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r. Justice Khalil ur Rehman Khan 

was administered oath of the of-

fice of Acting Ombudsman of 

Pakistan by the President of the Islamic 

Republic of Pakistan at President House 

(Aiwan-e-Sadr), Islamabad, on 4th April, 

1999. 

 Mr. Justice Khalil ur Rehman Khan has 

rich experience in the legal profession, edu-

cation, social service and the judiciary, ac-

quired over a period of 43 years. 

 Mr. Justice Khalil ur Rehman Khan 

was born on 26th April, 1936. He did his 

B.A (Punjab) in 1954; LL.B (Punjab) in 

1956 and joined the legal profession in 1956. 

 He has to his credit 24 years’ legal 

practice of Constitutional, Civil and Com-

mercial matters. He joined the Punjab Uni-

versity Law College as Lecturer in 1965 and 

served as Associate Professor during the 

years 1980-81. 

 He was elevated to the Bench (Lahore 

High Court, Lahore) on 18th May, 1981. He 

was transferred to the Federal Shariat Court 

as a Judge in August, 1994. Subsequently, he 

returned to the Lahore High Court and then 

was appointed as Chief Justice of the Lahore 

High Court on 15.4.1996 and occupied that 

office till 17.12.1996, when he was elevated 

as Judge, Supreme Court of Pakistan. 

 Mr. Justice Khalil ur Rehman Khan 

was elected as: President, High Court Bar 

Association, Lahore in 1979; Member, Ex-

ecutive Committee, High Court Bar Associa-

tion for many years; President, Zamindara 

College Old Boys Association in 1979-81; 

Member, Punjab Bar Council and Member, 

Pakistan Bar Council. 

 He remained/acted as Member, Board 

of Governors, Federal Judicial Academy, 

Islamabad, from 1988 to 1993; Member, 

Syndicate, University of the Punjab; Mem-

ber, Selection Board, University of the Pun-

jab; Member, Senate University of the Pun-

jab; Member, Election Commission of Paki-

stan from 1990 to 1993; Member, Graduate 

Studies Committee, Faculty of Law, Univer-

sity of the Punjab; Member, Executive 

Committee of the Sharia Academy from 

17.11.1993 to 6.11.1995; and Chairman, 

Religious Board constituted under the Mo-

daraba Companies and Modaraba (Floatation 
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and Control) Ordinance, 1980 w.e.f. 14.9.88 

to 13.9.1991 and 12.10.1991 to 11.10.1994. 

 He has served the cause of education in 

the following capacities: Chairman, Shariat 

Appellate Bench of the Supreme Court of 

Pakistan; Incharge, Federal Judicial Acade-

my, Islamabad; Chairman, Disciplinary 

Tribunal of the Pakistan Bar Council; Pre-

siding Officer, Election Tribunal of the Paki-

stan Bar Council; Vice Chairman, Shariah 

Academy, International Islamic University, 

Islamabad; Member, Selection Board, Inter-

national Islamic University; Member, Com-

mittee of Courses for Islamic Law, Allama 

Iqbal Open University; Member, Working 

Group for Subordinate Judiciary Pakistan; 

Member, Board of Studies in Law, Universi-

ty of the Punjab; and Vice Chairman, Al-

Falah Foundation, which is working on the 

Encyclopaedia of Islamic Judgements from 

the period of Holy Prophet (Peace Be Upon 

Him) till date. 

 Mr. Justice Khalil ur Rehman Khan 

compiled Commentary on “Qanun-e-

Shahadat, 1984” (Law of Evidence) adapted 

from Justice Monir’s Principles and Digest 

of the Law of Evidence. 

 Mr. Justice Khalil ur Rehman Khan 

represented Pakistan in the Asian African 

Legal Consultative Committee’s Conference 

held at San Francisco, USA in 1993. He has 

visited centres of Legal Education and Train-

ing of Thailand, Indonesia, South Korea and 

USA on a tour programme sponsored by the 

Asia Foundation. 

 As Acting Ombudsman of Pakistan he 

attended: the Fourth Asian Ombudsman 

Conference held in Tehran from 9th to 13th 

May, 1999; International Round Table Con-

ference, held in Dushambe, Tajikistan from 

22nd to 23rd June, 1999; 36th Annual Con-

vention of the Islamic Society of North 

America (ISNA), held in Chicago, USA 

from 3rd to 6th September, 1999; 17th Aus-

tralasian and Pacific Ombudsman Confer-

ence held in Hobart, Tasmania from 9th to 

13th September, 1999; 12th Commonwealth 

Law Conference, held in Kuala Lumpur, 

Malaysia from 13th to 16th September, 

1999; and Annual Meeting of the Board of 

Directors of the International Ombudsman 

Institute (IOI) held in Pretoria, Republic of 

South Africa from 8th to 10th November, 

1999.  
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In the name of Allah, the Most Gracious, Most Merciful 

 
Verily Allah loves those who are fair (and just). 

AL-Hujrat (XLIX-9) 

CHAPTER - I 

INTRODUCTION 

he institution of Wafaqi Mohtasib 

(Federal Ombudsman) was set up in 

Pakistan under the Establishment of 

the Office of Wafaqi Mohtasib (Ombuds-

man) Order, 1983, (President’s Order No. 1 

of 1983). Under the provisions of the said 

Order, at the conclusion of each calendar 

year an Annual Report is to be submitted to 

the President. In this respect, Article 28(1) of 

the Order lays down as follows: 

28(1) “Within three months of conclu-

sion of the calendar year to 

which the report pertains, the 

Mohtasib shall submit an Annu-

al Report to the President.” 

This is the 17th Annual Report, which is 

being presented and is for the calendar year 

1999. Mr. Justice (Retd) Abdul Shakurul 

Salam completed his 4-year tenure as Wafa-

qi Mohtasib (Ombudsman) on 27th March, 

1999. Mr. Justice Khalil ur Rehman Khan 

took Oath of the Office as Acting Ombuds-

man on 4th April, 1999 and remained as such 

till the beginning of year 2000. Hence, this 

Report pertains to the period of both of 

them. 

Origin of the Institution 

 Accountability is a principle universal-

ly acknowledged today. The religion of Is-

lam lays special importance on man’s ac-

countability for his deeds. According to all 

T 
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religions and specifically according to Islam 

and the teachings of the Holy Quran, human 

beings are told that they are constantly being 

watched and are answerable for their deeds. 

The Holy Quran repeatedly reminds human 

beings about the inevitable Day of Judge-

ment which has also been called ‘Youm-ul-

Hisab’ or the day of accountability. The 

Holy Quran says that on that day a good 

deed equivalent to a small particle will be 

visible and an evil deed equivalent to a small 

particle will be visible. This reminds of a 

complete and strict accountability at the 

conclusion. As laid down in the Holy Quran 

there are ordainments which are called Am-

ar-bil Maroof and Nahi-anil-Munkar, i.e. the 

ordainments to do good deeds and the for-

biddance from evil deeds. 

 As for the necessity of fairness and 

justice quoted from the Holy Quran, at the 

beginning of this Chapter is a verse which 

emphasises the necessity of the same. In the 

same context, it would be pertinent also to 

quote the following verses (Aya'at) from the 

Holy Quran: 

“And when ye judge between man and 

man, that ye judge with justice” An-

Nisa (IV-58) 

“Ye who believe! Stand out firmly for 

Allah, as witnesses to fair dealing, and 

let not the hatred of others to you make 

you swere to wrong and depart from 

Justice, Be just: that is next to Piety” 

Al-Maeda (V-8) 

“Whenever ye speak, speak justly, even 

if a near relative is concerned” Al-

an'am (VI-152) 

“Allah commands justice (Adl) and do-

ing of good (Ehsan)” Al-Nahl 

(XVI-90). 

 In the early days of Islam, the Holy 

Prophet (Peace Be Upon Him) himself acted 

as Mohtasib. There was a system of check-

ing market places, prices and quality of 

goods and to rectify wrongs. The concept of 

accountability or Hisab was given a practical 

shape alongwith the principle of Adl and 

Ehsan, i.e. Justice and doing of good. 

 It would be pertinent to quote some of 

sayings of the Holy Prophet (PBUH), or the 

Ahadi'th as below: 

 “Each one of you is a shepherd and will 

be answerable about his herd, i.e. the 

people under his charge” — Sahih Bu-

khari Sharif. 

 “Rehman (God Almighty, the merciful) 

is kind to those who are kind to others. 

So be kind to those on earth, so that he 

be kind to you” — Tirmazi Sharif. 

 “On the Day of Judgement the Dearest 

and the nearest to God Almighty will be 

the Just Ruler whereas the most disliked 

and distant from Him will be the Unjust 

Ruler”. — Tirmazi Sharif. 

 “On the Day of Judgement there will be 

seven types of people who will be given 

protection under the shadow of God Al-

mighty, on the day when there will be no 

shadow but His shadow. One of these 

will be just Ruler”. — Sahib Bukhari 

Sharif/Sahih Muslim Sharif. 

 The period of Holy Prophet (PBUH) is 

followed by the period of khulafa-e-

Rashedeen (The Venerable Successors). The 

First Caliph, Hazrat Abu Bakar, Razi Allah-

o-Ta'alah Anho (RA) (May Allah be pleased 

with him), in his Khutba (address) on the 

assumption of Office stated “The weakest 

amongst you will be the strongest before me 

till I have restored to him his rights and the 

strongest will be the weakest in my eyes till 

I have extracted from him what he forcibly 

wrested from others”. 

 The Second Caliph of Islam, Hazrat 

Umar Bin Khattab (RA) is known for his 

laying down a system of Adl, i.e. Justice. A 

typical example of accountability and an-

swerability of his own self is that once 

sheets of cloth were distributed equally 

among all, including the Caliph. He was a 
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tall man. When he appeared on the rostrum, 

a questioner asked him as to how he was 

wearing a shirt which could not have been 

made out of the one piece of cloth which he 

got as his share. The questioner asked him as 

to how he got the extra cloth. The Caliph 

explained that the extra length of cloth was 

due to the fact that his son had given him his 

share of the cloth. As such, the accountabil-

ity even of the Head of the State was clearly 

acknowledged in Islam. 

 The Caliph Hazrat Ali (RA) empha-

sised the necessity of justice, kindness and 

openness specially in his letter to Malik 

Ashtar, the Governor of Egypt, in the fol-

lowing words: 

“Out of your hours of work fix a time 

for complaints and for those who want 

to approach you with their grievances. 

For this purpose you must arrange pub-

lic audience for them, and during this 

audience, for the sake of God, treat 

them with kindness, courtesy and re-

spect. Do not let your army and police 

be in the audience hall at such a time so 

that those who have grievances against 

your government may speak to you 

freely, unreservedly and without fear. 

All this is a necessary factor for your 

rule because I have often heard the 

Prophet (PBUH) saying: That nation or 

government cannot achieve salvation 

where the rights of the depressed, desti-

tutes and suppressed are not guarded 

and where mighty and powerful per-

sons are not forced to accede to these 

rights.” 

 Because of its ideological root and 

importance for an Islamic State, the institu-

tion of Mohtasib was preserved with varying 

formats and effectiveness under the subse-

quent Muslim rulers. Under the Abbasids the 

institution was called ‘Diwan-al-Mazalim’ 

and its function was to examine public com-

plaints against government officials. It was 

headed by a senior judge, a practice which 

was followed by the Ottomans as well. Un-

der the Ottomans Turks the institution was 

known as ‘Qadi-ul-Qudat’ or judge of judg-

es. 

 As for the influence of Islam in the 

creation of the institution of Ombudsman as 

it exists now, Dr. Victor Pickl of the Austrian 

Ombudsman’s Office in his paper “The 

Ombudsman and Administrative Reforms” 

observes as follows: 

“Institutions to investigate complaints 

can only be seen in the context of pub-

lic administration; hence their history is 

also the history of public administra-

tion as a whole. It goes back to the Ko-

ran. In the Koran itself the term ‘ad-

ministration’ is not used, but in many 

of its verses the principles of a political 

and administrative system are ex-

pounded. Justice is one of the basic 

principles of Islamic ideology. Not only 

the rulers are responsible for it but the 

exercise of justice is a task for the 

whole Muslim community, and should 

be practised without regard to social 

status, race or religious creed. Among 

Greeks and Romans, on the other hand, 

sharp distinctions were drawn between 

different persons and organisations in 

whom rights were vested.” 

 It can be traced from history that the 

institution of Quadi-ul-Qudat of Turkey 

influenced the establishment of the Om-

budsman’s Institution in Sweden in 1809. In 

this respect, Dr. Pickl observes as follows: 

“According to Ibrahim al-Wahab for 

‘The Swedish Institution of Ombuds-

man’ it has been said that the idea of 

Ombudsman goes back to the time of 

King Charles XII of Sweden. As a re-

sult of his defeat by the Russians in 

1709, King Charles XII fled to Turkey 

where he stayed in self exile for several 

years. During that period, unrest and 
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disorder was prevailing in Sweden. 

Such state of affairs had led the King, 

while he was still in Turkey, to issue an 

order for the creation of an office head-

ed by the highest Ombudsman. The 

main function of the office was to en-

sure that laws and statutes were fol-

lowed and that civil servants fulfilled 

their obligations. 

 In other words the Ombudsman 

was empowered to supervise the activi-

ties of judges and other administrative 

officials in their application of the law 

of the land. His office was later on 

called ‘The Office of the King’s Chan-

cellor of Justice.” 

 The Scandinavian “grievance person” 

model of relatively recent times in said to set 

a standard. However, in earlier times, the 

Romans installed an officer called the “trib-

une”, being a person appointed to protect the 

interests and rights of the plebeians from the 

patricians. In both India and China, three 

thousand and more years ago, special offi-

cials were designated to function in the 

manner of Ombudsmen. In China during the 

Yu and Sun dynasties, the Rulers provided 

for the remedy that any person aggrieved 

could approach a specific authority for re-

dressal of his grievance. Nearly 100 years 

later, Finland appointed a similar person and 

Denmark followed likewise in 1954. In 

1962, New Zealand was the first English 

speaking Commonwealth country to estab-

lish a Parliamentary Commission. The suc-

ceeding 34 years have been Ombudsman 

institutions established in many more coun-

tries, at both federal and provincial levels. 

Today, well over a hundred countries have 

the Ombudsman’s or Ombudsman-like insti-

tutions. 

The Institution in Pakistan 

 The interim Constitution of 1972 of 

Pakistan included the provision for the ap-

pointment of Ombudsmen at the Federal as 

well as Provincial levels. However, in the 

Constitution of 1973 the Office of Ombuds-

man was mentioned only in the Federal 

Legislative List, whereas it was left to the 

Provinces to appoint Ombudsmen by Pro-

vincial legislation. Although the institution 

of Wafaqi Mohtasib or Federal Ombudsman 

was established in Pakistan in 1983, it took 

some time for the Provinces to follow suit. 

The Institution has been established in the 

most populous Provinces of Punjab and 

Sind. It has also been established in Azad 

Jammu and Kashmir. It is hoped that it will 

also be set up in the North West Frontier 

Province (NWFP) and Balochistan. The 

structure of Ombudsman’s Institution will be 

complete in the whole country only with the 

setting up of the Institutions in the remaining 

two Provinces also. 

