throughout the year.

ii. Spokesperson: The WMS designated an official spokesman to interact with 
media on regular basis and keep it informed about the important activities 
of the WMS.

iii. Public Awareness Seminars: Due to COVID-19 pandemic, the interaction 
with public, especially students was hindered. However, keeping the safety 
precautions, the awareness drive 
continued in slow pace. 
Seminars were planned at 
different stations but were 
postponed due to the pandemic.

iv. New Template of Website:  The 
website of the Wafaqi Mohtasib 
Secretariat (mohtasib.gov.pk) 
has been redesigned with a new 
template with its user-friendly 
interface and extra security 
features. All relevant 
information in the form of 
videos, pictures, important 
rulings and documents were 
uploaded and the website was 
updated on regular basis. It was 
visited by 305,800 users during 
2021 which was more than 
double of the last year. The 
website also allowed online 
registration of complaints, 
feedback from general public and was linked with official Face Book, 
Instagram pages and YouTube Channel of the WMS. 

v. Mobile App:  As part of digital transformation, a Mobile Application of the 
WMS remained fully functional, which was visited by 217,199 users and 
10,127 complaints were received during 2021.  This Application was 
designed to enhance ease of access and portability allowing citizens 
especially the Overseas Pakistanis to lodge their complaints against federal 
government agencies without personally visiting the office of the WMS.  The 
App. not only allows a complainant to keep a track of his complaint but also 
provides the ease of viewing and downloading the Findings in his complaint 
after completion of hearing.

vi. Feedback from General Public:  Similarly, a feedback mechanism has been 
introduced on the website of the WMS, where a complainant could share his 
feedback regarding his case. The feedback was properly followed-up and 
necessary instructions were issued to the related Investigating Officers and 
other officials of the WMS. 

vii. Facebook, Instagram and YouTube: Official pages were launched on 
Facebook, Instagram and channel was created on YouTube. All important 
updates regarding the activities of the WMS were regularly shared on these 
official outlets and were viewed by 52,854 people during 2021. 

viii. Quarterly Newsletter:  A conventional mode of mass media, the Newsletter 
was used for the purpose of raising awareness.  Quarterly issues of the 
WMS Newsletter were published both in English and Urdu containing all 
important activities and rulings in various complaints made to the WMS.  A 
soft copy of the Newsletter was also uploaded on the Secretariat’s website, 
facebook and instagram to make it available for everyone. It was circulated 
at a large scale in government, media and private circle. 

ix. Action by PTA:   Cellular technology was also used to reach out to the 
citizens.  For this purpose, PTA was requested to send public awareness 
messages on all the cellular networks operating in Pakistan. Accordingly, all 
mobile operators send the awareness messages to mobile phone users.

x. Action by PEMRA: With the help of PEMRA, public awareness messages 
were telecast on all TV/FM Radio Channels and Cable Operators across 
Pakistan regarding the role of WMS to create greater awareness. 

xi. Integration of websites: Almost 178 Federal agencies have been integrated 
with the CMIS of WMS.  An informational advertisement has been 
displayed on the websites of all integrated departments for awareness 
purposes. 

xii. Promos and Documentary: Using the mode of advertorial, the Wafaqi 
Mohtasib commissioned a documentary and promos highlighting the role 
and importance of the WMS on different TV channels and Cable Operators 
to persuade more and more citizens to come forward to seek redress against 
the maladministration of Federal government agencies. 

xiii. Cyber Crime against Children: The National Commissioner for Children of 
WMS held number of meetings with the stakeholders for Prevention and 
Control of Cyber Crimes against Children which were highlighted in media. 
With the help of Radio Pakistan, a special message for children was 
broadcast in 22 languages around the country for awareness. 

xiv. Boards and Posters: On the recommendations of the Steering Committee, 
informational boards have been mounted on prominent places of federal 
institutions/public offices of Federal agencies. Furthermore, 
mounted/framed posters were prepared and distributed among the agencies 

and Pakistan Missions abroad for the purpose of display to create 
awareness on the role and functioning of WMS among general public and 
Overseas Pakistanis.  The National Highway Authority and Pakistan 
Railways have been requested for installation of awareness boards at toll 
plazas on highways and motorways and at railway stations.

xv. Liaison with Media: An effort was made to establish regular liaison with 
print and electronic media through press releases/visits of Media Houses 
and meetings with media persons on important activities of the WMS and 
media coverage was also shared on the website and other social media tools.  

xvi. Press Conferences: The Wafaqi Mohtasib held number of press conferences 
at head office and regional offices throughout the year to interact with 
media persons. During these media talks, the Wafaqi Mohtasib explained 
the importance of this institution and of suo motu notices taken by him in 
public interest and the important rulings he issued during the year.

xvii. Press Releases: The Media Wing of WMS issued number of press releases 
on the activities of Wafaqi Mohtasib highlighting important decisions made 
by him  from Head Office as well Regional Offices which appeared in 
English & Urdu national newspapers and in electronic media. 14 Regional 
Offices also issued number of press releases which appeared in number of 
national and regional newspapers. The press coverage has also been placed 
on the website of WMS to be witnessed by general public.

xviii. Publishing Articles: The Media Wing of WMS also engaged the prominent 
article writers of the country to highlight the good practices, important 
decisions and the role of Wafaqi Mohtasib for dispensation of free of cost 
justice to the general public against mal-administration of federal 
government agencies in their articles in English and Urdu newspapers. 

These efforts successfully materialized and 81 articles were published in 
Urdu and English newspapers during 2021. The Media Wing also arranged 
special interviews and supplements for publication in newspapers. 

xix. Outreach Activities:  The Wafaqi Mohtasib Secretariat continued to pursue 
the  Outreach Complaint Resolution (OCR) mechanism under which the 
officers of Regional Offices were instructed to visit nearest districts and 
tehsils to hear public complaints. The idea was to provide justice at the 
doorsteps of the public by reaching out to them.  During the year, the OCR 
activities were also covered by number of regional and national newspapers.  
The Investigation Officers interacted with local media during their OCR 
visits.  The OCR program was halted for a brief period due to corona 
pandemic but was later revived with full strength. This also helped in 
creating public awareness among the masses.  

Federal Ombudsman, Syed Tahir Shahbaz addressing the media during a press conference at Wafaqi 
Mohtasib Secretariat at Regional Office, Hyderabad.  
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Pakistan is among the few pioneering countries in South Asia that have introduced 
the Ombudsman institutions as a mechanism for speedy and inexpensive 
resolution of complaints against Government agencies. Established in 1983, the 
Office of Federal Ombudsman (Wafaqi 
Mohtasib) in Pakistan has, over the 
years, enhanced its geographical 
outreach through an impressive layout 
of regional offices. Likewise, the 
concept has been replicated into other 
areas of governance and ombudsman 
institutions dealing with matters 
relating to banking, insurance, 
taxation and protection against 
harassment of women are successfully 
functioning in the country. 
Simultaneously, subjects falling within 
the purview of provincial governments 
and the Government of AJ&K are dealt with by their respective ombudsman 
institutions. 

A brief survey of Pakistan’s role, membership and activities in the relevant 
ombudsman institutions at domestic and international levels is given in the 
following paragraphs:

Forum of Pakistan Ombudsman (FPO)

It was established on 15 April 2011, as a non-governmental professional network 
of independent and non-political 
Ombudsmen in Pakistan including the 
Federal Ombudsman. The FPO 
operates across Pakistan and Azad 
Jammu & Kashmir to advance good 
governance, improve operations, 
service delivery and effectiveness of the 
member Ombudsman organizations. 
All fourteen ombudsmen in Pakistan 
are its member. Its President is 
appointed every year with mutual 
agreement of its members. Federal Tax 
Ombudsman is holding this post since 2013. The current membership of FPO is 
given below:-

The Forum has played a pivotal role in promoting ombudsmanship in Pakistan 
and was instrumental in bringing about Federal Ombudsmen Institutional 
Reforms Act 2013 aimed at standardizing and harmonizing the laws relating to 
Federal Ombudsmen institutions. The last meeting of the Forum of Pakistan 
Ombudsmen (FPO) was held on 3 September 2021 at the Wafaqi Mohtasib 
Secretariat, Islamabad. The meeting established Action Plan Committee to 
formulate joint media strategy to promote awareness about Ombudsmen 
institutions in Pakistan. It also decided to develop a website of FPO and adopt IT 
solutions for enhanced efficiency, outreach and awareness about the functions of 
the member institutions.

The Hon’ble President of Pakistan chaired the full review meeting of the heads of 

Ombudsmen institutions in the country on 3 September 2021 at Aiwan-e-Sadr, 
Islamabad. The Ombudsmen briefed the President about the performance of their 
respective organizations in providing justice to the aggrieved citizens. The Hon’ble 
President appreciated the performance 
of all Ombudsmen for doing a 
remarkable job by providing 
expeditious and free-of-cost justice to 
the people against  maladministration 
on the part of government agencies. He 
called for strengthening and improving 
the institution of Ombudsmen by using 
modern technology, amending existing 
laws and enhancing their outreach to 
provide speedy justice to the people at 
district and sub-district levels against 
the administrative injustices. 
Emphasizing the need to protect the 
rights of the people against administrative injustices, he urged the Ombudsmen to 
play their active role in quickly redressing the grievances of the public. He also 
underlined the need for enhancing the outreach of all Ombudsmen to remote areas 
and creating awareness among the people about the useful role being played by the 
Ombudsmen in dispensing free-of-cost and speedy justice to the aggrieved citizens.

International Ombudsman Institute (IOI)

The International Ombudsman Institute (IOI) was established in 1978 to 
coordinate among multiple ombudsman institutions and to promote the concept of 
ombudsman throughout the world. It was incorporated as a non-profit 
organization under the Canada Corporation Act with its Headquarters in the 
University of Alberta, Edmonton, Canada. The IOI headquarter was shifted to 

Vienna, Austria, with effect from 01 September 2009.

The International Ombudsman Institute (IOI) comprises 217 member institutions 
and has six regional groups/chapters having members from 123 countries. The 
Federal Ombudsman of Pakistan is a full member of the International 
Ombudsman Institute (IOI) and has held the post of the President of its Asian 
Chapter on many occasions.

Among its various activities across the globe, a research study on the issue of girls 
education in Sindh (Pakistan) was sponsored by IOI within its regional subsidies 
program. The Chief Minister of Sindh inaugurated the launching ceremony on 21 
October 2021. 

Asian Ombudsman Association (AOA)

Encouraged by its experience at domestic level and interaction with other 
members of International Ombudsman Institute (IOI), Pakistan took the initiative 
of establishing Asian Ombudsman Association (AOA) on 16 April 1996. In 
recognition of Pakistan’s contribution 
and services to the cause of 
ombudsmanship, the secretariat of 
AOA was established within the 
premises of the Federal Ombudsman 
Secretariat, Islamabad. Its 
membership today stands at 44 
including the 18 founding members in 
1996.

The General Assembly of AOA meets 
every two years whereas its Board of 
Directors meets annually. Wafaqi Mohtasib Pakistan was elected President of 
Board of Directors for 4 years in 2015. It is a great honour for Pakistan that Wafaqi 
Mohtasib was re-elected unopposed as President of AOA for another four year term 
on 18 November 2019. 

The composition of the Board of Directors and the Presidency for the current term 
(2019-2023) is as follows:

The years 2020 and 2021 experienced heavy human and material losses in the 
wake of COVID-19 pandemic which was followed by border closures, lockdown and 
travel restrictions across the globe. The AOA membership was no exception and 
the  Association, too, remained in a slowdown mode. The 23rd meeting of its Board 
of Directors due to meet in Tehran (Iran) in 2020 could not be held. It, however, 
took follow up actions on decisions of the BOD held in 2019 such as launching of 
E-Profile directory of members and Alumni members on the AOA website. Federal 
Ombudsman-Pakistan undertook to manage the initiative from its own resources 
without any burden on the Association’s funds. Issuance of e-newsletter on 
monthly basis continued successfully. 52 e-newsletters have been issued since 
June 2018. News items and reports about best practices were regularly received 
from the member institutions. In addition, the Honourable Ombudsman of the 
Republic of Indonesia organized a webinar on Mainstreaming Discrimination as a 
form of Maladministration and the Role of Ombudsman on 23 September 2020 
which was a well attended activity.

OIC Ombudsman Association (OICOA)

Pakistan took another initiative of promoting ombudsman institutions in the 
Muslim world at the 39th session of the OIC Council of Foreign Ministers in 2012 
establishing networking of ombudsman institutions in OIC member states. It soon 
transformed itself into a full-fledged Association under Islamabad Declaration 
adopted during the first Conference on Networking of Ombudsman Institutions 
(28-29 April 2014). The second meeting of the General Assembly of OICOA was 
held in Turkey on 19 November 2019 wherein Pakistan was elected as the 
permanent Secretary General of this body. Pakistan hosts its Secretariat while its 
12 founding members were accorded voting rights in the General Assembly. During 
the OICOA General Assembly meeting (Istanbul, 19 November 2019) the following 
were elected for a 4 year term.

The first meeting of the Board of Directors of this body was scheduled to be held in 
Morocco in 2020. However, due to COVID-19 pandemic, it was agreed to hold the 

The FPO operates across Pakistan 
and AJ&K to advance good 
governance, improve operations, 
service delivery and effectiveness 
of the member Ombudsman 
organizations. Federal Tax 
Ombudsman is the current 
President with 14 ombudsmen in 
Pakistan as its member.

The Office of Federal Ombudsman 
in Pakistan has, over the years, 
enhanced its geographical 
outreach through an impressive 
layout of regional offices. Likewise, 
the concept has been replicated in 
other areas of governance and 
ombudsman institutions dealing 
with matters relating to banking, 
insurance, taxation and protection 
against harassment of women are 
functioning in the country.

meeting through video conferencing on 14 October 2020. The meeting, inter-alia, 
considered measures for strengthening the communication network between 
OICOA members and a host of training programmes and inter-institutional 
activities for capacity building, mutual study visits, workshops and internships.

The second meeting of its Board of Directors (BOD) was held online on 02 
December 2020, the third meeting on 10 March 2021 while the fourth meeting was 
held on 24 May 2021. It considered methodology and subjects for online training 
events. Turkey offered to organize the first online training in December 2020 
related to complaint procedure, and 
examination. The second training 
session of OICOA (at Staff Level) was 
held on 27 January 2021 in pursuance 
of “Building Communication Network” 
among all the Ombudsman 
Institutions. The training provided an 
overview about the role and functions of the Federal Tax Ombudsman (FTO) of 
Pakistan, its complaints management system/process and types of decision and 
receipt/disposal of complaints. In addition, the third training session was 
organized via Zoom on 24 February 2021 regarding the Azerbaijan Ombudsman’s 
mandate in preventing torture and inhuman treatment. The fourth training 
session was organized by Morocco on 28 April 2021 on the role of Ombudsman in 
the protection of rights of persons with disabilities. The fifth meeting of Board of 
Directors (OICOA) was held on 17 November 2021, via Zoom at Ankara (Turkey). 
The meeting was chaired by the President of OICOA and attended by the Board 
members. The BOD appreciated the role of the member institutions in organizing 
a series of training sessions and decided to continue the same during 2022.

Federal Tax Ombudsman, Pakistan offered to host the next General Assembly 
meeting in Pakistan. Date and agenda for the same will be circulated in due 
course. The Ombudsman of Morocco offered to host the next meeting of the Board 
of Directors of the OICOA.  

  

CHAPTER 12
OMBUDSMANSHIP AT DOMESTIC AND 

INTERNATIONAL LEVELS 

1.  Dr. Asif Mahmood Jah Tax Ombudsman/President 

2.  Mr. Ejaz Ahmad Qureshi Federal Ombudsman (Wafaqi Mohtasib) 

3.  Mr. Muhammad Kamran Shehzad Banking Mohtasib (Ombudsman) 
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OMBUDSMANSHIP AT DOMESTIC AND INTERNATIONAL LEVELS 

Pakistan is among the few pioneering countries in South Asia that have introduced 
the Ombudsman institutions as a mechanism for speedy and inexpensive 
resolution of complaints against Government agencies. Established in 1983, the 
Office of Federal Ombudsman (Wafaqi 
Mohtasib) in Pakistan has, over the 
years, enhanced its geographical 
outreach through an impressive layout 
of regional offices. Likewise, the 
concept has been replicated into other 
areas of governance and ombudsman 
institutions dealing with matters 
relating to banking, insurance, 
taxation and protection against 
harassment of women are successfully 
functioning in the country. 
Simultaneously, subjects falling within 
the purview of provincial governments 
and the Government of AJ&K are dealt with by their respective ombudsman 
institutions. 

A brief survey of Pakistan’s role, membership and activities in the relevant 
ombudsman institutions at domestic and international levels is given in the 
following paragraphs:

Forum of Pakistan Ombudsman (FPO)

It was established on 15 April 2011, as a non-governmental professional network 
of independent and non-political 
Ombudsmen in Pakistan including the 
Federal Ombudsman. The FPO 
operates across Pakistan and Azad 
Jammu & Kashmir to advance good 
governance, improve operations, 
service delivery and effectiveness of the 
member Ombudsman organizations. 
All fourteen ombudsmen in Pakistan 
are its member. Its President is 
appointed every year with mutual 
agreement of its members. Federal Tax 
Ombudsman is holding this post since 2013. The current membership of FPO is 
given below:-

The Forum has played a pivotal role in promoting ombudsmanship in Pakistan 
and was instrumental in bringing about Federal Ombudsmen Institutional 
Reforms Act 2013 aimed at standardizing and harmonizing the laws relating to 
Federal Ombudsmen institutions. The last meeting of the Forum of Pakistan 
Ombudsmen (FPO) was held on 3 September 2021 at the Wafaqi Mohtasib 
Secretariat, Islamabad. The meeting established Action Plan Committee to 
formulate joint media strategy to promote awareness about Ombudsmen 
institutions in Pakistan. It also decided to develop a website of FPO and adopt IT 
solutions for enhanced efficiency, outreach and awareness about the functions of 
the member institutions.

The Hon’ble President of Pakistan chaired the full review meeting of the heads of 

Ombudsmen institutions in the country on 3 September 2021 at Aiwan-e-Sadr, 
Islamabad. The Ombudsmen briefed the President about the performance of their 
respective organizations in providing justice to the aggrieved citizens. The Hon’ble 
President appreciated the performance 
of all Ombudsmen for doing a 
remarkable job by providing 
expeditious and free-of-cost justice to 
the people against  maladministration 
on the part of government agencies. He 
called for strengthening and improving 
the institution of Ombudsmen by using 
modern technology, amending existing 
laws and enhancing their outreach to 
provide speedy justice to the people at 
district and sub-district levels against 
the administrative injustices. 
Emphasizing the need to protect the 
rights of the people against administrative injustices, he urged the Ombudsmen to 
play their active role in quickly redressing the grievances of the public. He also 
underlined the need for enhancing the outreach of all Ombudsmen to remote areas 
and creating awareness among the people about the useful role being played by the 
Ombudsmen in dispensing free-of-cost and speedy justice to the aggrieved citizens.

International Ombudsman Institute (IOI)

The International Ombudsman Institute (IOI) was established in 1978 to 
coordinate among multiple ombudsman institutions and to promote the concept of 
ombudsman throughout the world. It was incorporated as a non-profit 
organization under the Canada Corporation Act with its Headquarters in the 
University of Alberta, Edmonton, Canada. The IOI headquarter was shifted to 

Vienna, Austria, with effect from 01 September 2009.

The International Ombudsman Institute (IOI) comprises 217 member institutions 
and has six regional groups/chapters having members from 123 countries. The 
Federal Ombudsman of Pakistan is a full member of the International 
Ombudsman Institute (IOI) and has held the post of the President of its Asian 
Chapter on many occasions.

Among its various activities across the globe, a research study on the issue of girls 
education in Sindh (Pakistan) was sponsored by IOI within its regional subsidies 
program. The Chief Minister of Sindh inaugurated the launching ceremony on 21 
October 2021. 

Asian Ombudsman Association (AOA)

Encouraged by its experience at domestic level and interaction with other 
members of International Ombudsman Institute (IOI), Pakistan took the initiative 
of establishing Asian Ombudsman Association (AOA) on 16 April 1996. In 
recognition of Pakistan’s contribution 
and services to the cause of 
ombudsmanship, the secretariat of 
AOA was established within the 
premises of the Federal Ombudsman 
Secretariat, Islamabad. Its 
membership today stands at 44 
including the 18 founding members in 
1996.

The General Assembly of AOA meets 
every two years whereas its Board of 
Directors meets annually. Wafaqi Mohtasib Pakistan was elected President of 
Board of Directors for 4 years in 2015. It is a great honour for Pakistan that Wafaqi 
Mohtasib was re-elected unopposed as President of AOA for another four year term 
on 18 November 2019. 

The composition of the Board of Directors and the Presidency for the current term 
(2019-2023) is as follows:

The years 2020 and 2021 experienced heavy human and material losses in the 
wake of COVID-19 pandemic which was followed by border closures, lockdown and 
travel restrictions across the globe. The AOA membership was no exception and 
the  Association, too, remained in a slowdown mode. The 23rd meeting of its Board 
of Directors due to meet in Tehran (Iran) in 2020 could not be held. It, however, 
took follow up actions on decisions of the BOD held in 2019 such as launching of 
E-Profile directory of members and Alumni members on the AOA website. Federal 
Ombudsman-Pakistan undertook to manage the initiative from its own resources 
without any burden on the Association’s funds. Issuance of e-newsletter on 
monthly basis continued successfully. 52 e-newsletters have been issued since 
June 2018. News items and reports about best practices were regularly received 
from the member institutions. In addition, the Honourable Ombudsman of the 
Republic of Indonesia organized a webinar on Mainstreaming Discrimination as a 
form of Maladministration and the Role of Ombudsman on 23 September 2020 
which was a well attended activity.

OIC Ombudsman Association (OICOA)

Pakistan took another initiative of promoting ombudsman institutions in the 
Muslim world at the 39th session of the OIC Council of Foreign Ministers in 2012 
establishing networking of ombudsman institutions in OIC member states. It soon 
transformed itself into a full-fledged Association under Islamabad Declaration 
adopted during the first Conference on Networking of Ombudsman Institutions 
(28-29 April 2014). The second meeting of the General Assembly of OICOA was 
held in Turkey on 19 November 2019 wherein Pakistan was elected as the 
permanent Secretary General of this body. Pakistan hosts its Secretariat while its 
12 founding members were accorded voting rights in the General Assembly. During 
the OICOA General Assembly meeting (Istanbul, 19 November 2019) the following 
were elected for a 4 year term.

The first meeting of the Board of Directors of this body was scheduled to be held in 
Morocco in 2020. However, due to COVID-19 pandemic, it was agreed to hold the 

meeting through video conferencing on 14 October 2020. The meeting, inter-alia, 
considered measures for strengthening the communication network between 
OICOA members and a host of training programmes and inter-institutional 
activities for capacity building, mutual study visits, workshops and internships.

The second meeting of its Board of Directors (BOD) was held online on 02 
December 2020, the third meeting on 10 March 2021 while the fourth meeting was 
held on 24 May 2021. It considered methodology and subjects for online training 
events. Turkey offered to organize the first online training in December 2020 
related to complaint procedure, and 
examination. The second training 
session of OICOA (at Staff Level) was 
held on 27 January 2021 in pursuance 
of “Building Communication Network” 
among all the Ombudsman 
Institutions. The training provided an 
overview about the role and functions of the Federal Tax Ombudsman (FTO) of 
Pakistan, its complaints management system/process and types of decision and 
receipt/disposal of complaints. In addition, the third training session was 
organized via Zoom on 24 February 2021 regarding the Azerbaijan Ombudsman’s 
mandate in preventing torture and inhuman treatment. The fourth training 
session was organized by Morocco on 28 April 2021 on the role of Ombudsman in 
the protection of rights of persons with disabilities. The fifth meeting of Board of 
Directors (OICOA) was held on 17 November 2021, via Zoom at Ankara (Turkey). 
The meeting was chaired by the President of OICOA and attended by the Board 
members. The BOD appreciated the role of the member institutions in organizing 
a series of training sessions and decided to continue the same during 2022.

Federal Tax Ombudsman, Pakistan offered to host the next General Assembly 
meeting in Pakistan. Date and agenda for the same will be circulated in due 
course. The Ombudsman of Morocco offered to host the next meeting of the Board 
of Directors of the OICOA.  

  
Federal Ombudsman, Syed Tahir Shahbaz addressing the meeting of Forum of Pakistan Ombudsmen held in 

the Wafaqi Mohtasib Secretariat Islamabad 

4.  Dr. Muhammad Khawar Jameel  Federal Insurance Ombudsman  

5.  Ms. Kashmala Tariq Federal Ombudsperson for Protection Against 
Harassment of Women at Workplace 

6.  Mr. Ajaz Ali Khan Provincial Ombudsman Sindh 

7.  Major (Retd) Azam Suleman Khan Provincial Ombudsman Punjab 

8.  Justice (Retd) Shahnawaz Tariq Provincial Ombudsman Sindh for Protection 
Against Harassment of Women at Workplace                                                                       

9.  Ch. Muhammad Naseem Ombudsman Azad Jammu & Kashmir 

10.  Mr. Nazar Muhammad Baloch Provincial Ombudsman Balochistan 

11.  Syed Jamal-Ud-Din Shah Provincial Ombudsman Khyber Pakhtunkhwa 

12.  Ms. Nabila Khan Provincial Ombudsperson Punjab for Protection 
Against Harassment of Women at Workplace         

13.  Ms. Sabira Islam Provincial Ombudsperson Balochistan for 
Protection Against Harassment of Women at 
Workplace 

14.  Ms. Rukhshanda Naz Provincial Ombudsperson Khyber Pakhtunkhwa 
for Protection Against Harassment of Women at 
Workplace 
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OMBUDSMANSHIP AT DOMESTIC AND INTERNATIONAL LEVELS 

Pakistan is among the few pioneering countries in South Asia that have introduced 
the Ombudsman institutions as a mechanism for speedy and inexpensive 
resolution of complaints against Government agencies. Established in 1983, the 
Office of Federal Ombudsman (Wafaqi 
Mohtasib) in Pakistan has, over the 
years, enhanced its geographical 
outreach through an impressive layout 
of regional offices. Likewise, the 
concept has been replicated into other 
areas of governance and ombudsman 
institutions dealing with matters 
relating to banking, insurance, 
taxation and protection against 
harassment of women are successfully 
functioning in the country. 
Simultaneously, subjects falling within 
the purview of provincial governments 
and the Government of AJ&K are dealt with by their respective ombudsman 
institutions. 

A brief survey of Pakistan’s role, membership and activities in the relevant 
ombudsman institutions at domestic and international levels is given in the 
following paragraphs:

Forum of Pakistan Ombudsman (FPO)

It was established on 15 April 2011, as a non-governmental professional network 
of independent and non-political 
Ombudsmen in Pakistan including the 
Federal Ombudsman. The FPO 
operates across Pakistan and Azad 
Jammu & Kashmir to advance good 
governance, improve operations, 
service delivery and effectiveness of the 
member Ombudsman organizations. 
All fourteen ombudsmen in Pakistan 
are its member. Its President is 
appointed every year with mutual 
agreement of its members. Federal Tax 
Ombudsman is holding this post since 2013. The current membership of FPO is 
given below:-

The Forum has played a pivotal role in promoting ombudsmanship in Pakistan 
and was instrumental in bringing about Federal Ombudsmen Institutional 
Reforms Act 2013 aimed at standardizing and harmonizing the laws relating to 
Federal Ombudsmen institutions. The last meeting of the Forum of Pakistan 
Ombudsmen (FPO) was held on 3 September 2021 at the Wafaqi Mohtasib 
Secretariat, Islamabad. The meeting established Action Plan Committee to 
formulate joint media strategy to promote awareness about Ombudsmen 
institutions in Pakistan. It also decided to develop a website of FPO and adopt IT 
solutions for enhanced efficiency, outreach and awareness about the functions of 
the member institutions.

The Hon’ble President of Pakistan chaired the full review meeting of the heads of 

Ombudsmen institutions in the country on 3 September 2021 at Aiwan-e-Sadr, 
Islamabad. The Ombudsmen briefed the President about the performance of their 
respective organizations in providing justice to the aggrieved citizens. The Hon’ble 
President appreciated the performance 
of all Ombudsmen for doing a 
remarkable job by providing 
expeditious and free-of-cost justice to 
the people against  maladministration 
on the part of government agencies. He 
called for strengthening and improving 
the institution of Ombudsmen by using 
modern technology, amending existing 
laws and enhancing their outreach to 
provide speedy justice to the people at 
district and sub-district levels against 
the administrative injustices. 
Emphasizing the need to protect the 
rights of the people against administrative injustices, he urged the Ombudsmen to 
play their active role in quickly redressing the grievances of the public. He also 
underlined the need for enhancing the outreach of all Ombudsmen to remote areas 
and creating awareness among the people about the useful role being played by the 
Ombudsmen in dispensing free-of-cost and speedy justice to the aggrieved citizens.

International Ombudsman Institute (IOI)

The International Ombudsman Institute (IOI) was established in 1978 to 
coordinate among multiple ombudsman institutions and to promote the concept of 
ombudsman throughout the world. It was incorporated as a non-profit 
organization under the Canada Corporation Act with its Headquarters in the 
University of Alberta, Edmonton, Canada. The IOI headquarter was shifted to 

Vienna, Austria, with effect from 01 September 2009.

The International Ombudsman Institute (IOI) comprises 217 member institutions 
and has six regional groups/chapters having members from 123 countries. The 
Federal Ombudsman of Pakistan is a full member of the International 
Ombudsman Institute (IOI) and has held the post of the President of its Asian 
Chapter on many occasions.

Among its various activities across the globe, a research study on the issue of girls 
education in Sindh (Pakistan) was sponsored by IOI within its regional subsidies 
program. The Chief Minister of Sindh inaugurated the launching ceremony on 21 
October 2021. 

Asian Ombudsman Association (AOA)

Encouraged by its experience at domestic level and interaction with other 
members of International Ombudsman Institute (IOI), Pakistan took the initiative 
of establishing Asian Ombudsman Association (AOA) on 16 April 1996. In 
recognition of Pakistan’s contribution 
and services to the cause of 
ombudsmanship, the secretariat of 
AOA was established within the 
premises of the Federal Ombudsman 
Secretariat, Islamabad. Its 
membership today stands at 44 
including the 18 founding members in 
1996.

The General Assembly of AOA meets 
every two years whereas its Board of 
Directors meets annually. Wafaqi Mohtasib Pakistan was elected President of 
Board of Directors for 4 years in 2015. It is a great honour for Pakistan that Wafaqi 
Mohtasib was re-elected unopposed as President of AOA for another four year term 
on 18 November 2019. 

The composition of the Board of Directors and the Presidency for the current term 
(2019-2023) is as follows:

The years 2020 and 2021 experienced heavy human and material losses in the 
wake of COVID-19 pandemic which was followed by border closures, lockdown and 
travel restrictions across the globe. The AOA membership was no exception and 
the  Association, too, remained in a slowdown mode. The 23rd meeting of its Board 
of Directors due to meet in Tehran (Iran) in 2020 could not be held. It, however, 
took follow up actions on decisions of the BOD held in 2019 such as launching of 
E-Profile directory of members and Alumni members on the AOA website. Federal 
Ombudsman-Pakistan undertook to manage the initiative from its own resources 
without any burden on the Association’s funds. Issuance of e-newsletter on 
monthly basis continued successfully. 52 e-newsletters have been issued since 
June 2018. News items and reports about best practices were regularly received 
from the member institutions. In addition, the Honourable Ombudsman of the 
Republic of Indonesia organized a webinar on Mainstreaming Discrimination as a 
form of Maladministration and the Role of Ombudsman on 23 September 2020 
which was a well attended activity.

OIC Ombudsman Association (OICOA)

Pakistan took another initiative of promoting ombudsman institutions in the 
Muslim world at the 39th session of the OIC Council of Foreign Ministers in 2012 
establishing networking of ombudsman institutions in OIC member states. It soon 
transformed itself into a full-fledged Association under Islamabad Declaration 
adopted during the first Conference on Networking of Ombudsman Institutions 
(28-29 April 2014). The second meeting of the General Assembly of OICOA was 
held in Turkey on 19 November 2019 wherein Pakistan was elected as the 
permanent Secretary General of this body. Pakistan hosts its Secretariat while its 
12 founding members were accorded voting rights in the General Assembly. During 
the OICOA General Assembly meeting (Istanbul, 19 November 2019) the following 
were elected for a 4 year term.

The first meeting of the Board of Directors of this body was scheduled to be held in 
Morocco in 2020. However, due to COVID-19 pandemic, it was agreed to hold the 

The Hon’ble President chaired the 
full review meeting of ombudsmen 
institution on 3 September 2021. 
He underlined the need for 
enhancing the outreach of all 
Ombudsmen to remote areas and 
creating awareness among the 
people about the useful role being 
played by the Ombudsmen in 
dispensing free-of-cost and speedy 
justice to the aggrieved citizens.

meeting through video conferencing on 14 October 2020. The meeting, inter-alia, 
considered measures for strengthening the communication network between 
OICOA members and a host of training programmes and inter-institutional 
activities for capacity building, mutual study visits, workshops and internships.

The second meeting of its Board of Directors (BOD) was held online on 02 
December 2020, the third meeting on 10 March 2021 while the fourth meeting was 
held on 24 May 2021. It considered methodology and subjects for online training 
events. Turkey offered to organize the first online training in December 2020 
related to complaint procedure, and 
examination. The second training 
session of OICOA (at Staff Level) was 
held on 27 January 2021 in pursuance 
of “Building Communication Network” 
among all the Ombudsman 
Institutions. The training provided an 
overview about the role and functions of the Federal Tax Ombudsman (FTO) of 
Pakistan, its complaints management system/process and types of decision and 
receipt/disposal of complaints. In addition, the third training session was 
organized via Zoom on 24 February 2021 regarding the Azerbaijan Ombudsman’s 
mandate in preventing torture and inhuman treatment. The fourth training 
session was organized by Morocco on 28 April 2021 on the role of Ombudsman in 
the protection of rights of persons with disabilities. The fifth meeting of Board of 
Directors (OICOA) was held on 17 November 2021, via Zoom at Ankara (Turkey). 
The meeting was chaired by the President of OICOA and attended by the Board 
members. The BOD appreciated the role of the member institutions in organizing 
a series of training sessions and decided to continue the same during 2022.

Federal Tax Ombudsman, Pakistan offered to host the next General Assembly 
meeting in Pakistan. Date and agenda for the same will be circulated in due 
course. The Ombudsman of Morocco offered to host the next meeting of the Board 
of Directors of the OICOA.  

  

Group photo of Federal and Provincial ombudsmen on the eve of meeting of Forum of Pakistan Ombudsmen at 
Wafaqi Mohtasib Secretariat Head Office Islamabad

Against Harassment of Women at Workplace                                                                        
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Pakistan is among the few pioneering countries in South Asia that have introduced 
the Ombudsman institutions as a mechanism for speedy and inexpensive 
resolution of complaints against Government agencies. Established in 1983, the 
Office of Federal Ombudsman (Wafaqi 
Mohtasib) in Pakistan has, over the 
years, enhanced its geographical 
outreach through an impressive layout 
of regional offices. Likewise, the 
concept has been replicated into other 
areas of governance and ombudsman 
institutions dealing with matters 
relating to banking, insurance, 
taxation and protection against 
harassment of women are successfully 
functioning in the country. 
Simultaneously, subjects falling within 
the purview of provincial governments 
and the Government of AJ&K are dealt with by their respective ombudsman 
institutions. 

A brief survey of Pakistan’s role, membership and activities in the relevant 
ombudsman institutions at domestic and international levels is given in the 
following paragraphs:

Forum of Pakistan Ombudsman (FPO)

It was established on 15 April 2011, as a non-governmental professional network 
of independent and non-political 
Ombudsmen in Pakistan including the 
Federal Ombudsman. The FPO 
operates across Pakistan and Azad 
Jammu & Kashmir to advance good 
governance, improve operations, 
service delivery and effectiveness of the 
member Ombudsman organizations. 
All fourteen ombudsmen in Pakistan 
are its member. Its President is 
appointed every year with mutual 
agreement of its members. Federal Tax 
Ombudsman is holding this post since 2013. The current membership of FPO is 
given below:-

The Forum has played a pivotal role in promoting ombudsmanship in Pakistan 
and was instrumental in bringing about Federal Ombudsmen Institutional 
Reforms Act 2013 aimed at standardizing and harmonizing the laws relating to 
Federal Ombudsmen institutions. The last meeting of the Forum of Pakistan 
Ombudsmen (FPO) was held on 3 September 2021 at the Wafaqi Mohtasib 
Secretariat, Islamabad. The meeting established Action Plan Committee to 
formulate joint media strategy to promote awareness about Ombudsmen 
institutions in Pakistan. It also decided to develop a website of FPO and adopt IT 
solutions for enhanced efficiency, outreach and awareness about the functions of 
the member institutions.

The Hon’ble President of Pakistan chaired the full review meeting of the heads of 

Ombudsmen institutions in the country on 3 September 2021 at Aiwan-e-Sadr, 
Islamabad. The Ombudsmen briefed the President about the performance of their 
respective organizations in providing justice to the aggrieved citizens. The Hon’ble 
President appreciated the performance 
of all Ombudsmen for doing a 
remarkable job by providing 
expeditious and free-of-cost justice to 
the people against  maladministration 
on the part of government agencies. He 
called for strengthening and improving 
the institution of Ombudsmen by using 
modern technology, amending existing 
laws and enhancing their outreach to 
provide speedy justice to the people at 
district and sub-district levels against 
the administrative injustices. 
Emphasizing the need to protect the 
rights of the people against administrative injustices, he urged the Ombudsmen to 
play their active role in quickly redressing the grievances of the public. He also 
underlined the need for enhancing the outreach of all Ombudsmen to remote areas 
and creating awareness among the people about the useful role being played by the 
Ombudsmen in dispensing free-of-cost and speedy justice to the aggrieved citizens.

International Ombudsman Institute (IOI)

The International Ombudsman Institute (IOI) was established in 1978 to 
coordinate among multiple ombudsman institutions and to promote the concept of 
ombudsman throughout the world. It was incorporated as a non-profit 
organization under the Canada Corporation Act with its Headquarters in the 
University of Alberta, Edmonton, Canada. The IOI headquarter was shifted to 

Vienna, Austria, with effect from 01 September 2009.

The International Ombudsman Institute (IOI) comprises 217 member institutions 
and has six regional groups/chapters having members from 123 countries. The 
Federal Ombudsman of Pakistan is a full member of the International 
Ombudsman Institute (IOI) and has held the post of the President of its Asian 
Chapter on many occasions.

Among its various activities across the globe, a research study on the issue of girls 
education in Sindh (Pakistan) was sponsored by IOI within its regional subsidies 
program. The Chief Minister of Sindh inaugurated the launching ceremony on 21 
October 2021. 

Asian Ombudsman Association (AOA)

Encouraged by its experience at domestic level and interaction with other 
members of International Ombudsman Institute (IOI), Pakistan took the initiative 
of establishing Asian Ombudsman Association (AOA) on 16 April 1996. In 
recognition of Pakistan’s contribution 
and services to the cause of 
ombudsmanship, the secretariat of 
AOA was established within the 
premises of the Federal Ombudsman 
Secretariat, Islamabad. Its 
membership today stands at 44 
including the 18 founding members in 
1996.

The General Assembly of AOA meets 
every two years whereas its Board of 
Directors meets annually. Wafaqi Mohtasib Pakistan was elected President of 
Board of Directors for 4 years in 2015. It is a great honour for Pakistan that Wafaqi 
Mohtasib was re-elected unopposed as President of AOA for another four year term 
on 18 November 2019. 

The composition of the Board of Directors and the Presidency for the current term 
(2019-2023) is as follows:

The years 2020 and 2021 experienced heavy human and material losses in the 
wake of COVID-19 pandemic which was followed by border closures, lockdown and 
travel restrictions across the globe. The AOA membership was no exception and 
the  Association, too, remained in a slowdown mode. The 23rd meeting of its Board 
of Directors due to meet in Tehran (Iran) in 2020 could not be held. It, however, 
took follow up actions on decisions of the BOD held in 2019 such as launching of 
E-Profile directory of members and Alumni members on the AOA website. Federal 
Ombudsman-Pakistan undertook to manage the initiative from its own resources 
without any burden on the Association’s funds. Issuance of e-newsletter on 
monthly basis continued successfully. 52 e-newsletters have been issued since 
June 2018. News items and reports about best practices were regularly received 
from the member institutions. In addition, the Honourable Ombudsman of the 
Republic of Indonesia organized a webinar on Mainstreaming Discrimination as a 
form of Maladministration and the Role of Ombudsman on 23 September 2020 
which was a well attended activity.

OIC Ombudsman Association (OICOA)

Pakistan took another initiative of promoting ombudsman institutions in the 
Muslim world at the 39th session of the OIC Council of Foreign Ministers in 2012 
establishing networking of ombudsman institutions in OIC member states. It soon 
transformed itself into a full-fledged Association under Islamabad Declaration 
adopted during the first Conference on Networking of Ombudsman Institutions 
(28-29 April 2014). The second meeting of the General Assembly of OICOA was 
held in Turkey on 19 November 2019 wherein Pakistan was elected as the 
permanent Secretary General of this body. Pakistan hosts its Secretariat while its 
12 founding members were accorded voting rights in the General Assembly. During 
the OICOA General Assembly meeting (Istanbul, 19 November 2019) the following 
were elected for a 4 year term.

The first meeting of the Board of Directors of this body was scheduled to be held in 
Morocco in 2020. However, due to COVID-19 pandemic, it was agreed to hold the 

In recognition of Pakistan’s 
contribution and services to the 
cause of ombudsmanship, the 
secretariat of AOA was established 
at WMS, Islamabad. Its 
membership today stands at 44 
including the 18 founding 
members in 1996. Federal 
Ombudsman of Pakistan is the 
current President of AOA.

meeting through video conferencing on 14 October 2020. The meeting, inter-alia, 
considered measures for strengthening the communication network between 
OICOA members and a host of training programmes and inter-institutional 
activities for capacity building, mutual study visits, workshops and internships.

The second meeting of its Board of Directors (BOD) was held online on 02 
December 2020, the third meeting on 10 March 2021 while the fourth meeting was 
held on 24 May 2021. It considered methodology and subjects for online training 
events. Turkey offered to organize the first online training in December 2020 
related to complaint procedure, and 
examination. The second training 
session of OICOA (at Staff Level) was 
held on 27 January 2021 in pursuance 
of “Building Communication Network” 
among all the Ombudsman 
Institutions. The training provided an 
overview about the role and functions of the Federal Tax Ombudsman (FTO) of 
Pakistan, its complaints management system/process and types of decision and 
receipt/disposal of complaints. In addition, the third training session was 
organized via Zoom on 24 February 2021 regarding the Azerbaijan Ombudsman’s 
mandate in preventing torture and inhuman treatment. The fourth training 
session was organized by Morocco on 28 April 2021 on the role of Ombudsman in 
the protection of rights of persons with disabilities. The fifth meeting of Board of 
Directors (OICOA) was held on 17 November 2021, via Zoom at Ankara (Turkey). 
The meeting was chaired by the President of OICOA and attended by the Board 
members. The BOD appreciated the role of the member institutions in organizing 
a series of training sessions and decided to continue the same during 2022.

Federal Tax Ombudsman, Pakistan offered to host the next General Assembly 
meeting in Pakistan. Date and agenda for the same will be circulated in due 
course. The Ombudsman of Morocco offered to host the next meeting of the Board 
of Directors of the OICOA.  

  

S. No. Position Name Institution Country 
1 President Mr. Ejaz Ahmad Qureshi Federal Ombudsman Pakistan 
2 Vice President Ms. Sabina Aliyeva Commissioner HRs Azerbaijan 
3 Secretary Ms. Winnie Chiu Wai-yin Ombudsman Hong Kong 
4 Treasurer Mr. Justice Dr. Zahibullah President GIO Iran 
5 Member Mr. Li Shulei Vice Chairman NCS China 
6 Member Prof. Amzulian Rifai Chairman Ombudsman Indonesia 
7 Member Mr. Shiraiwa Suguru DG AEB Japan 
8 Member Ms. Pak Un-Jong Chairman ACRC Korea 
9 Member Mr. Seref Malkoc Chief Ombudsman Turkey 
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Pakistan is among the few pioneering countries in South Asia that have introduced 
the Ombudsman institutions as a mechanism for speedy and inexpensive 
resolution of complaints against Government agencies. Established in 1983, the 
Office of Federal Ombudsman (Wafaqi 
Mohtasib) in Pakistan has, over the 
years, enhanced its geographical 
outreach through an impressive layout 
of regional offices. Likewise, the 
concept has been replicated into other 
areas of governance and ombudsman 
institutions dealing with matters 
relating to banking, insurance, 
taxation and protection against 
harassment of women are successfully 
functioning in the country. 
Simultaneously, subjects falling within 
the purview of provincial governments 
and the Government of AJ&K are dealt with by their respective ombudsman 
institutions. 

A brief survey of Pakistan’s role, membership and activities in the relevant 
ombudsman institutions at domestic and international levels is given in the 
following paragraphs:

Forum of Pakistan Ombudsman (FPO)

It was established on 15 April 2011, as a non-governmental professional network 
of independent and non-political 
Ombudsmen in Pakistan including the 
Federal Ombudsman. The FPO 
operates across Pakistan and Azad 
Jammu & Kashmir to advance good 
governance, improve operations, 
service delivery and effectiveness of the 
member Ombudsman organizations. 
All fourteen ombudsmen in Pakistan 
are its member. Its President is 
appointed every year with mutual 
agreement of its members. Federal Tax 
Ombudsman is holding this post since 2013. The current membership of FPO is 
given below:-

The Forum has played a pivotal role in promoting ombudsmanship in Pakistan 
and was instrumental in bringing about Federal Ombudsmen Institutional 
Reforms Act 2013 aimed at standardizing and harmonizing the laws relating to 
Federal Ombudsmen institutions. The last meeting of the Forum of Pakistan 
Ombudsmen (FPO) was held on 3 September 2021 at the Wafaqi Mohtasib 
Secretariat, Islamabad. The meeting established Action Plan Committee to 
formulate joint media strategy to promote awareness about Ombudsmen 
institutions in Pakistan. It also decided to develop a website of FPO and adopt IT 
solutions for enhanced efficiency, outreach and awareness about the functions of 
the member institutions.

The Hon’ble President of Pakistan chaired the full review meeting of the heads of 

Ombudsmen institutions in the country on 3 September 2021 at Aiwan-e-Sadr, 
Islamabad. The Ombudsmen briefed the President about the performance of their 
respective organizations in providing justice to the aggrieved citizens. The Hon’ble 
President appreciated the performance 
of all Ombudsmen for doing a 
remarkable job by providing 
expeditious and free-of-cost justice to 
the people against  maladministration 
on the part of government agencies. He 
called for strengthening and improving 
the institution of Ombudsmen by using 
modern technology, amending existing 
laws and enhancing their outreach to 
provide speedy justice to the people at 
district and sub-district levels against 
the administrative injustices. 
Emphasizing the need to protect the 
rights of the people against administrative injustices, he urged the Ombudsmen to 
play their active role in quickly redressing the grievances of the public. He also 
underlined the need for enhancing the outreach of all Ombudsmen to remote areas 
and creating awareness among the people about the useful role being played by the 
Ombudsmen in dispensing free-of-cost and speedy justice to the aggrieved citizens.

International Ombudsman Institute (IOI)

The International Ombudsman Institute (IOI) was established in 1978 to 
coordinate among multiple ombudsman institutions and to promote the concept of 
ombudsman throughout the world. It was incorporated as a non-profit 
organization under the Canada Corporation Act with its Headquarters in the 
University of Alberta, Edmonton, Canada. The IOI headquarter was shifted to 

Vienna, Austria, with effect from 01 September 2009.

The International Ombudsman Institute (IOI) comprises 217 member institutions 
and has six regional groups/chapters having members from 123 countries. The 
Federal Ombudsman of Pakistan is a full member of the International 
Ombudsman Institute (IOI) and has held the post of the President of its Asian 
Chapter on many occasions.

Among its various activities across the globe, a research study on the issue of girls 
education in Sindh (Pakistan) was sponsored by IOI within its regional subsidies 
program. The Chief Minister of Sindh inaugurated the launching ceremony on 21 
October 2021. 

Asian Ombudsman Association (AOA)

Encouraged by its experience at domestic level and interaction with other 
members of International Ombudsman Institute (IOI), Pakistan took the initiative 
of establishing Asian Ombudsman Association (AOA) on 16 April 1996. In 
recognition of Pakistan’s contribution 
and services to the cause of 
ombudsmanship, the secretariat of 
AOA was established within the 
premises of the Federal Ombudsman 
Secretariat, Islamabad. Its 
membership today stands at 44 
including the 18 founding members in 
1996.

The General Assembly of AOA meets 
every two years whereas its Board of 
Directors meets annually. Wafaqi Mohtasib Pakistan was elected President of 
Board of Directors for 4 years in 2015. It is a great honour for Pakistan that Wafaqi 
Mohtasib was re-elected unopposed as President of AOA for another four year term 
on 18 November 2019. 

The composition of the Board of Directors and the Presidency for the current term 
(2019-2023) is as follows:

The years 2020 and 2021 experienced heavy human and material losses in the 
wake of COVID-19 pandemic which was followed by border closures, lockdown and 
travel restrictions across the globe. The AOA membership was no exception and 
the  Association, too, remained in a slowdown mode. The 23rd meeting of its Board 
of Directors due to meet in Tehran (Iran) in 2020 could not be held. It, however, 
took follow up actions on decisions of the BOD held in 2019 such as launching of 
E-Profile directory of members and Alumni members on the AOA website. Federal 
Ombudsman-Pakistan undertook to manage the initiative from its own resources 
without any burden on the Association’s funds. Issuance of e-newsletter on 
monthly basis continued successfully. 52 e-newsletters have been issued since 
June 2018. News items and reports about best practices were regularly received 
from the member institutions. In addition, the Honourable Ombudsman of the 
Republic of Indonesia organized a webinar on Mainstreaming Discrimination as a 
form of Maladministration and the Role of Ombudsman on 23 September 2020 
which was a well attended activity.

OIC Ombudsman Association (OICOA)

Pakistan took another initiative of promoting ombudsman institutions in the 
Muslim world at the 39th session of the OIC Council of Foreign Ministers in 2012 
establishing networking of ombudsman institutions in OIC member states. It soon 
transformed itself into a full-fledged Association under Islamabad Declaration 
adopted during the first Conference on Networking of Ombudsman Institutions 
(28-29 April 2014). The second meeting of the General Assembly of OICOA was 
held in Turkey on 19 November 2019 wherein Pakistan was elected as the 
permanent Secretary General of this body. Pakistan hosts its Secretariat while its 
12 founding members were accorded voting rights in the General Assembly. During 
the OICOA General Assembly meeting (Istanbul, 19 November 2019) the following 
were elected for a 4 year term.

The first meeting of the Board of Directors of this body was scheduled to be held in 
Morocco in 2020. However, due to COVID-19 pandemic, it was agreed to hold the 

meeting through video conferencing on 14 October 2020. The meeting, inter-alia, 
considered measures for strengthening the communication network between 
OICOA members and a host of training programmes and inter-institutional 
activities for capacity building, mutual study visits, workshops and internships.

The second meeting of its Board of Directors (BOD) was held online on 02 
December 2020, the third meeting on 10 March 2021 while the fourth meeting was 
held on 24 May 2021. It considered methodology and subjects for online training 
events. Turkey offered to organize the first online training in December 2020 
related to complaint procedure, and 
examination. The second training 
session of OICOA (at Staff Level) was 
held on 27 January 2021 in pursuance 
of “Building Communication Network” 
among all the Ombudsman 
Institutions. The training provided an 
overview about the role and functions of the Federal Tax Ombudsman (FTO) of 
Pakistan, its complaints management system/process and types of decision and 
receipt/disposal of complaints. In addition, the third training session was 
organized via Zoom on 24 February 2021 regarding the Azerbaijan Ombudsman’s 
mandate in preventing torture and inhuman treatment. The fourth training 
session was organized by Morocco on 28 April 2021 on the role of Ombudsman in 
the protection of rights of persons with disabilities. The fifth meeting of Board of 
Directors (OICOA) was held on 17 November 2021, via Zoom at Ankara (Turkey). 
The meeting was chaired by the President of OICOA and attended by the Board 
members. The BOD appreciated the role of the member institutions in organizing 
a series of training sessions and decided to continue the same during 2022.

Federal Tax Ombudsman, Pakistan offered to host the next General Assembly 
meeting in Pakistan. Date and agenda for the same will be circulated in due 
course. The Ombudsman of Morocco offered to host the next meeting of the Board 
of Directors of the OICOA.  

  

S. No. Position Name Institution Country 
1 President Mr. Seref Malkoc Chief Ombudsman Turkey 

2 Vice President Mr. Justice Hassan 
Darvishian President GIO Iran 

3 Secretary General Dr.Asif Mahmood 
Jah 

Federal Tax 
Ombudsman Pakistan

 

4 Member Ms. Sabina Aliyeva Commissioner for 
Human Rights Azerbaijan 

5 Member Dr. KassimIssak 
Ousman Mediator Djibouti 

6 Member Mr. Mohamed 
Benalilou The Mediator Morocco Morocco 

7 Member Dr. Ihsan Hussein 
Babikir 

President of Public 
Grievance Chamber 

of Sudan 
Sudan 
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Pakistan is among the few pioneering countries in South Asia that have introduced 
the Ombudsman institutions as a mechanism for speedy and inexpensive 
resolution of complaints against Government agencies. Established in 1983, the 
Office of Federal Ombudsman (Wafaqi 
Mohtasib) in Pakistan has, over the 
years, enhanced its geographical 
outreach through an impressive layout 
of regional offices. Likewise, the 
concept has been replicated into other 
areas of governance and ombudsman 
institutions dealing with matters 
relating to banking, insurance, 
taxation and protection against 
harassment of women are successfully 
functioning in the country. 
Simultaneously, subjects falling within 
the purview of provincial governments 
and the Government of AJ&K are dealt with by their respective ombudsman 
institutions. 

A brief survey of Pakistan’s role, membership and activities in the relevant 
ombudsman institutions at domestic and international levels is given in the 
following paragraphs:

Forum of Pakistan Ombudsman (FPO)

It was established on 15 April 2011, as a non-governmental professional network 
of independent and non-political 
Ombudsmen in Pakistan including the 
Federal Ombudsman. The FPO 
operates across Pakistan and Azad 
Jammu & Kashmir to advance good 
governance, improve operations, 
service delivery and effectiveness of the 
member Ombudsman organizations. 
All fourteen ombudsmen in Pakistan 
are its member. Its President is 
appointed every year with mutual 
agreement of its members. Federal Tax 
Ombudsman is holding this post since 2013. The current membership of FPO is 
given below:-

The Forum has played a pivotal role in promoting ombudsmanship in Pakistan 
and was instrumental in bringing about Federal Ombudsmen Institutional 
Reforms Act 2013 aimed at standardizing and harmonizing the laws relating to 
Federal Ombudsmen institutions. The last meeting of the Forum of Pakistan 
Ombudsmen (FPO) was held on 3 September 2021 at the Wafaqi Mohtasib 
Secretariat, Islamabad. The meeting established Action Plan Committee to 
formulate joint media strategy to promote awareness about Ombudsmen 
institutions in Pakistan. It also decided to develop a website of FPO and adopt IT 
solutions for enhanced efficiency, outreach and awareness about the functions of 
the member institutions.

The Hon’ble President of Pakistan chaired the full review meeting of the heads of 

Ombudsmen institutions in the country on 3 September 2021 at Aiwan-e-Sadr, 
Islamabad. The Ombudsmen briefed the President about the performance of their 
respective organizations in providing justice to the aggrieved citizens. The Hon’ble 
President appreciated the performance 
of all Ombudsmen for doing a 
remarkable job by providing 
expeditious and free-of-cost justice to 
the people against  maladministration 
on the part of government agencies. He 
called for strengthening and improving 
the institution of Ombudsmen by using 
modern technology, amending existing 
laws and enhancing their outreach to 
provide speedy justice to the people at 
district and sub-district levels against 
the administrative injustices. 
Emphasizing the need to protect the 
rights of the people against administrative injustices, he urged the Ombudsmen to 
play their active role in quickly redressing the grievances of the public. He also 
underlined the need for enhancing the outreach of all Ombudsmen to remote areas 
and creating awareness among the people about the useful role being played by the 
Ombudsmen in dispensing free-of-cost and speedy justice to the aggrieved citizens.

International Ombudsman Institute (IOI)

The International Ombudsman Institute (IOI) was established in 1978 to 
coordinate among multiple ombudsman institutions and to promote the concept of 
ombudsman throughout the world. It was incorporated as a non-profit 
organization under the Canada Corporation Act with its Headquarters in the 
University of Alberta, Edmonton, Canada. The IOI headquarter was shifted to 

Vienna, Austria, with effect from 01 September 2009.

The International Ombudsman Institute (IOI) comprises 217 member institutions 
and has six regional groups/chapters having members from 123 countries. The 
Federal Ombudsman of Pakistan is a full member of the International 
Ombudsman Institute (IOI) and has held the post of the President of its Asian 
Chapter on many occasions.

Among its various activities across the globe, a research study on the issue of girls 
education in Sindh (Pakistan) was sponsored by IOI within its regional subsidies 
program. The Chief Minister of Sindh inaugurated the launching ceremony on 21 
October 2021. 

Asian Ombudsman Association (AOA)

Encouraged by its experience at domestic level and interaction with other 
members of International Ombudsman Institute (IOI), Pakistan took the initiative 
of establishing Asian Ombudsman Association (AOA) on 16 April 1996. In 
recognition of Pakistan’s contribution 
and services to the cause of 
ombudsmanship, the secretariat of 
AOA was established within the 
premises of the Federal Ombudsman 
Secretariat, Islamabad. Its 
membership today stands at 44 
including the 18 founding members in 
1996.

The General Assembly of AOA meets 
every two years whereas its Board of 
Directors meets annually. Wafaqi Mohtasib Pakistan was elected President of 
Board of Directors for 4 years in 2015. It is a great honour for Pakistan that Wafaqi 
Mohtasib was re-elected unopposed as President of AOA for another four year term 
on 18 November 2019. 

The composition of the Board of Directors and the Presidency for the current term 
(2019-2023) is as follows:

The years 2020 and 2021 experienced heavy human and material losses in the 
wake of COVID-19 pandemic which was followed by border closures, lockdown and 
travel restrictions across the globe. The AOA membership was no exception and 
the  Association, too, remained in a slowdown mode. The 23rd meeting of its Board 
of Directors due to meet in Tehran (Iran) in 2020 could not be held. It, however, 
took follow up actions on decisions of the BOD held in 2019 such as launching of 
E-Profile directory of members and Alumni members on the AOA website. Federal 
Ombudsman-Pakistan undertook to manage the initiative from its own resources 
without any burden on the Association’s funds. Issuance of e-newsletter on 
monthly basis continued successfully. 52 e-newsletters have been issued since 
June 2018. News items and reports about best practices were regularly received 
from the member institutions. In addition, the Honourable Ombudsman of the 
Republic of Indonesia organized a webinar on Mainstreaming Discrimination as a 
form of Maladministration and the Role of Ombudsman on 23 September 2020 
which was a well attended activity.

OIC Ombudsman Association (OICOA)

Pakistan took another initiative of promoting ombudsman institutions in the 
Muslim world at the 39th session of the OIC Council of Foreign Ministers in 2012 
establishing networking of ombudsman institutions in OIC member states. It soon 
transformed itself into a full-fledged Association under Islamabad Declaration 
adopted during the first Conference on Networking of Ombudsman Institutions 
(28-29 April 2014). The second meeting of the General Assembly of OICOA was 
held in Turkey on 19 November 2019 wherein Pakistan was elected as the 
permanent Secretary General of this body. Pakistan hosts its Secretariat while its 
12 founding members were accorded voting rights in the General Assembly. During 
the OICOA General Assembly meeting (Istanbul, 19 November 2019) the following 
were elected for a 4 year term.

The first meeting of the Board of Directors of this body was scheduled to be held in 
Morocco in 2020. However, due to COVID-19 pandemic, it was agreed to hold the 

meeting through video conferencing on 14 October 2020. The meeting, inter-alia, 
considered measures for strengthening the communication network between 
OICOA members and a host of training programmes and inter-institutional 
activities for capacity building, mutual study visits, workshops and internships.

The second meeting of its Board of Directors (BOD) was held online on 02 
December 2020, the third meeting on 10 March 2021 while the fourth meeting was 
held on 24 May 2021. It considered methodology and subjects for online training 
events. Turkey offered to organize the first online training in December 2020 
related to complaint procedure, and 
examination. The second training 
session of OICOA (at Staff Level) was 
held on 27 January 2021 in pursuance 
of “Building Communication Network” 
among all the Ombudsman 
Institutions. The training provided an 
overview about the role and functions of the Federal Tax Ombudsman (FTO) of 
Pakistan, its complaints management system/process and types of decision and 
receipt/disposal of complaints. In addition, the third training session was 
organized via Zoom on 24 February 2021 regarding the Azerbaijan Ombudsman’s 
mandate in preventing torture and inhuman treatment. The fourth training 
session was organized by Morocco on 28 April 2021 on the role of Ombudsman in 
the protection of rights of persons with disabilities. The fifth meeting of Board of 
Directors (OICOA) was held on 17 November 2021, via Zoom at Ankara (Turkey). 
The meeting was chaired by the President of OICOA and attended by the Board 
members. The BOD appreciated the role of the member institutions in organizing 
a series of training sessions and decided to continue the same during 2022.

Federal Tax Ombudsman, Pakistan offered to host the next General Assembly 
meeting in Pakistan. Date and agenda for the same will be circulated in due 
course. The Ombudsman of Morocco offered to host the next meeting of the Board 
of Directors of the OICOA.  

  

Federal Tax Ombudsman was 
elected as permanent Secretary 
General of OICOA in 2019 with its 
secretariat in Islamabad.
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The year 2021 was designated as the year of consolidation. It was so designated as 
it marked the completion of the tenure of the 11th Ombudsman (21.07.2017 to 
26.12.2021) and the 38th anniversary of the establishment of this Office. From 
January 1983 to date, the institution has followed a positive trajectory reflecting 
qualitative and quantitative growth in its operational activities, institutional 
reforms and putting in place a mechanism for internal review and monitoring with 
a view to optimizing its efficiency and efficacy. The commitment and dedication of 
the seven illustrious regular Ombudsmen and four acting Ombudsmen who had 
ably steered the institution during the past thirty eight years, contributed in 
making it a premier institution of administrative accountability in the country. 

The process of consolidation is not an end in itself, it is a means to building up 
further on the past achievements and 
identifying goalposts to be pursued in 
the future. The incumbent Ombudsman 
took the oath of Office on 27 December 
2021. He has been associated with this 
institution for the last twelve years and 
contributed in its growth and 
expansion to the present stature. The 
strategy for the coming years, 
therefore, flows from the gains in the 
previous years. It is aimed at fine 
tuning and upgrading efforts to 
enhance Wafaqi  Mohtasib’s outreach to 
the general public, strengthening its capacity, simplifying procedures, addressing, 
systemic issues and taking new initiatives to provide prompt relief to those facing 
administrative excesses, negligence, inefficiency and alike, on the part of  
governmental agencies.

The legal and institutional framework of the Wafaqi Mohtasib’s Office provides for 
an elaborate complaint redressal mechanism. It is unique in a sense that while it 
redresses the petitioner’s grievance, it bring to fore the inadequacies of the 
governance system that constitute an 
injustice to the sufferer. The Findings/ 
decisions of the Wafaqi Mohtasib, 
therefore, invariably contain 
recommendations and practical 
solutions to the issues without 
impinging upon the operational and 
policy making domains of the federal 
(responding) agencies. The trust and 
confidence of the general public that the institution of Wafaqi Mohtasib has earned 
over the years for its integrity, transparency, professionalism and, above all, 
commitment to the cause of justice and fairplay will guide its path in the future.   

The Office of Wafaqi Mohtasib, with its Head Office at Islamabad and 14 regional 
offices, is discharging its statutory functions in all provinces and a few select 
regions. Recognizing the need to enhance its presence in the country, efforts are 
afoot to set up more regional offices. Three Divisional Complaint Centres in 
Baluchistan, one each at Sibbi, Khuzdar and Loralai have lately been set up. Steps 
are being taken to reinvigorate Outreach Complaint Resolution (OCR) mechanism 
by enhancing frequency of OCR visits by our Investigation Officers at various 
Tehsil and District Headquarters levels to redress the grievances of the public at 
their doorsteps.  

The OCR operations will be further strengthened by organising open hearing of 
complaints (Khuli Katcheris) at 
pre-designated places in remote 
Tehsils/ sub-districts falling within the 
jurisdiction of the existing Regional 
Offices. This will afford general public 
an opportunity to raise their grievances 
in the presence of representatives of the 
concerned agencies, closer to their 
homes, and get immediate relief. 
Complaints requiring detailed 
investigation will be dealt with by the Investigation Officers from the designated 
Regional Office.