 The Institution of Wafaqi Mohtasib 

(Federal Ombudsman) has its Headquarters 

in Islamabad, the Capital of the country. It 

has four Regional Offices located at the 

Provincial Headquarters, i.e. Lahore, Kara-

chi, Peshawar and Quetta, which deal with 

complaints against the Federal Agencies. 

Statutory Provisions 

 The Establishment of the Office of 

Wafaqi Mohtasib (Ombudsman) Order, 1983 

(President’s Order No. 1 of 1983), under 

which this Office functions is at Appendix-I 

of this Report. Salient features of the same 

are highlighted below. 

 The preamble of the law indicates that 

the Office was set up in order to diagnose, 

investigate, redress and rectify any injustice 

done to a person through maladministration. 

 In Article 2 of the Order definitions 

have been given. First of all, the Agencies 

whose maladministration has to be looked 

into, have been defined as follows: 

“Agency” means a Ministry, Division, 

Department, Commission or Office of 
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the Federal Government or statutory 

corporation or other institution estab-

lished 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.” 

 ‘Maladministration’ has been defined 

to include the following: 

“i) a decision, process, recommenda-

tion, act of omission or commis-

sion 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 un-

reasonable, unjust, biased, 

oppressive, or discriminato-

ry; or 

c) is based on irrelevant 

grounds; or 

d) involves the exercise of 

powers or the failure or re-

fusal to do so, for corrupt or 

improper motives, such as, 

bribery, jobbery, favouritism, 

nepotism and administrative 

excesses; and 

ii) neglect, inattention, delay, incom-

petence, inefficiency and inepti-

tude, in the administration or dis-

charge of duties and responsibili-

ties.” 

 Article 3 provides for appointment of 

the Mohtasib (Ombudsman) who is to per-

form his functions and exercise his powers 

fairly, honestly, diligently and independently 

of the executive. Further, it lays down that 

all Executive Authorities throughout Paki-

stan are to act in aid of the Mohtasib. 

 Article 9 lays down the jurisdiction, 

functions and powers of the Mohtasib. He 

does not have jurisdiction to investigate or 

inquire into matters which: 

“a) are subjudice before a court of 

competent jurisdiction or tribunal 

or board in Pakistan on the date of 

the receipt of a complaint, refer-

ence or motion by him; or 

b) relate to the external affairs of Pa-

kistan or 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 relat-

ing to those forces.” 

 Service matters, for which there are 

Service Tribunals, are also excluded from 

the jurisdiction of the Mohtasib. In this re-

spect sub-Article 9(2) states as follows: 

“Notwithstanding anything contained 

in clause (1), the Mohtasib shall not ac-

cept for investigation any complaint by 

or on behalf of a public servant or func-

tionary concerning any matters relating 

to the Agency in which he is, or has 

been, working in respect of any per-

sonal grievance relating to his service 

therein.” 

 Article 11 vests the Mohtasib with the 

powers to make recommendations after 

having considered a matter. 

 Article 12 relates to Defiance of Rec-

ommendations. If a public servant or an 

Agency defies to implement the recommen-

dations given by the Mohtasib, he can refer 

the matter to the President. In each instance 

of Defiance of Recommendations a report by 

the Mohtasib becomes a part of the personal 

file or Character Roll of the public servant 

primarily responsible for the defiance. How-

ever, the public servant concerned has to be 

given an opportunity to be heard in the mat-

ter. 

 Under Article 16 the Mohtasib has the 
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same powers, mutatis mutandis, to punish 

for contempt as the Supreme Court of Paki-

stan. 

 Article 22 authorises the Mohtasib to 

award costs and compensation and to direct 

for refund of amounts considered to be 

charged or deducted unfairly. However, 

explanation of the concerned public servant 

or functionary or the Agency is to be ob-

tained and considered before the same. 

 Article 24 lays down that the Mohtasib 

shall be the Chief Executive of the Office 

and shall exercise the financial and adminis-

trative powers delegated to a Ministry or 

Division of Government of Pakistan. 

 Article 29 lays down a bar on the juris-

diction of Courts about matters which are or 

have been considered by the Mohtasib. 

 Under Article 32 any person aggrieved 

by a decision or Order of the Mohtasib can 

make a representation to the President of 

Pakistan within a period of 30 days. The 

President may pass such order as he may 

deem fit, on the same. 

 Article 33 vests the Mohtasib with a 

very useful power and function, relating to 

informal resolution of disputes, as below: 

“Notwithstanding anything contained 

in this Order, the Mohtasib and a mem-

ber of the Staff shall have the authority 

to informally conciliate, amicably re-

solve, stipulate, settle or ameliorate any 

grievance without written memoran-

dum and without the necessity of dock-

eting any complaint or issuing any offi-

cial notice." 

 As grievances of many distressed per-

sons have been redressed and problems 

resolved under this provision when the mat-

ters do not strictly fall within the jurisdiction 

of the Mohtasib. 

 Article 36 relates to the powers of the 

Mohtasib to make rules with the approval of 

the President in order to carry out the pur-

poses of the Order. 

 Article 37 provides that the provisions 

of this Order shall override anything con-

tained in any other law for the time being in 

force. 

Matters Outside Jurisdiction 

 Substantial relief has been provided to 

complainants in especially distressed per-

sons like widows, orphans and members of 

public in difficult situations or in need of 

help, in areas which fall outside jurisdiction 

of Mohtasib. This has been basically done 

by invoking the provisions of Article 33 of 

the Order which have been highlighted in 

the foregoing. 

 Matters relating to pensions of retired 

Defence personnel, their widows and family 

members have also been extensively dealt 

with under Article 33 ibid. The cooperation 

extended by the Defence authorities, particu-

larly the Directorate of Pay, Pensions and 

Accounts of the General Headquarters 

(GHQ) of Pakistan Army is worth apprecia-

tion. Cooperation has also been extended in 

similar cases by the Headquarters of the 

other two Defence Services. 

 Informal reference to Provincial Gov-

ernments have also brought about very en-

couraging results. This has been particularly 

true of the Government of the North West 

Frontier Province (NWFP), which unfortu-

nately does not have, until so far, a Provin-

cial Ombudsman. 

Directives of the President and Former 

Prime Ministers of Pakistan 

 The President as well as the former 

Prime Ministers of Pakistan have emphati-

cally directed the Agencies to implement the 

Findings/Recommendations of the Mohtasib 

(Ombudsman) and desist from making un-

necessary representations. The following 

directives may be specifically quoted in this 

respect. 

1. Directive No.01 of 1990 vide letter 
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No.178/1/ President of 20 September, 1990. 

“IMPLEMENTATION OF FIND-

INGS/RECOMMENDATIONS OF 

WAFAQI MOHTASIB (OMBUDS-

MAN). 

 It is a matter of grave concern for 

me to note that the Findings/Re-

commendations made by the Wafaqi 

Mohtasib (Ombudsman) are, at times, 

not implemented promptly by some of 

the Ministries/Divisions. 

 The Ombudsman’s institution has 

been established under President’s Or-

der No.1 of 1983 basically to render in-

expensive and speedy justice to the 

poor and downtrodden citizens, ag-

grieved or affected by the act of mal-

administration of the Federal Agencies. 

However, the very purpose of this high-

ly useful institution is lost when its 

recommendations are either not imple-

mented or are delayed. 

 Article 16 of P.O. 1 of 1983 con-

fers the same powers on the Ombuds-

man as are enjoyed by the Supreme 

Court of Pakistan for the purposes of 

taking action for non-compliance of his 

Orders under Article 14. The Ombuds-

man, however, has not so far invoked 

this Article in order to allow time to the 

Executive Authorities for adjustment 

with the concept of “Accountability”. 

 In order, therefore, to ensure that 

relief is provided to the common man 

against the excesses and acts of mal-

administration of the Federal Govern-

ment Functionaries, the following in-

structions may be taken note of:- 

i) Recommendations/Findings of the 

Wafaqi Mohtasib (Ombudsman) 

should be implemented within the 

stipulated time. Representations 

by the Federal Agencies under Ar-

ticle 32 of P.O. 1 of 1983 should 

only be made if there is a strong 

case in their favour. These should 

not be made on frivolous grounds 

or merely to gain time. It has to be 

noted that Article 3(3) of P.O. 1 of 

1983 specifically enjoins upon all 

Executive Authorities, throughout 

Pakistan, to act in aid of the Moh-

tasib. 

ii) The tendency of defying or delay-

ing the implementation of the 

Ombudsman’s recommendations 

should be avoided. Unjustifiable 

defiance of the Mohtasib’s rec-

ommendations shall be recorded 

in the personal file/character roll 

of the public servant primarily re-

sponsible for the defiance, as pro-

vided by Article 12(2) of P.O. 1 of 

1983. 

Finally, all Federal Agencies are, once 

again, urged to extend full co-operation 

to the Ombudsman for carrying out his 

functions smoothly in accordance with 

the requirements of P.O. 1 of 1983. 

2 The President’s Secretariat (Public) 

directed vide letter 8(5)/PS/Legal/91 dated 

20 February, 1992 that time-barred represen-

tations may not be processed. 

3. Further, directions were issued by the 

Secretary, Law, Justice and Parliamentary 

Affairs Division vide letter No.2784/93-Law 

dated 6th December, 1993 to all the Federal 

Secretaries, as follows:- 

“The President has been pleased to di-

rect that the Ministries/Divisions De-

partments may refrain from making un-

necessary representations under Article 

32 of Presidential Order No.1 of 1983. 

 The orders of the President may 

also please be brought to the notice of 

the attached Departments, subordinate 

offices, corporations, autonomous and 

semi-autonomous organisations under 

the control of your Division for strict 

compliance.” 
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4. Once again the Secretary Law, Justice 

and Parliamentary Affairs Division vide his 

letter F. No.10(4)/89-Law dated 19th No-

vember, 1995 addressed to all the Federal 

Secretaries as follows:- 

“Please refer to our D.O. letter No. 

2784/93-Law, dated the 6th December, 

1993, whereby the directions of the 

President of Pakistan were conveyed 

that the Ministries/Divisions/Depart-

ments may refrain from making unnec-

essary representations under Article 32 

of Presidential Order 1 of 1983. 

 In spite of the instructions it has 

been observed by the Prime Minister’s 

Secretariat that Ministries/Divisions/ 

Departments still continue to make un-

necessary representations ostensibly to 

delay the implementation of the Wafaqi 

Mohtasib’s Order. 

 I shall be grateful if the instruc-

tions are complied with in letter and 

spirit.” 

5. The then Prime Minister addressed all 

Federal Ministries, Ministers of State, Fed-

eral Secretaries vide letter No. JS(Pub) 

Misc/147156/25035 dated 14.11.95, direct-

ing as follows:- 

“The Prime Minister, with a view to 

eliminating the unnecessary delays in 

the implementation of Wafaqi Mohta-

sib’s findings/recommendations/orders 

by submitting representations to the 

President as a matter of routine, has 

been pleased to direct as under:- 

i) All Federal Agencies should 

strictly follow, both in letter and 

spirit, the directions of the Presi-

dent circulated vide No.178/1/ 

President dated 20th September, 

1990 and letter No.2784/93-Law 

dated 6th December, 1993. 

ii) Before making a representation to 

the President recourse must be 

had to Article 11(2) of the Office 

of Wafaqi Mohtasib (Ombuds-

man) Order, 1983 (P.O. No.1 of 

1983) which provides for review 

of his findings etc. by the Wafaqi 

Mohtasib. 

iii) In future compliance shall be 

made promptly in respect of the 

cases involving pensions, gratui-

ties or other benefits arising on re-

tirement; for giving preference in 

employment to the widow or chil-

dren of deceased/retired employ-

ees in grade 1 to 11 as per relevant 

recruitment rules; for appointment 

of women against their reserved 

quota; medical expenses; insur-

ance claims; utility bills; compen-

sation or remission allowed to 

widows, orphans, invalids or in-

capacitated persons where the 

amount is not more than Rs. five 

lac in an individual case and is 

permissible under the law.” 

6. On 5th July, 1997, the Prime Minister’s 

Secretariat issued another directive No. 

389/DS-Law/97. The contents of the same 

are reproduced below: 

“As recommended by the Wafaqi Moh-

tasib, the head of each Agency is re-

quired to study the recommendations 

made in the Annual Reports for the last 

3 years and determine the status of 

their implementation. For this purpose, 

it would be appropriate to constitute a 

group of three officers under the con-

cerned Agency for an in-depth exami-

nation of the relevant recommendations 

and check the progress in each case. On 

completion of this exercise, the head of 

each Agency may study the progress 

and send a report to the Wafaqi Mohta-

sib, within three months. It may please 

be noted that where implementation of 

some recommendations is not possible, 

further action is required to be initiated 
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for obtaining orders of the Competent 

Authority. 

“The Prime Minister has been pleased 

to direct that all Secretaries/Additional 

Secretaries Incharge of the Minis-

tries/Divisions should initiate timely 

action on the recommendations in re-

spect of the Ministries/Divisions and 

the Organisations under their respective 

administrative control. 

“All Ministries/Divisions are accord-

ingly advised to initiate requisite ac-

tion and send a report to the Wafaqi 

Mohtasib and this Secretariat immedi-

ately.” 

 The Agencies generally implement the 

recommendations given. There are some 

instances where the implementation is de-

layed or resisted by the Agencies. In such 

cases the Agencies are warned about the 

action that may be taken under the provi-

sions of Article 12 relating to Defiance. A 

positive result is invariably produced and the 

Agency or the official concerned realises the 

gravity of the matter and unreasonableness 

on their part. 

 

 
 



 

 

CHAPTER - II 

PERFORMANCE DURING THE YEAR 

t is a matter of great satisfaction that 

relief is provided to distressed persons 

who have generally lost hope after hav-

ing knocked at every door. Having provided 

relief to widows, orphans and handicapped 

persons is especially of solace, as it amounts 

to fulfilling our duty towards Allah the Al-

mighty in this respect. 

 At the beginning of the year, 6,861 

complaints were brought forwarded from the 

previous year. Number of complaints re-

ceived during the year was 43,833. As such, 

the total workload for the year was 50,694 

complaints, which was dealt with during the 

year 1999. 

 Out of fresh complaints 15,180 com-

plaints were disposed of after an initial ex-

amination. The complaints thus admitted for 

investigation during the year were 28,653. 

Adding to the same, the number of com-

plaints brought forward from the previous 

year, the total investigation workload for the 

year was 35,514 complaints. It is a matter of 

satisfaction that after detailed investigation 

grievances were redressed in 21,122 cases, 

while in case of 2,599 complaints the plea 

for relief was rejected. This indicates an 

encouraging figure of 89% of relief among 

the cases investigated. Thus, the total dis-

posal during the year 1999 was 

15,180+21,122+2,599=38,901 complaints. 

The number of complaints remain-

ing/pending for investigation at the end of 

year 1999 was 11,793. Details can be seen in 

Appendix II — Statistical Analysis. 

 Among the complaints received the 

highest number was against the Water and 

Power Division/Wapda, which was 16,062. 

The next highest number related to the 

Communication Division/PTCL, which was 

7,964. The other Agencies with high num-

ber of complaints were; Finance Division, 

I 
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3,777; Petroleum and Natural Resources 

Division Gas Companies, i.e. SNGPL/ 

SSGC, 2,852; Railways, 1,802; Works Di-

vision, 987 and Education Division, includ-

ing Allama Iqbal Open University (AIOU), 

781. 