Article 2 of the President’s Order No. 1 of 1983 provides a comprehensive definition 
of maladministration. It is a phenomenon which in addition to the given complaint 
resolution procedures, needs to be 
addressed at intellectual level as well. 
The Wafaqi Mohtasib Secretariat 
(WMS) proposes to provide a platform 
for dialogue and exchange of views on 
various manifestations of 
maladministration, its causes and 
consequences for the society as well as 
possible solutions to overcome the 
same. Periodic lectures and seminars 
would be held on these issues with a 
view to developing a robust public voice against maladministration, injustice, 
nepotism, inefficiency, corruption and bribery. A group of consultants would plan 
appropriate events and conduct thematic discussions at the WMS premises.  

The WMS has carried out some very important research studies on systemic issues 
in the recent years and made policy recommendations to the Government and the 
relevant agencies. These include reports prepared on receipt of references from the 
Hon’ble Supreme Court of Pakistan on the following issues:

♦ Illegal constructions in the Nullah Korang bed.

♦ Fire incident of Margalla Hills.

♦ Un-authorized construction of Marriage Halls (Marquees).

♦ Education Sector Reforms (Implementation of Article-25-A of the 
Constitution of the Islamic Republic of Pakistan).  

Earlier, during 2015-16 the then Wafaqi 
Mohtasib constituted a number of 
committees of experts to prepare 
reports on various subjects addressing 
root causes of persistent complaints 
against malfunctioning of 
governmental agencies. These reports 
included the following:

♦ A Study of Organization, Role, Systems, Procedure and Causes of 
Mal-Administration and Mal-Functioning of Central Directorate of 
National Savings, Ministry of Finance, Government of Pakistan.

♦ Research Study: Extending Outreach of Alternate Dispute Resolution (ADR) 
Mechanism for Ombudsman (especially Wafaqi Mohtasib).

♦ Report of the Committee for Reforms of Pension System for Government 
Employees.

♦ Report on Public Complaints of Mal-Administration and Deficiencies in 
Pakistan Post Office Department and Suggested Remedial Measures.

♦ Federal Ombudsman Report on Government Procurement System to 
address Mal-Administration and Ensure Transparency. 

Steps are in hand to prepare a catalogue of all recommendations emanating from 
the above mentioned reports/studies with a view to reviewing the status of 
implementation thereof and removing the road blocks, if any, to ensure early and 
effective implementation of those recommendations for the benefit of the public at 
large. 

In addition, the Wafaqi Mohtasib Secretariat (WMS) proposes to commission new 
studies to examine common systemic flaws and suggest possible policy responses 
as the electric and gas distributions 
companies continue to attract the 
highest number of complaints from the 
consumers. During 2021, the combined 
total of complaints against the DISCOs, 
SSGCL and SNGPL stood at 68,341. 
NADRA, State Life Insurance 
Corporation (SLIC) and the Postal Life 
Insurance (PLI) were other major 
agencies against which a large number 
of complaints were registered in the year under review. The studies will be 

undertaken about the aforesaid agencies in collaboration with relevant experts 
and professionals with a view to improving the service delivery and eliminating 
the practices that cause grievance of the complainants.

In line with the advice of the Hon’ble President to create greater awareness about 
the institution, the WMS organized seminars in the President’s Secretariat and 
the Governor’s House, Punjab. Its website was revamped and a mobile app was 
launched. The WMS started to hold hearings through WhatsApp& Skype which 
came handy during the restrictions on travel/gatherings in the wake of COVID-19 
pandemic. Resultantly, the online complaints were recorded at 42,238 in 2021. 
Besides, the Media Wing in the Wafaqi 
Mohtasib Secretariat (WMS) has been 
strengthened and a quarterly News 
Bulletin for raising awareness about 
this Office is being issued regularly. The 
Steering Committee on Media (SCM) is 
presently developing calendar of media 
events stipulating periodicity and time 
frame for holding lectures, seminars, 
press conferences, interviews and other 
events to generate awareness about the availability of this forum for speedy and 
inexpensive redressal of grievances to the general public.

Developing a workforce competent to contribute and act in support of the 
objectives and purposes of the institution of Wafaqi Mohtasib is necessary to 
uphold the confidence of the people in its performance. The objectives of 
diagnosing, investigating, redressing, 
and rectifying any injustice done to a 
person through maladministration call 
for instituting an appropriate 
recruitment criteria and imparting 
specialized training to its staff for 
investigation, appraisement and 
implementation work. The WMS took the first major step in this direction and 
recruited nine Investigation Officers through open competition. These officers 
were given basic training and were later posted in the Head Office as well as the 
regional offices. They have successfully completed their probation period during 
the current  year and their performance is being closely monitored. This measure 
will go a long way in developing a specialized professional cadre for the institution 
of Wafaqi Mohtasib.

The objective of dispensing speedy and 
inexpensive administrative justice 
could be best realized if an effective 
mechanism for executing the orders of 
the competent forum was in place. 
Accordingly, the Wafaqi Mohtasib Office 
established an Implementation Wing, 

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 Hon’ble President in a 
representation against the Findings of the Wafaqi Mohtasib. Subsequently, 
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. Recognizing the central role of the 
Implementation Wing in the discharge of its mandate, the Wafaqi Mohtasib Office 
will continue strengthening the implementation mechanism by employing 
advanced IT tools and infrastructure for effective monitoring and follow up. 

Article 9 of the President’s Order of 1983 provides for the Wafaqi Mohtasib to, 
inter-alia, undertake of his own motion, 
any investigation into any allegation of 
maladministration on the part of any 
Agency or its employees. The provision 
of  suo-moto notice can facilitate 
initiation of early corrective measures 
necessary to rectify malfunctioning in 
agencies which are attracting 
persistent complaints from the general 
public.  In the same vein, the 
Ombudsman is empowered to 
constitute Inspection Teams for the 
performance of any of his functions. 
Such Inspection Teams comprising 
designated officers of the WMS and representatives of the civil society shall be 
tasked to inspect service providing agencies to identify shortcomings in their 
operations and address the difficulties faced by the general public. 

Article 33 of the President’s Order No.1 of 1983 vests in Wafaqi 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. The law also provides for 
appointment of liaison counsellors for 
the purpose. This concept of Informal 
Resolution of Disputes (IRD) is being 
developed to initiate a pilot project at 
Divisional level particularly in those 
Divisions where no Regional Office of 
the WMS currently exists. The parties 
would be given an option to select IRD 
mode at the time of registration which 
would be integrated into the existing 
system of Complaint Management 
Information System (CMIS) in the WMS. The operationalization of the IRD project 
shall be an important milestone in maximizing the outreach of the Wafaqi 

Mohtasib’s Office especially in the remote areas of the country.

The Wafaqi Mohtasib Secretariat (WMS) has a very rewarding experience of 
working with the UNICEF which 
contributed in establishing a 
child-ombuds system in collaboration 
with the Provincial Mohtasib to help 
resolved individual complaints as well 
as addressing the systemic issues 
relating to children. A task force of professionals and other stakeholders is working 
on the project for Prevention and Control of Cyber Crime against Children. A draft 
bill has been moved in 2021 with the support of parliamentarians which is now 
awaiting approval from the Senate of 
Pakistan. Likewise, the World Bank 
sponsored reports on 
upgrading/evaluating Performance of 
the Wafaqi Mohtasib, Speedy 
Complaints Resolution and the Citizen 
Report Card of the Institution of Wafaqi 
Mohtasib. The objectives and purposes 
of the establishment of this institution 
has a direct bearing on the realization of the overall goals of the promotion and 
protection of human rights and the principles of good governance for the common 
good of the masses. The WMS proposes to engage with the relevant international 
bodies and utilize their expertise in developing synergies in the pursuit of shared 
goals in the said domains. Accordingly, efforts will continue to address the above 
issues including the plight of street children in the ICT area which would be 
replicated in other major cities in collaboration with the provincial governments. 

The task of rooting out maladministration form the government agencies requires 
multidimensional efforts at various levels. The WMS proposes to spearhead an 
effective campaign for this purpose. In this regard, a high level National Advisory 
Committee will be set up to recommend, 
inter alia, measures for upgrading 
Wafaqi Mohtasib’s complaints 
resolution mechanism, increasing 
efficiency and efficacy of its working, 
adopting innovative approaches for 
addressing systemic issues and timely 
delivery of speedy and inexpensive 
justice at the doorsteps of the aggrieved 
citizens. The committee comprising 
former Ombudsmen, retired civil 
servants, administrators, entrepreneurs and civil society leaders shall meet on 
quarterly basis and contribute in developing an appropriate roadmap for realizing 
the aforesaid objectives.

In its journey of nearly four decades, this institution has traversed a long way and 
established its credentials as an effective instrument for providing speedy and 
inexpensive justice to the people and to carry out systemic reforms. Building upon 
the accomplishments of the past, the goals that the Office of Wafaqi Mohtasib 
seeks to pursue in the coming years have a lot to offer to the people facing 
administrative excesses of the 
governmental agencies. The Office of 
Wafaqi Mohtasib enjoys full support at 
the highest level to bring about much 
needed change in the lives of our people 
by improving the service delivery of the federal agencies. The continued goodwill 
and across the board support for the institution holds great promise for its future.

Strategy for the coming years 
flows from the gains in the 
previous years. It is aimed at fine 
tuning and upgrading efforts to 
enhance outreach of the WMS to 
the general public, strengthening 
its capacity, simplifying 
procedures, systemic reforms in 
Federal agencies  and taking new 
initiatives to provide relief to those 
facing administrative excesses.

The Ombudsman’s complaint 
redressal mechanism is unique in 
a sense that while it redresses the 
petitioner’s grievance, it bring to 
fore the inadequacies of the 
governance system that constitute 
an injustice to the sufferer.

CHAPTER 13
GOALPOSTS FOR THE FUTURE
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GOALPOSTS FOR THE FUTURE

The year 2021 was designated as the year of consolidation. It was so designated as 
it marked the completion of the tenure of the 11th Ombudsman (21.07.2017 to 
26.12.2021) and the 38th anniversary of the establishment of this Office. From 
January 1983 to date, the institution has followed a positive trajectory reflecting 
qualitative and quantitative growth in its operational activities, institutional 
reforms and putting in place a mechanism for internal review and monitoring with 
a view to optimizing its efficiency and efficacy. The commitment and dedication of 
the seven illustrious regular Ombudsmen and four acting Ombudsmen who had 
ably steered the institution during the past thirty eight years, contributed in 
making it a premier institution of administrative accountability in the country. 

The process of consolidation is not an end in itself, it is a means to building up 
further on the past achievements and 
identifying goalposts to be pursued in 
the future. The incumbent Ombudsman 
took the oath of Office on 27 December 
2021. He has been associated with this 
institution for the last twelve years and 
contributed in its growth and 
expansion to the present stature. The 
strategy for the coming years, 
therefore, flows from the gains in the 
previous years. It is aimed at fine 
tuning and upgrading efforts to 
enhance Wafaqi  Mohtasib’s outreach to 
the general public, strengthening its capacity, simplifying procedures, addressing, 
systemic issues and taking new initiatives to provide prompt relief to those facing 
administrative excesses, negligence, inefficiency and alike, on the part of  
governmental agencies.

The legal and institutional framework of the Wafaqi Mohtasib’s Office provides for 
an elaborate complaint redressal mechanism. It is unique in a sense that while it 
redresses the petitioner’s grievance, it bring to fore the inadequacies of the 
governance system that constitute an 
injustice to the sufferer. The Findings/ 
decisions of the Wafaqi Mohtasib, 
therefore, invariably contain 
recommendations and practical 
solutions to the issues without 
impinging upon the operational and 
policy making domains of the federal 
(responding) agencies. The trust and 
confidence of the general public that the institution of Wafaqi Mohtasib has earned 
over the years for its integrity, transparency, professionalism and, above all, 
commitment to the cause of justice and fairplay will guide its path in the future.   

The Office of Wafaqi Mohtasib, with its Head Office at Islamabad and 14 regional 
offices, is discharging its statutory functions in all provinces and a few select 
regions. Recognizing the need to enhance its presence in the country, efforts are 
afoot to set up more regional offices. Three Divisional Complaint Centres in 
Baluchistan, one each at Sibbi, Khuzdar and Loralai have lately been set up. Steps 
are being taken to reinvigorate Outreach Complaint Resolution (OCR) mechanism 
by enhancing frequency of OCR visits by our Investigation Officers at various 
Tehsil and District Headquarters levels to redress the grievances of the public at 
their doorsteps.  

The OCR operations will be further strengthened by organising open hearing of 
complaints (Khuli Katcheris) at 
pre-designated places in remote 
Tehsils/ sub-districts falling within the 
jurisdiction of the existing Regional 
Offices. This will afford general public 
an opportunity to raise their grievances 
in the presence of representatives of the 
concerned agencies, closer to their 
homes, and get immediate relief. 
Complaints requiring detailed 
investigation will be dealt with by the Investigation Officers from the designated 
Regional Office.

Article 2 of the President’s Order No. 1 of 1983 provides a comprehensive definition 
of maladministration. It is a phenomenon which in addition to the given complaint 
resolution procedures, needs to be 
addressed at intellectual level as well. 
The Wafaqi Mohtasib Secretariat 
(WMS) proposes to provide a platform 
for dialogue and exchange of views on 
various manifestations of 
maladministration, its causes and 
consequences for the society as well as 
possible solutions to overcome the 
same. Periodic lectures and seminars 
would be held on these issues with a 
view to developing a robust public voice against maladministration, injustice, 
nepotism, inefficiency, corruption and bribery. A group of consultants would plan 
appropriate events and conduct thematic discussions at the WMS premises.  

The WMS has carried out some very important research studies on systemic issues 
in the recent years and made policy recommendations to the Government and the 
relevant agencies. These include reports prepared on receipt of references from the 
Hon’ble Supreme Court of Pakistan on the following issues:

♦ Illegal constructions in the Nullah Korang bed.

♦ Fire incident of Margalla Hills.

♦ Un-authorized construction of Marriage Halls (Marquees).

♦ Education Sector Reforms (Implementation of Article-25-A of the 
Constitution of the Islamic Republic of Pakistan).  

Earlier, during 2015-16 the then Wafaqi 
Mohtasib constituted a number of 
committees of experts to prepare 
reports on various subjects addressing 
root causes of persistent complaints 
against malfunctioning of 
governmental agencies. These reports 
included the following:

♦ A Study of Organization, Role, Systems, Procedure and Causes of 
Mal-Administration and Mal-Functioning of Central Directorate of 
National Savings, Ministry of Finance, Government of Pakistan.

♦ Research Study: Extending Outreach of Alternate Dispute Resolution (ADR) 
Mechanism for Ombudsman (especially Wafaqi Mohtasib).

♦ Report of the Committee for Reforms of Pension System for Government 
Employees.

♦ Report on Public Complaints of Mal-Administration and Deficiencies in 
Pakistan Post Office Department and Suggested Remedial Measures.

♦ Federal Ombudsman Report on Government Procurement System to 
address Mal-Administration and Ensure Transparency. 

Steps are in hand to prepare a catalogue of all recommendations emanating from 
the above mentioned reports/studies with a view to reviewing the status of 
implementation thereof and removing the road blocks, if any, to ensure early and 
effective implementation of those recommendations for the benefit of the public at 
large. 

In addition, the Wafaqi Mohtasib Secretariat (WMS) proposes to commission new 
studies to examine common systemic flaws and suggest possible policy responses 
as the electric and gas distributions 
companies continue to attract the 
highest number of complaints from the 
consumers. During 2021, the combined 
total of complaints against the DISCOs, 
SSGCL and SNGPL stood at 68,341. 
NADRA, State Life Insurance 
Corporation (SLIC) and the Postal Life 
Insurance (PLI) were other major 
agencies against which a large number 
of complaints were registered in the year under review. The studies will be 

undertaken about the aforesaid agencies in collaboration with relevant experts 
and professionals with a view to improving the service delivery and eliminating 
the practices that cause grievance of the complainants.

In line with the advice of the Hon’ble President to create greater awareness about 
the institution, the WMS organized seminars in the President’s Secretariat and 
the Governor’s House, Punjab. Its website was revamped and a mobile app was 
launched. The WMS started to hold hearings through WhatsApp& Skype which 
came handy during the restrictions on travel/gatherings in the wake of COVID-19 
pandemic. Resultantly, the online complaints were recorded at 42,238 in 2021. 
Besides, the Media Wing in the Wafaqi 
Mohtasib Secretariat (WMS) has been 
strengthened and a quarterly News 
Bulletin for raising awareness about 
this Office is being issued regularly. The 
Steering Committee on Media (SCM) is 
presently developing calendar of media 
events stipulating periodicity and time 
frame for holding lectures, seminars, 
press conferences, interviews and other 
events to generate awareness about the availability of this forum for speedy and 
inexpensive redressal of grievances to the general public.

Developing a workforce competent to contribute and act in support of the 
objectives and purposes of the institution of Wafaqi Mohtasib is necessary to 
uphold the confidence of the people in its performance. The objectives of 
diagnosing, investigating, redressing, 
and rectifying any injustice done to a 
person through maladministration call 
for instituting an appropriate 
recruitment criteria and imparting 
specialized training to its staff for 
investigation, appraisement and 
implementation work. The WMS took the first major step in this direction and 
recruited nine Investigation Officers through open competition. These officers 
were given basic training and were later posted in the Head Office as well as the 
regional offices. They have successfully completed their probation period during 
the current  year and their performance is being closely monitored. This measure 
will go a long way in developing a specialized professional cadre for the institution 
of Wafaqi Mohtasib.

The objective of dispensing speedy and 
inexpensive administrative justice 
could be best realized if an effective 
mechanism for executing the orders of 
the competent forum was in place. 
Accordingly, the Wafaqi Mohtasib Office 
established an Implementation Wing, 

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 Hon’ble President in a 
representation against the Findings of the Wafaqi Mohtasib. Subsequently, 
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. Recognizing the central role of the 
Implementation Wing in the discharge of its mandate, the Wafaqi Mohtasib Office 
will continue strengthening the implementation mechanism by employing 
advanced IT tools and infrastructure for effective monitoring and follow up. 

Article 9 of the President’s Order of 1983 provides for the Wafaqi Mohtasib to, 
inter-alia, undertake of his own motion, 
any investigation into any allegation of 
maladministration on the part of any 
Agency or its employees. The provision 
of  suo-moto notice can facilitate 
initiation of early corrective measures 
necessary to rectify malfunctioning in 
agencies which are attracting 
persistent complaints from the general 
public.  In the same vein, the 
Ombudsman is empowered to 
constitute Inspection Teams for the 
performance of any of his functions. 
Such Inspection Teams comprising 
designated officers of the WMS and representatives of the civil society shall be 
tasked to inspect service providing agencies to identify shortcomings in their 
operations and address the difficulties faced by the general public. 

Article 33 of the President’s Order No.1 of 1983 vests in Wafaqi 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. The law also provides for 
appointment of liaison counsellors for 
the purpose. This concept of Informal 
Resolution of Disputes (IRD) is being 
developed to initiate a pilot project at 
Divisional level particularly in those 
Divisions where no Regional Office of 
the WMS currently exists. The parties 
would be given an option to select IRD 
mode at the time of registration which 
would be integrated into the existing 
system of Complaint Management 
Information System (CMIS) in the WMS. The operationalization of the IRD project 
shall be an important milestone in maximizing the outreach of the Wafaqi 

Mohtasib’s Office especially in the remote areas of the country.

The Wafaqi Mohtasib Secretariat (WMS) has a very rewarding experience of 
working with the UNICEF which 
contributed in establishing a 
child-ombuds system in collaboration 
with the Provincial Mohtasib to help 
resolved individual complaints as well 
as addressing the systemic issues 
relating to children. A task force of professionals and other stakeholders is working 
on the project for Prevention and Control of Cyber Crime against Children. A draft 
bill has been moved in 2021 with the support of parliamentarians which is now 
awaiting approval from the Senate of 
Pakistan. Likewise, the World Bank 
sponsored reports on 
upgrading/evaluating Performance of 
the Wafaqi Mohtasib, Speedy 
Complaints Resolution and the Citizen 
Report Card of the Institution of Wafaqi 
Mohtasib. The objectives and purposes 
of the establishment of this institution 
has a direct bearing on the realization of the overall goals of the promotion and 
protection of human rights and the principles of good governance for the common 
good of the masses. The WMS proposes to engage with the relevant international 
bodies and utilize their expertise in developing synergies in the pursuit of shared 
goals in the said domains. Accordingly, efforts will continue to address the above 
issues including the plight of street children in the ICT area which would be 
replicated in other major cities in collaboration with the provincial governments. 

The task of rooting out maladministration form the government agencies requires 
multidimensional efforts at various levels. The WMS proposes to spearhead an 
effective campaign for this purpose. In this regard, a high level National Advisory 
Committee will be set up to recommend, 
inter alia, measures for upgrading 
Wafaqi Mohtasib’s complaints 
resolution mechanism, increasing 
efficiency and efficacy of its working, 
adopting innovative approaches for 
addressing systemic issues and timely 
delivery of speedy and inexpensive 
justice at the doorsteps of the aggrieved 
citizens. The committee comprising 
former Ombudsmen, retired civil 
servants, administrators, entrepreneurs and civil society leaders shall meet on 
quarterly basis and contribute in developing an appropriate roadmap for realizing 
the aforesaid objectives.

In its journey of nearly four decades, this institution has traversed a long way and 
established its credentials as an effective instrument for providing speedy and 
inexpensive justice to the people and to carry out systemic reforms. Building upon 
the accomplishments of the past, the goals that the Office of Wafaqi Mohtasib 
seeks to pursue in the coming years have a lot to offer to the people facing 
administrative excesses of the 
governmental agencies. The Office of 
Wafaqi Mohtasib enjoys full support at 
the highest level to bring about much 
needed change in the lives of our people 
by improving the service delivery of the federal agencies. The continued goodwill 
and across the board support for the institution holds great promise for its future.

Maladministration is a 
phenomenon which in addition to 
the given complaint resolution 
procedures, needs to be addressed 
at intellectual level as well. The 
WMS proposes to provide a 
platform for dialogue and exchange 
of views on various manifestations 
of maladministration.

The OCR operations will be further 
strengthened by organising Khuli 
Katcheris in remote tehsils/ districts 
which will provide general public an 
opportunity to raise their grievances 
in the presence of representatives of  
concerned agencies, closer to their 
homes, and get immediate relief.
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GOALPOSTS FOR THE FUTURE

The year 2021 was designated as the year of consolidation. It was so designated as 
it marked the completion of the tenure of the 11th Ombudsman (21.07.2017 to 
26.12.2021) and the 38th anniversary of the establishment of this Office. From 
January 1983 to date, the institution has followed a positive trajectory reflecting 
qualitative and quantitative growth in its operational activities, institutional 
reforms and putting in place a mechanism for internal review and monitoring with 
a view to optimizing its efficiency and efficacy. The commitment and dedication of 
the seven illustrious regular Ombudsmen and four acting Ombudsmen who had 
ably steered the institution during the past thirty eight years, contributed in 
making it a premier institution of administrative accountability in the country. 

The process of consolidation is not an end in itself, it is a means to building up 
further on the past achievements and 
identifying goalposts to be pursued in 
the future. The incumbent Ombudsman 
took the oath of Office on 27 December 
2021. He has been associated with this 
institution for the last twelve years and 
contributed in its growth and 
expansion to the present stature. The 
strategy for the coming years, 
therefore, flows from the gains in the 
previous years. It is aimed at fine 
tuning and upgrading efforts to 
enhance Wafaqi  Mohtasib’s outreach to 
the general public, strengthening its capacity, simplifying procedures, addressing, 
systemic issues and taking new initiatives to provide prompt relief to those facing 
administrative excesses, negligence, inefficiency and alike, on the part of  
governmental agencies.

The legal and institutional framework of the Wafaqi Mohtasib’s Office provides for 
an elaborate complaint redressal mechanism. It is unique in a sense that while it 
redresses the petitioner’s grievance, it bring to fore the inadequacies of the 
governance system that constitute an 
injustice to the sufferer. The Findings/ 
decisions of the Wafaqi Mohtasib, 
therefore, invariably contain 
recommendations and practical 
solutions to the issues without 
impinging upon the operational and 
policy making domains of the federal 
(responding) agencies. The trust and 
confidence of the general public that the institution of Wafaqi Mohtasib has earned 
over the years for its integrity, transparency, professionalism and, above all, 
commitment to the cause of justice and fairplay will guide its path in the future.   

The Office of Wafaqi Mohtasib, with its Head Office at Islamabad and 14 regional 
offices, is discharging its statutory functions in all provinces and a few select 
regions. Recognizing the need to enhance its presence in the country, efforts are 
afoot to set up more regional offices. Three Divisional Complaint Centres in 
Baluchistan, one each at Sibbi, Khuzdar and Loralai have lately been set up. Steps 
are being taken to reinvigorate Outreach Complaint Resolution (OCR) mechanism 
by enhancing frequency of OCR visits by our Investigation Officers at various 
Tehsil and District Headquarters levels to redress the grievances of the public at 
their doorsteps.  

The OCR operations will be further strengthened by organising open hearing of 
complaints (Khuli Katcheris) at 
pre-designated places in remote 
Tehsils/ sub-districts falling within the 
jurisdiction of the existing Regional 
Offices. This will afford general public 
an opportunity to raise their grievances 
in the presence of representatives of the 
concerned agencies, closer to their 
homes, and get immediate relief. 
Complaints requiring detailed 
investigation will be dealt with by the Investigation Officers from the designated 
Regional Office.

Article 2 of the President’s Order No. 1 of 1983 provides a comprehensive definition 
of maladministration. It is a phenomenon which in addition to the given complaint 
resolution procedures, needs to be 
addressed at intellectual level as well. 
The Wafaqi Mohtasib Secretariat 
(WMS) proposes to provide a platform 
for dialogue and exchange of views on 
various manifestations of 
maladministration, its causes and 
consequences for the society as well as 
possible solutions to overcome the 
same. Periodic lectures and seminars 
would be held on these issues with a 
view to developing a robust public voice against maladministration, injustice, 
nepotism, inefficiency, corruption and bribery. A group of consultants would plan 
appropriate events and conduct thematic discussions at the WMS premises.  

The WMS has carried out some very important research studies on systemic issues 
in the recent years and made policy recommendations to the Government and the 
relevant agencies. These include reports prepared on receipt of references from the 
Hon’ble Supreme Court of Pakistan on the following issues:

♦ Illegal constructions in the Nullah Korang bed.

♦ Fire incident of Margalla Hills.

♦ Un-authorized construction of Marriage Halls (Marquees).

♦ Education Sector Reforms (Implementation of Article-25-A of the 
Constitution of the Islamic Republic of Pakistan).  

Earlier, during 2015-16 the then Wafaqi 
Mohtasib constituted a number of 
committees of experts to prepare 
reports on various subjects addressing 
root causes of persistent complaints 
against malfunctioning of 
governmental agencies. These reports 
included the following:

♦ A Study of Organization, Role, Systems, Procedure and Causes of 
Mal-Administration and Mal-Functioning of Central Directorate of 
National Savings, Ministry of Finance, Government of Pakistan.

♦ Research Study: Extending Outreach of Alternate Dispute Resolution (ADR) 
Mechanism for Ombudsman (especially Wafaqi Mohtasib).

♦ Report of the Committee for Reforms of Pension System for Government 
Employees.

♦ Report on Public Complaints of Mal-Administration and Deficiencies in 
Pakistan Post Office Department and Suggested Remedial Measures.

♦ Federal Ombudsman Report on Government Procurement System to 
address Mal-Administration and Ensure Transparency. 

Steps are in hand to prepare a catalogue of all recommendations emanating from 
the above mentioned reports/studies with a view to reviewing the status of 
implementation thereof and removing the road blocks, if any, to ensure early and 
effective implementation of those recommendations for the benefit of the public at 
large. 

In addition, the Wafaqi Mohtasib Secretariat (WMS) proposes to commission new 
studies to examine common systemic flaws and suggest possible policy responses 
as the electric and gas distributions 
companies continue to attract the 
highest number of complaints from the 
consumers. During 2021, the combined 
total of complaints against the DISCOs, 
SSGCL and SNGPL stood at 68,341. 
NADRA, State Life Insurance 
Corporation (SLIC) and the Postal Life 
Insurance (PLI) were other major 
agencies against which a large number 
of complaints were registered in the year under review. The studies will be 

undertaken about the aforesaid agencies in collaboration with relevant experts 
and professionals with a view to improving the service delivery and eliminating 
the practices that cause grievance of the complainants.

In line with the advice of the Hon’ble President to create greater awareness about 
the institution, the WMS organized seminars in the President’s Secretariat and 
the Governor’s House, Punjab. Its website was revamped and a mobile app was 
launched. The WMS started to hold hearings through WhatsApp& Skype which 
came handy during the restrictions on travel/gatherings in the wake of COVID-19 
pandemic. Resultantly, the online complaints were recorded at 42,238 in 2021. 
Besides, the Media Wing in the Wafaqi 
Mohtasib Secretariat (WMS) has been 
strengthened and a quarterly News 
Bulletin for raising awareness about 
this Office is being issued regularly. The 
Steering Committee on Media (SCM) is 
presently developing calendar of media 
events stipulating periodicity and time 
frame for holding lectures, seminars, 
press conferences, interviews and other 
events to generate awareness about the availability of this forum for speedy and 
inexpensive redressal of grievances to the general public.

Developing a workforce competent to contribute and act in support of the 
objectives and purposes of the institution of Wafaqi Mohtasib is necessary to 
uphold the confidence of the people in its performance. The objectives of 
diagnosing, investigating, redressing, 
and rectifying any injustice done to a 
person through maladministration call 
for instituting an appropriate 
recruitment criteria and imparting 
specialized training to its staff for 
investigation, appraisement and 
implementation work. The WMS took the first major step in this direction and 
recruited nine Investigation Officers through open competition. These officers 
were given basic training and were later posted in the Head Office as well as the 
regional offices. They have successfully completed their probation period during 
the current  year and their performance is being closely monitored. This measure 
will go a long way in developing a specialized professional cadre for the institution 
of Wafaqi Mohtasib.

The objective of dispensing speedy and 
inexpensive administrative justice 
could be best realized if an effective 
mechanism for executing the orders of 
the competent forum was in place. 
Accordingly, the Wafaqi Mohtasib Office 
established an Implementation Wing, 

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 Hon’ble President in a 
representation against the Findings of the Wafaqi Mohtasib. Subsequently, 
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. Recognizing the central role of the 
Implementation Wing in the discharge of its mandate, the Wafaqi Mohtasib Office 
will continue strengthening the implementation mechanism by employing 
advanced IT tools and infrastructure for effective monitoring and follow up. 

Article 9 of the President’s Order of 1983 provides for the Wafaqi Mohtasib to, 
inter-alia, undertake of his own motion, 
any investigation into any allegation of 
maladministration on the part of any 
Agency or its employees. The provision 
of  suo-moto notice can facilitate 
initiation of early corrective measures 
necessary to rectify malfunctioning in 
agencies which are attracting 
persistent complaints from the general 
public.  In the same vein, the 
Ombudsman is empowered to 
constitute Inspection Teams for the 
performance of any of his functions. 
Such Inspection Teams comprising 
designated officers of the WMS and representatives of the civil society shall be 
tasked to inspect service providing agencies to identify shortcomings in their 
operations and address the difficulties faced by the general public. 

Article 33 of the President’s Order No.1 of 1983 vests in Wafaqi 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. The law also provides for 
appointment of liaison counsellors for 
the purpose. This concept of Informal 
Resolution of Disputes (IRD) is being 
developed to initiate a pilot project at 
Divisional level particularly in those 
Divisions where no Regional Office of 
the WMS currently exists. The parties 
would be given an option to select IRD 
mode at the time of registration which 
would be integrated into the existing 
system of Complaint Management 
Information System (CMIS) in the WMS. The operationalization of the IRD project 
shall be an important milestone in maximizing the outreach of the Wafaqi 

Mohtasib’s Office especially in the remote areas of the country.

The Wafaqi Mohtasib Secretariat (WMS) has a very rewarding experience of 
working with the UNICEF which 
contributed in establishing a 
child-ombuds system in collaboration 
with the Provincial Mohtasib to help 
resolved individual complaints as well 
as addressing the systemic issues 
relating to children. A task force of professionals and other stakeholders is working 
on the project for Prevention and Control of Cyber Crime against Children. A draft 
bill has been moved in 2021 with the support of parliamentarians which is now 
awaiting approval from the Senate of 
Pakistan. Likewise, the World Bank 
sponsored reports on 
upgrading/evaluating Performance of 
the Wafaqi Mohtasib, Speedy 
Complaints Resolution and the Citizen 
Report Card of the Institution of Wafaqi 
Mohtasib. The objectives and purposes 
of the establishment of this institution 
has a direct bearing on the realization of the overall goals of the promotion and 
protection of human rights and the principles of good governance for the common 
good of the masses. The WMS proposes to engage with the relevant international 
bodies and utilize their expertise in developing synergies in the pursuit of shared 
goals in the said domains. Accordingly, efforts will continue to address the above 
issues including the plight of street children in the ICT area which would be 
replicated in other major cities in collaboration with the provincial governments. 

The task of rooting out maladministration form the government agencies requires 
multidimensional efforts at various levels. The WMS proposes to spearhead an 
effective campaign for this purpose. In this regard, a high level National Advisory 
Committee will be set up to recommend, 
inter alia, measures for upgrading 
Wafaqi Mohtasib’s complaints 
resolution mechanism, increasing 
efficiency and efficacy of its working, 
adopting innovative approaches for 
addressing systemic issues and timely 
delivery of speedy and inexpensive 
justice at the doorsteps of the aggrieved 
citizens. The committee comprising 
former Ombudsmen, retired civil 
servants, administrators, entrepreneurs and civil society leaders shall meet on 
quarterly basis and contribute in developing an appropriate roadmap for realizing 
the aforesaid objectives.

In its journey of nearly four decades, this institution has traversed a long way and 
established its credentials as an effective instrument for providing speedy and 
inexpensive justice to the people and to carry out systemic reforms. Building upon 
the accomplishments of the past, the goals that the Office of Wafaqi Mohtasib 
seeks to pursue in the coming years have a lot to offer to the people facing 
administrative excesses of the 
governmental agencies. The Office of 
Wafaqi Mohtasib enjoys full support at 
the highest level to bring about much 
needed change in the lives of our people 
by improving the service delivery of the federal agencies. The continued goodwill 
and across the board support for the institution holds great promise for its future.

WMS has carried out important 
research studies on systemic issues 
and reports on receipt of references 
from the Supreme Court in the 
recent years and made policy 
recommendations to the Government 
and the relevant agencies.

The WMS proposes to commission 
new studies to examine common 
systemic flaws and suggest 
possible policy responses with a 
view to improving the service 
delivery and eliminating the 
practices that cause grievance of 
the complainants.
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GOALPOSTS FOR THE FUTURE

The year 2021 was designated as the year of consolidation. It was so designated as 
it marked the completion of the tenure of the 11th Ombudsman (21.07.2017 to 
26.12.2021) and the 38th anniversary of the establishment of this Office. From 
January 1983 to date, the institution has followed a positive trajectory reflecting 
qualitative and quantitative growth in its operational activities, institutional 
reforms and putting in place a mechanism for internal review and monitoring with 
a view to optimizing its efficiency and efficacy. The commitment and dedication of 
the seven illustrious regular Ombudsmen and four acting Ombudsmen who had 
ably steered the institution during the past thirty eight years, contributed in 
making it a premier institution of administrative accountability in the country. 

The process of consolidation is not an end in itself, it is a means to building up 
further on the past achievements and 
identifying goalposts to be pursued in 
the future. The incumbent Ombudsman 
took the oath of Office on 27 December 
2021. He has been associated with this 
institution for the last twelve years and 
contributed in its growth and 
expansion to the present stature. The 
strategy for the coming years, 
therefore, flows from the gains in the 
previous years. It is aimed at fine 
tuning and upgrading efforts to 
enhance Wafaqi  Mohtasib’s outreach to 
the general public, strengthening its capacity, simplifying procedures, addressing, 
systemic issues and taking new initiatives to provide prompt relief to those facing 
administrative excesses, negligence, inefficiency and alike, on the part of  
governmental agencies.

The legal and institutional framework of the Wafaqi Mohtasib’s Office provides for 
an elaborate complaint redressal mechanism. It is unique in a sense that while it 
redresses the petitioner’s grievance, it bring to fore the inadequacies of the 
governance system that constitute an 
injustice to the sufferer. The Findings/ 
decisions of the Wafaqi Mohtasib, 
therefore, invariably contain 
recommendations and practical 
solutions to the issues without 
impinging upon the operational and 
policy making domains of the federal 
(responding) agencies. The trust and 
confidence of the general public that the institution of Wafaqi Mohtasib has earned 
over the years for its integrity, transparency, professionalism and, above all, 
commitment to the cause of justice and fairplay will guide its path in the future.   

The Office of Wafaqi Mohtasib, with its Head Office at Islamabad and 14 regional 
offices, is discharging its statutory functions in all provinces and a few select 
regions. Recognizing the need to enhance its presence in the country, efforts are 
afoot to set up more regional offices. Three Divisional Complaint Centres in 
Baluchistan, one each at Sibbi, Khuzdar and Loralai have lately been set up. Steps 
are being taken to reinvigorate Outreach Complaint Resolution (OCR) mechanism 
by enhancing frequency of OCR visits by our Investigation Officers at various 
Tehsil and District Headquarters levels to redress the grievances of the public at 
their doorsteps.  

The OCR operations will be further strengthened by organising open hearing of 
complaints (Khuli Katcheris) at 
pre-designated places in remote 
Tehsils/ sub-districts falling within the 
jurisdiction of the existing Regional 
Offices. This will afford general public 
an opportunity to raise their grievances 
in the presence of representatives of the 
concerned agencies, closer to their 
homes, and get immediate relief. 
Complaints requiring detailed 
investigation will be dealt with by the Investigation Officers from the designated 
Regional Office.

Article 2 of the President’s Order No. 1 of 1983 provides a comprehensive definition 
of maladministration. It is a phenomenon which in addition to the given complaint 
resolution procedures, needs to be 
addressed at intellectual level as well. 
The Wafaqi Mohtasib Secretariat 
(WMS) proposes to provide a platform 
for dialogue and exchange of views on 
various manifestations of 
maladministration, its causes and 
consequences for the society as well as 
possible solutions to overcome the 
same. Periodic lectures and seminars 
would be held on these issues with a 
view to developing a robust public voice against maladministration, injustice, 
nepotism, inefficiency, corruption and bribery. A group of consultants would plan 
appropriate events and conduct thematic discussions at the WMS premises.  

The WMS has carried out some very important research studies on systemic issues 
in the recent years and made policy recommendations to the Government and the 
relevant agencies. These include reports prepared on receipt of references from the 
Hon’ble Supreme Court of Pakistan on the following issues:

♦ Illegal constructions in the Nullah Korang bed.

♦ Fire incident of Margalla Hills.

♦ Un-authorized construction of Marriage Halls (Marquees).

♦ Education Sector Reforms (Implementation of Article-25-A of the 
Constitution of the Islamic Republic of Pakistan).  

Earlier, during 2015-16 the then Wafaqi 
Mohtasib constituted a number of 
committees of experts to prepare 
reports on various subjects addressing 
root causes of persistent complaints 
against malfunctioning of 
governmental agencies. These reports 
included the following:

♦ A Study of Organization, Role, Systems, Procedure and Causes of 
Mal-Administration and Mal-Functioning of Central Directorate of 
National Savings, Ministry of Finance, Government of Pakistan.

♦ Research Study: Extending Outreach of Alternate Dispute Resolution (ADR) 
Mechanism for Ombudsman (especially Wafaqi Mohtasib).

♦ Report of the Committee for Reforms of Pension System for Government 
Employees.

♦ Report on Public Complaints of Mal-Administration and Deficiencies in 
Pakistan Post Office Department and Suggested Remedial Measures.

♦ Federal Ombudsman Report on Government Procurement System to 
address Mal-Administration and Ensure Transparency. 

Steps are in hand to prepare a catalogue of all recommendations emanating from 
the above mentioned reports/studies with a view to reviewing the status of 
implementation thereof and removing the road blocks, if any, to ensure early and 
effective implementation of those recommendations for the benefit of the public at 
large. 

In addition, the Wafaqi Mohtasib Secretariat (WMS) proposes to commission new 
studies to examine common systemic flaws and suggest possible policy responses 
as the electric and gas distributions 
companies continue to attract the 
highest number of complaints from the 
consumers. During 2021, the combined 
total of complaints against the DISCOs, 
SSGCL and SNGPL stood at 68,341. 
NADRA, State Life Insurance 
Corporation (SLIC) and the Postal Life 
Insurance (PLI) were other major 
agencies against which a large number 
of complaints were registered in the year under review. The studies will be 

undertaken about the aforesaid agencies in collaboration with relevant experts 
and professionals with a view to improving the service delivery and eliminating 
the practices that cause grievance of the complainants.

In line with the advice of the Hon’ble President to create greater awareness about 
the institution, the WMS organized seminars in the President’s Secretariat and 
the Governor’s House, Punjab. Its website was revamped and a mobile app was 
launched. The WMS started to hold hearings through WhatsApp& Skype which 
came handy during the restrictions on travel/gatherings in the wake of COVID-19 
pandemic. Resultantly, the online complaints were recorded at 42,238 in 2021. 
Besides, the Media Wing in the Wafaqi 
Mohtasib Secretariat (WMS) has been 
strengthened and a quarterly News 
Bulletin for raising awareness about 
this Office is being issued regularly. The 
Steering Committee on Media (SCM) is 
presently developing calendar of media 
events stipulating periodicity and time 
frame for holding lectures, seminars, 
press conferences, interviews and other 
events to generate awareness about the availability of this forum for speedy and 
inexpensive redressal of grievances to the general public.

Developing a workforce competent to contribute and act in support of the 
objectives and purposes of the institution of Wafaqi Mohtasib is necessary to 
uphold the confidence of the people in its performance. The objectives of 
diagnosing, investigating, redressing, 
and rectifying any injustice done to a 
person through maladministration call 
for instituting an appropriate 
recruitment criteria and imparting 
specialized training to its staff for 
investigation, appraisement and 
implementation work. The WMS took the first major step in this direction and 
recruited nine Investigation Officers through open competition. These officers 
were given basic training and were later posted in the Head Office as well as the 
regional offices. They have successfully completed their probation period during 
the current  year and their performance is being closely monitored. This measure 
will go a long way in developing a specialized professional cadre for the institution 
of Wafaqi Mohtasib.

The objective of dispensing speedy and 
inexpensive administrative justice 
could be best realized if an effective 
mechanism for executing the orders of 
the competent forum was in place. 
Accordingly, the Wafaqi Mohtasib Office 
established an Implementation Wing, 

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 Hon’ble President in a 
representation against the Findings of the Wafaqi Mohtasib. Subsequently, 
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. Recognizing the central role of the 
Implementation Wing in the discharge of its mandate, the Wafaqi Mohtasib Office 
will continue strengthening the implementation mechanism by employing 
advanced IT tools and infrastructure for effective monitoring and follow up. 

Article 9 of the President’s Order of 1983 provides for the Wafaqi Mohtasib to, 
inter-alia, undertake of his own motion, 
any investigation into any allegation of 
maladministration on the part of any 
Agency or its employees. The provision 
of  suo-moto notice can facilitate 
initiation of early corrective measures 
necessary to rectify malfunctioning in 
agencies which are attracting 
persistent complaints from the general 
public.  In the same vein, the 
Ombudsman is empowered to 
constitute Inspection Teams for the 
performance of any of his functions. 
Such Inspection Teams comprising 
designated officers of the WMS and representatives of the civil society shall be 
tasked to inspect service providing agencies to identify shortcomings in their 
operations and address the difficulties faced by the general public. 

Article 33 of the President’s Order No.1 of 1983 vests in Wafaqi 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. The law also provides for 
appointment of liaison counsellors for 
the purpose. This concept of Informal 
Resolution of Disputes (IRD) is being 
developed to initiate a pilot project at 
Divisional level particularly in those 
Divisions where no Regional Office of 
the WMS currently exists. The parties 
would be given an option to select IRD 
mode at the time of registration which 
would be integrated into the existing 
system of Complaint Management 
Information System (CMIS) in the WMS. The operationalization of the IRD project 
shall be an important milestone in maximizing the outreach of the Wafaqi 

Mohtasib’s Office especially in the remote areas of the country.

The Wafaqi Mohtasib Secretariat (WMS) has a very rewarding experience of 
working with the UNICEF which 
contributed in establishing a 
child-ombuds system in collaboration 
with the Provincial Mohtasib to help 
resolved individual complaints as well 
as addressing the systemic issues 
relating to children. A task force of professionals and other stakeholders is working 
on the project for Prevention and Control of Cyber Crime against Children. A draft 
bill has been moved in 2021 with the support of parliamentarians which is now 
awaiting approval from the Senate of 
Pakistan. Likewise, the World Bank 
sponsored reports on 
upgrading/evaluating Performance of 
the Wafaqi Mohtasib, Speedy 
Complaints Resolution and the Citizen 
Report Card of the Institution of Wafaqi 
Mohtasib. The objectives and purposes 
of the establishment of this institution 
has a direct bearing on the realization of the overall goals of the promotion and 
protection of human rights and the principles of good governance for the common 
good of the masses. The WMS proposes to engage with the relevant international 
bodies and utilize their expertise in developing synergies in the pursuit of shared 
goals in the said domains. Accordingly, efforts will continue to address the above 
issues including the plight of street children in the ICT area which would be 
replicated in other major cities in collaboration with the provincial governments. 

The task of rooting out maladministration form the government agencies requires 
multidimensional efforts at various levels. The WMS proposes to spearhead an 
effective campaign for this purpose. In this regard, a high level National Advisory 
Committee will be set up to recommend, 
inter alia, measures for upgrading 
Wafaqi Mohtasib’s complaints 
resolution mechanism, increasing 
efficiency and efficacy of its working, 
adopting innovative approaches for 
addressing systemic issues and timely 
delivery of speedy and inexpensive 
justice at the doorsteps of the aggrieved 
citizens. The committee comprising 
former Ombudsmen, retired civil 
servants, administrators, entrepreneurs and civil society leaders shall meet on 
quarterly basis and contribute in developing an appropriate roadmap for realizing 
the aforesaid objectives.

In its journey of nearly four decades, this institution has traversed a long way and 
established its credentials as an effective instrument for providing speedy and 
inexpensive justice to the people and to carry out systemic reforms. Building upon 
the accomplishments of the past, the goals that the Office of Wafaqi Mohtasib 
seeks to pursue in the coming years have a lot to offer to the people facing 
administrative excesses of the 
governmental agencies. The Office of 
Wafaqi Mohtasib enjoys full support at 
the highest level to bring about much 
needed change in the lives of our people 
by improving the service delivery of the federal agencies. The continued goodwill 
and across the board support for the institution holds great promise for its future.The Steering Committee on Media 

is developing calendar of media 
events stipulating periodicity and 
time frame for holding lectures, 
seminars, press conferences, & 
interviews to generate awareness 
about the availability of this forum 
for speedy redressal of grievances. 

The WMS recruited nine 
Investigation Officers through open 
competition which will contribute in 
developing specialized professional 
cadre for this institution.

Recognizing the central role of the 
Implementation Wing, its 
operations will be strengthened  by 
employing advanced IT tools and 
infrastructure for effective follow up 
and monitoring. 
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GOALPOSTS FOR THE FUTURE

The year 2021 was designated as the year of consolidation. It was so designated as 
it marked the completion of the tenure of the 11th Ombudsman (21.07.2017 to 
26.12.2021) and the 38th anniversary of the establishment of this Office. From 
January 1983 to date, the institution has followed a positive trajectory reflecting 
qualitative and quantitative growth in its operational activities, institutional 
reforms and putting in place a mechanism for internal review and monitoring with 
a view to optimizing its efficiency and efficacy. The commitment and dedication of 
the seven illustrious regular Ombudsmen and four acting Ombudsmen who had 
ably steered the institution during the past thirty eight years, contributed in 
making it a premier institution of administrative accountability in the country. 

The process of consolidation is not an end in itself, it is a means to building up 
further on the past achievements and 
identifying goalposts to be pursued in 
the future. The incumbent Ombudsman 
took the oath of Office on 27 December 
2021. He has been associated with this 
institution for the last twelve years and 
contributed in its growth and 
expansion to the present stature. The 
strategy for the coming years, 
therefore, flows from the gains in the 
previous years. It is aimed at fine 
tuning and upgrading efforts to 
enhance Wafaqi  Mohtasib’s outreach to 
the general public, strengthening its capacity, simplifying procedures, addressing, 
systemic issues and taking new initiatives to provide prompt relief to those facing 
administrative excesses, negligence, inefficiency and alike, on the part of  
governmental agencies.

The legal and institutional framework of the Wafaqi Mohtasib’s Office provides for 
an elaborate complaint redressal mechanism. It is unique in a sense that while it 
redresses the petitioner’s grievance, it bring to fore the inadequacies of the 
governance system that constitute an 
injustice to the sufferer. The Findings/ 
decisions of the Wafaqi Mohtasib, 
therefore, invariably contain 
recommendations and practical 
solutions to the issues without 
impinging upon the operational and 
policy making domains of the federal 
(responding) agencies. The trust and 
confidence of the general public that the institution of Wafaqi Mohtasib has earned 
over the years for its integrity, transparency, professionalism and, above all, 
commitment to the cause of justice and fairplay will guide its path in the future.   

The Office of Wafaqi Mohtasib, with its Head Office at Islamabad and 14 regional 
offices, is discharging its statutory functions in all provinces and a few select 
regions. Recognizing the need to enhance its presence in the country, efforts are 
afoot to set up more regional offices. Three Divisional Complaint Centres in 
Baluchistan, one each at Sibbi, Khuzdar and Loralai have lately been set up. Steps 
are being taken to reinvigorate Outreach Complaint Resolution (OCR) mechanism 
by enhancing frequency of OCR visits by our Investigation Officers at various 
Tehsil and District Headquarters levels to redress the grievances of the public at 
their doorsteps.  

The OCR operations will be further strengthened by organising open hearing of 
complaints (Khuli Katcheris) at 
pre-designated places in remote 
Tehsils/ sub-districts falling within the 
jurisdiction of the existing Regional 
Offices. This will afford general public 
an opportunity to raise their grievances 
in the presence of representatives of the 
concerned agencies, closer to their 
homes, and get immediate relief. 
Complaints requiring detailed 
investigation will be dealt with by the Investigation Officers from the designated 
Regional Office.

Article 2 of the President’s Order No. 1 of 1983 provides a comprehensive definition 
of maladministration. It is a phenomenon which in addition to the given complaint 
resolution procedures, needs to be 
addressed at intellectual level as well. 
The Wafaqi Mohtasib Secretariat 
(WMS) proposes to provide a platform 
for dialogue and exchange of views on 
various manifestations of 
maladministration, its causes and 
consequences for the society as well as 
possible solutions to overcome the 
same. Periodic lectures and seminars 
would be held on these issues with a 
view to developing a robust public voice against maladministration, injustice, 
nepotism, inefficiency, corruption and bribery. A group of consultants would plan 
appropriate events and conduct thematic discussions at the WMS premises.  

The WMS has carried out some very important research studies on systemic issues 
in the recent years and made policy recommendations to the Government and the 
relevant agencies. These include reports prepared on receipt of references from the 
Hon’ble Supreme Court of Pakistan on the following issues:

♦ Illegal constructions in the Nullah Korang bed.

♦ Fire incident of Margalla Hills.

♦ Un-authorized construction of Marriage Halls (Marquees).

♦ Education Sector Reforms (Implementation of Article-25-A of the 
Constitution of the Islamic Republic of Pakistan).  

Earlier, during 2015-16 the then Wafaqi 
Mohtasib constituted a number of 
committees of experts to prepare 
reports on various subjects addressing 
root causes of persistent complaints 
against malfunctioning of 
governmental agencies. These reports 
included the following:

♦ A Study of Organization, Role, Systems, Procedure and Causes of 
Mal-Administration and Mal-Functioning of Central Directorate of 
National Savings, Ministry of Finance, Government of Pakistan.

♦ Research Study: Extending Outreach of Alternate Dispute Resolution (ADR) 
Mechanism for Ombudsman (especially Wafaqi Mohtasib).

♦ Report of the Committee for Reforms of Pension System for Government 
Employees.

♦ Report on Public Complaints of Mal-Administration and Deficiencies in 
Pakistan Post Office Department and Suggested Remedial Measures.

♦ Federal Ombudsman Report on Government Procurement System to 
address Mal-Administration and Ensure Transparency. 

Steps are in hand to prepare a catalogue of all recommendations emanating from 
the above mentioned reports/studies with a view to reviewing the status of 
implementation thereof and removing the road blocks, if any, to ensure early and 
effective implementation of those recommendations for the benefit of the public at 
large. 

In addition, the Wafaqi Mohtasib Secretariat (WMS) proposes to commission new 
studies to examine common systemic flaws and suggest possible policy responses 
as the electric and gas distributions 
companies continue to attract the 
highest number of complaints from the 
consumers. During 2021, the combined 
total of complaints against the DISCOs, 
SSGCL and SNGPL stood at 68,341. 
NADRA, State Life Insurance 
Corporation (SLIC) and the Postal Life 
Insurance (PLI) were other major 
agencies against which a large number 
of complaints were registered in the year under review. The studies will be 

undertaken about the aforesaid agencies in collaboration with relevant experts 
and professionals with a view to improving the service delivery and eliminating 
the practices that cause grievance of the complainants.

In line with the advice of the Hon’ble President to create greater awareness about 
the institution, the WMS organized seminars in the President’s Secretariat and 
the Governor’s House, Punjab. Its website was revamped and a mobile app was 
launched. The WMS started to hold hearings through WhatsApp& Skype which 
came handy during the restrictions on travel/gatherings in the wake of COVID-19 
pandemic. Resultantly, the online complaints were recorded at 42,238 in 2021. 
Besides, the Media Wing in the Wafaqi 
Mohtasib Secretariat (WMS) has been 
strengthened and a quarterly News 
Bulletin for raising awareness about 
this Office is being issued regularly. The 
Steering Committee on Media (SCM) is 
presently developing calendar of media 
events stipulating periodicity and time 
frame for holding lectures, seminars, 
press conferences, interviews and other 
events to generate awareness about the availability of this forum for speedy and 
inexpensive redressal of grievances to the general public.

Developing a workforce competent to contribute and act in support of the 
objectives and purposes of the institution of Wafaqi Mohtasib is necessary to 
uphold the confidence of the people in its performance. The objectives of 
diagnosing, investigating, redressing, 
and rectifying any injustice done to a 
person through maladministration call 
for instituting an appropriate 
recruitment criteria and imparting 
specialized training to its staff for 
investigation, appraisement and 
implementation work. The WMS took the first major step in this direction and 
recruited nine Investigation Officers through open competition. These officers 
were given basic training and were later posted in the Head Office as well as the 
regional offices. They have successfully completed their probation period during 
the current  year and their performance is being closely monitored. This measure 
will go a long way in developing a specialized professional cadre for the institution 
of Wafaqi Mohtasib.

The objective of dispensing speedy and 
inexpensive administrative justice 
could be best realized if an effective 
mechanism for executing the orders of 
the competent forum was in place. 
Accordingly, the Wafaqi Mohtasib Office 
established an Implementation Wing, 

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 Hon’ble President in a 
representation against the Findings of the Wafaqi Mohtasib. Subsequently, 
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. Recognizing the central role of the 
Implementation Wing in the discharge of its mandate, the Wafaqi Mohtasib Office 
will continue strengthening the implementation mechanism by employing 
advanced IT tools and infrastructure for effective monitoring and follow up. 

Article 9 of the President’s Order of 1983 provides for the Wafaqi Mohtasib to, 
inter-alia, undertake of his own motion, 
any investigation into any allegation of 
maladministration on the part of any 
Agency or its employees. The provision 
of  suo-moto notice can facilitate 
initiation of early corrective measures 
necessary to rectify malfunctioning in 
agencies which are attracting 
persistent complaints from the general 
public.  In the same vein, the 
Ombudsman is empowered to 
constitute Inspection Teams for the 
performance of any of his functions. 
Such Inspection Teams comprising 
designated officers of the WMS and representatives of the civil society shall be 
tasked to inspect service providing agencies to identify shortcomings in their 
operations and address the difficulties faced by the general public. 

Article 33 of the President’s Order No.1 of 1983 vests in Wafaqi 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. The law also provides for 
appointment of liaison counsellors for 
the purpose. This concept of Informal 
Resolution of Disputes (IRD) is being 
developed to initiate a pilot project at 
Divisional level particularly in those 
Divisions where no Regional Office of 
the WMS currently exists. The parties 
would be given an option to select IRD 
mode at the time of registration which 
would be integrated into the existing 
system of Complaint Management 
Information System (CMIS) in the WMS. The operationalization of the IRD project 
shall be an important milestone in maximizing the outreach of the Wafaqi 

Mohtasib’s Office especially in the remote areas of the country.

The Wafaqi Mohtasib Secretariat (WMS) has a very rewarding experience of 
working with the UNICEF which 
contributed in establishing a 
child-ombuds system in collaboration 
with the Provincial Mohtasib to help 
resolved individual complaints as well 
as addressing the systemic issues 
relating to children. A task force of professionals and other stakeholders is working 
on the project for Prevention and Control of Cyber Crime against Children. A draft 
bill has been moved in 2021 with the support of parliamentarians which is now 
awaiting approval from the Senate of 
Pakistan. Likewise, the World Bank 
sponsored reports on 
upgrading/evaluating Performance of 
the Wafaqi Mohtasib, Speedy 
Complaints Resolution and the Citizen 
Report Card of the Institution of Wafaqi 
Mohtasib. The objectives and purposes 
of the establishment of this institution 
has a direct bearing on the realization of the overall goals of the promotion and 
protection of human rights and the principles of good governance for the common 
good of the masses. The WMS proposes to engage with the relevant international 
bodies and utilize their expertise in developing synergies in the pursuit of shared 
goals in the said domains. Accordingly, efforts will continue to address the above 
issues including the plight of street children in the ICT area which would be 
replicated in other major cities in collaboration with the provincial governments. 

The task of rooting out maladministration form the government agencies requires 
multidimensional efforts at various levels. The WMS proposes to spearhead an 
effective campaign for this purpose. In this regard, a high level National Advisory 
Committee will be set up to recommend, 
inter alia, measures for upgrading 
Wafaqi Mohtasib’s complaints 
resolution mechanism, increasing 
efficiency and efficacy of its working, 
adopting innovative approaches for 
addressing systemic issues and timely 
delivery of speedy and inexpensive 
justice at the doorsteps of the aggrieved 
citizens. The committee comprising 
former Ombudsmen, retired civil 
servants, administrators, entrepreneurs and civil society leaders shall meet on 
quarterly basis and contribute in developing an appropriate roadmap for realizing 
the aforesaid objectives.

In its journey of nearly four decades, this institution has traversed a long way and 
established its credentials as an effective instrument for providing speedy and 
inexpensive justice to the people and to carry out systemic reforms. Building upon 
the accomplishments of the past, the goals that the Office of Wafaqi Mohtasib 
seeks to pursue in the coming years have a lot to offer to the people facing 
administrative excesses of the 
governmental agencies. The Office of 
Wafaqi Mohtasib enjoys full support at 
the highest level to bring about much 
needed change in the lives of our people 
by improving the service delivery of the federal agencies. The continued goodwill 
and across the board support for the institution holds great promise for its future.

Article 33 of the President’s Order 
No.1 of 1983 vests in Wafaqi 
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.

The provision of  suo-moto notice 
can facilitate initiation of  corrective 
measures to rectify malfunctioning 
in agencies which are attracting 
persistent complaints. Inspection 
Teams  comprising WMS officers 
and representatives of  civil society 
shall be tasked to inspect service 
providing agencies to identify 
shortcomings in their operations 
and address the difficulties faced by 
the general public.  
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The year 2021 was designated as the year of consolidation. It was so designated as 
it marked the completion of the tenure of the 11th Ombudsman (21.07.2017 to 
26.12.2021) and the 38th anniversary of the establishment of this Office. From 
January 1983 to date, the institution has followed a positive trajectory reflecting 
qualitative and quantitative growth in its operational activities, institutional 
reforms and putting in place a mechanism for internal review and monitoring with 
a view to optimizing its efficiency and efficacy. The commitment and dedication of 
the seven illustrious regular Ombudsmen and four acting Ombudsmen who had 
ably steered the institution during the past thirty eight years, contributed in 
making it a premier institution of administrative accountability in the country. 

The process of consolidation is not an end in itself, it is a means to building up 
further on the past achievements and 
identifying goalposts to be pursued in 
the future. The incumbent Ombudsman 
took the oath of Office on 27 December 
2021. He has been associated with this 
institution for the last twelve years and 
contributed in its growth and 
expansion to the present stature. The 
strategy for the coming years, 
therefore, flows from the gains in the 
previous years. It is aimed at fine 
tuning and upgrading efforts to 
enhance Wafaqi  Mohtasib’s outreach to 
the general public, strengthening its capacity, simplifying procedures, addressing, 
systemic issues and taking new initiatives to provide prompt relief to those facing 
administrative excesses, negligence, inefficiency and alike, on the part of  
governmental agencies.

The legal and institutional framework of the Wafaqi Mohtasib’s Office provides for 
an elaborate complaint redressal mechanism. It is unique in a sense that while it 
redresses the petitioner’s grievance, it bring to fore the inadequacies of the 
governance system that constitute an 
injustice to the sufferer. The Findings/ 
decisions of the Wafaqi Mohtasib, 
therefore, invariably contain 
recommendations and practical 
solutions to the issues without 
impinging upon the operational and 
policy making domains of the federal 
(responding) agencies. The trust and 
confidence of the general public that the institution of Wafaqi Mohtasib has earned 
over the years for its integrity, transparency, professionalism and, above all, 
commitment to the cause of justice and fairplay will guide its path in the future.   

The Office of Wafaqi Mohtasib, with its Head Office at Islamabad and 14 regional 
offices, is discharging its statutory functions in all provinces and a few select 
regions. Recognizing the need to enhance its presence in the country, efforts are 
afoot to set up more regional offices. Three Divisional Complaint Centres in 
Baluchistan, one each at Sibbi, Khuzdar and Loralai have lately been set up. Steps 
are being taken to reinvigorate Outreach Complaint Resolution (OCR) mechanism 
by enhancing frequency of OCR visits by our Investigation Officers at various 
Tehsil and District Headquarters levels to redress the grievances of the public at 
their doorsteps.  

The OCR operations will be further strengthened by organising open hearing of 
complaints (Khuli Katcheris) at 
pre-designated places in remote 
Tehsils/ sub-districts falling within the 
jurisdiction of the existing Regional 
Offices. This will afford general public 
an opportunity to raise their grievances 
in the presence of representatives of the 
concerned agencies, closer to their 
homes, and get immediate relief. 
Complaints requiring detailed 
investigation will be dealt with by the Investigation Officers from the designated 
Regional Office.

Article 2 of the President’s Order No. 1 of 1983 provides a comprehensive definition 
of maladministration. It is a phenomenon which in addition to the given complaint 
resolution procedures, needs to be 
addressed at intellectual level as well. 
The Wafaqi Mohtasib Secretariat 
(WMS) proposes to provide a platform 
for dialogue and exchange of views on 
various manifestations of 
maladministration, its causes and 
consequences for the society as well as 
possible solutions to overcome the 
same. Periodic lectures and seminars 
would be held on these issues with a 
view to developing a robust public voice against maladministration, injustice, 
nepotism, inefficiency, corruption and bribery. A group of consultants would plan 
appropriate events and conduct thematic discussions at the WMS premises.  

The WMS has carried out some very important research studies on systemic issues 
in the recent years and made policy recommendations to the Government and the 
relevant agencies. These include reports prepared on receipt of references from the 
Hon’ble Supreme Court of Pakistan on the following issues:

♦ Illegal constructions in the Nullah Korang bed.

♦ Fire incident of Margalla Hills.

♦ Un-authorized construction of Marriage Halls (Marquees).

♦ Education Sector Reforms (Implementation of Article-25-A of the 
Constitution of the Islamic Republic of Pakistan).  

Earlier, during 2015-16 the then Wafaqi 
Mohtasib constituted a number of 
committees of experts to prepare 
reports on various subjects addressing 
root causes of persistent complaints 
against malfunctioning of 
governmental agencies. These reports 
included the following:

♦ A Study of Organization, Role, Systems, Procedure and Causes of 
Mal-Administration and Mal-Functioning of Central Directorate of 
National Savings, Ministry of Finance, Government of Pakistan.

♦ Research Study: Extending Outreach of Alternate Dispute Resolution (ADR) 
Mechanism for Ombudsman (especially Wafaqi Mohtasib).

♦ Report of the Committee for Reforms of Pension System for Government 
Employees.

♦ Report on Public Complaints of Mal-Administration and Deficiencies in 
Pakistan Post Office Department and Suggested Remedial Measures.

♦ Federal Ombudsman Report on Government Procurement System to 
address Mal-Administration and Ensure Transparency. 

Steps are in hand to prepare a catalogue of all recommendations emanating from 
the above mentioned reports/studies with a view to reviewing the status of 
implementation thereof and removing the road blocks, if any, to ensure early and 
effective implementation of those recommendations for the benefit of the public at 
large. 

In addition, the Wafaqi Mohtasib Secretariat (WMS) proposes to commission new 
studies to examine common systemic flaws and suggest possible policy responses 
as the electric and gas distributions 
companies continue to attract the 
highest number of complaints from the 
consumers. During 2021, the combined 
total of complaints against the DISCOs, 
SSGCL and SNGPL stood at 68,341. 
NADRA, State Life Insurance 
Corporation (SLIC) and the Postal Life 
Insurance (PLI) were other major 
agencies against which a large number 
of complaints were registered in the year under review. The studies will be 

undertaken about the aforesaid agencies in collaboration with relevant experts 
and professionals with a view to improving the service delivery and eliminating 
the practices that cause grievance of the complainants.