 As for the nature of maladministration 

in the complaints admitted for investigation 

during the year, in the case of 8,846 com-

plaints it was ‘arbitrary decisions’, in 7,171 

complaints it was ‘unjust/biased decisions’, 

while 3,656 complaints related to ‘delay’, 

2,075 complaints related to ‘administrative 

excesses’ and 992 to inattention. As for rea-

sons for rejection after initial examination, it 

may be stated that in 1,666 cases this was 

due to the complaints relating to service 

matters and in 1,172 cases there being no 

visible maladministration. 

Empirical Study to Identify Nature of 

Maladministration/Complaints in Respect 

of Various Agencies 

 Soon after his taking over in April, 

1999 Mr. Justice Khalil ur Rehman Khan 

constituted a Committee to carry out an 

empirical study for identifying the nature of 

maladministration/complaints in respect of 

various Agencies, based on the experiences 

of all the Investigating Officers of this Sec-

retariat. Useful analytical data was provided 

by Investigating Officers from the Head 

Office, Islamabad and the Regional Offices, 

Lahore, Karachi, Peshawar and Quetta. The 

Committee submitted its report, identifying 

the nature of maladministration/ complaints 

in respect of various Agencies. It was seen 

that nine Agencies were the major ones 

against whom complaints were received. 

These were identified as Wapda, PTCL, 

SNGPL, SSGC, HBFC, SLIC, Pakistan 

Railways and the Accounts Offices. The 

nature of maladministration identified in 

respect of each of them is given in Chap-

ter-III. The recommendations given by the 

Committee are indicated in Chapter-VI. On 

examination of the relevant portions of the 

Committee’s report relating to them, the 

concerned Agencies reported various im-

provements made/steps taken by them to 

alleviate the complaints at their level. These 

are indicated in Chapter-VII. 

 

 
 



 

 

CHAPTER - III 

NATURE OF MALADMINISTRATION/COMPLAINTS 

omplaints to this Office are resorted 

to by the complainants generally 

when they fall to get their rights, 

legitimate dues or redressal of their genuine 

grievances from the Agencies. Due attention 

is not given to the distressed complainant 

when he or she approaches the Agency itself. 

Very often, the complainant has come up 

with the complaint to this Secretariat, after 

having failed in all his or her efforts with the 

Agency concerned. 

 The Committee mentioned in Chap-

ter-II carried out the empirical study and 

identified the nature of maladministra-

tion/complaints in respect of various Agen-

cies. The Committee has identified nine 

Agencies, the maladministration in which 

specifically needs to be rectified at their own 

level on a priority basis. However, before 

dealing with the same, it is useful to identify 

certain types of complaints which are com-

mon to almost all the Agencies. These are 

mentioned first of all. 

Complaints Common to All Agencies 

 Delay in the grant of pension and retir-

ing benefits, including payment of G. P. 

Fund Balance and Benevolent Fund Grant 

have been the cause of common complaints 

against most of the Agencies. Similarly, 

delay in payment of family pension and dues 

to the survivors of deceased employees has 

been another area of complaints. The com-

plainants in such cases are generally indi-

viduals with meagre financial resources and 

very often have a large number of family 

members to support. Delay in restoration of 

commuted value of pension has been another 

cause of complaints. 

 Private buildings are hired by the 

Agencies for their Offices, or, as residences 

for their officers/officials. There have been 

C 
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complaints are about the non-payment of 

rent, or, increase in the same when due, 

generally on the expiry of the lease agree-

ment. There have been complaints also 

about non-vacation of the premises when so 

desired by the complainant owner. 

 According to a decision of the Federal 

Cabinet taken in January, 1996 the Govern-

ment Ministries and Departments are re-

quired to give employment to the widow or 

one of the eligible children of a deceased 

Government employee at an appropriate 

level. It has also been laid down that if the 

widow or children of the deceased Govern-

ment employee are unable to take up a job, 

the widow should be authorised to nominate 

any one person for employment. The Cabi-

net Division also authorises the relaxation of 

age limit in case of the widow, if she is able 

to take up the job. 

 Unfortunately, this decision being of a 

previous Government, there has been quite a 

dilly dallying to implement the same, which 

is extremely unfair, keeping in view the 

plight of a bereaved family whose sole bread 

earner is no more there. There have been 

quite a few complaints from widows about 

refusal of the Agencies to give relief accord-

ing to this Cabinet decision. 

 In respect of disabled persons the Gov-

ernment had reserved 1% quota for their 

employment against posts in BPS-15 and 

below. As per Establishment Division’s 

O.M. No. F.34/3/86-R.5 dated 15th October, 

1998, the same has been raised to 2%. Com-

plaints have also related to in-action of the 

Agencies to implement this decision and to 

provide suitable employment to disabled 

person. 

Complaints Specific to Agencies 

 The Committee identified the following 

nine Agencies against which bulk of the 

complaints are received: 

i) Water and Power Development 

Authority (WAPDA) 

ii) Pakistan Telecommunication 

Company Ltd. (PTCL) 

iii) Sui Northern Gas Pipelines Ltd. 

(SNGPL) 

iv) Sui Southern Gas Company Ltd. 

(SSGCL) 

v) House Building Finance Corpora-

tion (HBFC) 

vi) State Life Insurance Corporation 

(SLIC) 

vii) Railways 

viii) Ministry of Housing and Works 

ix) Accounts Offices. 

 The nature of maladministration identi-

fied in respect of these Agencies is outlined 

below: 

WATER AND POWER DEVELOPMENT 

AUTHORITY (WAPDA): 

 Complaints against Wapda have per-

tained to the instances of maladministration 

enumerated below. 

New Connections 

 New connections are not granted to 

consumers for months, in spite of the fact 

that the applicant has deposited the required 

amount for the connection and has also 

completed the formalities. Firstly, this is due 

to ignoring the principle of first-cum-first 

served. Secondly, in respect of Wapda it has 

been stated that it is facing shortage of mate-

rial, specially meters and cables etc. 

Billing 

 The nature of complaints regarding 

billing are of the following types:  

i) Wrong Readings: Meter Readers 

do not go to sites of the consumer 

and record bogus meter readings. 

When the reading shown in bill 

differs from the actual meter read-

ing, the consumer is upset and ag-

itates. Often, bills are issued upto 
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readings, where the meter has not 

even reached. Apparently, this is 

with the ulterior purpose of har-

assing the consumer in order to 

arrive at a deal with him, in the 

form of illegal gratification. 

ii) Estimated Readings: Sometimes 

bills of estimated readings are 

sent to those consumers whose 

meters are defective. For this pur-

pose sometimes the reading of the 

corresponding month of the pre-

vious year, or, average of previous 

year, whichever is higher, is tak-

en. Due to this procedure, some of 

the consumers receive excessive 

bills. 

iii) Accumulated Readings: In some 

cases the Meter Reader does not 

visit the site for meter reading for 

many months and sends average 

or nominal bills to the consumer. 

The consumer regularly keeps on 

paying the bills received by him, 

but suddenly when a bill comes 

on the basis of actual reading he 

discovers that the same is very 

abnormal and of a huge amount. 

This cause of complaints is entire-

ly due to negligence on the part of 

Meter Readers. 

iv) Wrong Arrears: Repeated inser-

tion of arrears in bills for amounts 

already paid is another cause of 

complaints. It happens because 

the information regarding pay-

ments already made is not fed in 

the Computer and the bills include 

the amounts already paid. The 

consumer has to make repeated 

visits for correction, which may 

even be of no avail. 

v) Billing after Disconnection of 

Supply: Sometimes bills re sent 

after supply has been disconnect-

ed. 

vi) Delay in Receipt of Bills: Bills 

are often received late by the con-

sumer in spite of having been is-

sued earlier. This leaves little 

margin for payment, resulting in 

unjust levy of surcharge for late 

payment. 

Stealing of Electricity 

 With advancement of technology and 

abundance of electronic goods in use, some 

dishonest consumers tend to adopt/develop 

various methods of stealing electricity in 

connivance with Wapda field staff. There are 

various methods of the same. A quite well 

known method is of putting a ‘kundi’ on the 

transmission wire and getting electricity free 

of cost. 

Other Types of Maladministration 

 In addition there are the following 

types of maladministration which have come 

to light: 

i) Disconnection of supply without 

notice. 

ii) Irregular supply of power. 

iii) Failure to remove defective me-

ters. 

iv) Non-removal of electric wires 

passing over houses. 

v) Non-expansion of the electricity 

network on a planned basis. 

vi) Delays in village electrification. 

PAKISTAN TELECOMMUNICATION 

COMPANY LTD. (PTCL) 

 The main grievances have been as 

follows: 

i) Delay and discrimination in 

providing new telephone connec-

tions. 

ii) Delay in installation, restoration, 

shifting and rectification of faulty 

telephones despite payment of the 
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amount of Demand Notes and ful-

filment of all the formalities. 

iii) Non-installation, or, disconnection 

of telephone on the pretext of the 

premises being a ‘Defaulter Prem-

ises’. In other words, the PTCL 

does not install a telephone or dis-

connects a telephone for the de-

fault in payment of some other 

subscriber. It has been repeatedly 

held that this action is tantamount 

to punishing a person for the de-

fault of another person. As such, it 

is absolutely arbitrary and against 

all norms of justice, equity, law, 

rules, regulations and fair play. 

iv) Delay in sending bills. 

v) Excessive billing in respect of lo-

cal, NWD and Overseas Calls, 

due to defective meter, some 

technical fault or functioning mis-

take. 

vi) Excessive/unjust billing due to 

misuse of telephone. Numerous 

complaints are received from con-

sumers about receipt of bills 

showing NWD and Overseas 

Calls, which they had never made. 

In the previous years, when Elec-

tro-Magnetic Dialling (EMD) sys-

tem was the norm, it was not pos-

sible to locate details of these 

calls. However, now with the in-

duction of Digital Telephone Ex-

changes the details of the calls can 

be located. 

vii) Once a complaint is made tot he 

Agency about the situation as per 

(v) or (vi) above, rejection of the 

complaint by Divisional/Regional/ 

Zonal/Headquarters Vigilance 

Committees unjustly and improp-

erly is the next form of grievance. 

This is sometimes even without 

hearing the complainant. At times, 

the Committees have decided the 

excessive billing complaints 

without taking into consideration 

the past trend of calls, or, billing 

history. 

viii) Inclusion of arrears in bills de-

spite payment of the amounts of 

bills in time. 

ix) Delay in removing faults and not 

attending to petitions and com-

plaints of the customers. 

x) Regional Offices, Karachi has re-

ported that adequate maintenance 

of existing equipment/machinery 

in telephone exchanges located in 

the interior of Sind and items like 

overhead cables, poles and under-

ground cables in certain areas, is 

not being properly looked after. It 

has also been stated in the same 

context that damage to telephone 

wires, especially underground ca-

bles is not taken care of quickly 

enough. In certain cases, it takes 

months before telephone faults on 

this account are rectified. 

 On a further examination of the matter 

regarding complaints of the type mentioned 

at (vi) foregoing, the following major rea-

sons for the same have been identified: 

(a) Diversion of telephone lines to in-

terested parties for misuse pur-

pose by the PTCL staff working in 

the field, or, from the main distri-

bution frame (MDF) in the Ex-

changes; and by outsiders in the 

neighbourhood. 

(b) Misuse of lines by the Public Call 

Office holders with or without the 

connivance of PTCL field staff. 

(c) Misuse of other subscribers’ lines 

by Public Call Office holders, on 

commercial basis with the con-

nivance of PTCL’s field staff. 

(d) Sometime during cable faults 
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when emergency repair is carried 

out, the lines are interchanged un-

intentionally but some people take 

advantage of this and misuse lines 

of other people. 

(e) Misuse of Pay Card Phones by 

their staff and sometime by PTCL 

staff at the MDF, and from the 

booths through manipulation at 

the Telephone Exchanges. In the 

case of indoor pay card phones, 

the owner also gets installed 

PTCL connection and then starts 

misusing them in the name of pay 

card connections. 

SUI NORTHERN GAS PIPELINES LTD. 

(SNGPL)/SUI SOUTHERN GAS COMPANY 

LTD. (SSGCL) 

 Complaints against the two Sui Gas 

Companies have pertained to the following 

instances of maladministration: 

i) Delay/discrimination in providing 

gas connections, by not following 

the priority according to date of 

application for the gas connection. 

If a gas supply line exists in a lo-

cality, the first step is the issue of 

a Demand Notice. There have 

been instances of de-

lay/discrimination regarding the 

same. Regional Office, Lahore 

has stated that the Agency offi-

cials/officers have been issuing 

Demand Notices on their own will 

— in some cases Demand Notices 

have been issued on the basis of 

applications of 1998, whereas 

some applicants of 1995, 1996, 

1997 were still waiting for the 

same. 

ii) Delay/discrimination in providing 

gas connections in spite of depos-

iting the amount of Demand No-

tice and fulfilling of all the for-

malities by the complainant. 

iii) Delay in issuance of the first bill. 

There have been complaints about 

inordinate delay in issuing the 

first bill after the gas connection 

has been given. Regional Office, 

Lahore has reported that there 

have been complaints that the gas 

connection was installed in 

1995-96, but no bill was received 

upto 1998. After lapse of about 4 

years an accumulated bill was 

sent. 

iv)  Excessive/wrong billing. In nu-

merous complaints, the Agency 

has been found billing the con-

sumers incorrectly and excessive-

ly. This has been due to wrong 

readings recorded, or, no readings 

at all taken by the meter readers. 

Sometime this has been due to 

computer mistakes. Whenever 

such instances of maladministra-

tion are discovered the Agency 

has been called upon to issue re-

vised bills after rectifying the mis-

take, grant rebate and/or allow the 

consumer the concession of pay-

ing these bills and clearing arrears 

in easy instalments. 

v) Delay in delivery of bills. The 

bills indicate the date of issue on 

them. These are received at the 

premises of the consumer some-

times as late as even a week or 10 

days, leaving a small margin till 

the due date of payment. This 

causes inconvenience to the con-

sumers. The ultimate result of the 

same is seen in the form of long 

queues at the Banks for depositing 

the bills within time. 

vi) Regional Office, Lahore has re-

ported that there is no Cell in the 

SNGPL for dealing with Wafaqi 
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Mohtasib’s cases, like the WM 

Cell in Wapda for dealing with the 

complaints referred by this Secre-

tariat on priority basis. 

HOUSE BUILDING FINANCE CORPORATION 

(HBFC) 

 Complaints against HBFC have per-

tained to following instances of maladmin-

istration: 

i) Delay in sanctioning of loan and 

release of instalments. Allegation 

of demand of illegal gratification 

in this connection. 

ii) Non-supply of account statements 

regularly. 

iii) Missing credits against repay-

ments actually made, or, double 

counting of the same, resulting in 

erroneous account statements. 

iv) Issuing of contradictory state-

ments from the Head Office and 

the Branch Offices. 

v) Persistent issuing of un-audited 

statements. Each account state-

ment invariably bears the follow-

ing inscription beneath it: 

‘Above Position is Subject to Au-

dit and Confirmation of Payment.’ 

vi) Indication of final figure of re-

payment after which the loan ac-

count could be closed, either ver-

bally, or, in writing — and de-

lay/refusal to close the account af-

ter such repayment has been 

made, by indicating that there is 

still an outstanding balance 

against the loan. 

vii) Allegation of demand of illegal 

gratification in connection with 

(vi) above. 

viii) Harsh action for recovery in the 

form of auction notices of proper-

ty, without resorting to less harsh 

means. 

ix) Retrospective application of 

Agency’s Operational Circulars, 

which may be at times of disad-

vantage to the borrower. In this 

connection the Agency depends 

upon Clause 26 of the Deed of 

Assignment and Partnership 

signed by every borrower, which 

reads as follows: 

“The provisions of the House 

Building Finance Corporation 

Act, 1952. Regulations made 

thereunder and the instructions is-

sued by the Corporation from 

time to time, in so far as they are 

not inconsistent with the provi-

sions of the Act and the Regula-

tions, shall prevail and be binding 

on the parties.” 