In line with the advice of the Hon’ble President to create greater awareness about 
the institution, the WMS organized seminars in the President’s Secretariat and 
the Governor’s House, Punjab. Its website was revamped and a mobile app was 
launched. The WMS started to hold hearings through WhatsApp& Skype which 
came handy during the restrictions on travel/gatherings in the wake of COVID-19 
pandemic. Resultantly, the online complaints were recorded at 42,238 in 2021. 
Besides, the Media Wing in the Wafaqi 
Mohtasib Secretariat (WMS) has been 
strengthened and a quarterly News 
Bulletin for raising awareness about 
this Office is being issued regularly. The 
Steering Committee on Media (SCM) is 
presently developing calendar of media 
events stipulating periodicity and time 
frame for holding lectures, seminars, 
press conferences, interviews and other 
events to generate awareness about the availability of this forum for speedy and 
inexpensive redressal of grievances to the general public.

Developing a workforce competent to contribute and act in support of the 
objectives and purposes of the institution of Wafaqi Mohtasib is necessary to 
uphold the confidence of the people in its performance. The objectives of 
diagnosing, investigating, redressing, 
and rectifying any injustice done to a 
person through maladministration call 
for instituting an appropriate 
recruitment criteria and imparting 
specialized training to its staff for 
investigation, appraisement and 
implementation work. The WMS took the first major step in this direction and 
recruited nine Investigation Officers through open competition. These officers 
were given basic training and were later posted in the Head Office as well as the 
regional offices. They have successfully completed their probation period during 
the current  year and their performance is being closely monitored. This measure 
will go a long way in developing a specialized professional cadre for the institution 
of Wafaqi Mohtasib.

The objective of dispensing speedy and 
inexpensive administrative justice 
could be best realized if an effective 
mechanism for executing the orders of 
the competent forum was in place. 
Accordingly, the Wafaqi Mohtasib Office 
established an Implementation Wing, 

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 Hon’ble President in a 
representation against the Findings of the Wafaqi Mohtasib. Subsequently, 
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. Recognizing the central role of the 
Implementation Wing in the discharge of its mandate, the Wafaqi Mohtasib Office 
will continue strengthening the implementation mechanism by employing 
advanced IT tools and infrastructure for effective monitoring and follow up. 

Article 9 of the President’s Order of 1983 provides for the Wafaqi Mohtasib to, 
inter-alia, undertake of his own motion, 
any investigation into any allegation of 
maladministration on the part of any 
Agency or its employees. The provision 
of  suo-moto notice can facilitate 
initiation of early corrective measures 
necessary to rectify malfunctioning in 
agencies which are attracting 
persistent complaints from the general 
public.  In the same vein, the 
Ombudsman is empowered to 
constitute Inspection Teams for the 
performance of any of his functions. 
Such Inspection Teams comprising 
designated officers of the WMS and representatives of the civil society shall be 
tasked to inspect service providing agencies to identify shortcomings in their 
operations and address the difficulties faced by the general public. 

Article 33 of the President’s Order No.1 of 1983 vests in Wafaqi 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. The law also provides for 
appointment of liaison counsellors for 
the purpose. This concept of Informal 
Resolution of Disputes (IRD) is being 
developed to initiate a pilot project at 
Divisional level particularly in those 
Divisions where no Regional Office of 
the WMS currently exists. The parties 
would be given an option to select IRD 
mode at the time of registration which 
would be integrated into the existing 
system of Complaint Management 
Information System (CMIS) in the WMS. The operationalization of the IRD project 
shall be an important milestone in maximizing the outreach of the Wafaqi 

Mohtasib’s Office especially in the remote areas of the country.

The Wafaqi Mohtasib Secretariat (WMS) has a very rewarding experience of 
working with the UNICEF which 
contributed in establishing a 
child-ombuds system in collaboration 
with the Provincial Mohtasib to help 
resolved individual complaints as well 
as addressing the systemic issues 
relating to children. A task force of professionals and other stakeholders is working 
on the project for Prevention and Control of Cyber Crime against Children. A draft 
bill has been moved in 2021 with the support of parliamentarians which is now 
awaiting approval from the Senate of 
Pakistan. Likewise, the World Bank 
sponsored reports on 
upgrading/evaluating Performance of 
the Wafaqi Mohtasib, Speedy 
Complaints Resolution and the Citizen 
Report Card of the Institution of Wafaqi 
Mohtasib. The objectives and purposes 
of the establishment of this institution 
has a direct bearing on the realization of the overall goals of the promotion and 
protection of human rights and the principles of good governance for the common 
good of the masses. The WMS proposes to engage with the relevant international 
bodies and utilize their expertise in developing synergies in the pursuit of shared 
goals in the said domains. Accordingly, efforts will continue to address the above 
issues including the plight of street children in the ICT area which would be 
replicated in other major cities in collaboration with the provincial governments. 

The task of rooting out maladministration form the government agencies requires 
multidimensional efforts at various levels. The WMS proposes to spearhead an 
effective campaign for this purpose. In this regard, a high level National Advisory 
Committee will be set up to recommend, 
inter alia, measures for upgrading 
Wafaqi Mohtasib’s complaints 
resolution mechanism, increasing 
efficiency and efficacy of its working, 
adopting innovative approaches for 
addressing systemic issues and timely 
delivery of speedy and inexpensive 
justice at the doorsteps of the aggrieved 
citizens. The committee comprising 
former Ombudsmen, retired civil 
servants, administrators, entrepreneurs and civil society leaders shall meet on 
quarterly basis and contribute in developing an appropriate roadmap for realizing 
the aforesaid objectives.

In its journey of nearly four decades, this institution has traversed a long way and 
established its credentials as an effective instrument for providing speedy and 
inexpensive justice to the people and to carry out systemic reforms. Building upon 
the accomplishments of the past, the goals that the Office of Wafaqi Mohtasib 
seeks to pursue in the coming years have a lot to offer to the people facing 
administrative excesses of the 
governmental agencies. The Office of 
Wafaqi Mohtasib enjoys full support at 
the highest level to bring about much 
needed change in the lives of our people 
by improving the service delivery of the federal agencies. The continued goodwill 
and across the board support for the institution holds great promise for its future.

A draft bill on prevention and control 
of cybercrime against children has 
been moved in the parliament.

The objectives and purposes of this 
Office has a direct bearing on the 
realization of the overall goals of 
the promotion and protection of 
human rights and the principles of 
good governance for the common 
good of the masses.

National Advisory Committee will 
be set up to recommend measures 
for upgrading complaints resolution 
mechanism, increasing efficiency 
and efficacy of its working, adopting 
innovative approaches for 
addressing systemic issues and 
delivery of speedy and inexpensive 
justice to general public.
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GOALPOSTS FOR THE FUTURE

The year 2021 was designated as the year of consolidation. It was so designated as 
it marked the completion of the tenure of the 11th Ombudsman (21.07.2017 to 
26.12.2021) and the 38th anniversary of the establishment of this Office. From 
January 1983 to date, the institution has followed a positive trajectory reflecting 
qualitative and quantitative growth in its operational activities, institutional 
reforms and putting in place a mechanism for internal review and monitoring with 
a view to optimizing its efficiency and efficacy. The commitment and dedication of 
the seven illustrious regular Ombudsmen and four acting Ombudsmen who had 
ably steered the institution during the past thirty eight years, contributed in 
making it a premier institution of administrative accountability in the country. 

The process of consolidation is not an end in itself, it is a means to building up 
further on the past achievements and 
identifying goalposts to be pursued in 
the future. The incumbent Ombudsman 
took the oath of Office on 27 December 
2021. He has been associated with this 
institution for the last twelve years and 
contributed in its growth and 
expansion to the present stature. The 
strategy for the coming years, 
therefore, flows from the gains in the 
previous years. It is aimed at fine 
tuning and upgrading efforts to 
enhance Wafaqi  Mohtasib’s outreach to 
the general public, strengthening its capacity, simplifying procedures, addressing, 
systemic issues and taking new initiatives to provide prompt relief to those facing 
administrative excesses, negligence, inefficiency and alike, on the part of  
governmental agencies.

The legal and institutional framework of the Wafaqi Mohtasib’s Office provides for 
an elaborate complaint redressal mechanism. It is unique in a sense that while it 
redresses the petitioner’s grievance, it bring to fore the inadequacies of the 
governance system that constitute an 
injustice to the sufferer. The Findings/ 
decisions of the Wafaqi Mohtasib, 
therefore, invariably contain 
recommendations and practical 
solutions to the issues without 
impinging upon the operational and 
policy making domains of the federal 
(responding) agencies. The trust and 
confidence of the general public that the institution of Wafaqi Mohtasib has earned 
over the years for its integrity, transparency, professionalism and, above all, 
commitment to the cause of justice and fairplay will guide its path in the future.   

The Office of Wafaqi Mohtasib, with its Head Office at Islamabad and 14 regional 
offices, is discharging its statutory functions in all provinces and a few select 
regions. Recognizing the need to enhance its presence in the country, efforts are 
afoot to set up more regional offices. Three Divisional Complaint Centres in 
Baluchistan, one each at Sibbi, Khuzdar and Loralai have lately been set up. Steps 
are being taken to reinvigorate Outreach Complaint Resolution (OCR) mechanism 
by enhancing frequency of OCR visits by our Investigation Officers at various 
Tehsil and District Headquarters levels to redress the grievances of the public at 
their doorsteps.  

The OCR operations will be further strengthened by organising open hearing of 
complaints (Khuli Katcheris) at 
pre-designated places in remote 
Tehsils/ sub-districts falling within the 
jurisdiction of the existing Regional 
Offices. This will afford general public 
an opportunity to raise their grievances 
in the presence of representatives of the 
concerned agencies, closer to their 
homes, and get immediate relief. 
Complaints requiring detailed 
investigation will be dealt with by the Investigation Officers from the designated 
Regional Office.

Article 2 of the President’s Order No. 1 of 1983 provides a comprehensive definition 
of maladministration. It is a phenomenon which in addition to the given complaint 
resolution procedures, needs to be 
addressed at intellectual level as well. 
The Wafaqi Mohtasib Secretariat 
(WMS) proposes to provide a platform 
for dialogue and exchange of views on 
various manifestations of 
maladministration, its causes and 
consequences for the society as well as 
possible solutions to overcome the 
same. Periodic lectures and seminars 
would be held on these issues with a 
view to developing a robust public voice against maladministration, injustice, 
nepotism, inefficiency, corruption and bribery. A group of consultants would plan 
appropriate events and conduct thematic discussions at the WMS premises.  

The WMS has carried out some very important research studies on systemic issues 
in the recent years and made policy recommendations to the Government and the 
relevant agencies. These include reports prepared on receipt of references from the 
Hon’ble Supreme Court of Pakistan on the following issues:

♦ Illegal constructions in the Nullah Korang bed.

♦ Fire incident of Margalla Hills.

♦ Un-authorized construction of Marriage Halls (Marquees).

♦ Education Sector Reforms (Implementation of Article-25-A of the 
Constitution of the Islamic Republic of Pakistan).  

Earlier, during 2015-16 the then Wafaqi 
Mohtasib constituted a number of 
committees of experts to prepare 
reports on various subjects addressing 
root causes of persistent complaints 
against malfunctioning of 
governmental agencies. These reports 
included the following:

♦ A Study of Organization, Role, Systems, Procedure and Causes of 
Mal-Administration and Mal-Functioning of Central Directorate of 
National Savings, Ministry of Finance, Government of Pakistan.

♦ Research Study: Extending Outreach of Alternate Dispute Resolution (ADR) 
Mechanism for Ombudsman (especially Wafaqi Mohtasib).

♦ Report of the Committee for Reforms of Pension System for Government 
Employees.

♦ Report on Public Complaints of Mal-Administration and Deficiencies in 
Pakistan Post Office Department and Suggested Remedial Measures.

♦ Federal Ombudsman Report on Government Procurement System to 
address Mal-Administration and Ensure Transparency. 

Steps are in hand to prepare a catalogue of all recommendations emanating from 
the above mentioned reports/studies with a view to reviewing the status of 
implementation thereof and removing the road blocks, if any, to ensure early and 
effective implementation of those recommendations for the benefit of the public at 
large. 

In addition, the Wafaqi Mohtasib Secretariat (WMS) proposes to commission new 
studies to examine common systemic flaws and suggest possible policy responses 
as the electric and gas distributions 
companies continue to attract the 
highest number of complaints from the 
consumers. During 2021, the combined 
total of complaints against the DISCOs, 
SSGCL and SNGPL stood at 68,341. 
NADRA, State Life Insurance 
Corporation (SLIC) and the Postal Life 
Insurance (PLI) were other major 
agencies against which a large number 
of complaints were registered in the year under review. The studies will be 

undertaken about the aforesaid agencies in collaboration with relevant experts 
and professionals with a view to improving the service delivery and eliminating 
the practices that cause grievance of the complainants.

In line with the advice of the Hon’ble President to create greater awareness about 
the institution, the WMS organized seminars in the President’s Secretariat and 
the Governor’s House, Punjab. Its website was revamped and a mobile app was 
launched. The WMS started to hold hearings through WhatsApp& Skype which 
came handy during the restrictions on travel/gatherings in the wake of COVID-19 
pandemic. Resultantly, the online complaints were recorded at 42,238 in 2021. 
Besides, the Media Wing in the Wafaqi 
Mohtasib Secretariat (WMS) has been 
strengthened and a quarterly News 
Bulletin for raising awareness about 
this Office is being issued regularly. The 
Steering Committee on Media (SCM) is 
presently developing calendar of media 
events stipulating periodicity and time 
frame for holding lectures, seminars, 
press conferences, interviews and other 
events to generate awareness about the availability of this forum for speedy and 
inexpensive redressal of grievances to the general public.

Developing a workforce competent to contribute and act in support of the 
objectives and purposes of the institution of Wafaqi Mohtasib is necessary to 
uphold the confidence of the people in its performance. The objectives of 
diagnosing, investigating, redressing, 
and rectifying any injustice done to a 
person through maladministration call 
for instituting an appropriate 
recruitment criteria and imparting 
specialized training to its staff for 
investigation, appraisement and 
implementation work. The WMS took the first major step in this direction and 
recruited nine Investigation Officers through open competition. These officers 
were given basic training and were later posted in the Head Office as well as the 
regional offices. They have successfully completed their probation period during 
the current  year and their performance is being closely monitored. This measure 
will go a long way in developing a specialized professional cadre for the institution 
of Wafaqi Mohtasib.

The objective of dispensing speedy and 
inexpensive administrative justice 
could be best realized if an effective 
mechanism for executing the orders of 
the competent forum was in place. 
Accordingly, the Wafaqi Mohtasib Office 
established an Implementation Wing, 

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 Hon’ble President in a 
representation against the Findings of the Wafaqi Mohtasib. Subsequently, 
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. Recognizing the central role of the 
Implementation Wing in the discharge of its mandate, the Wafaqi Mohtasib Office 
will continue strengthening the implementation mechanism by employing 
advanced IT tools and infrastructure for effective monitoring and follow up. 

Article 9 of the President’s Order of 1983 provides for the Wafaqi Mohtasib to, 
inter-alia, undertake of his own motion, 
any investigation into any allegation of 
maladministration on the part of any 
Agency or its employees. The provision 
of  suo-moto notice can facilitate 
initiation of early corrective measures 
necessary to rectify malfunctioning in 
agencies which are attracting 
persistent complaints from the general 
public.  In the same vein, the 
Ombudsman is empowered to 
constitute Inspection Teams for the 
performance of any of his functions. 
Such Inspection Teams comprising 
designated officers of the WMS and representatives of the civil society shall be 
tasked to inspect service providing agencies to identify shortcomings in their 
operations and address the difficulties faced by the general public. 

Article 33 of the President’s Order No.1 of 1983 vests in Wafaqi 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. The law also provides for 
appointment of liaison counsellors for 
the purpose. This concept of Informal 
Resolution of Disputes (IRD) is being 
developed to initiate a pilot project at 
Divisional level particularly in those 
Divisions where no Regional Office of 
the WMS currently exists. The parties 
would be given an option to select IRD 
mode at the time of registration which 
would be integrated into the existing 
system of Complaint Management 
Information System (CMIS) in the WMS. The operationalization of the IRD project 
shall be an important milestone in maximizing the outreach of the Wafaqi 

Mohtasib’s Office especially in the remote areas of the country.

The Wafaqi Mohtasib Secretariat (WMS) has a very rewarding experience of 
working with the UNICEF which 
contributed in establishing a 
child-ombuds system in collaboration 
with the Provincial Mohtasib to help 
resolved individual complaints as well 
as addressing the systemic issues 
relating to children. A task force of professionals and other stakeholders is working 
on the project for Prevention and Control of Cyber Crime against Children. A draft 
bill has been moved in 2021 with the support of parliamentarians which is now 
awaiting approval from the Senate of 
Pakistan. Likewise, the World Bank 
sponsored reports on 
upgrading/evaluating Performance of 
the Wafaqi Mohtasib, Speedy 
Complaints Resolution and the Citizen 
Report Card of the Institution of Wafaqi 
Mohtasib. The objectives and purposes 
of the establishment of this institution 
has a direct bearing on the realization of the overall goals of the promotion and 
protection of human rights and the principles of good governance for the common 
good of the masses. The WMS proposes to engage with the relevant international 
bodies and utilize their expertise in developing synergies in the pursuit of shared 
goals in the said domains. Accordingly, efforts will continue to address the above 
issues including the plight of street children in the ICT area which would be 
replicated in other major cities in collaboration with the provincial governments. 

The task of rooting out maladministration form the government agencies requires 
multidimensional efforts at various levels. The WMS proposes to spearhead an 
effective campaign for this purpose. In this regard, a high level National Advisory 
Committee will be set up to recommend, 
inter alia, measures for upgrading 
Wafaqi Mohtasib’s complaints 
resolution mechanism, increasing 
efficiency and efficacy of its working, 
adopting innovative approaches for 
addressing systemic issues and timely 
delivery of speedy and inexpensive 
justice at the doorsteps of the aggrieved 
citizens. The committee comprising 
former Ombudsmen, retired civil 
servants, administrators, entrepreneurs and civil society leaders shall meet on 
quarterly basis and contribute in developing an appropriate roadmap for realizing 
the aforesaid objectives.

In its journey of nearly four decades, this institution has traversed a long way and 
established its credentials as an effective instrument for providing speedy and 
inexpensive justice to the people and to carry out systemic reforms. Building upon 
the accomplishments of the past, the goals that the Office of Wafaqi Mohtasib 
seeks to pursue in the coming years have a lot to offer to the people facing 
administrative excesses of the 
governmental agencies. The Office of 
Wafaqi Mohtasib enjoys full support at 
the highest level to bring about much 
needed change in the lives of our people 
by improving the service delivery of the federal agencies. The continued goodwill 
and across the board support for the institution holds great promise for its future.

The continued goodwill and across 
the board support for this institution 
holds great promise for its future.



The year 2021 was designated as the year of consolidation. It was so designated as 
it marked the completion of the tenure of the 11th Ombudsman (21.07.2017 to 
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reforms and putting in place a mechanism for internal review and monitoring with 
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the seven illustrious regular Ombudsmen and four acting Ombudsmen who had 
ably steered the institution during the past thirty eight years, contributed in 
making it a premier institution of administrative accountability in the country. 

The process of consolidation is not an end in itself, it is a means to building up 
further on the past achievements and 
identifying goalposts to be pursued in 
the future. The incumbent Ombudsman 
took the oath of Office on 27 December 
2021. He has been associated with this 
institution for the last twelve years and 
contributed in its growth and 
expansion to the present stature. The 
strategy for the coming years, 
therefore, flows from the gains in the 
previous years. It is aimed at fine 
tuning and upgrading efforts to 
enhance Wafaqi  Mohtasib’s outreach to 
the general public, strengthening its capacity, simplifying procedures, addressing, 
systemic issues and taking new initiatives to provide prompt relief to those facing 
administrative excesses, negligence, inefficiency and alike, on the part of  
governmental agencies.

The legal and institutional framework of the Wafaqi Mohtasib’s Office provides for 
an elaborate complaint redressal mechanism. It is unique in a sense that while it 
redresses the petitioner’s grievance, it bring to fore the inadequacies of the 
governance system that constitute an 
injustice to the sufferer. The Findings/ 
decisions of the Wafaqi Mohtasib, 
therefore, invariably contain 
recommendations and practical 
solutions to the issues without 
impinging upon the operational and 
policy making domains of the federal 
(responding) agencies. The trust and 
confidence of the general public that the institution of Wafaqi Mohtasib has earned 
over the years for its integrity, transparency, professionalism and, above all, 
commitment to the cause of justice and fairplay will guide its path in the future.   

The Office of Wafaqi Mohtasib, with its Head Office at Islamabad and 14 regional 
offices, is discharging its statutory functions in all provinces and a few select 
regions. Recognizing the need to enhance its presence in the country, efforts are 
afoot to set up more regional offices. Three Divisional Complaint Centres in 
Baluchistan, one each at Sibbi, Khuzdar and Loralai have lately been set up. Steps 
are being taken to reinvigorate Outreach Complaint Resolution (OCR) mechanism 
by enhancing frequency of OCR visits by our Investigation Officers at various 
Tehsil and District Headquarters levels to redress the grievances of the public at 
their doorsteps.  

The OCR operations will be further strengthened by organising open hearing of 
complaints (Khuli Katcheris) at 
pre-designated places in remote 
Tehsils/ sub-districts falling within the 
jurisdiction of the existing Regional 
Offices. This will afford general public 
an opportunity to raise their grievances 
in the presence of representatives of the 
concerned agencies, closer to their 
homes, and get immediate relief. 
Complaints requiring detailed 
investigation will be dealt with by the Investigation Officers from the designated 
Regional Office.

Article 2 of the President’s Order No. 1 of 1983 provides a comprehensive definition 
of maladministration. It is a phenomenon which in addition to the given complaint 
resolution procedures, needs to be 
addressed at intellectual level as well. 
The Wafaqi Mohtasib Secretariat 
(WMS) proposes to provide a platform 
for dialogue and exchange of views on 
various manifestations of 
maladministration, its causes and 
consequences for the society as well as 
possible solutions to overcome the 
same. Periodic lectures and seminars 
would be held on these issues with a 
view to developing a robust public voice against maladministration, injustice, 
nepotism, inefficiency, corruption and bribery. A group of consultants would plan 
appropriate events and conduct thematic discussions at the WMS premises.  

The WMS has carried out some very important research studies on systemic issues 
in the recent years and made policy recommendations to the Government and the 
relevant agencies. These include reports prepared on receipt of references from the 
Hon’ble Supreme Court of Pakistan on the following issues:

♦ Illegal constructions in the Nullah Korang bed.

♦ Fire incident of Margalla Hills.

♦ Un-authorized construction of Marriage Halls (Marquees).

♦ Education Sector Reforms (Implementation of Article-25-A of the 
Constitution of the Islamic Republic of Pakistan).  

Earlier, during 2015-16 the then Wafaqi 
Mohtasib constituted a number of 
committees of experts to prepare 
reports on various subjects addressing 
root causes of persistent complaints 
against malfunctioning of 
governmental agencies. These reports 
included the following:

♦ A Study of Organization, Role, Systems, Procedure and Causes of 
Mal-Administration and Mal-Functioning of Central Directorate of 
National Savings, Ministry of Finance, Government of Pakistan.

♦ Research Study: Extending Outreach of Alternate Dispute Resolution (ADR) 
Mechanism for Ombudsman (especially Wafaqi Mohtasib).

♦ Report of the Committee for Reforms of Pension System for Government 
Employees.

♦ Report on Public Complaints of Mal-Administration and Deficiencies in 
Pakistan Post Office Department and Suggested Remedial Measures.

♦ Federal Ombudsman Report on Government Procurement System to 
address Mal-Administration and Ensure Transparency. 

Steps are in hand to prepare a catalogue of all recommendations emanating from 
the above mentioned reports/studies with a view to reviewing the status of 
implementation thereof and removing the road blocks, if any, to ensure early and 
effective implementation of those recommendations for the benefit of the public at 
large. 

In addition, the Wafaqi Mohtasib Secretariat (WMS) proposes to commission new 
studies to examine common systemic flaws and suggest possible policy responses 
as the electric and gas distributions 
companies continue to attract the 
highest number of complaints from the 
consumers. During 2021, the combined 
total of complaints against the DISCOs, 
SSGCL and SNGPL stood at 68,341. 
NADRA, State Life Insurance 
Corporation (SLIC) and the Postal Life 
Insurance (PLI) were other major 
agencies against which a large number 
of complaints were registered in the year under review. The studies will be 

undertaken about the aforesaid agencies in collaboration with relevant experts 
and professionals with a view to improving the service delivery and eliminating 
the practices that cause grievance of the complainants.

In line with the advice of the Hon’ble President to create greater awareness about 
the institution, the WMS organized seminars in the President’s Secretariat and 
the Governor’s House, Punjab. Its website was revamped and a mobile app was 
launched. The WMS started to hold hearings through WhatsApp& Skype which 
came handy during the restrictions on travel/gatherings in the wake of COVID-19 
pandemic. Resultantly, the online complaints were recorded at 42,238 in 2021. 
Besides, the Media Wing in the Wafaqi 
Mohtasib Secretariat (WMS) has been 
strengthened and a quarterly News 
Bulletin for raising awareness about 
this Office is being issued regularly. The 
Steering Committee on Media (SCM) is 
presently developing calendar of media 
events stipulating periodicity and time 
frame for holding lectures, seminars, 
press conferences, interviews and other 
events to generate awareness about the availability of this forum for speedy and 
inexpensive redressal of grievances to the general public.

Developing a workforce competent to contribute and act in support of the 
objectives and purposes of the institution of Wafaqi Mohtasib is necessary to 
uphold the confidence of the people in its performance. The objectives of 
diagnosing, investigating, redressing, 
and rectifying any injustice done to a 
person through maladministration call 
for instituting an appropriate 
recruitment criteria and imparting 
specialized training to its staff for 
investigation, appraisement and 
implementation work. The WMS took the first major step in this direction and 
recruited nine Investigation Officers through open competition. These officers 
were given basic training and were later posted in the Head Office as well as the 
regional offices. They have successfully completed their probation period during 
the current  year and their performance is being closely monitored. This measure 
will go a long way in developing a specialized professional cadre for the institution 
of Wafaqi Mohtasib.

The objective of dispensing speedy and 
inexpensive administrative justice 
could be best realized if an effective 
mechanism for executing the orders of 
the competent forum was in place. 
Accordingly, the Wafaqi Mohtasib Office 
established an Implementation Wing, 

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 Hon’ble President in a 
representation against the Findings of the Wafaqi Mohtasib. Subsequently, 
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. Recognizing the central role of the 
Implementation Wing in the discharge of its mandate, the Wafaqi Mohtasib Office 
will continue strengthening the implementation mechanism by employing 
advanced IT tools and infrastructure for effective monitoring and follow up. 

Article 9 of the President’s Order of 1983 provides for the Wafaqi Mohtasib to, 
inter-alia, undertake of his own motion, 
any investigation into any allegation of 
maladministration on the part of any 
Agency or its employees. The provision 
of  suo-moto notice can facilitate 
initiation of early corrective measures 
necessary to rectify malfunctioning in 
agencies which are attracting 
persistent complaints from the general 
public.  In the same vein, the 
Ombudsman is empowered to 
constitute Inspection Teams for the 
performance of any of his functions. 
Such Inspection Teams comprising 
designated officers of the WMS and representatives of the civil society shall be 
tasked to inspect service providing agencies to identify shortcomings in their 
operations and address the difficulties faced by the general public. 

Article 33 of the President’s Order No.1 of 1983 vests in Wafaqi 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. The law also provides for 
appointment of liaison counsellors for 
the purpose. This concept of Informal 
Resolution of Disputes (IRD) is being 
developed to initiate a pilot project at 
Divisional level particularly in those 
Divisions where no Regional Office of 
the WMS currently exists. The parties 
would be given an option to select IRD 
mode at the time of registration which 
would be integrated into the existing 
system of Complaint Management 
Information System (CMIS) in the WMS. The operationalization of the IRD project 
shall be an important milestone in maximizing the outreach of the Wafaqi 

Mohtasib’s Office especially in the remote areas of the country.

The Wafaqi Mohtasib Secretariat (WMS) has a very rewarding experience of 
working with the UNICEF which 
contributed in establishing a 
child-ombuds system in collaboration 
with the Provincial Mohtasib to help 
resolved individual complaints as well 
as addressing the systemic issues 
relating to children. A task force of professionals and other stakeholders is working 
on the project for Prevention and Control of Cyber Crime against Children. A draft 
bill has been moved in 2021 with the support of parliamentarians which is now 
awaiting approval from the Senate of 
Pakistan. Likewise, the World Bank 
sponsored reports on 
upgrading/evaluating Performance of 
the Wafaqi Mohtasib, Speedy 
Complaints Resolution and the Citizen 
Report Card of the Institution of Wafaqi 
Mohtasib. The objectives and purposes 
of the establishment of this institution 
has a direct bearing on the realization of the overall goals of the promotion and 
protection of human rights and the principles of good governance for the common 
good of the masses. The WMS proposes to engage with the relevant international 
bodies and utilize their expertise in developing synergies in the pursuit of shared 
goals in the said domains. Accordingly, efforts will continue to address the above 
issues including the plight of street children in the ICT area which would be 
replicated in other major cities in collaboration with the provincial governments. 

The task of rooting out maladministration form the government agencies requires 
multidimensional efforts at various levels. The WMS proposes to spearhead an 
effective campaign for this purpose. In this regard, a high level National Advisory 
Committee will be set up to recommend, 
inter alia, measures for upgrading 
Wafaqi Mohtasib’s complaints 
resolution mechanism, increasing 
efficiency and efficacy of its working, 
adopting innovative approaches for 
addressing systemic issues and timely 
delivery of speedy and inexpensive 
justice at the doorsteps of the aggrieved 
citizens. The committee comprising 
former Ombudsmen, retired civil 
servants, administrators, entrepreneurs and civil society leaders shall meet on 
quarterly basis and contribute in developing an appropriate roadmap for realizing 
the aforesaid objectives.

In its journey of nearly four decades, this institution has traversed a long way and 
established its credentials as an effective instrument for providing speedy and 
inexpensive justice to the people and to carry out systemic reforms. Building upon 
the accomplishments of the past, the goals that the Office of Wafaqi Mohtasib 
seeks to pursue in the coming years have a lot to offer to the people facing 
administrative excesses of the 
governmental agencies. The Office of 
Wafaqi Mohtasib enjoys full support at 
the highest level to bring about much 
needed change in the lives of our people 
by improving the service delivery of the federal agencies. The continued goodwill 
and across the board support for the institution holds great promise for its future.
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PHOTO GALLERY

Federal Ombudsman, Syed Tahir Shahbaz briefing the President of Pakistan during his visit to WMS.

Federal Ombudsman, Syed Tahir Shahbaz and officers with the President of Pakistan on the eve of his visit to 
the Wafaqi Mohtasib Secretariat, Islamabad - 15 June 2021.  

The President of Pakistan, planting a sapling on his visit to Wafaqi Mohtasib Secretariat.



100

PHOTO GALLERY

Federal Ombudsman presenting a copy of the Annual Report 2020 to the Chairman National Accountability 
Bureau  during his visit to the WMS

The President of Pakistan presiding over the meeting of Ombudsmen of Pakistan.

Group photo of Federal and Provincial ombudsmen on the eve of meeting of Forum of Pakistan Ombudsmen 
at Wafaqi Mohtasib Secretariat Head Office Islamabad.
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The Federal Ombudsman, Syed Tahir Shahbaz presents Annual Report 2020 to the Hon'ble Chief Justice of 
Pakistan at Supreme Court, Islamabad. 

Federal Ombudsman presenting shield to the Federal Tax Ombudsman, Mr. Mushtaq Ahmed Sukhera on the 
eve of the meeting of Forum of Pakistan Ombudsmen. 

The new Federal Tax Ombudsman, Dr. Asif Mahmood Jah called on the Federal Ombudsman at WMS.
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PHOTO GALLERY

Federal Ombudsman, presenting shield to Dr. Jamal Nasir, Federal Secretary, WMS on the eve of his retirement.

A delegation of Youth Parliament led by Mr. Rizwan Jafar called on the Wafaqi Mohtasib at WMS.

Federal Secretary, Ministry of Information Technology & Telecommunication called on the Federal 
Ombudsman in the Wafaqi Mohtasib Secretariat
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PHOTO GALLERY

 Adviser Incharge Regional Office Peshawar hearing public complaints in Swat.

Incharge Regional Office, Quetta delivering awareness lectures in the office of Assistant Commissioner Pishin.