Agency’s stand may be legally 

correct, but it is not fair. 

x) Refusal or delay in giving relief 

under the former Prime Minister’s 

relief package for widows, or-

phans and pensioners as per 

HBFC’s Operational Circular No. 

248 dated 23.7.1997. 

xi) Unfavourable application of the 

above-cited Operational Circular. 

 In respect of (xi) above, it was seen 

from some complaints that it has become a 

practice in big cities, particularly in Karachi 

to transfer the property on Power of Attor-

ney for various reasons. Provisions of 

Clause (f) of Operational Circular No. 248 

read as follows: 

“Unauthorisedly sold property or Pow-

er of Attorney backed transaction cases 

shall not be eligible for remis-

sion/relief.” 

 On the basis of the above clause the 

Agency was denying the relief announced by 

the Prime Minister, particularly to widows. 

Investigation of the complaints indicated 

that the Operational Circular No. 248 dated 
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23.7.1997 is apparently in consequence of 

Finance Division (Internal Finance Wing), 

Islamabad’s letter No. F(6)IF-II/97-757 

dated 21.7.1997 on the subject: ‘Prime Min-

ister’s Relief Package for waiving off inter-

est on HBFC loan in respect of retired em-

ployees, widows and orphans’. Looking at 

its contents, it was seen that the HBFC have 

gone beyond the intention of the Govern-

ment letter, in laying down this restriction. A 

widow had purchased a plot of land, for 

which HBFC loan had been availed, on 

Power of Attorney. The Agency had refused 

to give a remission of interest admissible to 

widows, applying the restriction of the 

clause (f) of Operational Circular No. 248. 

This was held to be unjust and the complain-

ant widow was given due relief. The Find-

ings had concluded in the following words: 

“The fact that the property was pur-

chased on Power of Attorney may not 

stand in her way, as the right of the 

widow given under the Prime Minis-

ter’s Package cannot be taken away on 

a technical ground inserted in one of 

the Operating Circulars (No. 248) is-

sued by the Agency itself. The griev-

ance is thus redressed and the matter is 

disposed of.” 

STATE LIFE INSURANCE CORPORATION 

(SLIC) 

 Common Complaint: The single most 

common complaint is of the refusal of SLIC 

to pay the claim. The SLIC repudiates the 

claim on the basis of non-disclosure of mate-

rial information or giving of false infor-

mation at the time of submission of proposal 

for insurance or revival of lapsed policies. 

Typical examples of reasons for repudiation 

of claims are as follows: 

(a) Non-disclosure of past employ-

ment in services (specifically the 

medical category at the time of 

discharge from service). 

(b) Incorrect or false information of 

nature of occupation/profession. 

(c) Giving of incorrect age. 

(d) Incorrect address of employer or 

place of work. 

(e) Wrong statement of income. 

(f) Non-disclosure of leave or ab-

sence from work. 

(g) Wrong, false answers to questions 

on health. 

(h) Non-disclosure of habit of drugs. 

(i) Non-disclosure of history of past 

illness to doctors examining the 

patients for medical insurance 

proposals. 

(j) Non-disclosure of pregnancy by 

women seeking insurance. 

 The SLIC has maintained that insur-

ance contract is based on utmost good faith. 

The proposer signs the following declaration 

under which the contract can become null 

and void in case of untrue statements: 

“I declare that the foregoing answers 

are true in every particular and I have 

not withheld any material information 

and I agree that the declaration together 

with the proposal be the basis of con-

tract to be made between proposer and 

the Corporation. I further declare that 

(a) the sum assured is reasonable to my 

income (b) if any untrue statement be 

contained therein, the contract of insur-

ance shall be absolutely null and void 

and all moneys paid in respect thereof 

shall be forfeited by the Corporation.” 

 The investigations in this Office show 

that the only contact the assured has with 

SLIC at the proposal stage is with the insur-

ance agent (a sales representative, a sales 

officer, a sales manager or an area manager). 

For the assured the agent represents the 

SLIC with full authority. Invariably, the 

agent fills the proposal form or gets the 

signatures of the proposer on dotted lines of 

a blank form. The potential client is unaware 
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of the subtleties of factors that effect selec-

tion for insurance. The field staff guides the 

proposer to fill forms in a manner that en-

sures the acceptance of proposal by the un-

derwriters of SLIC. Although the declaration 

is signed by the proposer, the SLIC relies on 

the confidential report columns filled by the 

field staff. This report consists of: 

Field Officer’s or Agent’s Confidential 

Report (to be completed only by the 

SR/SO/SM who is the witness to the 

proposal) 

1. How long have you known the life 

proposed?  ______________________ 

2. Is the life proposed healthy and in 

good physical conditions?  __________ 

3. Do you know of any sickness, impair-

ment and/or accident which kept the 

life proposed away from work/business 

for over a week in past? If so give de-

tails  ___________________________ 

4. Do you confirm that the recorded 

measurements and weight of the life 

proposed are correct?  _____________ 

5. What is estimated monthly income of 

the proposer?  ____________________ 

 Can he afford to pay premium in the 

proposed policy?  _________________ 

6. If he/she is a landlord, state size of 

holding? ________________________ 

7. From all points of view do you rec-

ommend the Life Proposed a good 

risk?  ___________________________ 

8. If not please give reasons  __________ 

  _______________________________ 

9. Is the life proposed related to you?  ___ 

Signature  ___________________________ 

Full Name and Code No.  _______________ 

 It may be noted from the above that 

besides the information given by proposer, 

the agent has responsibility of appraising the 

client independently and objectively. If his 

report confirms the information provided by 

the proposer it could be inferred that incor-

rect information or non-disclosed infor-

mation has been accepted. In the absence of 

any printed limitations on the authority of 

the agent, the agent waives the right of SLIC 

to question the information provided at a 

later stage. In the repudiation of claims SLIC 

adverts to the principle of utmost good faith 

with regards to information provided or not 

provided by the proposer and completely 

ignores the report of the field staff who acts 

as an agent with full authority of SLIC and 

is at liberty to appraise all the information 

independently by all possible means. Appar-

ently, the agent does not bother to check 

easily verifiable information about financial 

status, social standing, profession, date of 

birth etc. Despite the availability of compre-

hensive guidelines on underwriting the field 

staff is either ignorant or willingly ignores 

these. 

 Another important aspect of the pro-

posal form is that besides the agent (sales 

representative) introducing the client, names 

and code numbers of Sales Officer, Sales 

Manager and Area Manager are listed on the 

proposal. A senior member of the field staff 

countersigns the proposal form. The SLIC 

distributes about 80% of the 1st year’s pre-

mium amongst the field staff as commission. 

Under the present system the motive for 

earning commission over-rides all other 

considerations. Senior members of the field 

force obtain their share of commission with-

out any responsibility towards the insurabil-

ity of the proposer. They act as employers of 

the agents without any obligation towards 

transparent and viable interest of the insured 

or SLIC. If at every stage of witnessing or 

countersigning of the proposal, at least 10% 

of cases are physically checked for insurabil-

ity of the proposer, the quality of underwrit-

ing would improve. 

 During the proposal stage the terms and 

conditions of the policy or the rider clauses 

is not conveyed in writing to the persons 
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seeking insurance. It is left to the insurance 

agent to convey these orally to the client. It 

has been found that significant clauses of 

surrender value, forfeiture of policy, paid up 

policy, issue of notices, lapsed policy, reviv-

al of policy etc. are not fully explained. The 

agent is selective in giving details and 

avoids explaining those provisions which 

may deter the proposer from seeking insur-

ance. This implies that the entire exercise of 

sale of policies is not based on good faith or 

transparency but on the motive of securing 

more business. There is greater emphasis on 

quantity of business rather than a genuine 

concern for the principle of good faith and 

transparent dealing. Unfortunately, the terms 

and conditions of engagement of the field 

force emphasise on quantum of business and 

offers of higher incentives for better perfor-

mance. Except for the threat of termination 

of contract for compromising the interest of 

SLIC or the client, the obligation of the field 

officer for an accurate and authentic confi-

dential report is not highlighted. The only 

limitation placed on the field officer is that 

he is barred from receiving premiums from 

the client. In the comprehensive guidelines 

issued by PHS Division it is clearly laid 

down that “Any falsification, misstatement, 

concealment in procuring business by the 

field force will be liable to termina-

tion/demotion and forfeiture of benefits”. 

Yet this vital aspect is missing from the 

terms of engagement of the field force. 

 The failure of the assured to answer 

questions of health truthfully on the proposal 

form and in Personal Health Statement 

(PHS) for revival of policy heads the list of 

reasons for which SLIC repudiates the 

claims. It is unfortunate that the agents tend 

to encourage, abet and often mislead and 

clients from stating all the facts about their 

health truthfully. Whereas it is correct that a 

very small percentage of such persons would 

not be suitable for insurance and others may 

have to pay higher premiums, the loss of 

business of SLIC would be far less com-

pared to the claims it has to pay in some of 

poorly selected assured cases. In the medical 

proposals SLIC has often claimed that be-

cause of the failure of the potential life as-

sured to disclose his past medical history, the 

doctors examining the patient failed to detect 

pre-insurance illness despite pathological 

tests. Here, too, SLIC evokes the violation of 

principle of utmost good faith to repudiate 

the claim after post death investigation. It is 

paradoxical that with such reliance on prin-

ciple of utmost good faith, why the medical 

examination and testing is resorted to in the 

first place? It is observed that some of medi-

cal examinations are perfunctory and there is 

a motivated or inspired predisposition to 

declare the subject fit for insurance. SLIC 

can do a lot to improve the standard of med-

ical examinations by engaging doctors and 

hospitals with impeccable reputation of 

integrity and professionalism. This measure 

will certainly reduce the cases where the 

doctor has to rely on disclosure of medical 

history by the person seeking insurance. 

Lapsed Policies 

 A policy lapses due to non-payment of 

premium on due date. The SLIC offers two 

options to the insured. Under Option ‘A’, the 

policy remains in force for one year and 

under Option ‘B’ the policy remains in force 

till such time as there is credit balance in the 

cash surrender value of the policy. After 

which the policy stands as automatically 

paid up. The SLIC does not issue a notice 

prior to conversion of the policy into an 

automatically paid up status. Although regu-

lar notices are issued for payment of premi-

um to all policy holders, SLIC has main-

tained that it is not bound to issue any notice 

under the terms and conditions o the con-

tract. SLIC insists that an insurance contract 

is based on good faith, yet when it is an 



 CHAPTER - III: Nature of Maladministration/Complaints 21 

 

advantage to SLIC to declare a policy as 

automatically paid up after receiving premi-

um for many years, it does so without any 

qualms about the relationship of good faith. 

This Office has maintained that even when 

legally not bound to do, the mere practice of 

issue of notice regularly for non-payment of 

premium entitles the insured to an expecta-

tion of regular receipt of a notice. A contin-

ued administrative practice creates the effect 

of a vested right. Similarly, the exercise of 

option at the time of contract which is an 

occasions many years old does warrant that 

a relationship based on good faith and fair 

public dealing should not be used as an ex-

cuse of not giving the benefit of a prior no-

tice of lapse of a policy due to non-payment 

of premium. 

Misplaced or Delayed Premiums 

 In numerous cases the premium is 

received in cash by a member of the Field 

Staff against SLIC instructions to the Field 

Staff and the insured. Payment or receipt of 

premium is only allowed at the Offices of 

SLIC. In practice the Agents collect premi-

um, issue temporary receipts and deposit the 

same with SLIC. There have been many 

instances where the Agent/Sales Officer or 

Manager pay premium to clients from their 

personal accounts through cheques to com-

plete quota for benefits/promotions. SLIC 

disclaims obligation to pay claims if premi-

um is paid to Field Staff or is not received 

by them on time and the policy lapses during 

this period. The SLIC’s Agent is SLIC for all 

intents and purposes for the majority of 

clients. His actions are rightly construed and 

understood by the insured as actions of 

SLIC. The SLIC by accepting repeatedly 

and regularly premium deposited through 

personal cheques of the Field Force creates 

an implied waiver to its instructions in 

which the insured are cautioned against 

depositing premium with field force. This 

aspect needs to be examined alongwith the 

tendency of collecting and depositing money 

in suspense account. The SLIC suspense 

account runs into millions of rupees where 

the delayed premium received has not been 

credited to account of the policy holders. A 

prompt exercise should be undertaken to 

ensure quick credit of the deposited amount 

tot he account of the policy holder. 

Investigation of Claims 

 In cases of early claims the SLIC un-

dertakes an investigation to ascertain if the 

insured had answered all the questions 

about his health, financial and social status, 

occupation etc. truthfully. The SLIC inves-

tigators rely on information gleaned from 

the immediate family, neighbours, the local 

medical practitioners and the employers. 

The weakest link in this investigation is a 

certificate obtained from the local medical 

practitioner who without any clinical rec-

ord, test results, notes or the patients medi-

cal file oblige the SLIC investigations with 

information of past illness (pertaining to 

pre-insurance period) from his memory. 

There have been cases where persons have 

been shown to be suffering from AIDs, 

Hepatitis, diabetes, heart disease etc. with-

out a single laboratory or diagnostic test. 

Investigation of such certificates revealed 

that the local medical practitioner gave 

treatment for symptoms only to his outdoor 

patients and arrived at the diagnosis of 

serious ailments only when egged on by the 

investigators. Some of these doctors are not 

even aware of the implications of their 

certificate from the insurance point of view. 

Another disturbing aspect of these investi-

gations is the tendency of SLIC to disregard 

the provisions of the Incontestability Clause 

given in terms and Conditions of the policy 

at Serial 15. This reads as follows: 

“15.  INCONTESTABILITY: Policies 

are incontestable with regard to 
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statements made in the Proposal after 

two years from the date of issue ex-

cept for fraudulent and wilful mis-

statement of material facts or on ac-

count of breach of any of the condi-

tions of the policy.” 

 This provision is also in accordance 

with Section 45 of Insurance Act 1938 

which reads as follows: 

“45. Policy not to be called in question 

on ground of misstatement after two 

years: No policy of life insurance ef-

fected before the commencement of 

this Act shall after the expiry of two 

years from the date of commencement 

of this Act and no policy of life insur-

ance effected after the coming into 

force of this Act shall, after the expiry 

of two years from the date on which it 

was effected, be called in question by 

an insurer on the ground that a state-

ment made in the proposal for insur-

ance or in any report of a medical of-

ficer, or referee, or friend of the in-

sured, or on in any other document 

leading to the issue of policy, was inac-

curate or false. Unless the insurer 

shows that statement was on material 

matter or suppressed facts which it was 

material to disclose and that it was 

fraudulently made by the policy-holder 

and that the policy-holder knew at the 

time of making it that the statement 

was false or that it suppressed facts 

which it was material to disclose.” 