Advisor WMS Regional Office, Gujranwala hearing OCR cases at Sambrial, District Sialkot.
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 Investigating Officer, Regional Office Bahawalpur hearing public complaints in Rahim Yar Khan.

Incharge Regional Office, D.I.Khan delivering an awareness lecture in Gomal University, D.I. Khan

Incharge Regional Office, Faisalabad hearing public complaints in Sargodha.
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PHOTO GALLERY

Mr. Ejaz Ahmad Qureshi, the newly appointed Federal Ombudsman presenting the shield to 
the outgoing Federal Ombudsman, Syed Tahir Shahbaz.

The President of Pakistan administering oath to Mr. Ejaz Ahmad Qureshi as Federal Ombudsman 
on 27 December 2021 at Aiwan-e-Sadr, Islamabad.
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OUR TEAM

Profiles of Advisors to the Federal Ombudsman of Pakistan posted at Head 
Office/Regional Offices

HONORARY ADVISORS

1. Mr. Omar H. Sajjad, Senior Advisor (Honorary), Head Office, Islamabad.

 He is Barrister at Law and is practicing as an Advocate, Supreme Court of 
Pakistan.

2. Ms. Viquar un Nisa Hashmi, Advisor (Honorary), Head Office, Islamabad.

 She is a Legal/ Human Rights Expert serving as Grievance Commissioner 
for Children and Transgender/ Focal Person, Wafaqi Mohtasib Secretariat, 
Islamabad. 

3. Mr. Muhammad Saqib Khan, Consultant (Honorary), Head Office, 
Islamabad.

 He is the longest serving Consultant in the Wafaqi Mohtasib Secretariat.

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

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

SENIOR ADVISORS/INVESTIGATING OFFICERS

1. Mr. Ejaz Ahmad Qureshi, Senior Advisor, Head Office, Islamabad (Now 
Wafaqi Mohtasib)

 He served as Federal Secretary in Ministries of Environment & Railways 
and Chief Secretary in Sindh and KPK. The officer has been appointed as 
Wafaqi Mohtasib (Ombudsman) and assumed charge of the office w.e.f. 
27.12.2021.

2. 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.

3. Mr. Abdul Moiz Bokhari, Senior Advisor, Head Office, Islamabad.

 He served as Special Secretary, M/o Foreign Affairs & Assistant Secretary 
General, Organization of Islamic Cooperation (OIC), Jeddah.

4. 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.

5. Syed Arshad Ali, Senior Advisor, Regional Office, Karachi.

 He served as Federal Secretary, Wafaqi Mohtasib Secretariat and Chairman, 
National Commission for Government Reforms (NCGR).

6. Mr. Pir Bakhsh Jamali, Senior Advisor, Head Office, Islamabad.

 He served as Secretary in Wafaqi Mohtasib Secretariat, M/o Kashmir Affairs 
& Gilgit Baltistan, SAFRON and Postal Services. 

7. Mr. Khizar Hayat Khan, Senior Advisor, Head Office, Islamabad.

 He served as Secretary in M/o Climate Change and Secretary, Overseas 
Pakistanis.

8. Mr. Khalid Hanif, Senior Advisor, Regional Office, Lahore.

 He served as Federal Secretary, Capital Administration & Development 
Division (CADD).

9. Mr. Khalid Pervez, Senior Advisor, Regional Office, Lahore.

 He served as Federal Secretary, M/o Ports & Shipping and Member, PPSC.

10. Mr. Shoaib Ahmad Siddiqui, Senior Advisor, Head Office, Islamabad.

 He served as Federal Secretary in Wafaqi Mohtasib Secretariat and M/o 
Information Technology & Telecommunication, Planning & Development, 
Communication and as Special Secretary, Ministry of Interior.

11. Mr. Muhammad Ashraf, Senior Advisor, Head Office, Islamabad.

 He served as Federal Secretary M/o Parliamentary Affairs and M/o Water 
Resources. 

12. Mr. Abdul Hameed Razi, Senior Advisor, Regional Office, Lahore.

 He also served as Member (Incharge), Wafaqi Mohtasib Secretariat, 
Regional Office, Lahore. 

APPENDIX-II:
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Profiles of Advisors to the Federal Ombudsman of Pakistan posted at Head 
Office/Regional Offices

HONORARY ADVISORS

1. Mr. Omar H. Sajjad, Senior Advisor (Honorary), Head Office, Islamabad.

 He is Barrister at Law and is practicing as an Advocate, Supreme Court of 
Pakistan.

2. Ms. Viquar un Nisa Hashmi, Advisor (Honorary), Head Office, Islamabad.

 She is a Legal/ Human Rights Expert serving as Grievance Commissioner 
for Children and Transgender/ Focal Person, Wafaqi Mohtasib Secretariat, 
Islamabad. 

3. Mr. Muhammad Saqib Khan, Consultant (Honorary), Head Office, 
Islamabad.

 He is the longest serving Consultant in the Wafaqi Mohtasib Secretariat.

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

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

SENIOR ADVISORS/INVESTIGATING OFFICERS

1. Mr. Ejaz Ahmad Qureshi, Senior Advisor, Head Office, Islamabad (Now 
Wafaqi Mohtasib)

 He served as Federal Secretary in Ministries of Environment & Railways 
and Chief Secretary in Sindh and KPK. The officer has been appointed as 
Wafaqi Mohtasib (Ombudsman) and assumed charge of the office w.e.f. 
27.12.2021.

2. 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.

3. Mr. Abdul Moiz Bokhari, Senior Advisor, Head Office, Islamabad.

 He served as Special Secretary, M/o Foreign Affairs & Assistant Secretary 
General, Organization of Islamic Cooperation (OIC), Jeddah.

4. 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.

5. Syed Arshad Ali, Senior Advisor, Regional Office, Karachi.

 He served as Federal Secretary, Wafaqi Mohtasib Secretariat and Chairman, 
National Commission for Government Reforms (NCGR).

6. Mr. Pir Bakhsh Jamali, Senior Advisor, Head Office, Islamabad.

 He served as Secretary in Wafaqi Mohtasib Secretariat, M/o Kashmir Affairs 
& Gilgit Baltistan, SAFRON and Postal Services. 

7. Mr. Khizar Hayat Khan, Senior Advisor, Head Office, Islamabad.

 He served as Secretary in M/o Climate Change and Secretary, Overseas 
Pakistanis.

8. Mr. Khalid Hanif, Senior Advisor, Regional Office, Lahore.

 He served as Federal Secretary, Capital Administration & Development 
Division (CADD).

9. Mr. Khalid Pervez, Senior Advisor, Regional Office, Lahore.

 He served as Federal Secretary, M/o Ports & Shipping and Member, PPSC.

10. Mr. Shoaib Ahmad Siddiqui, Senior Advisor, Head Office, Islamabad.

 He served as Federal Secretary in Wafaqi Mohtasib Secretariat and M/o 
Information Technology & Telecommunication, Planning & Development, 
Communication and as Special Secretary, Ministry of Interior.

11. Mr. Muhammad Ashraf, Senior Advisor, Head Office, Islamabad.

 He served as Federal Secretary M/o Parliamentary Affairs and M/o Water 
Resources. 

12. Mr. Abdul Hameed Razi, Senior Advisor, Regional Office, Lahore.

 He also served as Member (Incharge), Wafaqi Mohtasib Secretariat, 
Regional Office, Lahore. 
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ADVISORS/INVESTIGATING OFFICERS

13. Mr. Shahid Humayun, Advisor, Head Office, Islamabad.

 He served as Additional Secretary and Joint Secretary, Cabinet Division, 
Islamabad.

14. Mr. Shahid Latif Khan, Advisor, Regional Office, Gujranwala.

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

15. Mr. Sher Bahadar Arbab, Advisor, Regional Office, Peshawar.

 He served as Accountant General, Khyber Pakhtunkhwa Province.

16. Mr. Ahsan Javed Awan, Advisor, Regional Office, Faisalabad.

 He served as Postmaster General Punjab.

17. Mian Shuja ud Din Zaka, Advisor, Regional Office, Lahore.

 He served as Accountant General, Punjab.

18. Dr. Jamal Yousaf, Advisor, Head Office, Islamabad.

 He served as Additional Secretary, Revenue Division & CA&DD.

19. Raja Akhlaq Hussain, Advisor, Head Office, Islamabad.

 He served as District and Sessions Judge and Secretary, Law and Justice 
Commission of Pakistan.

20. Mr. Mohammad Amir Sial, Advisor, Head Office, Islamabad. 

 He served as Additional Secretary/Investigation Officer/Registrar in the 
Wafaqi Mohtasib Secretariat, Islamabad. He worked as Joint Secretary 
(Admn)/Director General (Public Relations), Senate of Pakistan (Parliament 
of Pakistan) and also Secretary, Federal Board of Revenue (HQs), 
Islamabad. 

21. Dr. Raana Ahsan (Raania), Advisor, Head Office, Islamabad.

 She served as Executive Director General, Board of Investment, Prime 
Minister’s Office, Islamabad.

22. 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.

23. Mian Khalid Karim, Advisor, Regional Office, Lahore.

 He served as a Secretary, Federal Land Commission (FLC), Member 
Judicial, FLC, Sr. Member, FLC and Chief Commissioner.

24. 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.

25. Syed Shujaat Abbas, Advisor, Regional Office, Karachi.

 He served as D.G., NADRA, D.G. (PR) in Senate Secretariat and D.G Port 
Qasim Authority.

26. Syed Saghar Hussain Zaidi, Advisor, Regional Office, Hyderabad.

 He served as District and Sessions Judge in different Districts and Special 
Courts of Sindh.

27. Mr. Mohammad Khalid Baloch, Advisor, Regional Office, Quetta.

 He served as Chairman, Chief Minister’s Inspection team and Secretary, 
Government of Balochistan.

ASSOCIATE ADVISORS/INVESTIGATING OFFICERS

28. 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.

29. Syed Ghazanfar Mehdi, Associate Advisor, Regional Office, Faisalabad.

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

30. Kh. Saif Ur Rehman, Associate Advisor, Regional Office, Abbottabad.

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

31. Syed Qamar Mustafa Shah, Associate Advisor, Head Office, Islamabad.

 He served as Joint Secretary in the Cabinet Division.

32. Mr. Riaz Hameed Chaudhary, Associate Advisor, Regional Office, Lahore.

 He served as Chairman, LWMC and Managing Director, PSIC. 

33. Mr. Mahmood Javed Bhatti, Associate Advisor, Regional Office, Multan.

 He served as Commissioner, Faisalabad.

34. Mr. Nasir Mehmood, Associate Advisor, Regional Office, Sargodha.

 He served as Post Master General, Karachi. 

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

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

36. Dr. Sheikh Imtiaz Ali, Associate Advisor, Regional Office, Hyderabad.

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

37. Sayed Ali Shah Bukhari, Associate Advisor, Regional Office, Sukkur.

 He served as Chairman, Board of Intermediate and Secondary Education, 
Larkana / Sukkur.

38. Mr. Ahmad Nawaz Lashari, Associate Advisor, Regional Office, Quetta.

 He served as Vice President/ Regional Business Head, Balochistan, 
United Bank Ltd.

CONSULTANT/ INVESTIGATING OFFICERS

39. Mr. Moinuddin A. Siddiqi, Consultant, Head Office, Islamabad.

 He served as Deputy Secretary, Prime Minister’s Office, Islamabad.

40. Syed Nabil Iqbal Gillani, Consultant, Head Office, Islamabad.

 He served as Deputy Director I.T in Wafaqi Mohtasib Secretariat.

41. Mr. Pervez Halim, Consultant, Head Office, Islamabad.

 He worked as Deputy Secretary in the Federal Government and also served 
on Protocol Sides.

42. Mr. Muhammad Khalid Naseer, Consultant, Head Office, Islamabad.

 He served as Audit Officer, Directorate General Audit Works (Federal), 
Islamabad.

43. Ms. Mahrukh Rizwan, Consultant, Regional Office, Lahore.

 She served as Advisor, Provincial Ombudsman, Punjab, Lahore.

44. Mr. Gulzar Ahmed Butt, Consultant, Regional Office, Lahore.

 He served as Senior Superintendent of Prisons.

45. Mr. Abdul Moeed Khawaja, Consultant, Regional Office, Lahore.

 He served as Deputy General Manager, Habib Bank Ltd. 

46. Ms. Sahar, Consultant, Regional Office, Lahore.

 She has been serving in Wafaqi Mohtasib Secretariat since 2014.

47. Mr. Jawed Ahmed, Legal Consultant, Regional Office, Karachi.

 He served as Private Secretary in Wafaqi Mohtasib Secretariat and an 
Advocate, High Court. He joined this Secretariat as Legal Consultant on 
30.11.2015.

48. Mr. Ghulam Sarwar, Consultant, Regional Office, Karachi.

 He served as Chairman, Board of Intermediate and Secondary Education, 
Karachi/ Larkana in BS-20, Additional Secretary, Chief Minister’s 
Secretariat, Sindh and Additional Secretary, Education.

49. Mr. Muhammad Rafiq Siddiqui, Consultant, Regional Office, Hyderabad.

 He served as Director (Licensing), NEPRA, Islamabad.

50. Major Retd. Muhammad Ali Munim, Consultant, Regional Office, Sukkur.

 He served as Major in Pakistan Army, Dy. Director in WAPDA and has also 
worked in private sector.

51. Mr. Arif Khan Kundi, Consultant, Regional Office, D.I. Khan. 

 He worked as Advocate High Court – a Legal Expert.

52. Mr. Khalid Sial, Consultant (Media & Public Relations), Head Office, 
Islamabad.

 He served as PRO/ Superintendent, Wafaqi Mohtasib Secretariat, 
Islamabad. 

53. Mr. Nauman Zafar Khan, Assistant Director, Head Office, Islamabad.

 He served as Junior Business & Finance Assistant in FBR (PRAL).

 54. Mr. Sajid Aurangzeb Khan, Consultant, Head Office, Islamabad.

 He served with Additional Attorney General and is a practicing lawyer since 
2011.

55. Mr. Sameer Amjad, I.T Officer, Head Office, Islamabad.

 He worked as Android Application Developer at SIMCOE I.T Ltd. 

56. Mr. Zeeshan Nadeem, Part Time Legal Consultant, Regional Office, 
Lahore.

 He is an advocate and practicing since 2012. 

57. Mr. Asghar Ali Awan, Assistant Registrar, Regional Office, Gujranwala.

 He served as Assistant Accounts Officer, Wafaqi Mohtasib Secretariat and 
Pakistan Military Accounts Department.

58. Mr. Muhammad Sohaib, Consultant, Regional Office, Bahawalpur.

 He is an advocate, High Court and practicing since 2013.

59. Ms. Anjum Bibi, Legal Consultant, Regional Office, Peshawar.

 She is an advocate and practicing since 2015.
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13. Mr. Shahid Humayun, Advisor, Head Office, Islamabad.

 He served as Additional Secretary and Joint Secretary, Cabinet Division, 
Islamabad.

14. Mr. Shahid Latif Khan, Advisor, Regional Office, Gujranwala.

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

15. Mr. Sher Bahadar Arbab, Advisor, Regional Office, Peshawar.

 He served as Accountant General, Khyber Pakhtunkhwa Province.

16. Mr. Ahsan Javed Awan, Advisor, Regional Office, Faisalabad.

 He served as Postmaster General Punjab.

17. Mian Shuja ud Din Zaka, Advisor, Regional Office, Lahore.

 He served as Accountant General, Punjab.

18. Dr. Jamal Yousaf, Advisor, Head Office, Islamabad.

 He served as Additional Secretary, Revenue Division & CA&DD.

19. Raja Akhlaq Hussain, Advisor, Head Office, Islamabad.

 He served as District and Sessions Judge and Secretary, Law and Justice 
Commission of Pakistan.

20. Mr. Mohammad Amir Sial, Advisor, Head Office, Islamabad. 

 He served as Additional Secretary/Investigation Officer/Registrar in the 
Wafaqi Mohtasib Secretariat, Islamabad. He worked as Joint Secretary 
(Admn)/Director General (Public Relations), Senate of Pakistan (Parliament 
of Pakistan) and also Secretary, Federal Board of Revenue (HQs), 
Islamabad. 

21. Dr. Raana Ahsan (Raania), Advisor, Head Office, Islamabad.

 She served as Executive Director General, Board of Investment, Prime 
Minister’s Office, Islamabad.

22. 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.

23. Mian Khalid Karim, Advisor, Regional Office, Lahore.

 He served as a Secretary, Federal Land Commission (FLC), Member 
Judicial, FLC, Sr. Member, FLC and Chief Commissioner.

24. 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.

25. Syed Shujaat Abbas, Advisor, Regional Office, Karachi.

 He served as D.G., NADRA, D.G. (PR) in Senate Secretariat and D.G Port 
Qasim Authority.

26. Syed Saghar Hussain Zaidi, Advisor, Regional Office, Hyderabad.

 He served as District and Sessions Judge in different Districts and Special 
Courts of Sindh.

27. Mr. Mohammad Khalid Baloch, Advisor, Regional Office, Quetta.

 He served as Chairman, Chief Minister’s Inspection team and Secretary, 
Government of Balochistan.

ASSOCIATE ADVISORS/INVESTIGATING OFFICERS

28. 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.

29. Syed Ghazanfar Mehdi, Associate Advisor, Regional Office, Faisalabad.

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

30. Kh. Saif Ur Rehman, Associate Advisor, Regional Office, Abbottabad.

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

31. Syed Qamar Mustafa Shah, Associate Advisor, Head Office, Islamabad.

 He served as Joint Secretary in the Cabinet Division.

32. Mr. Riaz Hameed Chaudhary, Associate Advisor, Regional Office, Lahore.

 He served as Chairman, LWMC and Managing Director, PSIC. 

33. Mr. Mahmood Javed Bhatti, Associate Advisor, Regional Office, Multan.

 He served as Commissioner, Faisalabad.

34. Mr. Nasir Mehmood, Associate Advisor, Regional Office, Sargodha.

 He served as Post Master General, Karachi. 

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

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

36. Dr. Sheikh Imtiaz Ali, Associate Advisor, Regional Office, Hyderabad.

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

37. Sayed Ali Shah Bukhari, Associate Advisor, Regional Office, Sukkur.

 He served as Chairman, Board of Intermediate and Secondary Education, 
Larkana / Sukkur.

38. Mr. Ahmad Nawaz Lashari, Associate Advisor, Regional Office, Quetta.

 He served as Vice President/ Regional Business Head, Balochistan, 
United Bank Ltd.

CONSULTANT/ INVESTIGATING OFFICERS

39. Mr. Moinuddin A. Siddiqi, Consultant, Head Office, Islamabad.

 He served as Deputy Secretary, Prime Minister’s Office, Islamabad.

40. Syed Nabil Iqbal Gillani, Consultant, Head Office, Islamabad.

 He served as Deputy Director I.T in Wafaqi Mohtasib Secretariat.

41. Mr. Pervez Halim, Consultant, Head Office, Islamabad.

 He worked as Deputy Secretary in the Federal Government and also served 
on Protocol Sides.

42. Mr. Muhammad Khalid Naseer, Consultant, Head Office, Islamabad.

 He served as Audit Officer, Directorate General Audit Works (Federal), 
Islamabad.

43. Ms. Mahrukh Rizwan, Consultant, Regional Office, Lahore.

 She served as Advisor, Provincial Ombudsman, Punjab, Lahore.

44. Mr. Gulzar Ahmed Butt, Consultant, Regional Office, Lahore.

 He served as Senior Superintendent of Prisons.

45. Mr. Abdul Moeed Khawaja, Consultant, Regional Office, Lahore.

 He served as Deputy General Manager, Habib Bank Ltd. 

46. Ms. Sahar, Consultant, Regional Office, Lahore.

 She has been serving in Wafaqi Mohtasib Secretariat since 2014.

47. Mr. Jawed Ahmed, Legal Consultant, Regional Office, Karachi.

 He served as Private Secretary in Wafaqi Mohtasib Secretariat and an 
Advocate, High Court. He joined this Secretariat as Legal Consultant on 
30.11.2015.

48. Mr. Ghulam Sarwar, Consultant, Regional Office, Karachi.

 He served as Chairman, Board of Intermediate and Secondary Education, 
Karachi/ Larkana in BS-20, Additional Secretary, Chief Minister’s 
Secretariat, Sindh and Additional Secretary, Education.

49. Mr. Muhammad Rafiq Siddiqui, Consultant, Regional Office, Hyderabad.

 He served as Director (Licensing), NEPRA, Islamabad.

50. Major Retd. Muhammad Ali Munim, Consultant, Regional Office, Sukkur.

 He served as Major in Pakistan Army, Dy. Director in WAPDA and has also 
worked in private sector.

51. Mr. Arif Khan Kundi, Consultant, Regional Office, D.I. Khan. 

 He worked as Advocate High Court – a Legal Expert.

52. Mr. Khalid Sial, Consultant (Media & Public Relations), Head Office, 
Islamabad.

 He served as PRO/ Superintendent, Wafaqi Mohtasib Secretariat, 
Islamabad. 

53. Mr. Nauman Zafar Khan, Assistant Director, Head Office, Islamabad.

 He served as Junior Business & Finance Assistant in FBR (PRAL).

 54. Mr. Sajid Aurangzeb Khan, Consultant, Head Office, Islamabad.

 He served with Additional Attorney General and is a practicing lawyer since 
2011.

55. Mr. Sameer Amjad, I.T Officer, Head Office, Islamabad.

 He worked as Android Application Developer at SIMCOE I.T Ltd. 

56. Mr. Zeeshan Nadeem, Part Time Legal Consultant, Regional Office, 
Lahore.

 He is an advocate and practicing since 2012. 

57. Mr. Asghar Ali Awan, Assistant Registrar, Regional Office, Gujranwala.

 He served as Assistant Accounts Officer, Wafaqi Mohtasib Secretariat and 
Pakistan Military Accounts Department.

58. Mr. Muhammad Sohaib, Consultant, Regional Office, Bahawalpur.

 He is an advocate, High Court and practicing since 2013.

59. Ms. Anjum Bibi, Legal Consultant, Regional Office, Peshawar.

 She is an advocate and practicing since 2015.
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13. Mr. Shahid Humayun, Advisor, Head Office, Islamabad.

 He served as Additional Secretary and Joint Secretary, Cabinet Division, 
Islamabad.

14. Mr. Shahid Latif Khan, Advisor, Regional Office, Gujranwala.

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

15. Mr. Sher Bahadar Arbab, Advisor, Regional Office, Peshawar.

 He served as Accountant General, Khyber Pakhtunkhwa Province.

16. Mr. Ahsan Javed Awan, Advisor, Regional Office, Faisalabad.

 He served as Postmaster General Punjab.

17. Mian Shuja ud Din Zaka, Advisor, Regional Office, Lahore.

 He served as Accountant General, Punjab.

18. Dr. Jamal Yousaf, Advisor, Head Office, Islamabad.

 He served as Additional Secretary, Revenue Division & CA&DD.

19. Raja Akhlaq Hussain, Advisor, Head Office, Islamabad.

 He served as District and Sessions Judge and Secretary, Law and Justice 
Commission of Pakistan.

20. Mr. Mohammad Amir Sial, Advisor, Head Office, Islamabad. 

 He served as Additional Secretary/Investigation Officer/Registrar in the 
Wafaqi Mohtasib Secretariat, Islamabad. He worked as Joint Secretary 
(Admn)/Director General (Public Relations), Senate of Pakistan (Parliament 
of Pakistan) and also Secretary, Federal Board of Revenue (HQs), 
Islamabad. 

21. Dr. Raana Ahsan (Raania), Advisor, Head Office, Islamabad.

 She served as Executive Director General, Board of Investment, Prime 
Minister’s Office, Islamabad.

22. 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.

23. Mian Khalid Karim, Advisor, Regional Office, Lahore.

 He served as a Secretary, Federal Land Commission (FLC), Member 
Judicial, FLC, Sr. Member, FLC and Chief Commissioner.

24. 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.

25. Syed Shujaat Abbas, Advisor, Regional Office, Karachi.

 He served as D.G., NADRA, D.G. (PR) in Senate Secretariat and D.G Port 
Qasim Authority.

26. Syed Saghar Hussain Zaidi, Advisor, Regional Office, Hyderabad.

 He served as District and Sessions Judge in different Districts and Special 
Courts of Sindh.

27. Mr. Mohammad Khalid Baloch, Advisor, Regional Office, Quetta.

 He served as Chairman, Chief Minister’s Inspection team and Secretary, 
Government of Balochistan.

ASSOCIATE ADVISORS/INVESTIGATING OFFICERS

28. 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.

29. Syed Ghazanfar Mehdi, Associate Advisor, Regional Office, Faisalabad.

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

30. Kh. Saif Ur Rehman, Associate Advisor, Regional Office, Abbottabad.

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

31. Syed Qamar Mustafa Shah, Associate Advisor, Head Office, Islamabad.

 He served as Joint Secretary in the Cabinet Division.

32. Mr. Riaz Hameed Chaudhary, Associate Advisor, Regional Office, Lahore.

 He served as Chairman, LWMC and Managing Director, PSIC. 

33. Mr. Mahmood Javed Bhatti, Associate Advisor, Regional Office, Multan.

 He served as Commissioner, Faisalabad.

34. Mr. Nasir Mehmood, Associate Advisor, Regional Office, Sargodha.

 He served as Post Master General, Karachi. 

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

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

36. Dr. Sheikh Imtiaz Ali, Associate Advisor, Regional Office, Hyderabad.

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

37. Sayed Ali Shah Bukhari, Associate Advisor, Regional Office, Sukkur.

 He served as Chairman, Board of Intermediate and Secondary Education, 
Larkana / Sukkur.

38. Mr. Ahmad Nawaz Lashari, Associate Advisor, Regional Office, Quetta.

 He served as Vice President/ Regional Business Head, Balochistan, 
United Bank Ltd.

CONSULTANT/ INVESTIGATING OFFICERS

39. Mr. Moinuddin A. Siddiqi, Consultant, Head Office, Islamabad.

 He served as Deputy Secretary, Prime Minister’s Office, Islamabad.

40. Syed Nabil Iqbal Gillani, Consultant, Head Office, Islamabad.

 He served as Deputy Director I.T in Wafaqi Mohtasib Secretariat.

41. Mr. Pervez Halim, Consultant, Head Office, Islamabad.

 He worked as Deputy Secretary in the Federal Government and also served 
on Protocol Sides.

42. Mr. Muhammad Khalid Naseer, Consultant, Head Office, Islamabad.

 He served as Audit Officer, Directorate General Audit Works (Federal), 
Islamabad.

43. Ms. Mahrukh Rizwan, Consultant, Regional Office, Lahore.

 She served as Advisor, Provincial Ombudsman, Punjab, Lahore.

44. Mr. Gulzar Ahmed Butt, Consultant, Regional Office, Lahore.

 He served as Senior Superintendent of Prisons.

45. Mr. Abdul Moeed Khawaja, Consultant, Regional Office, Lahore.

 He served as Deputy General Manager, Habib Bank Ltd. 

46. Ms. Sahar, Consultant, Regional Office, Lahore.

 She has been serving in Wafaqi Mohtasib Secretariat since 2014.

47. Mr. Jawed Ahmed, Legal Consultant, Regional Office, Karachi.

 He served as Private Secretary in Wafaqi Mohtasib Secretariat and an 
Advocate, High Court. He joined this Secretariat as Legal Consultant on 
30.11.2015.

48. Mr. Ghulam Sarwar, Consultant, Regional Office, Karachi.

 He served as Chairman, Board of Intermediate and Secondary Education, 
Karachi/ Larkana in BS-20, Additional Secretary, Chief Minister’s 
Secretariat, Sindh and Additional Secretary, Education.

49. Mr. Muhammad Rafiq Siddiqui, Consultant, Regional Office, Hyderabad.

 He served as Director (Licensing), NEPRA, Islamabad.

50. Major Retd. Muhammad Ali Munim, Consultant, Regional Office, Sukkur.

 He served as Major in Pakistan Army, Dy. Director in WAPDA and has also 
worked in private sector.

51. Mr. Arif Khan Kundi, Consultant, Regional Office, D.I. Khan. 

 He worked as Advocate High Court – a Legal Expert.

52. Mr. Khalid Sial, Consultant (Media & Public Relations), Head Office, 
Islamabad.

 He served as PRO/ Superintendent, Wafaqi Mohtasib Secretariat, 
Islamabad. 

53. Mr. Nauman Zafar Khan, Assistant Director, Head Office, Islamabad.

 He served as Junior Business & Finance Assistant in FBR (PRAL).

 54. Mr. Sajid Aurangzeb Khan, Consultant, Head Office, Islamabad.

 He served with Additional Attorney General and is a practicing lawyer since 
2011.

55. Mr. Sameer Amjad, I.T Officer, Head Office, Islamabad.

 He worked as Android Application Developer at SIMCOE I.T Ltd. 

56. Mr. Zeeshan Nadeem, Part Time Legal Consultant, Regional Office, 
Lahore.

 He is an advocate and practicing since 2012. 

57. Mr. Asghar Ali Awan, Assistant Registrar, Regional Office, Gujranwala.

 He served as Assistant Accounts Officer, Wafaqi Mohtasib Secretariat and 
Pakistan Military Accounts Department.

58. Mr. Muhammad Sohaib, Consultant, Regional Office, Bahawalpur.

 He is an advocate, High Court and practicing since 2013.

59. Ms. Anjum Bibi, Legal Consultant, Regional Office, Peshawar.

 She is an advocate and practicing since 2015.
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13. Mr. Shahid Humayun, Advisor, Head Office, Islamabad.

 He served as Additional Secretary and Joint Secretary, Cabinet Division, 
Islamabad.

14. Mr. Shahid Latif Khan, Advisor, Regional Office, Gujranwala.

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

15. Mr. Sher Bahadar Arbab, Advisor, Regional Office, Peshawar.

 He served as Accountant General, Khyber Pakhtunkhwa Province.

16. Mr. Ahsan Javed Awan, Advisor, Regional Office, Faisalabad.

 He served as Postmaster General Punjab.

17. Mian Shuja ud Din Zaka, Advisor, Regional Office, Lahore.

 He served as Accountant General, Punjab.

18. Dr. Jamal Yousaf, Advisor, Head Office, Islamabad.

 He served as Additional Secretary, Revenue Division & CA&DD.

19. Raja Akhlaq Hussain, Advisor, Head Office, Islamabad.

 He served as District and Sessions Judge and Secretary, Law and Justice 
Commission of Pakistan.

20. Mr. Mohammad Amir Sial, Advisor, Head Office, Islamabad. 

 He served as Additional Secretary/Investigation Officer/Registrar in the 
Wafaqi Mohtasib Secretariat, Islamabad. He worked as Joint Secretary 
(Admn)/Director General (Public Relations), Senate of Pakistan (Parliament 
of Pakistan) and also Secretary, Federal Board of Revenue (HQs), 
Islamabad. 

21. Dr. Raana Ahsan (Raania), Advisor, Head Office, Islamabad.

 She served as Executive Director General, Board of Investment, Prime 
Minister’s Office, Islamabad.

22. 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.

23. Mian Khalid Karim, Advisor, Regional Office, Lahore.

 He served as a Secretary, Federal Land Commission (FLC), Member 
Judicial, FLC, Sr. Member, FLC and Chief Commissioner.

24. 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.

25. Syed Shujaat Abbas, Advisor, Regional Office, Karachi.

 He served as D.G., NADRA, D.G. (PR) in Senate Secretariat and D.G Port 
Qasim Authority.

26. Syed Saghar Hussain Zaidi, Advisor, Regional Office, Hyderabad.

 He served as District and Sessions Judge in different Districts and Special 
Courts of Sindh.

27. Mr. Mohammad Khalid Baloch, Advisor, Regional Office, Quetta.

 He served as Chairman, Chief Minister’s Inspection team and Secretary, 
Government of Balochistan.

ASSOCIATE ADVISORS/INVESTIGATING OFFICERS

28. 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.

29. Syed Ghazanfar Mehdi, Associate Advisor, Regional Office, Faisalabad.

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

30. Kh. Saif Ur Rehman, Associate Advisor, Regional Office, Abbottabad.

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

31. Syed Qamar Mustafa Shah, Associate Advisor, Head Office, Islamabad.

 He served as Joint Secretary in the Cabinet Division.

32. Mr. Riaz Hameed Chaudhary, Associate Advisor, Regional Office, Lahore.

 He served as Chairman, LWMC and Managing Director, PSIC. 

33. Mr. Mahmood Javed Bhatti, Associate Advisor, Regional Office, Multan.

 He served as Commissioner, Faisalabad.

34. Mr. Nasir Mehmood, Associate Advisor, Regional Office, Sargodha.

 He served as Post Master General, Karachi. 

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

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

36. Dr. Sheikh Imtiaz Ali, Associate Advisor, Regional Office, Hyderabad.

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

37. Sayed Ali Shah Bukhari, Associate Advisor, Regional Office, Sukkur.

 He served as Chairman, Board of Intermediate and Secondary Education, 
Larkana / Sukkur.