 This office has held that SLIC is obliged 

to establish beyond any doubt the wilful intent 

of the assured to defraud. Mere non-disclosure 

of immaterial facts has no effect on the policy-

holder’s rights. The investigators in some case 

show their inability to establish elementary 

facts like the cause of death, the date of death 

etc. The general approach of these investiga-

tions is to initiate proceedings about insurabil-

ity of the decease. This task should have been 

undertaken at the proposal stage. The post 

death claims investigation needs to be carried 

out by highly skilled professionals having 

impeccable integrity. The Claims Committees 

at the Zonal and Head Office level function 

efficiently but could do with association of 

Medical Specialists in some involved cases. 

This is an important sphere in which SLIC and 

the clients can benefit with an improved ap-

proach. 

Payment of Surrender Value 

 Complainants often go into a state of 

shock on receiving intimation of cash sur-

render value. This is far less than actual 

premiums deposited by them. They also 

cannot understand why the bonuses declared 

by SLIC are not included in the cash surren-

der value of the policies. The SLIC main-

tains that according to terms and conditions 

o the contract the first year’s premium and 

premium paid for extra benefits is not re-

fundable. Of the remaining amount a mini-

mum guaranteed sum of 30% of the premi-

ums received is offered. The SLIC submits a 

statement showing the basis and formula of 

surrender value of policies to Controller of 

Insurance under Section 113 of the Insur-

ance Act, 1938. Similarly, the formula for 

discounting bonus is approved by the Con-

troller of Insurance. Unfortunately, none of 

this is known to the general public. Result-

antly, the actual working of cash surrender 

value is not understood by the policy-

holders. There is, therefore, a need for great-

er transparency on amounts that a policy-

holder would receive in case he decides to 

discontinue his policy. This aspect should be 

clearly reflected in the promotional and 

public relationing material put out by SLIC. 

Present para 6 of terms and conditions of 

surrender value needs to be drastically re-

vised with clear elaboration of amounts a 

policy-holder shall receive at various stages 

of surrendering of policy. 
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PAKISTAN RAILWAYS 

 Complaints have been about loss or 

short delivery of parcels/consignments 

booked. In most cases the Agency refuses to 

make payment on the plea that the claim is 

time-barred as it has been lodged after a 

period of 6 months from the date of booking. 

 There are complaints about over-

charging of tickets by Railway’s booking 

officials and of refusal to reserve seats in 

spite of availability. 

 Quite a few complaints have been 

about injustice and lack of transparency in 

the award of Vending Contracts on various 

Railway Stations. 

 A large number of employees have 

been posted to work at higher posts in their 

own pay scales without giving any financial 

benefits and they ultimately even retire 

without being regularly promoted conse-

quent to consideration by Departmental 

Promotion Committee’s (DPC) Meetings of 

DPCs are often delayed. 

 Pakistan Railways have employed a 

large number of employees on ad hoc basis 

and they have been serving for as long as 8 

to 10 years. They are neither regularised nor 

their services are terminated, leaving them 

frustrated and in a condition of uncertainty. 

MINISTRY OF HOUSING AND WORKS 

 Ministry of Housing and Works framed 

the Pakistan Allocation Rules, 1993 to regu-

late the allotment of government residential 

accommodation, but unfortunately the Minis-

try and the Estate Office have themselves 

become instrumental in violating these Rules. 

All allotments are made on the basis of dis-

cretion. The General Waiting List and the list 

consequent to consideration by the Out of 

Turn Allotment Committee (OOTAC) are 

ignored. The OOTAC provides a fair forum 

where all government servants with special 

circumstances can plead their cases, vis-à-vis 

others, to establish their right for an Out of 

Turn Allotment. Unfortunately, allotments 

based on the list consequent to OOTAC de-

liberations are only marginal, if at all. 

 Due to shortage of government owned 

accommodation a selective number of gov-

ernment servants get the benefit of hiring 

accommodation through the Estate Office 

according to their rent ceilings. However, 

due to the limited amount of funds available 

with the Estate Office for this purpose, bulk 

of the government servants are left out of 

this benefit also. 

 The figures of Government employees 

entitled to government accommodation at 

Islamabad varies from 50,000 to 55,000. The 

Federal Government has only 14,754 housing 

units in the Federal Capital for Government 

employees. As and when new houses are built 

(which is now quite seldom) or existing units 

are vacated on retirement/death of the occu-

pants, these are allotted to few out of a stag-

gering figure of some 33,000 wait-listed 

applicants for government accommodation. 

ACCOUNTS OFFICES 

 Complaints are received about matters 

pertaining to pension/family pension, allow-

ances, missing credits, final payment of G. P. 

Fund balances and motor car and house 

building advances. The complaints related to 

inordinate delay, or raising of unnecessary 

objections. The worst sufferers are the re-

tired employees and widows. 

 Nature of maladministration/com-

plaints relating to the other Agencies has 

been identified as below: 

AVIATION DIVISION 

 Lack of proper facilities on airports. 

Pakistan International Airlines 

Corporation (PIAC) 

 Complaints have pertained to lost bag-

gage and irregularities in booking of seats — 
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the same being denied to passengers with 

confirmed tickets; refusal to issue tickets in 

spite of availability of seats, by stating 

wrong position about the availability. 

CABINET DIVISION 

Capital Development Authority (CDA) 

 Complaints have been regarding delay 

in refund of amounts to unsuccessful candi-

dates in ballot; delay in transfer of plots; 

delay in development of sectors for which 

plots have been allotted, sold, or, auctioned; 

failure to remove encroachments and dis-

crimination in allotment of residential ac-

commodation to employees. 

COMMERCE DIVISION 

Postal Life Insurance (PLI) 

 Most of the complaints against Postal 

Life Insurance (PLI) were about missing 

credits in respect of policies sold by PLI 

through GPF or salary of Government em-

ployees, who remained on different sta-

tions/organisations and on maturity of the 

policy, the objection of missing credits was 

raised by PLI. Besides, there were a number 

of complaints against PLI about revision of 

Rules/Formula for payment of surrender 

value of the policy, to the disadvantage of 

policy holders. Such rules were also made 

applicable to the policies sold by PLI prior 

to such amendment in rules/formula. Con-

sidering this as maladministration, it was 

recommended that PLI should pay at least 

50% of the loss suffered due to revision of 

rules. 

EDUCATION DIVISION 

 Complaints related to delay in payment 

of scholarships; non-recognition of equiva-

lence of degrees; refusal to change the shift 

of school students from evening to morning 

in spite of valid reasons. 

Allama Iqbal Open University (AIOU) 

 Complaints related to delay in com-

municating results; failure to include as-

sessment marks in the final results; delay in 

issuance of workshop results; delay in inti-

mating appointment of tutors; unhelpful 

attitude of tutors; refusal to grant admission 

in spite of fulfilling the requirements and 

delay in issuance of books. 

FINANCE DIVISION 

 Causes of complaints were; refusal to 

allow advance increments for extra qualifi-

cations, move-over benefits and incorrect 

fixation of pay. 

Agricultural Development Bank of 

Pakistan (ADBP) 

 Fraudulent drawal of loans is a com-

mon cause of maladministration which has 

been noticed from the complaints. There 

have been instances where illiterate farmers 

have been defrauded with the connivance of 

the Bank staff. At times the complainant 

who had simply put in his thumb impres-

sions, on the loan documents, did not even 

know the liability of the loan, with which he 

had been burdened. Complaints have been 

about failure to give relief in the form of 

remission of mark-up according to different 

Relief Packages announced by the Govern-

ment; improper assessment of the land taken 

as security for the loan and; advancing of 

loans against unsound security. There were 

instances where a loan had been advanced 

against land lying in river-bed, which was 

taken as security, with the connivance of the 

Bank staff. 

State Bank of Pakistan 

 Delay in the confirmation of Bank 

transactions has been a cause of complaints; 

complaints also related to delay in release of 

amounts. 
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Small Business Finance Corporation 

(SBFC) 

 Complaints related to non-sanction of 

loan, in spite of fulfilling of all formalities, 

with the expectation of illegal gratification 

by the Agency'’ staff. 

Central Directorate of National Savings 

 Complaints related to unjust deduction 

of Zakat from the encashed Savings Certifi-

cates. There were also complaints about 

fraudulent encashment of Savings Certifi-

cates with the alleged connivance of the 

Agency’s staff. 

Nationalised Banks 

 Complaints related to delay in payment 

of pension/commutation to pensioner; de-

lay/refusal in the payment of deposited 

amount; unjust deduction of Zakat; unjust 

deduction of service charges and allocation 

of insufficient timings for receiving utility 

bills. 

Central Board of Revenue (CBR) 

Customs Department 

 Complaints related to delay in refund 

of claims and illegal confiscation of goods; 

non-acceptance of requests for refund of 

Duty Draw Back; non-acceptance of re-

quests for payment of mark-up on account of 

late payment of dues; delay in issuance of 

sanction for payment of Reward Money; and 

non-acceptance of request for release of 

confiscated goods on payment of duty and 

fine. 

Income Tax Department 

 Unjust imposition of Income Tax and 

Wealth Tax and delay in refund of excess 

amounts charged, were causes of com-

plaints. 

FOREIGN AFFAIRS DIVISION 

 Complaints related to the management 

of schools under the administrative control 

of Pakistan Embassies abroad. 

HEALTH DIVISION 

 Complaints related to negligence and 

non-attention by doctors and hospital staff; 

shortage of medicines and delay in making 

payment for the medicines supplied. 

Pakistan Medical Dental Council 

 Complaints related to refusal to recog-

nise foreign degrees. 

INTERIOR DIVISION 

Directorate General of Registration 

 Delay in issuance of National Identity 

Cards; new and duplicate ones, was the 

general cause of complaints. The delay was 

alleged often due to raising of unnecessary 

and piecemeal objections. 

Federal Investigation Agency (FIA) 

 Complaints related to delay in final 

outcome of cases registered. 

Labour, Manpower & Overseas 

Pakistanis Division 

 Delay in transferring blood money/ 

death compensation to overseas workers 

have been causes of complaints. Delay in 

development of land for housing schemes 

launched by the Overseas Pakistani Founda-

tion (OPF) has been another cause of com-

plaints. 

RELIGIOUS AFFAIRS, ZAKAT, USHR AND 

MINORITIES AFFAIRS DIVISION 

 Complaints related to deduction of 

charges for accommodation at Makkah 

Mukarammah and Madina Munawwara, 

while the applicants had opted for own ac-

commodation in the Holy Cities. In quite a 



 CHAPTER - III: Nature of Maladministration/Complaints 26 

 

few cases, this was as a result of the arbi-

trary changes made in applications by Bank 

Managers while making groups of pilgrims. 

Illiterate applicants were the worst sufferers 

in such cases. Another cause of complaints 

was the delay, sometimes inordinate, in the 

payment of compensation for pilgrims who 

had died during the Haj season. 

 In case of the Evacue Trust Property 

Board (ETPB) the complaints related to the 

use of Evacuee Trust Property in one way or 

the other. In most of these cases the proper 

judicial forums are available under the 

Evacuee Trust Properties (Management and 

Disposal) Act, 1975, rather than the inter-

vention of this Secretariat. 

 

 
 



 

 

CHAPTER - IV 

REPRESENTATIVE CASES 

n this Chapter some of the cases dis-

posed of, have been briefly reported. In a 

developing country like Pakistan, it is 

essential to focus attention on the under-

privileged individuals of the society and this 

had been the priority of the Ombudsman 

Office in Pakistan all through. Special atten-

tion is given to redress the grievances of 

widows, orphans, retired and handicapped 

persons and those belonging to the lower 

economic strata. It has been always a matter 

of great satisfaction to provide relief to these 

individuals, who quite often approach this 

Office, after having exhausted all the 

sources for the redressal of their grievances. 

As such, the Ombudsman has been the last 

resort for the aggrieved persons in many 

cases. 

 At the level of the Agencies, the griev-

ances arise, in many cases due to inattention 

to the aggrieved complainants. Further, ad-

ministrative procedures are complicated. 

Even if the complainant is attended to, the 

intricacies of procedures often hamper or 

delay the relief. For instance, a retired per-

son, or, in the case of his death, his widow, 

is deprived of pension and other dues, simp-

ly because there is no proper mechanism to 

consolidate the details of his service ren-

dered at various places. The office from 

where the person had retired, fails to get the 

information consolidated. The other offices 

do not respond. In such cases the Ombuds-

man’s Office has provided a useful forum to 

the aggrieved persons, in that they do not 

have to run from pillar to post in getting 

their problem resolved, for which they have 

no capacity. On the other hand, this Office 

with its intervention and by impressing upon 

the Agencies to take personal interest and 

have the matters resolved at personal level 

urgently, has been successful in ensuring 

ultimate relief. Those, whose grievances are 

redressed, those who had been disappointed 

I 
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from everywhere, often express their spon-

taneous gratitude to this Institution. An idea 

of the same can be had from some of their 

letters of thanks included towards the end of 

this Report. 

 The statistics about the complaints 

have been given in the various Appendices. 

The largest number of complaints related to 

Pakistan Telecommunication Company Ltd. 

(PTCL) and the Water and Power Develop-

ment Authority (WAPDA), followed by the 

Sui Northern Gas Pipelines Ltd 

(SNGPL)/Sui Southern Gas Company Ltd 

(SSGCL) and Development Finance Institu-

tions (DFIs), specially the House Building 

Finance Corporation (HBFC). Brief sum-

maries about disposal of some of the com-

plaints during the year, highlighting the 

relief provided are given below: 

AAVVIIAATTIIOONN  DDIIVVIISSIIOONN  

PAKISTAN INTERNATIONAL AIRLINES 

CORPORATION (PIAC) 

Complaint No. Reg. H/6144/99 

Inaction for Recovery of Lost Baggage 

 Cadets Shoaib Ahmad and Bilal Ahmad 

travelled from Islamabad to Bahawalpur by 

PIA. They were booked on Flight No. 

PK-603 on 13.12.1998, but due to fog the 

flight was cancelled. After some time the 

PIA announced that Flight No. PK-740 was 

ready to take off in place of the said can-

celled flight. The two cadets travelled by 

that flight and they were given baggage tags, 

assuring them that their baggage would also 

be shifted to Flight No. PK-740. However, 

on reaching the destination, Bahawalpur, the 

cadets found that their pieces of baggage 

were lost. The same contained some books, 

wrist watches, clothes and shoes. It was also 

mentioned in the complaint that the tickets 

had been provided to the cadets by their 

parents and they had nothing with them to 

continue their further travel by train or bus. 

As such, with quite a difficulty, they reached 

their final destination, Liaquatpur, District 

Rahim Yar Khan. A complaint was lodged at 

Lahore Airport vide No. JE-377323-1324 

but all in vain. As such, intervention by this 

Secretariat was requested. 

 A report was called from the Agency 

and a hearing was held. The ticket coupons 

could not be traced out by the PIA nor could 

the cadets produce the ticket jackets. If the 

same had been available actual weight of the 

baggage could have been ascertained. In the 

absence of the same the PIA offered 

Rs.5,000 each to the cadets in full and final 

settlement of their claims, after they com-

plete the necessary formalities. The com-

plainants thus got an ad hoc relief with the 

intervention of this Secretariat, in the ab-

sence of information regarding actual weight 

of the baggage. 

Complaint No. Reg. H/2732/99 

Non-payment of Service Dues 

 A complainant, presently residing in 

Rawalpindi complained that he had retired 

from PIA under Voluntary Golden Hand 

Shake Scheme (VGHSS) after serving for 

over 29 years. At that time he was serving as 

Manager at Tehran. He was directed to hand 

over charge to the newly designated Manag-

er and report to Head Office for final clear-

ance. His replacement did not arrive imme-

diately and in fact arrived in March, 1998. 

The complainant was therefore relieved of 

his duties in Tehran w.e.f. 7.2.1998. On his 

arrival at the PIA Head Office, Karachi he 

completed the final clearance and handed 

over the final Certificate of Clearance to the 

Admn Manager (Marketing) on 16.2.1998. 

After that he visited the PIA Head Office, 

Karachi from his home town in District 

Jhelum (his place of residence) on his own 

expenses for final settlement of the matter, 

but there was no success. 
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 The complainant waited for a year for 

his legitimate dues but when no payment 

was made to him he lodged his present com-

plaint. He stated that after Iran he was post-

ed to Austria but he opted for retirement 

under the VGHSS in order to have some 

amount in hand to meet his pressing obliga-

tions, including the marriage of his eight 

daughters and to build his own house. He 

had been living in rented houses. He stated 

that his family was at the verge of total col-

lapse and requested that the PIA authorities 

be directed for immediate settlement of 

accounts, payment of his dues and regular 

payment of monthly pension. A hearing was 

held in the case. It was also noticed that 

under the directive of the Prime Minister’s 

vide circular letter No. JS(Pub)Misc/147156/ 

25035 dated 14.11.1995 the immediate pay-

ment of pension and all dues is mandatory 

on all the Government Agencies in case of 

retirement. In spite of the same, the delay 

had occurred. It was found that the delay 

was for totally unjustified reasons. The 

Agency was directed to have the dues of the 

complainant and monthly pension calculated 

immediately by consulting the relevant rec-

ord and make the due payments to him with-

in 60 days and report compliance. 

Complaint No. Reg. H/7761/99 

Delay in Payment of Profit of Shares 

 Ghazi Muhammad Bakhsh of Faisala-

bad complained of delay in the payment of 

profit of shares of PIA which he had pur-

chased from 1989-90 onward upto 1997-98. 

The complainant had submitted many appli-

cations to the Chairman and Secretary, 

PIAC, but no information was given to him 

regarding his shares or profit thereon. 

 A report was called from the Agency 

and a hearing was held. The number of pur-

chased shares from 1989 to 1997 was 100. 

The complainant had partially opted for 

receiving his profit in the form of bonus 

shares. As such, the total number of his 

shares had risen to 135. These had been 

lying with the PIAC all this period. As a 

result of intervention of this Secretariat, 

specially the hearing held, it was recom-

mended that while the complainant should 

complete the necessary formalities for taking 

back his shares, if he desires and profits 

within 15 days. The PIA should make due 

payment to him within 30 days. The Agency 

was also asked to submit its compliance 

report as soon as the profit is paid to the 

complainant. 

CCAABBIINNEETT  DDIIVVIISSIIOONN  

CAPITAL DEVELOPMENT AUTHORITY 

(CDA) 

Complaint No. Reg. H/22874/98 

Delay in Payment of Remaining Amount 

of Work Done 

 Khanzada Muhammad Zaman, a con-

tractor complained that he had completed the 

work awarded to him by the CDA on 

22.9.1996. He stated that out of the awarded 

cost of Rs.178,890 an amount of Rs.122,990 

had been paid while Rs.55,900 were still 

pending for payment alongwith the security 

deposit of Rs.8,945. 

 On taking up the matter the CDA, it 

reported that work for rectification of defects 

in the National Book Council Building, G-

8/1, Islamabad was awarded to the com-

plainant, with the date of start of work being 

3.7.1996. It confirmed that the work had 

been completed on 22.9.1996. As for the 

balance amount of Rs.55,900 the Agency 

stated it was withheld due to non-availability 

of funds. It was stated that the work was 

awarded to the complainant with the hope of 

recovery from the original contractor, on 

whose risk and cost the present work of 

rectification of defects was undertaken. A 

notice has been sent to the Collector to re-
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cover the amount as arrears of land revenue, 

from the original contractor. 

 A hearing was held, during which the 

complainant stated that he was a small con-

tractor and was suffering for the last two 

years due to non-payment by the CDA. Rep-

resentative of CDA stated that they were 

making efforts to have the payment arranged 

through bridge financing. As the work had 

been completed and the building taken over 

by CDA, it was recommended that the 

Agency shall release the earnest money and 

also arrange the payment of the balance 

amount of Rs.55,900 to the complainant at 

the earliest. Compliance was desired within 

30 days. 

Complaint No. Reg. H/133/99 (Imp) in 

Reg. H/15719/97 

Discrimination in Allotment of Plot 

 Subedar (Retd) Muhammad Ashram 

Abbasi, presently residing in Rawalpindi, is 

an affectee belonging to Jang Bagial and his 

built up property was acquired at the time of 

creation of Islamabad, the Capital City in the 

1960’s. He stated that he surrendered his 

built up property in 1967 and his name was 

duly reflected in the list for the purpose of 

allotment of residential plot by the CDA, in 

lieu of the same. He stated that he has ap-

proached the different departments of CDA 

for the last so many years, but with no re-

sults. He stated that many of his relatives 

have been allotted residential plots. He also 

stated that the Agency informed him that his 

file has been lost and finally indicated its 

inability to allot a plot, due to change in the 

policy of the CDA that no plot would be 

allotted to those from whom acquired built 

up property of less than 1,000 sq. ft. taken. 

 On taking up the matter with the Agen-

cy it stated that the claim is time-barred. The 

award was announced in 1967 whereas the 

complainant has approached this Secretariat 

after more than 30 years. Hearings were held 

in the case, during which the complainant 

stated that he had been consistently making 

efforts with the Agency and as such this plea 

of the Agency is wrong. He pleaded that the 

new amendment in the Rehabilitation Policy, 

under which affectees of built up properties 

less than 1,000 sq. ft. have been deprived 

from allotment of alternate plots, should not 

be applicable to him and that it should only 

be applicable from the date the CDA Board 

approved it. It was sad to note that even his 

file had been lost by the Agency. It was 

recommended that the CDA should examine 

and honour all the documents available with 

the complainant and consider his case for 

allotment of a plot in lieu of his property 

surrendered in 1967. The compliance was 

desired to be reported within 3 months. 

Complaint No. Reg. H/8762/99 

Delay of Five Years in Handing Over 

Physical Possession of Plot Purchased in 

Auction in 1994. Arbitrary Demand of 

Late Payment Fee. Inattention to Allot 

Alternate Plot 

 Mr. Muhammad Masood Khan stated 

that he purchased plot No. B-5/A measuring 

2.5 acres in the Poultry and Vegetable 

Scheme No. 2, Islamabad, from CDA in an 

open auction held on 10.8.1994. He paid 

Rs.1,375,000, i.e.50% of price of plot uptil 

21.11.1994. According to Agency’s allot-

ment letter dated 24.5.1995 he was to take 

over possession of the plot within one 

month. But when he visited the site, the plot 

was found to be encroached. He informed 

the Agency but instead of taking any action, 

the Agency demanded payment of outstand-

ing instalments of premium/delayed pay-

ment charges. It was stated that failing the 

same the allotment would be cancelled and 

paid amount would be forfeited. 

 CDA reported that efforts were being 

made for removal of unauthorised encroach-

ers. However, non-delivery of possession of 
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plot had no nexus or justification for non-

payment of instalments/premium of the plot 

and other dues. During hearing proceedings 

it was pointed out that CDA should sell only 

those plots by auction, which were free from 

all encumbrances. Also, the Agency could 

resume possession of the plot if it had firstly 

handed over possession of the same. There 

was thus no justification in imposing de-

layed charges. It was recommended that the 

Agency should arrange for handing over 

vacant possession of the said plot to the 

complainant at the earliest. 

Complaint No. Reg. H/306/99 

Unjust Making of Payment of G. P. Fund 

of Some Other Person 

 Mr. Ghulam Muhammad who had 

served in the CDA as Electrician since 

4.7.1970, applied for an advance of 

Rs.50,000 out of his G. P. Fund Account No. 

P-3433. He was refused payment and there-

fore he requested for intervention. 

 Investigation of the complaint, includ-

ing a hearing, brought out that an anomaly 

had arisen because there was an employee 

with a similar name. With the intervention of 

this Secretariat the mistake was rectified. 

The Agency consequently reported that there 

is an amount of Rs.49,281 standing at the 

credit of complainant’s Account. He was 

informed that if he desired to get an ad-

vance, he would be allowed the same as 

admissible under the normal rules and in 

accordance with the actual balance. 

Complaint No. Reg. H/20941/98 

Delay in Restoration of Commuted 

Portion of Pension 

 Mirza Manga Khan, presently residing 

in village Sakrana, District Rawalpindi, a 

pensioner, having retired from the CDA 

stated that the commuted portion of pension 

was due to have been restored on 28.6.1994. 

He wrote to the Agency but without any 

result. He was unable to travel to Islamabad 

due to his old age and illness. He requested 

that the Agency be directed to restore his 

commuted pension and also grant the 10% 

ad hoc increase in pension granted by the 

Government w.e.f. 1.3.1997. 

 On taking up the matter with it, CDA 

reported that the complainant was retired 

from service w.e.f. 5.3.1983. His gross pen-

sion was Rs.155.87. He opted for 25% of 

commutation and 25% of gratuity @ 

Rs.38.96 in lieu of each and was paid ac-

cording to the rates applicable at that time. 

The commuted portion of pension had al-

ready been restored w.e.f. 28.6.1994 and 

paid to him. It was stated that the amount of 

surrendered value of gratuity would mature 

on 28.6.1999 and will also be restored in due 

course of time. It was further stated that 

indexation of pension w.e.f. 1.3.1997 has 

also been allowed. 

 A hearing was also held, which was 

attended by the Agency only. CDA’s repre-

sentative intimated that relief had already 

been provided to the complainant. The 

Agency was asked to make payment of pen-

sion through Post Office, Chua Khalsa, Ra-

walpindi Tehsil, as requested by the com-

plainant. CDA’s representative agreed to do 

so accordingly. 

Complaint No. Reg. H/128/99 (Imp) in 

Reg. H/25/98 

Failure to Allot Quarter Despite Approval 

of Competent Authority on Out of Turn 

Basis Since 1990 

 Mr. Amjad Pervaiz, Stenotypist stated 

that he had been working in CDA since 

1985. His name alongwith others was ap-

proved by the competent authority for Out of 

Turn Allotment of a quarter vide Office 

Order dated 12th November, 1990 and 

placed at Serial No. 8. The Order clearly 

mentioned that allotment in favour of the 

complainant would be issued on his turn 
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according to the residential list. However, no 

allotment was made to him, although em-

ployees whose names were approved later 

on and were placed below him in the list, 

had been allotted quarters. The complainant 

requested that directive be issued to the 

Agency for allotment of a quarter according 

to his entitlement. 

 On taking up the matter with it, CDA 

intimated that the complainant was entitled 

to a ‘D’ type quarter, which was not availa-

ble at this stage. However, it was promised 

that his case would be considered on Out of 

Turn basis as and when a quarter of his enti-

tlement becomes available. The complainant 

in his rejoinder stated that although his case 

for allotment of a ‘D’ type flat in I-8/1 was 

approved by the Allotment Committee yet he 

was not allotted the same. Nine persons 

listed after him, even the one at Serial No. 

39, whose name was approved in 1995, were 

allotted quarters while he was excluded. His 

name was later recommended for allotment 

of a ‘C’ type quarter in Sector G-8, but again 

he was ignored. 

 A hearing was held, during which it 

was observed that gross injustice had been 

done to the complainant, which should be 

rectified and allotment of a quarter of his 

entitlement should be made to the complain-

ant. It is regretfully noted that despite the 

Findings dated 31.3.1998 implementation 

was not carried out by the CDA. After pro-

tracted correspondence and pursuance of the 

case, finally a quarter was allotted and pos-

session was handed over to the complainant. 

Suo Motu Notice (No. F.101-DG(WMS)/ 

99-CDA) 

Fire on Margalla Hills 

 In April, 1999 the Ombudsman was 

pleased to take Suo Motu Notice of the fire 

blazing in the forests on Margalla Hills, 

Islamabad. On taking up the matter with 

CDA, the Acting Chairman, CDA, alongwith 

the Director General and Director (Envi-

ronment) appeared personally on 3rd May, 

1999 and explained the causes of such oc-

currences. The main causes were stated to be 

extraordinary hot and dry spell and careless-

ness on the part of visitors or local residents. 

The Agency was asked to carry out a de-

tailed assessment of the damage and submit 

a report. The consequent report indicated 

that the situation was controlled after calling 

for the services of helicopters from the 6th 

Aviation Squadron (Emergency Relief Cell). 

The Agency further informed that arrange-

ments for fire control had been further im-

proved, in addition to improving vigilance 

by its Environment Staff. 

CCOOMMMMEERRCCEE  DDIIVVIISSIIOONN  

STATE LIFE INSURANCE CORPORATION 

(SLIC) 

Complaint No. Reg. K/70/99 (Imp) 

Non-payment of Group Insurance Claim 

of Her Father 

 Mst. Shagufta Yasmeen of Karachi 

stated that her father Mr. Fayyaz Khaliq was 

an employee of SLIC as Sales Representa-

tive and he subscribed to a Group Insurance 

Policy of SLIC, by getting deducted premia 

at the rate of Rs.175 per quarter. He died on 

7.1.1996. As the Agency was not paying her 

the Group Insurance amount, she ap-

proached this Secretariat and my predeces-

sor vide his Findings dated 19.10.1997 had 

recommended as follows: 

“Having examined the details of the 

case, it is recommended that, in the ab-

sence of anyone having been declared 

as nominee by the deceased Sales rep-

resentative, the complainant should ob-

tain and produce Succession Certificate 

to enable the Agency to release pay-

ment of Group Insurance.” 

 The complainant had obtained the 
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Succession Certificate but still the SLIC 

refused to make payment to her. The reason 

for the same was stated that under a Circular 

of the Agency dated 28.11.1988, it had been 

laid down that field personnel below the age 

of 60 years can avail of such Policy without 

any evidence, but those above the age of 60 

years could subscribe to the Policy only by 

producing medical evidence in the form of a 

Good Health Certificate. The deceased was 

over 60 years of age and had not provided 

the required Good Health Certificate. As for 

calling of a Succession Certificate earlier, 

the Agency stated that it was a mistake and 

apologised about it. 

 The investigation included a hearing 

and after discussion it was concluded that 

when Mr. Fayyaz Khaliq subscribed to the 

Policy and agreed to the deduction of premia 

for Group Insurance, he could have been 

informed about the aforementioned Circular. 

It was held that SLIC cannot raise this issue 

after the death of Mr. Fayyaz Khaliq and that 

since SLIC has received the premia, it 

should pay the Group Insurance amount. 

Complaint No. Reg. H/7316/99 

Delay in Payment of Death Insurance 

Claim 

 Mst. Bibi Salim Jan of Abbottabad 

complained about delay in payment of death 

claim to her under the Life Insurance Policy 

of her husband taken from SLIC. Her late 

husband had purchased the policy worth 

Rs.1 lakh on 31.10.1993. After payment of 

three yearly instalments of premium, he died 

on 28.11.1996. Thereafter, the complainant 

had lodged a claim under the policy but it 

had not been paid to her since then, on 

which she requested for intervention. She 

stated that she had to bring up minor or-

phaned children with no source of income. 