38. Mr. Ahmad Nawaz Lashari, Associate Advisor, Regional Office, Quetta.

 He served as Vice President/ Regional Business Head, Balochistan, 
United Bank Ltd.

CONSULTANT/ INVESTIGATING OFFICERS

39. Mr. Moinuddin A. Siddiqi, Consultant, Head Office, Islamabad.

 He served as Deputy Secretary, Prime Minister’s Office, Islamabad.

40. Syed Nabil Iqbal Gillani, Consultant, Head Office, Islamabad.

 He served as Deputy Director I.T in Wafaqi Mohtasib Secretariat.

41. Mr. Pervez Halim, Consultant, Head Office, Islamabad.

 He worked as Deputy Secretary in the Federal Government and also served 
on Protocol Sides.

42. Mr. Muhammad Khalid Naseer, Consultant, Head Office, Islamabad.

 He served as Audit Officer, Directorate General Audit Works (Federal), 
Islamabad.

43. Ms. Mahrukh Rizwan, Consultant, Regional Office, Lahore.

 She served as Advisor, Provincial Ombudsman, Punjab, Lahore.

44. Mr. Gulzar Ahmed Butt, Consultant, Regional Office, Lahore.

 He served as Senior Superintendent of Prisons.

45. Mr. Abdul Moeed Khawaja, Consultant, Regional Office, Lahore.

 He served as Deputy General Manager, Habib Bank Ltd. 

46. Ms. Sahar, Consultant, Regional Office, Lahore.

 She has been serving in Wafaqi Mohtasib Secretariat since 2014.

47. Mr. Jawed Ahmed, Legal Consultant, Regional Office, Karachi.

 He served as Private Secretary in Wafaqi Mohtasib Secretariat and an 
Advocate, High Court. He joined this Secretariat as Legal Consultant on 
30.11.2015.

48. Mr. Ghulam Sarwar, Consultant, Regional Office, Karachi.

 He served as Chairman, Board of Intermediate and Secondary Education, 
Karachi/ Larkana in BS-20, Additional Secretary, Chief Minister’s 
Secretariat, Sindh and Additional Secretary, Education.

49. Mr. Muhammad Rafiq Siddiqui, Consultant, Regional Office, Hyderabad.

 He served as Director (Licensing), NEPRA, Islamabad.

50. Major Retd. Muhammad Ali Munim, Consultant, Regional Office, Sukkur.

 He served as Major in Pakistan Army, Dy. Director in WAPDA and has also 
worked in private sector.

51. Mr. Arif Khan Kundi, Consultant, Regional Office, D.I. Khan. 

 He worked as Advocate High Court – a Legal Expert.

52. Mr. Khalid Sial, Consultant (Media & Public Relations), Head Office, 
Islamabad.

 He served as PRO/ Superintendent, Wafaqi Mohtasib Secretariat, 
Islamabad. 

53. Mr. Nauman Zafar Khan, Assistant Director, Head Office, Islamabad.

 He served as Junior Business & Finance Assistant in FBR (PRAL).

 54. Mr. Sajid Aurangzeb Khan, Consultant, Head Office, Islamabad.

 He served with Additional Attorney General and is a practicing lawyer since 
2011.

55. Mr. Sameer Amjad, I.T Officer, Head Office, Islamabad.

 He worked as Android Application Developer at SIMCOE I.T Ltd. 

56. Mr. Zeeshan Nadeem, Part Time Legal Consultant, Regional Office, 
Lahore.

 He is an advocate and practicing since 2012. 

57. Mr. Asghar Ali Awan, Assistant Registrar, Regional Office, Gujranwala.

 He served as Assistant Accounts Officer, Wafaqi Mohtasib Secretariat and 
Pakistan Military Accounts Department.

58. Mr. Muhammad Sohaib, Consultant, Regional Office, Bahawalpur.

 He is an advocate, High Court and practicing since 2013.

59. Ms. Anjum Bibi, Legal Consultant, Regional Office, Peshawar.

 She is an advocate and practicing since 2015.
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13. Mr. Shahid Humayun, Advisor, Head Office, Islamabad.

 He served as Additional Secretary and Joint Secretary, Cabinet Division, 
Islamabad.

14. Mr. Shahid Latif Khan, Advisor, Regional Office, Gujranwala.

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

15. Mr. Sher Bahadar Arbab, Advisor, Regional Office, Peshawar.

 He served as Accountant General, Khyber Pakhtunkhwa Province.

16. Mr. Ahsan Javed Awan, Advisor, Regional Office, Faisalabad.

 He served as Postmaster General Punjab.

17. Mian Shuja ud Din Zaka, Advisor, Regional Office, Lahore.

 He served as Accountant General, Punjab.

18. Dr. Jamal Yousaf, Advisor, Head Office, Islamabad.

 He served as Additional Secretary, Revenue Division & CA&DD.

19. Raja Akhlaq Hussain, Advisor, Head Office, Islamabad.

 He served as District and Sessions Judge and Secretary, Law and Justice 
Commission of Pakistan.

20. Mr. Mohammad Amir Sial, Advisor, Head Office, Islamabad. 

 He served as Additional Secretary/Investigation Officer/Registrar in the 
Wafaqi Mohtasib Secretariat, Islamabad. He worked as Joint Secretary 
(Admn)/Director General (Public Relations), Senate of Pakistan (Parliament 
of Pakistan) and also Secretary, Federal Board of Revenue (HQs), 
Islamabad. 

21. Dr. Raana Ahsan (Raania), Advisor, Head Office, Islamabad.

 She served as Executive Director General, Board of Investment, Prime 
Minister’s Office, Islamabad.

22. 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.

23. Mian Khalid Karim, Advisor, Regional Office, Lahore.

 He served as a Secretary, Federal Land Commission (FLC), Member 
Judicial, FLC, Sr. Member, FLC and Chief Commissioner.

24. 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.

25. Syed Shujaat Abbas, Advisor, Regional Office, Karachi.

 He served as D.G., NADRA, D.G. (PR) in Senate Secretariat and D.G Port 
Qasim Authority.

26. Syed Saghar Hussain Zaidi, Advisor, Regional Office, Hyderabad.

 He served as District and Sessions Judge in different Districts and Special 
Courts of Sindh.

27. Mr. Mohammad Khalid Baloch, Advisor, Regional Office, Quetta.

 He served as Chairman, Chief Minister’s Inspection team and Secretary, 
Government of Balochistan.

ASSOCIATE ADVISORS/INVESTIGATING OFFICERS

28. 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.

29. Syed Ghazanfar Mehdi, Associate Advisor, Regional Office, Faisalabad.

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

30. Kh. Saif Ur Rehman, Associate Advisor, Regional Office, Abbottabad.

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

31. Syed Qamar Mustafa Shah, Associate Advisor, Head Office, Islamabad.

 He served as Joint Secretary in the Cabinet Division.

32. Mr. Riaz Hameed Chaudhary, Associate Advisor, Regional Office, Lahore.

 He served as Chairman, LWMC and Managing Director, PSIC. 

33. Mr. Mahmood Javed Bhatti, Associate Advisor, Regional Office, Multan.

 He served as Commissioner, Faisalabad.

34. Mr. Nasir Mehmood, Associate Advisor, Regional Office, Sargodha.

 He served as Post Master General, Karachi. 

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

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

36. Dr. Sheikh Imtiaz Ali, Associate Advisor, Regional Office, Hyderabad.

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

37. Sayed Ali Shah Bukhari, Associate Advisor, Regional Office, Sukkur.

 He served as Chairman, Board of Intermediate and Secondary Education, 
Larkana / Sukkur.

38. Mr. Ahmad Nawaz Lashari, Associate Advisor, Regional Office, Quetta.

 He served as Vice President/ Regional Business Head, Balochistan, 
United Bank Ltd.

CONSULTANT/ INVESTIGATING OFFICERS

39. Mr. Moinuddin A. Siddiqi, Consultant, Head Office, Islamabad.

 He served as Deputy Secretary, Prime Minister’s Office, Islamabad.

40. Syed Nabil Iqbal Gillani, Consultant, Head Office, Islamabad.

 He served as Deputy Director I.T in Wafaqi Mohtasib Secretariat.

41. Mr. Pervez Halim, Consultant, Head Office, Islamabad.

 He worked as Deputy Secretary in the Federal Government and also served 
on Protocol Sides.

42. Mr. Muhammad Khalid Naseer, Consultant, Head Office, Islamabad.

 He served as Audit Officer, Directorate General Audit Works (Federal), 
Islamabad.

43. Ms. Mahrukh Rizwan, Consultant, Regional Office, Lahore.

 She served as Advisor, Provincial Ombudsman, Punjab, Lahore.

44. Mr. Gulzar Ahmed Butt, Consultant, Regional Office, Lahore.

 He served as Senior Superintendent of Prisons.

45. Mr. Abdul Moeed Khawaja, Consultant, Regional Office, Lahore.

 He served as Deputy General Manager, Habib Bank Ltd. 

46. Ms. Sahar, Consultant, Regional Office, Lahore.

 She has been serving in Wafaqi Mohtasib Secretariat since 2014.

47. Mr. Jawed Ahmed, Legal Consultant, Regional Office, Karachi.

 He served as Private Secretary in Wafaqi Mohtasib Secretariat and an 
Advocate, High Court. He joined this Secretariat as Legal Consultant on 
30.11.2015.

48. Mr. Ghulam Sarwar, Consultant, Regional Office, Karachi.

 He served as Chairman, Board of Intermediate and Secondary Education, 
Karachi/ Larkana in BS-20, Additional Secretary, Chief Minister’s 
Secretariat, Sindh and Additional Secretary, Education.

49. Mr. Muhammad Rafiq Siddiqui, Consultant, Regional Office, Hyderabad.

 He served as Director (Licensing), NEPRA, Islamabad.

50. Major Retd. Muhammad Ali Munim, Consultant, Regional Office, Sukkur.

 He served as Major in Pakistan Army, Dy. Director in WAPDA and has also 
worked in private sector.

51. Mr. Arif Khan Kundi, Consultant, Regional Office, D.I. Khan. 

 He worked as Advocate High Court – a Legal Expert.

52. Mr. Khalid Sial, Consultant (Media & Public Relations), Head Office, 
Islamabad.

 He served as PRO/ Superintendent, Wafaqi Mohtasib Secretariat, 
Islamabad. 

53. Mr. Nauman Zafar Khan, Assistant Director, Head Office, Islamabad.

 He served as Junior Business & Finance Assistant in FBR (PRAL).

 54. Mr. Sajid Aurangzeb Khan, Consultant, Head Office, Islamabad.

 He served with Additional Attorney General and is a practicing lawyer since 
2011.

55. Mr. Sameer Amjad, I.T Officer, Head Office, Islamabad.

 He worked as Android Application Developer at SIMCOE I.T Ltd. 

56. Mr. Zeeshan Nadeem, Part Time Legal Consultant, Regional Office, 
Lahore.

 He is an advocate and practicing since 2012. 

57. Mr. Asghar Ali Awan, Assistant Registrar, Regional Office, Gujranwala.

 He served as Assistant Accounts Officer, Wafaqi Mohtasib Secretariat and 
Pakistan Military Accounts Department.

58. Mr. Muhammad Sohaib, Consultant, Regional Office, Bahawalpur.

 He is an advocate, High Court and practicing since 2013.

59. Ms. Anjum Bibi, Legal Consultant, Regional Office, Peshawar.

 She is an advocate and practicing since 2015.
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1. Lt. Retd. Ejaz Ahmad Khan, Secretary, Wafaqi Mohtasib Secretariat.

 He served as Additional Secretary, Kashmir Affairs and Gilgit Baltistan 
Division.

2. Mr. Aftab Akbar Durrani, Additional Secretary, Head Office, Islamabad.

 He served as Joint Secretary, Gilgit Baltistan Council Secretariat under M/o 
Kashmir Affairs & Gilgit Baltistan Division.

3. Mr. Muhammad Humair Karim, Member / Additional Secretary, Regional 
Office, Lahore.

 He is a BS-21 officer of Pakistan Administrative Service.

4. Dr. Usman Anwar, Director General, Regional Office, Lahore.

 He served as Director, Federal Investigation Agency.

5. Mr. Muhammad Ashfaq Ahmad, Director General, Head Office, 
Islamabad.                        

 He served as Additional Secretary in the Government of Azad Jammu & 
Kashmir

6. Mr. Zeeshan Muhammad Khan, Secretary to Wafaqi Mohtasib, Head 
Office,  Islamabad.

 He is serving as Secretary to Wafaqi Mohtasib since 2.11.2021.

7. Mr. Muhammad Fiaz, Director, Head Office, Islamabad.

 He is serving as Director in Wafaqi Mohtasib Secretariat. 

8. Mr. Rashid Ahmad Sheikh, Director, Regional Office, Karachi.

 He is serving as Director in Wafaqi Mohtasib Secretariat.

9. Mr. M. Javed Chaudhary, Director (Media), Head Office, Islamabad.

 He served as Public Relation Officer, NH&MP and serving as Director 
(Media).

10. Mr. Muhammad Farhan Sikandar, Deputy Director, Regional Office, 
Multan.                             

 He served as Deputy Director, I.P Wing under M/o Information, 
Broadcasting & National Heritage. 

11. Mr. Shahid Mahmood, Deputy Director, Head Office, Islamabad.

 He served as Assistant Director in Wafaqi 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. Mr. Muhammad Nasarullah, Deputy Director, Head Office, Islamabad.

 He served as Deputy Director (Registration) in Wafaqi Mohtasib Secretariat, 
R.O Lahore.

15. Ms. Behleem Bilqees Jan, Deputy Director, Regional Office, Karachi.

 She is serving as Deputy Director in Wafaqi Mohtasib Secretariat. 

16. Mr. Salahuddin, Deputy Director, Regional Office, Abbottabad.

 He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

17. Mr. Ghayasuddin, Deputy Director, Regional Office, Peshawar.

 He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

18. Mr. Fawad Hanif, Deputy Director, Regional Office, Peshawar.

 He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

19. Syed Ahmed Hussain Shah, Deputy Registrar, Regional Office, Peshawar.

 He is serving in Wafaqi Mohtasib Secretariat since 1991.

20. Mr. Naqeeb Khan, Deputy Director, Regional Office, D.I. Khan.

 He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

21. Mr. Munawar Sajjad Gondal, Deputy Registrar, Regional Office, Multan.

 He served as Assistant Registrar in Wafaqi Mohtasib Secretariat, 
Islamabad.

22. Mr. Adnan Jadoon, Deputy Registrar, Regional Office, Abbottabad.

 He served as Assistant Registrar in Wafaqi Mohtasib Secretariat, Islamabad

23. Mr. Muhammad Adnan, Section Officer, Head Office, Islamabad.

 He served as Assistant Manager, Small & Medium Enterprises Development 
Authority.

24. Mr. Nabeel Hasan Khan, Librarian, Head Office, Islamabad.

 He is serving as Librarian in Wafaqi Mohtasib Secretariat since 2011.

25. Dr. Sohail Ahmad Phatak, Assistant Director I.T, Head Office, Islamabad.

 He is an IT Professional with 21 years of experience and having Ph.D in 
Enigeering Management (Software Project Management). He is handling 
the IT operations and CMIS’ development in WMS since 2008.

26. Mr. Adnan Ahmed, Investigation Officer, Head Office, Islamabad.

 He is serving as Investigation Officer since 2019.

27. Dr. Muhammad Zahid, Investigation Officer, Regional Office, 
Bahawalpur.

 He is serving as Incharge/ Investigation Officer since 2019.

28. Mr. Ahsan Nazar, Investigation Officer, Regional Office, Lahore.

 He is serving as Investigation Officer since 2019.

29. Mr. Kamran Maqsood, Investigation Officer, Regional Office, Gujranwala.

 He is serving as Investigation Officer since 2019.

30. Mr. Ameer Muhammad, Investigation Officer, Regional Office, Quetta.

 He is serving as Investigation Officer since 2019.

31. Rana Asif Nazeer, Investigation Officer, Regional Office, Multan.

 He is serving as Investigation Officer since 2019.

32. Mr. Ammar Javaid Siddiqui, Investigation Officer, Regional Office, 
Faisalabad.

 He is serving as Investigation Officer since 2019.

33. Mr. Imran Khan, Investigation Officer, Regional Office, D.I.Khan.

 He is serving as Investigation Officer since 2019.

34. Syed Sayyar Badshah, Investigation Officer, Regional Office, Peshawar.

 He is serving as Investigation Officer since 2019.

35. Mr. Mahmood Khan Mahay, Assistant Director, Regional Office, Multan.

 He served as Superintendent in M/o NHSR&C.

36. Syed Mehmood Ali Shah, Assistant Director, Regional Office, Sukkur.

 He served as Engineer in PTCL and now posted as Incharge /Investigation 
Officer, WMS,  R.O. Sukkur.

37. Shahzada Allaudin Pirakzai, Assistant Registrar, Regional Office, Kharan.

 He served as Deputy Director (Acting) in National Commission for Human 
Development.
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1. Lt. Retd. Ejaz Ahmad Khan, Secretary, Wafaqi Mohtasib Secretariat.

 He served as Additional Secretary, Kashmir Affairs and Gilgit Baltistan 
Division.

2. Mr. Aftab Akbar Durrani, Additional Secretary, Head Office, Islamabad.

 He served as Joint Secretary, Gilgit Baltistan Council Secretariat under M/o 
Kashmir Affairs & Gilgit Baltistan Division.

3. Mr. Muhammad Humair Karim, Member / Additional Secretary, Regional 
Office, Lahore.

 He is a BS-21 officer of Pakistan Administrative Service.

4. Dr. Usman Anwar, Director General, Regional Office, Lahore.

 He served as Director, Federal Investigation Agency.

5. Mr. Muhammad Ashfaq Ahmad, Director General, Head Office, 
Islamabad.                        

 He served as Additional Secretary in the Government of Azad Jammu & 
Kashmir

6. Mr. Zeeshan Muhammad Khan, Secretary to Wafaqi Mohtasib, Head 
Office,  Islamabad.

 He is serving as Secretary to Wafaqi Mohtasib since 2.11.2021.

7. Mr. Muhammad Fiaz, Director, Head Office, Islamabad.

 He is serving as Director in Wafaqi Mohtasib Secretariat. 

8. Mr. Rashid Ahmad Sheikh, Director, Regional Office, Karachi.

 He is serving as Director in Wafaqi Mohtasib Secretariat.

9. Mr. M. Javed Chaudhary, Director (Media), Head Office, Islamabad.

 He served as Public Relation Officer, NH&MP and serving as Director 
(Media).

10. Mr. Muhammad Farhan Sikandar, Deputy Director, Regional Office, 
Multan.                             

 He served as Deputy Director, I.P Wing under M/o Information, 
Broadcasting & National Heritage. 

11. Mr. Shahid Mahmood, Deputy Director, Head Office, Islamabad.

 He served as Assistant Director in Wafaqi 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. Mr. Muhammad Nasarullah, Deputy Director, Head Office, Islamabad.

 He served as Deputy Director (Registration) in Wafaqi Mohtasib Secretariat, 
R.O Lahore.

15. Ms. Behleem Bilqees Jan, Deputy Director, Regional Office, Karachi.

 She is serving as Deputy Director in Wafaqi Mohtasib Secretariat. 

16. Mr. Salahuddin, Deputy Director, Regional Office, Abbottabad.

 He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

17. Mr. Ghayasuddin, Deputy Director, Regional Office, Peshawar.

 He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

18. Mr. Fawad Hanif, Deputy Director, Regional Office, Peshawar.

 He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

19. Syed Ahmed Hussain Shah, Deputy Registrar, Regional Office, Peshawar.

 He is serving in Wafaqi Mohtasib Secretariat since 1991.

20. Mr. Naqeeb Khan, Deputy Director, Regional Office, D.I. Khan.

 He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

21. Mr. Munawar Sajjad Gondal, Deputy Registrar, Regional Office, Multan.

 He served as Assistant Registrar in Wafaqi Mohtasib Secretariat, 
Islamabad.

22. Mr. Adnan Jadoon, Deputy Registrar, Regional Office, Abbottabad.

 He served as Assistant Registrar in Wafaqi Mohtasib Secretariat, Islamabad

23. Mr. Muhammad Adnan, Section Officer, Head Office, Islamabad.

 He served as Assistant Manager, Small & Medium Enterprises Development 
Authority.

24. Mr. Nabeel Hasan Khan, Librarian, Head Office, Islamabad.

 He is serving as Librarian in Wafaqi Mohtasib Secretariat since 2011.

25. Dr. Sohail Ahmad Phatak, Assistant Director I.T, Head Office, Islamabad.

 He is an IT Professional with 21 years of experience and having Ph.D in 
Enigeering Management (Software Project Management). He is handling 
the IT operations and CMIS’ development in WMS since 2008.

26. Mr. Adnan Ahmed, Investigation Officer, Head Office, Islamabad.

 He is serving as Investigation Officer since 2019.

27. Dr. Muhammad Zahid, Investigation Officer, Regional Office, 
Bahawalpur.

 He is serving as Incharge/ Investigation Officer since 2019.

28. Mr. Ahsan Nazar, Investigation Officer, Regional Office, Lahore.

 He is serving as Investigation Officer since 2019.

29. Mr. Kamran Maqsood, Investigation Officer, Regional Office, Gujranwala.

 He is serving as Investigation Officer since 2019.

30. Mr. Ameer Muhammad, Investigation Officer, Regional Office, Quetta.

 He is serving as Investigation Officer since 2019.

31. Rana Asif Nazeer, Investigation Officer, Regional Office, Multan.

 He is serving as Investigation Officer since 2019.

32. Mr. Ammar Javaid Siddiqui, Investigation Officer, Regional Office, 
Faisalabad.

 He is serving as Investigation Officer since 2019.

33. Mr. Imran Khan, Investigation Officer, Regional Office, D.I.Khan.

 He is serving as Investigation Officer since 2019.

34. Syed Sayyar Badshah, Investigation Officer, Regional Office, Peshawar.

 He is serving as Investigation Officer since 2019.

35. Mr. Mahmood Khan Mahay, Assistant Director, Regional Office, Multan.

 He served as Superintendent in M/o NHSR&C.

36. Syed Mehmood Ali Shah, Assistant Director, Regional Office, Sukkur.

 He served as Engineer in PTCL and now posted as Incharge /Investigation 
Officer, WMS,  R.O. Sukkur.

37. Shahzada Allaudin Pirakzai, Assistant Registrar, Regional Office, Kharan.

 He served as Deputy Director (Acting) in National Commission for Human 
Development.
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1. Lt. Retd. Ejaz Ahmad Khan, Secretary, Wafaqi Mohtasib Secretariat.

 He served as Additional Secretary, Kashmir Affairs and Gilgit Baltistan 
Division.

2. Mr. Aftab Akbar Durrani, Additional Secretary, Head Office, Islamabad.

 He served as Joint Secretary, Gilgit Baltistan Council Secretariat under M/o 
Kashmir Affairs & Gilgit Baltistan Division.

3. Mr. Muhammad Humair Karim, Member / Additional Secretary, Regional 
Office, Lahore.

 He is a BS-21 officer of Pakistan Administrative Service.

4. Dr. Usman Anwar, Director General, Regional Office, Lahore.

 He served as Director, Federal Investigation Agency.

5. Mr. Muhammad Ashfaq Ahmad, Director General, Head Office, 
Islamabad.                        

 He served as Additional Secretary in the Government of Azad Jammu & 
Kashmir

6. Mr. Zeeshan Muhammad Khan, Secretary to Wafaqi Mohtasib, Head 
Office,  Islamabad.

 He is serving as Secretary to Wafaqi Mohtasib since 2.11.2021.

7. Mr. Muhammad Fiaz, Director, Head Office, Islamabad.

 He is serving as Director in Wafaqi Mohtasib Secretariat. 

8. Mr. Rashid Ahmad Sheikh, Director, Regional Office, Karachi.

 He is serving as Director in Wafaqi Mohtasib Secretariat.

9. Mr. M. Javed Chaudhary, Director (Media), Head Office, Islamabad.

 He served as Public Relation Officer, NH&MP and serving as Director 
(Media).

10. Mr. Muhammad Farhan Sikandar, Deputy Director, Regional Office, 
Multan.                             

 He served as Deputy Director, I.P Wing under M/o Information, 
Broadcasting & National Heritage. 

11. Mr. Shahid Mahmood, Deputy Director, Head Office, Islamabad.

 He served as Assistant Director in Wafaqi 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. Mr. Muhammad Nasarullah, Deputy Director, Head Office, Islamabad.

 He served as Deputy Director (Registration) in Wafaqi Mohtasib Secretariat, 
R.O Lahore.

15. Ms. Behleem Bilqees Jan, Deputy Director, Regional Office, Karachi.

 She is serving as Deputy Director in Wafaqi Mohtasib Secretariat. 

16. Mr. Salahuddin, Deputy Director, Regional Office, Abbottabad.

 He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

17. Mr. Ghayasuddin, Deputy Director, Regional Office, Peshawar.

 He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

18. Mr. Fawad Hanif, Deputy Director, Regional Office, Peshawar.

 He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

19. Syed Ahmed Hussain Shah, Deputy Registrar, Regional Office, Peshawar.

 He is serving in Wafaqi Mohtasib Secretariat since 1991.

20. Mr. Naqeeb Khan, Deputy Director, Regional Office, D.I. Khan.

 He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

21. Mr. Munawar Sajjad Gondal, Deputy Registrar, Regional Office, Multan.

 He served as Assistant Registrar in Wafaqi Mohtasib Secretariat, 
Islamabad.

22. Mr. Adnan Jadoon, Deputy Registrar, Regional Office, Abbottabad.

 He served as Assistant Registrar in Wafaqi Mohtasib Secretariat, Islamabad

23. Mr. Muhammad Adnan, Section Officer, Head Office, Islamabad.

 He served as Assistant Manager, Small & Medium Enterprises Development 
Authority.

24. Mr. Nabeel Hasan Khan, Librarian, Head Office, Islamabad.

 He is serving as Librarian in Wafaqi Mohtasib Secretariat since 2011.

25. Dr. Sohail Ahmad Phatak, Assistant Director I.T, Head Office, Islamabad.

 He is an IT Professional with 21 years of experience and having Ph.D in 
Enigeering Management (Software Project Management). He is handling 
the IT operations and CMIS’ development in WMS since 2008.

26. Mr. Adnan Ahmed, Investigation Officer, Head Office, Islamabad.

 He is serving as Investigation Officer since 2019.

27. Dr. Muhammad Zahid, Investigation Officer, Regional Office, 
Bahawalpur.

 He is serving as Incharge/ Investigation Officer since 2019.

28. Mr. Ahsan Nazar, Investigation Officer, Regional Office, Lahore.

 He is serving as Investigation Officer since 2019.

29. Mr. Kamran Maqsood, Investigation Officer, Regional Office, Gujranwala.

 He is serving as Investigation Officer since 2019.

30. Mr. Ameer Muhammad, Investigation Officer, Regional Office, Quetta.

 He is serving as Investigation Officer since 2019.

31. Rana Asif Nazeer, Investigation Officer, Regional Office, Multan.

 He is serving as Investigation Officer since 2019.

32. Mr. Ammar Javaid Siddiqui, Investigation Officer, Regional Office, 
Faisalabad.

 He is serving as Investigation Officer since 2019.

33. Mr. Imran Khan, Investigation Officer, Regional Office, D.I.Khan.

 He is serving as Investigation Officer since 2019.

34. Syed Sayyar Badshah, Investigation Officer, Regional Office, Peshawar.

 He is serving as Investigation Officer since 2019.

35. Mr. Mahmood Khan Mahay, Assistant Director, Regional Office, Multan.

 He served as Superintendent in M/o NHSR&C.

36. Syed Mehmood Ali Shah, Assistant Director, Regional Office, Sukkur.

 He served as Engineer in PTCL and now posted as Incharge /Investigation 
Officer, WMS,  R.O. Sukkur.

37. Shahzada Allaudin Pirakzai, Assistant Registrar, Regional Office, Kharan.

 He served as Deputy Director (Acting) in National Commission for Human 
Development.
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1. Lt. Retd. Ejaz Ahmad Khan, Secretary, Wafaqi Mohtasib Secretariat.

 He served as Additional Secretary, Kashmir Affairs and Gilgit Baltistan 
Division.

2. Mr. Aftab Akbar Durrani, Additional Secretary, Head Office, Islamabad.

 He served as Joint Secretary, Gilgit Baltistan Council Secretariat under M/o 
Kashmir Affairs & Gilgit Baltistan Division.

3. Mr. Muhammad Humair Karim, Member / Additional Secretary, Regional 
Office, Lahore.

 He is a BS-21 officer of Pakistan Administrative Service.

4. Dr. Usman Anwar, Director General, Regional Office, Lahore.

 He served as Director, Federal Investigation Agency.

5. Mr. Muhammad Ashfaq Ahmad, Director General, Head Office, 
Islamabad.                        

 He served as Additional Secretary in the Government of Azad Jammu & 
Kashmir

6. Mr. Zeeshan Muhammad Khan, Secretary to Wafaqi Mohtasib, Head 
Office,  Islamabad.

 He is serving as Secretary to Wafaqi Mohtasib since 2.11.2021.

7. Mr. Muhammad Fiaz, Director, Head Office, Islamabad.

 He is serving as Director in Wafaqi Mohtasib Secretariat. 

8. Mr. Rashid Ahmad Sheikh, Director, Regional Office, Karachi.

 He is serving as Director in Wafaqi Mohtasib Secretariat.

9. Mr. M. Javed Chaudhary, Director (Media), Head Office, Islamabad.

 He served as Public Relation Officer, NH&MP and serving as Director 
(Media).

10. Mr. Muhammad Farhan Sikandar, Deputy Director, Regional Office, 
Multan.                             

 He served as Deputy Director, I.P Wing under M/o Information, 
Broadcasting & National Heritage. 

11. Mr. Shahid Mahmood, Deputy Director, Head Office, Islamabad.

 He served as Assistant Director in Wafaqi 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. Mr. Muhammad Nasarullah, Deputy Director, Head Office, Islamabad.

 He served as Deputy Director (Registration) in Wafaqi Mohtasib Secretariat, 
R.O Lahore.

15. Ms. Behleem Bilqees Jan, Deputy Director, Regional Office, Karachi.

 She is serving as Deputy Director in Wafaqi Mohtasib Secretariat. 

16. Mr. Salahuddin, Deputy Director, Regional Office, Abbottabad.

 He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

17. Mr. Ghayasuddin, Deputy Director, Regional Office, Peshawar.

 He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

18. Mr. Fawad Hanif, Deputy Director, Regional Office, Peshawar.

 He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

19. Syed Ahmed Hussain Shah, Deputy Registrar, Regional Office, Peshawar.

 He is serving in Wafaqi Mohtasib Secretariat since 1991.

20. Mr. Naqeeb Khan, Deputy Director, Regional Office, D.I. Khan.

 He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

21. Mr. Munawar Sajjad Gondal, Deputy Registrar, Regional Office, Multan.

 He served as Assistant Registrar in Wafaqi Mohtasib Secretariat, 
Islamabad.

22. Mr. Adnan Jadoon, Deputy Registrar, Regional Office, Abbottabad.

 He served as Assistant Registrar in Wafaqi Mohtasib Secretariat, Islamabad

23. Mr. Muhammad Adnan, Section Officer, Head Office, Islamabad.

 He served as Assistant Manager, Small & Medium Enterprises Development 
Authority.

24. Mr. Nabeel Hasan Khan, Librarian, Head Office, Islamabad.

 He is serving as Librarian in Wafaqi Mohtasib Secretariat since 2011.

25. Dr. Sohail Ahmad Phatak, Assistant Director I.T, Head Office, Islamabad.

 He is an IT Professional with 21 years of experience and having Ph.D in 
Enigeering Management (Software Project Management). He is handling 
the IT operations and CMIS’ development in WMS since 2008.

26. Mr. Adnan Ahmed, Investigation Officer, Head Office, Islamabad.

 He is serving as Investigation Officer since 2019.

27. Dr. Muhammad Zahid, Investigation Officer, Regional Office, 
Bahawalpur.

 He is serving as Incharge/ Investigation Officer since 2019.

28. Mr. Ahsan Nazar, Investigation Officer, Regional Office, Lahore.

 He is serving as Investigation Officer since 2019.

29. Mr. Kamran Maqsood, Investigation Officer, Regional Office, Gujranwala.

 He is serving as Investigation Officer since 2019.

30. Mr. Ameer Muhammad, Investigation Officer, Regional Office, Quetta.

 He is serving as Investigation Officer since 2019.

31. Rana Asif Nazeer, Investigation Officer, Regional Office, Multan.

 He is serving as Investigation Officer since 2019.

32. Mr. Ammar Javaid Siddiqui, Investigation Officer, Regional Office, 
Faisalabad.

 He is serving as Investigation Officer since 2019.

33. Mr. Imran Khan, Investigation Officer, Regional Office, D.I.Khan.

 He is serving as Investigation Officer since 2019.

34. Syed Sayyar Badshah, Investigation Officer, Regional Office, Peshawar.

 He is serving as Investigation Officer since 2019.

35. Mr. Mahmood Khan Mahay, Assistant Director, Regional Office, Multan.

 He served as Superintendent in M/o NHSR&C.

36. Syed Mehmood Ali Shah, Assistant Director, Regional Office, Sukkur.

 He served as Engineer in PTCL and now posted as Incharge /Investigation 
Officer, WMS,  R.O. Sukkur.

37. Shahzada Allaudin Pirakzai, Assistant Registrar, Regional Office, Kharan.

 He served as Deputy Director (Acting) in National Commission for Human 
Development.
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Headquarters

WAFAQI MOHTASIB SECRETARIAT,
36-Constitution Avenue,
Sector G-5/2, Islamabad.
Tele No. 051-9213886-7
Fax No. 051-9217224

CONTACT DETAILSAPPENDIX-III:

REGIONAL OFFICE LAHORE 
 

State Life Building, 3rd Floor,  
15-A Davis Road, Lahore 
Tele # 042-99201017 
Fax # 042-99201021 
Email Address:- ombuds.wmsrol@gmail.com    

REGIONAL OFFICE, FAISALABAD 
 
Building No. W-10-P-20, Asif Street, New Civil 
Lines, Bilal Road, Faisalabad 
Tele # 041-9201020 
Fax # 041-9201021 
Email Address:- ombuds.wmsrof@gmail.com 

REGIONAL OFFICE KARACHI 
 
Federal Government Secretariat, 
Saddar Karachi,  
Tele # 021-99202107 
Fax # 021-99202121, 
Email Address:- ombuds.wmsrok@gmail.com 

REGIONAL OFFICE, D.I. KHAN  
 
Plot No. 1, Survey No. 79, Quaid-e-Azam Road 
Near GPO Chowk Cantt/ D.I. Khan.  
Tele# 0966- 9280164 
Fax #  0966-9280256 
Email Address:- ombuds.wmsrod@gmail.com 

REGIONAL OFFICE, PESHAWAR  
 
1st Floor Benevolent Fund Building,  
Peshawar Cantt, 
Tele # 091-9211570  
Fax # 091-9211571  
Email Address:- ombuds.wmsrop@gmail.com 

REGIONAL OFFICE, HYDERABAD 
 
State Life Building No.3, 6th Floor, 
Thandi Sarak, Hyderabad  
Tele# 022- 9201602 
Fax # 022-9201603 
Email Address:- ombuds.wmsroh@gmail.com 

REGIONAL OFFICE, QUETTA 
 
1st floor chamber of commerce  
Zarghoon Road, Quetta- Cantt. behind DG 
NADRA, Headquarter Quetta 
Tele # 081- 9202679 
Fax # 081-9202691,  
Email Address:- ombuds.wmsroq@gmail.com 

REGIONAL OFFICE GUJRANWALA 
 

(1st Floor) Mumtaz Market, Near NADRA 
Executive Office, G.T.Road GUJRANWALA 
Tele# 055-9330616 
Fax No. 055-9330636 Ombuds.wmsrog@gmail.com     

REGIONAL OFFICE, SUKKUR  
 
House No. 107-A, Near NADRA Office, Sindhi 
Cooperative Housing Society, Airport Road, 
Sukkur,  
Tel# 071-9310884 
Fax # 071-9310012,  
Email Address:- ombuds.wmsros@gmail.com       

REGIONAL OFFICE, ABBOTABBAD  
 
Room No. 06, District Government Secretariat, 
Abbottabad. 
Tele# 0992-9310538 
Fax No.0992-9310549  
Email Address:- Ombuds.wmsroa@gmail.com 

REGIONAL OFFICE, MULTAN  
 

House No. 15-C, Wahdat Colony, Multan, Tele# 
061-9330021 
Fax # 061-9330027 
Email Address:- ombuds.wmsrom@gmail.com 

REGIONAL OFFICE, KHARAN  
 
Session Court Kharan 
Tele# 0847510305  
Fax # 0847510305  

REGIONAL OFFICE, BHAWALPUR  
 
House No.32-C, Captin Muhammad Sarwar 
Shaheed Road Model Town -A, Bahawalpur. 
Tele# 062-9255612  
Fax No.062-9255614  
Email Address:- Ombuds.wmsROB@gmail.com 

REGIONAL OFFICE, SARGODHA 
 
Office of the Provincial Mohtasib (Punjab), PAF 
Road Near Circuit House, Sargodha 
Tele# 048-9330155 
Fax# 048-9330156 
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Table-1: Institution, Workload and Disposal of Disposal of Complaints

Table-2: Average Workload and Disposal Per Investigation Officer

Table-3: Office Wise Receipt and Disposal of Review Petitions

S. No. Description Cases 

a No. of cases brought forward from previous year 8,918 

b No of cases received during the year 110,398 

c Total Workload during the year (a + b) 119,316 

d 
No of cases Disposed of after initial examination / preliminary 
investigation 21,991 

e Number of cases disposed of after detailed investigation 84,817 

f Total Disposal during the year 106,808 

S. No. Description Cases 

a Investigation Workload during the year 97,325 

b Average workload per I.O. (Total 46 I.O’s) 2,116 

c Disposal during the year 84,817 

d Average disposal per I.O. 1,844 

S. No. Name of Office Receipt Disposal 

1 Head Office, Islamabad 318 296 

2 Regional Office, Abbottabad 2 2 

3 Regional Office, Bahawalpur 5 5 

4 Regional Office, D.I. Khan 23 22 

5 Regional Office, Faisalabad 50 58 

6 Regional Office, Gujranwala 39 37 

7 Regional Office, Hyderabad 43 44 
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Table-4: Representations filed and Decisions Received from 
President’s Secretariat

Table-5: Volume of Complaints Against Key Agencies
RECEIPT & DISPOSED OF DURING 2021

S. No. Name of Office Receipt Disposal 

8 Regional Office, Kharan - - 

9 Regional Office, Karachi 2 38 

10 Regional Office, Lahore 116 113 

11 Regional Office, Multan 140 88 

12 Regional Office, Peshawar 161 159 

13 Regional Office, Quetta 48 57 

14 Regional Office, Sargodha - - 

15 Regional Office, Sukkur 1 1 

Total 947 920* 

S. No. Description Cases 

a Representations filed during the year 753 
Against the decisions of 106,808 (0.70%) 

b Decisions Received 213 

c Decisions upheld 198 (92.95%) 

d Accepted 8 (3.75%) 

e Remand / Others 7 (3.28%) 

S. No. Name of Agency Receipt Disposal 

A-Power Companies 

1 Lahore Electric Supply Co. (LESCO) 17,262 16,546 

2 K-Electric  6,167 6,112 

3 Peshawar Electric Supply Co. (PESCO) 6,874 6,933 

4 Hyderabad Electric Supply Co. (HESCO) 4,047 6,112 

5 Multan Electric Power Co. (MEPCO) 7,349 7,166 

*Including previous backlog
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S. No. Name of Agency Receipt Disposal 

A-Power Companies 

6 Sukkur Electric Power Co. (SEPCO) 4,190 3,846 

7 Faisalabad Electric Supply Co. (FESCO) 1,627 1,623 

8 Gujranwala Electric Power Co. (GEPCO) 1,118 1,111 

9 Islamabad Electric Supply Co. (IESCO) 1,004 982 

10 Quetta Electric Supply Co. (QESCO) 439 363 

  Sub-Total: 50,077 50,794 

B-Gas Companies  

11 Sui Northern Gas Pipelines Ltd. (SNGPL) 8,978 9,321 

12 Sui Southern Gas Co. Limited (SSGCL) 9,287 8,105 

  Sub-Total: 18,265 17,426 

C- Some other Agencies having complaints more than 200  
13 NADRA 3,972 3,682 

14 Benazir Income Support Programme  2,771 2,281 

15 Pakistan Post Office Department 2,464 2,461 

16 Pakistan Bait ul Mal 1,422 1,281 

17 Allama Iqbal Open University  2,280 2,322 

18 Ehsaas Program 1,339 1,178 

19 Employees Olde Age Benefit Institute (EOBI) 999 955 

20 Pakistan Railways 999 942 

21 Postal Life Insurance (PLI) 977 806 

22 Federal Investigation Agency (FIA) 860 826 

23 State Life Insurance (SLICP) 834 848 

24 Capital Development Authority (CDA)  555 557 

25 National Bank of Pakistan (NBP) 499 526 

26 Higher Education Commission (HEC) 458 461 

27 State Bank of Pakistan (SBP) 446 401 

28 National Highways Authority 426 502 

29 Pakistan Telecommunication Authority (PTA) 410 312 

30 Pakistan International Airline (PIA) 341 342 



164

TABLES

S. No. Name of Agency Receipt Disposal 

C- Some other Agencies having complaints more than 200  
31 Federal Employees BF & GI 282 264 

32 Accountant General Pakistan (AGPR) 272 269 

33 Law and Justice  268 268 

34 Human Rights  244 241 

35 Intelligence Bureau (IB) 235 263 

36 Central Directorate of National Savings 222 213 

Sub-TOTAL (C)  23,575 22,201 

TOTAL (A+B+C)  91,917 90,421 

REMAINING AGENCIES  18,481 16,387 

GRAND TOTAL: (All agencies)  110,398 106,808 



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 it 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:
 (i) a decision, process, recommendation, act of omission or 

commission which:
(a) is 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

(b) is perverse, arbitrary or unreasonable, unjust, biased, 
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or

(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

(ii) 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.
 (2) 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.
 (2) 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.—  

 (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.
 (2) 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 is 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:

 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 

inquiries as he thinks fit.
 (6) A person 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.

(9) 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,
(b) to modify or cancel the decision, process, recommendation, act or 

omission;
(c) 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;
(f) 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.

(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) If the 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:-

(a) summoning and enforcing the attendance of any person and 
examining him on oath;

(b) 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;

(b) take extract or copies of such books of accounts and documents;
(c) impound or seal such articles, books of accounts and documents; and
(d) make an inventory of such articles, books of accounts and other 

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;

(c) 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, 

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 

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.

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:

(i) 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;

(ii) by depositing in any mail box or posting in any Post Office a 
postage-prepaid copy of the process, or any other document under 

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;

(iii) 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.

THE FIRST SCHEDULE

[See Article 3 (2)]
I, ......................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)]
I, ......................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.

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.

PRESIDENT’S ORDER NO. 1 OF 1983
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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 it 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:
 (i) a decision, process, recommendation, act of omission or 

commission which:
(a) is 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

(b) is perverse, arbitrary or unreasonable, unjust, biased, 
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or

(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

(ii) 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.
 (2) 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.
 (2) 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.—  

 (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.
 (2) 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 is 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:

 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 

inquiries as he thinks fit.
 (6) A person 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.

(9) 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,
(b) to modify or cancel the decision, process, recommendation, act or 

omission;
(c) 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;
(f) 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.

(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) If the 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:-

(a) summoning and enforcing the attendance of any person and 
examining him on oath;

(b) 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;

(b) take extract or copies of such books of accounts and documents;
(c) impound or seal such articles, books of accounts and documents; and
(d) make an inventory of such articles, books of accounts and other 

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;

(c) 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, 

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 

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.

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:

(i) 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;

(ii) by depositing in any mail box or posting in any Post Office a 
postage-prepaid copy of the process, or any other document under 

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;

(iii) 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.

THE FIRST SCHEDULE

[See Article 3 (2)]
I, ......................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)]
I, ......................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.

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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LEGAL FRAMEWORK

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 it 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:
 (i) a decision, process, recommendation, act of omission or 

commission which:
(a) is 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

(b) is perverse, arbitrary or unreasonable, unjust, biased, 
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or

(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

(ii) 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.
 (2) 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.
 (2) 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.—  

 (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.
 (2) 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 is 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:

 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 

inquiries as he thinks fit.
 (6) A person 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.

(9) 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,
(b) to modify or cancel the decision, process, recommendation, act or 

omission;
(c) 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;
(f) 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.

(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) If the 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:-

(a) summoning and enforcing the attendance of any person and 
examining him on oath;

(b) 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;

(b) take extract or copies of such books of accounts and documents;
(c) impound or seal such articles, books of accounts and documents; and
(d) make an inventory of such articles, books of accounts and other 

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;

(c) 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, 

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 

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.

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:

(i) 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;

(ii) by depositing in any mail box or posting in any Post Office a 
postage-prepaid copy of the process, or any other document under 

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;

(iii) 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.

THE FIRST SCHEDULE

[See Article 3 (2)]
I, ......................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)]
I, ......................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.

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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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 it 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:
 (i) a decision, process, recommendation, act of omission or 

commission which:
(a) is 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

(b) is perverse, arbitrary or unreasonable, unjust, biased, 
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or

(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

(ii) 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.
 (2) 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.
 (2) 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.—  

 (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.
 (2) 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 is 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:

 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 

inquiries as he thinks fit.
 (6) A person 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.

(9) 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,
(b) to modify or cancel the decision, process, recommendation, act or 

omission;
(c) 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;
(f) 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.

(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) If the 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:-

(a) summoning and enforcing the attendance of any person and 
examining him on oath;

(b) 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;

(b) take extract or copies of such books of accounts and documents;
(c) impound or seal such articles, books of accounts and documents; and
(d) make an inventory of such articles, books of accounts and other 

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;

(c) 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, 

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 

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.

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:

(i) 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;

(ii) by depositing in any mail box or posting in any Post Office a 
postage-prepaid copy of the process, or any other document under 

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;

(iii) 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.

THE FIRST SCHEDULE

[See Article 3 (2)]
I, ......................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)]
I, ......................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.

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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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 it 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:
 (i) a decision, process, recommendation, act of omission or 

commission which:
(a) is 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

(b) is perverse, arbitrary or unreasonable, unjust, biased, 
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or

(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

(ii) 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.
 (2) 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.
 (2) 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.—  

 (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.
 (2) 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 is 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:

 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 

inquiries as he thinks fit.
 (6) A person 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.

(9) 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,
(b) to modify or cancel the decision, process, recommendation, act or 

omission;
(c) 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;
(f) 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.

(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) If the 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:-

(a) summoning and enforcing the attendance of any person and 
examining him on oath;

(b) 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;

(b) take extract or copies of such books of accounts and documents;
(c) impound or seal such articles, books of accounts and documents; and
(d) make an inventory of such articles, books of accounts and other 

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;

(c) 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, 

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 

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.

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:

(i) 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;

(ii) by depositing in any mail box or posting in any Post Office a 
postage-prepaid copy of the process, or any other document under 

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;

(iii) 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.

THE FIRST SCHEDULE

[See Article 3 (2)]
I, ......................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)]
I, ......................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.

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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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 it 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:
 (i) a decision, process, recommendation, act of omission or 

commission which:
(a) is 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

(b) is perverse, arbitrary or unreasonable, unjust, biased, 
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or

(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

(ii) 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.
 (2) 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.
 (2) 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.—  

 (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.
 (2) 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 is 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:

 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 

inquiries as he thinks fit.
 (6) A person 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.

(9) 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,
(b) to modify or cancel the decision, process, recommendation, act or 

omission;
(c) 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;
(f) 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.

(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) If the 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:-

(a) summoning and enforcing the attendance of any person and 
examining him on oath;

(b) 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;

(b) take extract or copies of such books of accounts and documents;
(c) impound or seal such articles, books of accounts and documents; and
(d) make an inventory of such articles, books of accounts and other 

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;

(c) 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, 

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 

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.

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:

(i) 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;

(ii) by depositing in any mail box or posting in any Post Office a 
postage-prepaid copy of the process, or any other document under 

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;

(iii) 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.

THE FIRST SCHEDULE

[See Article 3 (2)]
I, ......................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)]
I, ......................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.

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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LEGAL FRAMEWORK

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 it 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:
 (i) a decision, process, recommendation, act of omission or 

commission which:
(a) is 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

(b) is perverse, arbitrary or unreasonable, unjust, biased, 
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or

(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

(ii) 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.
 (2) 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.
 (2) 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.—  

 (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.
 (2) 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 is 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:

 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 

inquiries as he thinks fit.
 (6) A person 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.

(9) 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,
(b) to modify or cancel the decision, process, recommendation, act or 

omission;
(c) 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;
(f) 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.

(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) If the 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:-

(a) summoning and enforcing the attendance of any person and 
examining him on oath;

(b) 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;

(b) take extract or copies of such books of accounts and documents;
(c) impound or seal such articles, books of accounts and documents; and
(d) make an inventory of such articles, books of accounts and other 

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;

(c) 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, 

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 

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.

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:

(i) 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;

(ii) by depositing in any mail box or posting in any Post Office a 
postage-prepaid copy of the process, or any other document under 

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;

(iii) 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.

THE FIRST SCHEDULE

[See Article 3 (2)]
I, ......................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)]
I, ......................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.

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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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 it 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:
 (i) a decision, process, recommendation, act of omission or 

commission which:
(a) is 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

(b) is perverse, arbitrary or unreasonable, unjust, biased, 
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or

(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

(ii) 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.
 (2) 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.
 (2) 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.—  

 (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.
 (2) 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 is 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:

 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 

inquiries as he thinks fit.
 (6) A person 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.

(9) 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,
(b) to modify or cancel the decision, process, recommendation, act or 

omission;
(c) 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;
(f) 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.

(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) If the 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:-

(a) summoning and enforcing the attendance of any person and 
examining him on oath;

(b) 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;

(b) take extract or copies of such books of accounts and documents;
(c) impound or seal such articles, books of accounts and documents; and
(d) make an inventory of such articles, books of accounts and other 

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;

(c) 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, 

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 

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.

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:

(i) 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;

(ii) by depositing in any mail box or posting in any Post Office a 
postage-prepaid copy of the process, or any other document under 

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;

(iii) 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.

THE FIRST SCHEDULE

[See Article 3 (2)]
I, ......................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)]
I, ......................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.

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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LEGAL FRAMEWORK

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 it 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:
 (i) a decision, process, recommendation, act of omission or 

commission which:
(a) is 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

(b) is perverse, arbitrary or unreasonable, unjust, biased, 
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or

(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

(ii) 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.
 (2) 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.
 (2) 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.—  

 (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.
 (2) 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 is 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:

 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 

inquiries as he thinks fit.
 (6) A person 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.

(9) 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,
(b) to modify or cancel the decision, process, recommendation, act or 

omission;
(c) 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;
(f) 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.

(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) If the 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:-

(a) summoning and enforcing the attendance of any person and 
examining him on oath;

(b) 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;

(b) take extract or copies of such books of accounts and documents;
(c) impound or seal such articles, books of accounts and documents; and
(d) make an inventory of such articles, books of accounts and other 

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;

(c) 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, 

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 

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.

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:

(i) 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;

(ii) by depositing in any mail box or posting in any Post Office a 
postage-prepaid copy of the process, or any other document under 

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;

(iii) 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.

THE FIRST SCHEDULE

[See Article 3 (2)]
I, ......................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)]
I, ......................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.

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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LEGAL FRAMEWORK

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 it 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:
 (i) a decision, process, recommendation, act of omission or 

commission which:
(a) is 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

(b) is perverse, arbitrary or unreasonable, unjust, biased, 
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or

(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

(ii) 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.
 (2) 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.
 (2) 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.—  

 (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.
 (2) 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 is 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:

 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 

inquiries as he thinks fit.
 (6) A person 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.

(9) 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,
(b) to modify or cancel the decision, process, recommendation, act or 

omission;
(c) 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;
(f) 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.

(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) If the 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:-

(a) summoning and enforcing the attendance of any person and 
examining him on oath;

(b) 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;

(b) take extract or copies of such books of accounts and documents;
(c) impound or seal such articles, books of accounts and documents; and
(d) make an inventory of such articles, books of accounts and other 

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;

(c) 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, 

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 

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.

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:

(i) 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;

(ii) by depositing in any mail box or posting in any Post Office a 
postage-prepaid copy of the process, or any other document under 

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;

(iii) 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.

THE FIRST SCHEDULE

[See Article 3 (2)]
I, ......................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)]
I, ......................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.

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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LEGAL FRAMEWORK

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 it 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:
 (i) a decision, process, recommendation, act of omission or 

commission which:
(a) is 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

(b) is perverse, arbitrary or unreasonable, unjust, biased, 
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or

(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

(ii) 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.
 (2) 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.
 (2) 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.—  

 (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.
 (2) 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 is 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:

 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 

inquiries as he thinks fit.
 (6) A person 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.

(9) 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,
(b) to modify or cancel the decision, process, recommendation, act or 

omission;
(c) 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;
(f) 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.

(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) If the 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:-

(a) summoning and enforcing the attendance of any person and 
examining him on oath;

(b) 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;

(b) take extract or copies of such books of accounts and documents;
(c) impound or seal such articles, books of accounts and documents; and
(d) make an inventory of such articles, books of accounts and other 

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;

(c) 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, 

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 

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.

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:

(i) 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;

(ii) by depositing in any mail box or posting in any Post Office a 
postage-prepaid copy of the process, or any other document under 

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;

(iii) 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.

THE FIRST SCHEDULE

[See Article 3 (2)]
I, ......................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)]
I, ......................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.

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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LEGAL FRAMEWORK

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 it 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:
 (i) a decision, process, recommendation, act of omission or 

commission which:
(a) is 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

(b) is perverse, arbitrary or unreasonable, unjust, biased, 
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or

(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

(ii) 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.
 (2) 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.
 (2) 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.—  

 (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.
 (2) 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 is 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:

 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 

inquiries as he thinks fit.
 (6) A person 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.

(9) 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,
(b) to modify or cancel the decision, process, recommendation, act or 

omission;
(c) 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;
(f) 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.

(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) If the 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:-

(a) summoning and enforcing the attendance of any person and 
examining him on oath;

(b) 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;

(b) take extract or copies of such books of accounts and documents;
(c) impound or seal such articles, books of accounts and documents; and
(d) make an inventory of such articles, books of accounts and other 

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;

(c) 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, 

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 

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.

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:

(i) 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;

(ii) by depositing in any mail box or posting in any Post Office a 
postage-prepaid copy of the process, or any other document under 

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;

(iii) 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.

THE FIRST SCHEDULE

[See Article 3 (2)]
I, ......................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)]
I, ......................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.

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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LEGAL FRAMEWORK

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 it 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:
 (i) a decision, process, recommendation, act of omission or 

commission which:
(a) is 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

(b) is perverse, arbitrary or unreasonable, unjust, biased, 
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or

(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

(ii) 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.
 (2) 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.
 (2) 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.—  

 (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.
 (2) 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 is 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:

 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 

inquiries as he thinks fit.
 (6) A person 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.

(9) 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,
(b) to modify or cancel the decision, process, recommendation, act or 

omission;
(c) 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;
(f) 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.

(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) If the 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:-

(a) summoning and enforcing the attendance of any person and 
examining him on oath;

(b) 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;

(b) take extract or copies of such books of accounts and documents;
(c) impound or seal such articles, books of accounts and documents; and
(d) make an inventory of such articles, books of accounts and other 

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;

(c) 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, 

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 

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.

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:

(i) 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;

(ii) by depositing in any mail box or posting in any Post Office a 
postage-prepaid copy of the process, or any other document under 

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;

(iii) 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.

THE FIRST SCHEDULE

[See Article 3 (2)]
I, ......................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)]
I, ......................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.

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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LEGAL FRAMEWORK

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 it 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:
 (i) a decision, process, recommendation, act of omission or 

commission which:
(a) is 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

(b) is perverse, arbitrary or unreasonable, unjust, biased, 
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or

(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

(ii) 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.
 (2) 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.
 (2) 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.—  

 (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.
 (2) 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 is 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:

 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 

inquiries as he thinks fit.
 (6) A person 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.

(9) 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,
(b) to modify or cancel the decision, process, recommendation, act or 

omission;
(c) 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;
(f) 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.

(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) If the 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:-

(a) summoning and enforcing the attendance of any person and 
examining him on oath;

(b) 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;

(b) take extract or copies of such books of accounts and documents;
(c) impound or seal such articles, books of accounts and documents; and
(d) make an inventory of such articles, books of accounts and other 

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;

(c) 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, 

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 

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.

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:

(i) 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;

(ii) by depositing in any mail box or posting in any Post Office a 
postage-prepaid copy of the process, or any other document under 

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;

(iii) 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.

THE FIRST SCHEDULE

[See Article 3 (2)]
I, ......................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)]
I, ......................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.

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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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 it 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:
 (i) a decision, process, recommendation, act of omission or 

commission which:
(a) is 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

(b) is perverse, arbitrary or unreasonable, unjust, biased, 
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or

(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

(ii) 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.
 (2) 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.
 (2) 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.—  

 (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.
 (2) 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 is 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:

 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 

inquiries as he thinks fit.
 (6) A person 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.

(9) 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,
(b) to modify or cancel the decision, process, recommendation, act or 

omission;
(c) 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;
(f) 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.

(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) If the 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:-

(a) summoning and enforcing the attendance of any person and 
examining him on oath;

(b) 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;

(b) take extract or copies of such books of accounts and documents;
(c) impound or seal such articles, books of accounts and documents; and
(d) make an inventory of such articles, books of accounts and other 

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;

(c) 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, 

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 

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.

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:

(i) 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;

(ii) by depositing in any mail box or posting in any Post Office a 
postage-prepaid copy of the process, or any other document under 

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;

(iii) 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.

THE FIRST SCHEDULE

[See Article 3 (2)]
I, ......................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)]
I, ......................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.

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.

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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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 it 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:
 (i) a decision, process, recommendation, act of omission or 

commission which:
(a) is 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

(b) is perverse, arbitrary or unreasonable, unjust, biased, 
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or

(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

(ii) 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.
 (2) 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.
 (2) 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.—  

 (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.
 (2) 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 is 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:

 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 

inquiries as he thinks fit.
 (6) A person 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.

(9) 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,
(b) to modify or cancel the decision, process, recommendation, act or 

omission;
(c) 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;
(f) 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.

(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) If the 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:-

(a) summoning and enforcing the attendance of any person and 
examining him on oath;

(b) 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;

(b) take extract or copies of such books of accounts and documents;
(c) impound or seal such articles, books of accounts and documents; and
(d) make an inventory of such articles, books of accounts and other 

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;

(c) 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, 

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 

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.

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:

(i) 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;

(ii) by depositing in any mail box or posting in any Post Office a 
postage-prepaid copy of the process, or any other document under 

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;

(iii) 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.

THE FIRST SCHEDULE

[See Article 3 (2)]
I, ......................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)]
I, ......................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.

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.



181

LEGAL FRAMEWORK

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 it 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:
 (i) a decision, process, recommendation, act of omission or 

commission which:
(a) is 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

(b) is perverse, arbitrary or unreasonable, unjust, biased, 
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or

(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

(ii) 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.
 (2) 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.
 (2) 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.—  

 (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.
 (2) 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 is 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:

 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 

inquiries as he thinks fit.
 (6) A person 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.

(9) 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,
(b) to modify or cancel the decision, process, recommendation, act or 

omission;
(c) 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;
(f) 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.

(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) If the 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:-

(a) summoning and enforcing the attendance of any person and 
examining him on oath;

(b) 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;

(b) take extract or copies of such books of accounts and documents;
(c) impound or seal such articles, books of accounts and documents; and
(d) make an inventory of such articles, books of accounts and other 

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;

(c) 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, 

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 

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.

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:

(i) 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;

(ii) by depositing in any mail box or posting in any Post Office a 
postage-prepaid copy of the process, or any other document under 

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;

(iii) 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.

THE FIRST SCHEDULE

[See Article 3 (2)]
I, ......................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)]
I, ......................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.

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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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 it 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:
 (i) a decision, process, recommendation, act of omission or 

commission which:
(a) is 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

(b) is perverse, arbitrary or unreasonable, unjust, biased, 
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or

(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

(ii) 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.
 (2) 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.
 (2) 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.—  

 (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.
 (2) 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 is 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:

 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 

inquiries as he thinks fit.
 (6) A person 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.

(9) 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,
(b) to modify or cancel the decision, process, recommendation, act or 

omission;
(c) 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;
(f) 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.

(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) If the 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:-

(a) summoning and enforcing the attendance of any person and 
examining him on oath;

(b) 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;

(b) take extract or copies of such books of accounts and documents;
(c) impound or seal such articles, books of accounts and documents; and
(d) make an inventory of such articles, books of accounts and other 

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;

(c) 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, 

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 

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.

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:

(i) 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;

(ii) by depositing in any mail box or posting in any Post Office a 
postage-prepaid copy of the process, or any other document under 

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;

(iii) 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.

THE FIRST SCHEDULE

[See Article 3 (2)]
I, ......................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)]
I, ......................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.

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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LEGAL FRAMEWORK

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 it 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:
 (i) a decision, process, recommendation, act of omission or 

commission which:
(a) is 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

(b) is perverse, arbitrary or unreasonable, unjust, biased, 
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or

(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

(ii) 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.
 (2) 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.
 (2) 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.—  

 (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.
 (2) 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 is 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:

 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 

inquiries as he thinks fit.
 (6) A person 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.

(9) 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,
(b) to modify or cancel the decision, process, recommendation, act or 

omission;
(c) 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;
(f) 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.

(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) If the 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:-

(a) summoning and enforcing the attendance of any person and 
examining him on oath;

(b) 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;

(b) take extract or copies of such books of accounts and documents;
(c) impound or seal such articles, books of accounts and documents; and
(d) make an inventory of such articles, books of accounts and other 

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;

(c) 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, 

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 

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.

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:

(i) 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;

(ii) by depositing in any mail box or posting in any Post Office a 
postage-prepaid copy of the process, or any other document under 

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;

(iii) 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.

THE FIRST SCHEDULE

[See Article 3 (2)]
I, ......................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)]
I, ......................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.

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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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 it 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:
 (i) a decision, process, recommendation, act of omission or 

commission which:
(a) is 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

(b) is perverse, arbitrary or unreasonable, unjust, biased, 
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or

(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

(ii) 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.
 (2) 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.
 (2) 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.—  

 (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.
 (2) 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 is 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:

 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 

inquiries as he thinks fit.
 (6) A person 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.

(9) 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,
(b) to modify or cancel the decision, process, recommendation, act or 

omission;
(c) 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;
(f) 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.

(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) If the 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:-

(a) summoning and enforcing the attendance of any person and 
examining him on oath;

(b) 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;

(b) take extract or copies of such books of accounts and documents;
(c) impound or seal such articles, books of accounts and documents; and
(d) make an inventory of such articles, books of accounts and other 

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;

(c) 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, 

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 

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.

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:

(i) 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;

(ii) by depositing in any mail box or posting in any Post Office a 
postage-prepaid copy of the process, or any other document under 

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;

(iii) 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.

THE FIRST SCHEDULE

[See Article 3 (2)]
I, ......................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)]
I, ......................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.

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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LEGAL FRAMEWORK

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 it 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:
 (i) a decision, process, recommendation, act of omission or 

commission which:
(a) is 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

(b) is perverse, arbitrary or unreasonable, unjust, biased, 
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or

(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

(ii) 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.
 (2) 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.
 (2) 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.—  

 (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.
 (2) 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 is 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:

 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 

inquiries as he thinks fit.
 (6) A person 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.

(9) 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,
(b) to modify or cancel the decision, process, recommendation, act or 

omission;
(c) 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;
(f) 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.

(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) If the 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:-

(a) summoning and enforcing the attendance of any person and 
examining him on oath;

(b) 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;

(b) take extract or copies of such books of accounts and documents;
(c) impound or seal such articles, books of accounts and documents; and
(d) make an inventory of such articles, books of accounts and other 

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;

(c) 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, 

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 

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.

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:

(i) 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;

(ii) by depositing in any mail box or posting in any Post Office a 
postage-prepaid copy of the process, or any other document under 

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;

(iii) 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.

THE FIRST SCHEDULE

[See Article 3 (2)]
I, ......................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)]
I, ......................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.

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.



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 it 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:
 (i) a decision, process, recommendation, act of omission or 

commission which:
(a) is 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

(b) is perverse, arbitrary or unreasonable, unjust, biased, 
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or

(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

(ii) 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.
 (2) 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.
 (2) 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.—  

 (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.
 (2) 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 is 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:

 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 

inquiries as he thinks fit.
 (6) A person 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.

(9) 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,
(b) to modify or cancel the decision, process, recommendation, act or 

omission;
(c) 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;
(f) 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.

(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) If the 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:-

(a) summoning and enforcing the attendance of any person and 
examining him on oath;

(b) 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;

(b) take extract or copies of such books of accounts and documents;
(c) impound or seal such articles, books of accounts and documents; and
(d) make an inventory of such articles, books of accounts and other 

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;

(c) 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, 

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 

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.

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:

(i) 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;

(ii) by depositing in any mail box or posting in any Post Office a 
postage-prepaid copy of the process, or any other document under 

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;

(iii) 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.

THE FIRST SCHEDULE

[See Article 3 (2)]
I, ......................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)]
I, ......................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.

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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