On taking up the matter with the Agency it 

reported that payment of the claim had been 

refused because the insured person had con-

cealed his diseases at the time of taking the 

Policy. It was also stated that the signatures 

of the insured person on the proposal form 

are quite different from his signatures on the 

National Identity Card, giving rise to suspi-

cion that the contract was not signed by him. 

The insured had expired due to myocardial 

infarction and the Agency now produced 

evidence that he was also an old patient of 

diabetes mellitus. He had remained admitted 

in the Fauji Foundation Hospital, Mansehra 

from 23.9.1996 to 29.9.1996, before his sad 

demise. The Agency relied on these facts for 

its refusal. 

 After a thorough investigation, it was 

observed that both, the report of the sales 

representative of the Agency and of con-

cerned doctor who had examined the de-

ceased before issuance of policy, had left no 

doubt as to the identity of assured in the 

matter of signing the Proposal Form/Decla-

ration himself. Also his medical fitness was 

duly certified by a responsible doctor at that 

time. It was held that in view of the same, 

the Agency is not justified in raising the 

objections now. It was therefore recom-

mended that the Agency should pay the 

claim to the complainant widow within a 

moth. 

Complaint No. Reg. H/9012/99 

Misappropriation of Instalments 

Deposited 

 Mr. Shala Khan of Chak Jassokay 

Dhon, Tehsil Depalpur, District Okara com-

plained that receipts of two instalments for 

the years 1995 and 1996 paid by him to X, a 

representative of SLIC had not been given to 

him, neither the credit of the same has been 

given. 

 The matter was taken up with the 

Agency. However, according to the correct 

procedure, instalments are in no case to be 

paid to any representative of SLIC. Although 

the complainant had acted contrary to the 
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required procedure, it was observed that 

obviously it is the responsibility of the 

Agency to make amends for the defalcation 

made by their credited representative, who is 

also supposed to know and follow the cor-

rect procedure. It was recommended that the 

amount misappropriated by X should be 

made good by SLIC who should in turn 

recover the same through whatever means 

possible from X and give credit of the same 

to the complainant. 

Complaint No. Reg. L/4525/99 

Non-payment of Surrender Value 

 Mr. Faqir Hussain of Lahore had taken 

an Insurance Policy from Sahiwal Zone and 

had to discontinue the payment of further 

instalments on account of financial stringen-

cy. He therefore made an application to the 

Sahiwal Zone of SLIC in May, 1999 for the 

payment of surrender value. Not having 

succeeded, he requested for intervention. 

 In addition to calling a report from the 

Agency a hearing was held. Representative 

of the Agency gave an undertaking that the 

matter is under examination and will defi-

nitely be finalised within a month and pay-

ment of surrender value will be arranged to 

the complainant according to his entitlement. 

The complainant was satisfied with this 

commitment. The Agency was advised to 

submit a compliance report soon after the 

payment has been made to the complainant. 

Complaint No. K/547/99 

Non-response to Representation Against 

Fake Policy 

 Syed Imtiaz Abbas Hussain of Karachi 

stated that he had taken an Insurance Policy 

dated 15.9.1994 for Rs.500,000. This policy 

included accidental death benefits and fami-

ly income benefit @ 24% of the sum assured 

for a period of 13 years. Later on, it was 

discovered that the family income benefit 

was @ 10% but the agent who sold the poli-

cy to the complainant, had manipulated and 

written the figure of 24% on the policy doc-

ument. The complainant requested for direc-

tion to SLIC to honour the conditions men-

tioned in the policy, with family income 

benefit @ 24%. 

 When a report was called from the 

Agency, it admitted the forgery made by its 

agent and offered the complainant either to 

get his policy revived on payment of premia 

and late fee, etc, or, take the surrender value 

of the policy. 

 After investigation, the Agency was 

directed to revive the policy without any 

penalty, if so opted by the complainant, in 

order to enable him to take surrender value 

of the policy after its revival. Appropriate 

action was also recommended to be taken 

against the concerned insurance agent. 

Complaint No. Reg. K/1841/98 

Delay in Payment of Group Insurance 

Claim 

 Mst. Rani, a resident of District 

Umerkot, widow of Mr. Murad Ali Khoso 

lodged a complaint against SLIC for pay-

ment of the amount of Group Insurance after 

the death of her husband. On taking up the 

matter with the SLIC, it replied that “this 

claim is not payable as we have received a 

letter from the concerned department in-

forming us that the above employee was 

retired from service on 31.12.1992 and died 

on 29.10.1996 and the Group Insurance 

claim is not payable after retirement. The 

concerned department sent the above claim 

showing the age of deceased as 58 years and 

there is no mention in our claim Form ‘C’ & 

‘D’ that he was a retired employee. That is 

why this claim was not processed.” 

 A hearing was also held in the case. It 

was clear that the deceased had retired on 

31.12.1992 and died 4 years thereafter on 

29.10.1996 and his heirs were not entitled to 

the Group Insurance as stated by the Agency. 
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However, on humanitarian grounds it was 

recommended that it will be appreciated if 

the Agency pays to the heirs of the deceased 

a sum of Rs.25,000. The Agency paid this 

amount and the complainant was satisfied. 

CCOOMMMMUUNNIICCAATTIIOONN  DDIIVVIISSIIOONN  

KARACHI SHIPYARD & ENGINEERING 

WORKS (KSEW) 

Complaint No. Reg. K/2855/98 

Delay in Payment of Medical Bills 

Amounting to Rs.2,921,160 

 Messrs Hanif Hospital (Private) Lim-

ited of Karachi complained against Karachi 

Shipyard and Engineering Works (KSEW) 

for delay in making payment of medical bills 

amounting to Rs.2,921,160. The hospital is 

on the approved panel of KSEW for the 

treatment of its employees under a contract 

dating back to November, 1996. A report 

from the Agency stated that the liability was 

outstanding due to poor financial position of 

the organisation and that some funds from 

the Federal Government were expected 

soon. The complainant pointed out that 

while his bills are held up, the hospital has 

been paying reasonable instalments towards 

clearance of outstanding liability of another 

hospital. 

 Investigation of the complaint indicated 

that the contract with the complainant’s 

hospital clearly envisaged that the payment 

of bills would be made on monthly basis, 

which had not been done. It was only after 

the complaint was registered with the Re-

gional Office of this Secretariat in Karachi 

that the KSEW started making payment of 

Rs.100,000 per month. Consequent to a 

hearing that was held, it was agreed that the 

liability of the complainant would be cleared 

in instalments of Rs.400,000 per month. The 

KSEW started making payment accordingly, 

as per recommendations of the Ombudsman. 

POSTAL LIFE INSURANCE (PLI) 

Complaint No. Reg. K/635/99 

Less Payment of Surrendered Value of 

Policies 

 Mr. Tauseef Hussain of Karachi was 

aggrieved of less payment made by Postal 

Life Insurance (PLI), Karachi on account of 

surrendered value of his two Insurance Poli-

cies of Rs.100,000 and Rs.150,000, for 

which monthly premia had been fixed @ 

Rs.244 and 380 respectively. The complain-

ant had received the payment according to a 

new formula prescribed on 30.5.1997. The 

complainant had subscribed to the Policies 

earlier than that. The old formula was more 

beneficial and the complainant requested for 

payment according to that. 

 During the investigation, it was pointed 

out by representative of the Agency that the 

PLI had decided to make payment according 

to old formula on policies which were pur-

chased before 30.5.1997. However, in case 

of the complainant, the Agency stated that in 

spite of the fact that he had purchased the 

Policies before 30.5.1997, he had been al-

ready paid the surrender value of his Policies 

and had received the payment at the new 

rates and hence the difference cannot be 

paid. After discussion, it was observed that 

the same is not fair; the complainant, having 

purchased the Policies before 30.5.1997 

should be paid the surrender value at the old 

rates. It was accordingly recommended that 

the Agency should make payment of the 

difference to the complainant and report 

compliance within 30 days. 

PAKISTAN TELECOMMUNICATION 

COMPANY LTD. (PTCL) 

Complaint No. Reg. K/1192/99 

Wrong/Excessive Billing 

 Mr. Akbar of Karachi felt aggrieved by 

a telephone bill for Rs.74,984 received by 

him for the month of October, 1998. Prior to 
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that, he had also received a bill for amount-

ing to Rs.5,352, which according to him, 

was also unreasonable. On taking up the 

matter with the Agency, it was reported that 

there was a fault during the month of July, 

August and September, 1998 in Sabo Rahu 

Digital Exchange, due to which billing data 

was not properly transferred. Therefore, 

average bills were issued for these months. 

When the technical mistake was rectified an 

accumulative bill was issued. A detailed 

hearing was held, during which the com-

plainant challenged the correctness of the 

accumulative amount charged from him. The 

trend of calls from January to June, 1998 

was observed. Average of the same comes to 

1,612.5 calls per month, but the figure of 

calls in the October, 1998 bill jumped to 

39,138. After thorough examination, it was 

recommended that the complainant be 

charged @ 1,613 calls per month from July 

to October, 1998. The amount of Rs.5,352 

was stated to be a provisional amount and as 

such it was recommended that the same 

should be deleted/adjusted while revising the 

bills. 

Complaint No. Reg. H/9501/98 

Delay in Provision of Telephone 

Connection 

 Chaudhry Muhammad Zafar, resident 

of Mouza Porba, Tehsil and District Gujrat 

complained about extraordinary delay in 

providing him telephone connection. He had 

made payment against the demand note on 

5.4.1991. Later on, Advice No. 8467 dated 

5.11.1991 was issued to him. In spite of the 

same he was still waiting for installation of 

telephone. 

 On taking up the matter with the Agen-

cy, it took the plea that the demand note was 

issued by mistake and that the telephone is 

expected to be installed as early as possible 

with the provision of cable network. It ob-

served that the plea taken by the Agency is 

hardly convincing. It rather amounts to mal-

administration. There is no justification of 

issuing a demand note before ensuring the 

availability of cable pair. It is ironic to note 

that the Agency had been sleeping over the 

case of the complainant for the last about 7 

years, after receiving payment from him. It 

was recommended that arrangements to 

provide telephone connection to the com-

plainant should be made at the earliest and 

compliance be reported within 30 days. 

Complaint No. Reg. Q/90/98 

Unjust Delay in Payment of Family 

Pension 

 Mst. Hayat Bibi widow of late Mu-

hammad Siddique complained that her hus-

band, ex-Naib Qasid, Office of the General 

Manager, WTR, Quit died on 19.6.1989, the 

family pension case was referred to the Di-

rector of Accounts PTCL on 16.1.1990, but 

the same is still pending. On taking up the 

matter with the Agency it reported that the 

deceased had rendered qualifying service for 

9 years 10 months and 14 days, i.e. less than 

10 years. The service is short by 1 month 

and 16 days only from 10 years. It was stat-

ed from the Agency’s side that under the 

PTCL Rules it is not possible to grant gratui-

ty/pension by condoning even such a small 

period. 

 It was observed that the Agency’s 

stance is not reasonable, in not condoning 

such a short period. It was therefore recom-

mended that the relevant small period be 

condoned and the Agency was advised to 

accordingly sanction family pension to the 

complainant. It was also recommended that 

the amount of gratuity should also be revised 

accordingly and be paid to the complainant. 

Compliance was desired to be intimated 

within 30 days. 
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Complaint No. Reg. Q/30/99 

Bogus Billing 

 Mr. Muhammad Karim of Duki, Dis-

trict Loralai, Balochistan stated that for his 

telephone No. 549 he received a bill of 

Rs.184,659 for the period from June, 1996 to 

May, 1997. He approached the Agency but 

no response was received. He requested that 

the Agency be directed for correction of his 

bill. On the intervention of this Secretariat 

the Agency examined the matter. It was 

found that the system is non-digital and 

details of telephone calls are not available. 

Previous trend of the telephone bills did not 

justify this heavy amount. It was therefore 

withdrawn and a reasonable bill on previous 

average basis was instead issued to the com-

plainant. The complainant confirmed relief. 

The Agency was advised to be careful in 

future and issue correct bills to the subscrib-

ers. 

Complaint No. Reg. K/3317/98 

Request for Appointment of Son Against 

Quota for the Sons of Ex-employees 

 Mr. Badruddin made a complaint 

against PTCL to the effect that his son Mr. 

Salahuddin Madani was not appointed 

against the quota for the sons of ex-

employees. He stated that he had put in more 

than 46 years of service in the Agency and 

retired as a selection grade accountant w.e.f. 

15.3.1996. He had been continuously ap-

proaching the authorities for appointment of 

his son who could not be appointed as there 

was a ban on appointments. He was willing 

to take up any post including the post of a 

lineman. His son was a student of BA Part-I 

and had done different diploma and network 

courses/languages in Computer. Recently 

about 2,500 work-charge employees were 

regularised. He alleged that there were 4 

cases of appointment which were made out 

of the way. The complainant had a large 

family to support and was facing difficulties. 

 A report was called for from the Agen-

cy and a hearing was held. During the hear-

ing it was brought to notice that there was a 

25% quota for the sons of ex-employees. A 

large number of applications were pending 

against the same. After hearing the parties 

and perusing the record, it was observed that 

it was a deserving case where the complain-

ant had put in long service in the Agency 

and none of his sons were reported to have 

been employed anywhere. The complainant 

was ailing and had the responsibilities of 

looking after his family. It was therefore 

recommended that Mr. Salahuddin Madani 

be considered and appointed on any first 

available vacancy. 

Complaint No. Reg. K/796/99 

Wrong Inclusion of Overseas Calls for the 

Month of August, 1997 

 Mr. Abdul Rehman Baloch of Karachi, 

stated that wrong overseas calls were includ-

ed in his bill for the month of August, 1997. 

His consumer number with PTCL was 

KHIO-2629. He was making payment of 

internet service as and when the bills were 

sent to him. He had paid the bills upto Au-

gust, 1997 through United Bank Limited, 

Al-Hayat Branch, Karachi. The amount of 

bills already paid was appearing in the sub-

sequent bills since September, 1997. He took 

up the matter with the Agency but to no 

avail, on which he requested for interven-

tion. 

 On taking up the matter with the Agen-

cy, it reported that the amounts which the 

complainant had paid upto the month of 

August, 1997 and the credit of which was 

missing, were being intimated to the Com-

puter Centre for necessary adjustment. A 

haring was held and parties were heard. The 

complainant stated that his problem had 

been since resolved. He had paid all the dues 

upto March, 1999 and now only the current 

bill of April, 1999 was to be paid by him. 
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The Divisional Engineer informed that the 

problem arose because the credit entries 

were intimated late by the Islamabad Office. 

 The matter was discussed with the 

parties and it was observed that the Agency 

should streamline its accounting procedure 

so that the bills paid by the clients are ac-

counted for, without any unnecessary delay. 

The local office at Karachi was directed to 

take up this matter with the concerned Sen-

ior Accounts Officer, Telephone Revenues at 

Islamabad. It was directed that a copy of 

these Findings should also be sent to the 

Senior Accounts Officer, Data Services, 

PTCL, Blue Area, Islamabad, for looking 

into the matter and streamlining the proce-

dure, so that the credits are accounted for in 

time and amounts of bills already paid are 

not shown as arrears. 

Complaint No. Reg. K/301/99 

Wrong Inclusion of Overseas/NWD Calls 

 Messrs Wahid Photostat Store of Kara-

chi complained against PTCL that wrong 

NWD and overseas calls were included in 

the bill in respect o their telephone No. 

742121. The complainant had taken up the 

matter with the Agency, but to no avail. 

 On taking up the matter with the Agen-

cy it was intimated that excessive billing 

complaint was considered in the Divisional 

Vigilance Committee (DVC) meeting held 

on 27.2.1999 and the complainant’s request 

was refused. With its report the Agency had 

enclosed statement of calls for the period 

6/95 to 8/96 and it was stated that the matter 

is due to be considered by the Regional 

Vigilance Committee (RVC) on 22.3.1999. 

On examination of the matter the Committee 

was convinced of the complainant’s case and 

deleted the overseas calls for the months of 

January 1996 to May, 1996. The decision 

was communicated to the complainant. A 

hearing was also held, in which the Agency 

intimated with the complainant was given a 

rebate of Rs.12,294 by deletion of aforemen-

tioned overseas calls. Grievance of the com-

plainant was thus redressed. It was recom-

mended to the Agency that the telephone of 

the complainant, which had been discon-

nected, should be restored without restora-

tion charges, as the Agency itself had admit-

ted the mistake and had revised the bill. 

Complaint No. Reg. K/2798/98 & 

Reg. K/2799/98 

Unjust Deduction of Leave Encashment 

from VSS Payment 

 Two similar complaints were received 

from Messrs Zaheerullah Ansari and Mirza 

Riaz Baig of Karachi against PTCL. These 

were regarding unjust deduction of leave 

encashment from payments made to them 

under the Voluntary Separation Scheme 

(VSS). Mr. Zaheerullah Ansari was working 

as Engineer in Telegraph Workshop, Kotri 

and after completing 30 years 9 months 

service he decided to take retirement under 

the VSS on 28.2.1998. He surrendered 130 

months of his remaining service and more 

than 3 years leave in his account. He was 

given leave encashment equivalent to six 

months salary but after two months this 

amount of leave encashment was deducted 

from VSS payment on the plea that his ser-

vice was less than 31 years. Under the VSS, 

service of more than six months was to be 

counted as one complete year. His retirement 

was not usual but it was under a special 

package offered by PTCL which promised to 

give full pensionary benefits to the employ-

ees having completed 30 years of service. 

He pleaded that therefore he was entitled to 

leave encashment. 

 Mirza Riaz Baig stated that he was 

working as Sub-Engineer in Telegraph 

Workshop, Kotri and had completed 30 

years 9 months service. He also took retire-

ment under the VSS on 28.2.1998. He had 

surrendered 74 months remaining period of 
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service and more than 3 years leave in his 

account. He prayed that the leave encash-

ment deducted should be refunded to him. 

 On taking up the matter with it, the 

Agency took the stand that in their scheme 

there was no relaxation of period of service 

regarding grant of leave encashment. It was 

granted to those officers/officials who had 

completed 31 years service or above. The 

complainants had not completed 31 years of 

service, but due to misunderstanding the 

leave encashment was granted to them and 

was later on deducted. 

 Hearings were held, in which the par-

ties were present. The complainants stressed 

their points and also produced a copy of 

Finance Division’s letters No. SOR-SR-III-

30/73 dated 20.7.1967 and 2.2.1973, which 

dealt with the condonation of deficiency in 

qualifying service and wanted that on the 

analogy of the same, shortage of service of 

about 3 months service should be condoned 

for the purpose of leave encashment. 

 To conclude, it was observed that the 

complainants had put in service of 30 years 

9 months each and the shortage was only of 

about 3 months. If a period upto 6 months 

could be condoned for qualifying for pen-

sion the Agency should have considered 

condonation of about 3 months period for 

the purpose of leave encashment. In the 

present case the complainants had surren-

dered substantial amount of leave with full 

pay. They had also surrendered part of their 

service. In fact they were granted leave en-

cashment but afterwards the Agency had 

recovered the same. It was also observed 

that deduction of the amount after having 

paid it, would cause uncalled for hardship to 

the complainant. It was therefore recom-

mended that the leave encashments already 

paid to the complainants should not be re-

covered. The grievance of the complainants 

was thus redressed. 

Complaint No. Reg. H/2286/99 

Delay in Installation of Telephone 

 Mr. M. Mubarak Ali, General Secretary 

of Tanzeem-e-Falah-o-Behbood, Hawksbay 

Road, Karachi lodged a complaint, alleging 

abnormal delay in installation of new Tele-

phone connection, despite his having applied 

for the said facility about two years ago. In 

support of his contention the complainant 

also enclosed copy of a receipt bearing Reg-

istration Serial No. 496. 

 The Agency submitted comments stat-

ing that ordinary demands of Hawksbay 

Exchange had been considered upto 1998 

according to seniority. It was stated that 

because of the non-availability of network 

and switching capacity this demand which 

stood at Serial No. 496, will be considered in 

the next financial year 1999-2000, alongwith 

other pending cases of Hawksbay. With the 

situation stated by the Agency, the General 

Manager concerned was advised to arrange 

installation of the telephone connection as 

soon as possible. 

Complaint No. Reg. K/835/99 

Wrong Inclusion of Overseas Calls and 

Disconnection of Telephone 

 Mr. Sarfraz Majid Khan of Karachi 

complained that wrong overseas calls were 

included in his telephone bill for the month 

of August, 1998. His telephone No. 4916972 

is a residential telephone and he stated that 

he never made the overseas calls to India, 

USA, Iran, Saudi Arabia, UK, UAE, Swit-

zerland and Germany, which was shown in 

the bill. He had approached the Agency and 

his complaint was rejected by the Regional 

Vigilance Committee (RVC). 

 In addition to calling a report a hearing 

was held. It was noticed that during two 

days, i.e. 9th and 10th August, 1998 about 

184 calls were made to various countries of 

the world almost continuously. An amount 

of Rs.54,950 had been charged for the same. 
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These were all booked calls. The complain-

ant denied having made any overseas calls 

since the telephone was installed in 1993. 

Representative of the Agency accepted that 

indicated misuse of the telephone was estab-

lished and agreed that the concerned over-

seas calls should be deleted. 

 Previous record/trend of use of tele-

phone was also examined and it was rec-

ommended that the overseas calls of 9th and 

10 August, 1998, objected to by the com-

plainant, be deleted and the amount should 

be recovered instead from those who actual-

ly booked the calls/called the parties con-

cerned. It was also recommended that the 

telephone, which had been disconnected due 

to non-payment of the unfair charges, should 

be restored without any restoration charges. 

Complaint No. Reg. K/417/99 

Non-response to Request for Appointment 

Against Sons Quota for Ex-employees, 

Petitioner Completed Training 

 Mr. Ateequddin of Karachi complained 

against PTCL to the effect that he was not 

being appointed against quota for the sons of 

ex-employees. He had completed three years 

Apprenticeship Course at Haripur Hazara in 

Telecommunication Electronics Trade on 

30.4.1997. He was given to understand that 

he would be given a job as well. His father 

was working in the same organisation and 

had died during service. He was not given a 

job whereas many others had been employed 

in the Telephone Industries of Pakistan (TIP) 

at Hazara. He approached the Agency but to 

no avail. 

 A report was called from the General 

Manager, TIP, Karachi and hearings were 

held. The Agency reported that the name of 

the complainant was at Serial No. 179 of the 

seniority register maintained by the Agency 

for the sons of deceased employees and he 

would be considered for appointment subject 

to his suitability and the availability of a post 

in his turn. The Agency was also expecting 

that the Office of the Southern Region may 

be closed down due to insufficient workload. 

 The matter was discussed with the 

parties and it was observed that although 

there was only a little chance of the com-

plainant getting a job in the near future, the 

Agency was advised to prepare separate lists 

of similar applicants. It was advised to pre-

pare lists of those applicants whose parents 

had died while in service and those whose 

parents had expired after retirement. It was 

recommended that preference should be 

given to both the types of cases for the pur-

pose of appointment, provided the candidate 

satisfies the other requirements. 

Complaint No. Reg. K/191/99 

Issuance of Wrong Bills in Respect of Old 

Telephone and Delay in Restoration of 

Phone 

 Mr. Muhammad Ishaque Khalili of 

Karachi complained against PTCL regarding 

issuance of wrong bills in respect of his old 

telephone and delay in restoration of the 

disconnected telephone. The complainant 

stated that his telephone No. 2574889 was 

given a new number 2351351 and closed. He 

requested that his telephone be restored as 

there were no arrears payable by him. On 

taking up the matter with the Agency it re-

ported that telephone No. 2574889 was 

opened in the name of the complainant and it 

was closed on 17.3.1999 due to off-loading 

of Hawksbay Exchange and a new telephone 

No. 2351351 was allotted to him. 

 Hearings were held representative of 

the Agency stated that telephone number of 

the complainant was changed also as re-

quested by him. The complainant stated 

during the hearing that his telephone was 

now working. However, it was seen that the 

complainant had paid the bill for August, 

1998 in the next month but his telephone 

was still disconnected and restored only in 
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March, 1999. It transpired that the Agency 

had taken a long time to put the telephone in 

working condition. The complainant had 

been running from pillar to post for about six 

months, which was not a small period. The 

Divisional Engineer was therefore asked to 

issue a letter of regrets to the complainant 

for the difficulty he had undergone in getting 

the telephone restored. The Agency was 

further asked to ensure that the telephone 

was kept in working order in future. 

Complaint No. Reg. K/3085/98 

Unjustly Charged Overseas Calls 

 Messrs Pak. American (Pvt.) Ltd. Of 

Karachi complained that their Telephone No. 

5683611 had been misused for two days in 

the holy month of Ramazan on 22nd and 

23rd January, 1998. According to them over-

seas calls to various countries such as Saudi 

Arabia, Egypt, Kuwait and Sri Lanka etc. 

had been made in these two days, especially 

at night, when the shop in which the above 

Telephone is installed remained closed. 

 On taking up the matter with the Agen-

cy it reported that the Regional Vigilance 

Committee (RVC) had regretted to give 

relief to the complainant for the overseas 

calls registered on 22nd and 23rd January, 

1998 for Rs.28,569, for the reason that the 

subscriber had failed to lock his telephone 

through Secret Code. No other possibility of 

misuse was there, according to the Agency, 

justifying revision of the bill. 

 Examination of the matter revealed that 

firstly there was no contractual or legal obli-

gation on the subscriber to necessarily make 

use of the Secret Code facility. Secondly, the 

trend of calls made from January 1996 on-

ward was examined. Overseas calls of the 

complainant did not exceed Rs.2,211 in the 

past. The overseas calls of Rs.28,569 were 

thus not consistent with previous trend and 

had been denied by the complainant. He did 

not even know the numbers which had been 

called. It was recommended that charges for 

the aforementioned calls be deleted from the 

bills of the complainant and the telephone, if 

disconnected, be restored without charging 

any restoration fee. 

Complaint No. Reg. H/4192/99 

Delay in Payment of the Amount of G. P. 

Fund 

 Mst. Shirin Khatoon of Karachi com-

plained against delay in payment of her GPF 

amount. According to her she had retired 

from service as ESP, Trunk Telephone Ex-

change on 15.3.1997 and in spite of her best 

efforts the amount of G. P. Fund had still 

remained unpaid. On taking up the matter 

with the Agency, it reported that payment of 

Rs.103,872 had been since made to the 

complainant vide cheque No. 768692 dated 

20.4.1999. However, the cheque had not 

been received by the complainant. A hearing 

was fixed. It was a matter of satisfaction that 

before the date of hearing the complainant 

acknowledged that she had received the 

cheque. The intervention of this Secretariat 

was thus of help. 

Complaint No. Reg. K/3521/98 

Excessive/Wrong Billing 

Messrs Nakshbandi Industries Ltd. of Kara-

chi, subscribers of Telephone No. 7738838 

(ISD) with Secret Code, complained against 

PTCL to the effect that in the billing months 

of December, 1996 and January, 1997, cer-

tain Overseas/NWD call charges were in-

cluded in the bills, although no such calls 

were made by them in these months. The 

complainants lodged a complaint with the 

General Manager, STR-II, Karachi, which 

was regretted by the Regional Vigilance 

Committee (RVC) vide its consolidated 

order, dated 30.4.1997, with the observa-

tions: “The subscriber is requested to be 

vigilant regarding his secret code to avoid 

such type of complaint and any such dispute 
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in future.” The complainants filed an appeal 

before the Headquarters Vigilance Commit-

tee, but the same was lying undisposed of, 

since July 1997. Their telephone was dis-

connected for non-payment. 

 Investigation of the complaint indicated 

that all the disputed calls were made during 

night and even on Fridays and on closed 

holidays, although the complainant’s office 

hours were from 9:00 AM to 5:00 PM. The 

complainant admitted that they have been 

provided with Secret Code facility. The 

Agency’s case was that the failure of the 

complainants to make use of the facility of 

Secret Code disentitled them to agitate 

against the inclusion of call charges in ques-

tion in respect of the calls which they say 

were not made by them. 

 The short point involved in this case 

for consideration was as to whether the 

complainant were entitled to assail the de-

mand of the disputed call charges notwith-

standing their failure to avail the Secret 

Code facility. The contention of the Agency 

was repelled and it was held that if the mis-

use of the telephone of the subscribers is 

proved, then they cannot be deprived of their 

right to assail the demand of charges of the 

calls which were not made by them. It was 

held that the misuse of their telephone was 

apparent from perusal of the details of the 

Overseas and NWD calls in question; hence 

the Agency was directed to delete the dis-

puted amounts from the complainant’s ac-

count and to restore their telephone without 

payment of restoration charges and the line 

rent for the entire period from the date of its 

disconnection till its restoration. 

Complaint No. Reg. K/433/99 

Deletion of Overseas Calls of July, 1997 

 Mr. Eid Muhammad of Karachi com-

plained regarding NWD and Overseas calls 

of Rs.12,000 recorded on his Telephone No. 

4942674 on 31.7.1997. He stated that the 

telephone was out of order on and since that 

date. The matter was taken up with the 

Agency, which reported that excessive bill-

ing complaint for the month of July, 1997 

had been rejected by the Regional Vigilance 

Committee (RVC). During the course of a 

hearing the Divisional Engineer Telephones 

produced a fault card showing that the above 

telephone remained faulty from 31.7.1997 to 

4.8.1997. 

 The matter was examined in the light 

of contentions of the parties and the material 

available on record, including statement of 

calls from March, 1997 to February 1999. 

The same revealed that except the overseas 

calls of July and August, 1997 for Rs.5,995 

and Rs.248.70 respectively no overseas calls 

had been recorded on the above telephone at 

any other time. 

 Since the telephone was out of order 

from 31.7.1997 to 4.8.1997, it was recom-

mended that all overseas and NWD calls 

recorded between these dates should be 

deleted. It was recommended that a revised 

bill be issued to the complainant and the 

telephone be restored without charging any 

restoration fee. 

Complaint No. Reg. K/1249/99 

Non-response to Request for Restoration 

of Phone and Refund of Payment Made 

 Mr. S. M. Ayub of Karachi, requested 

for restoration of telephone No. 6311507 

which was disconnected without any fault on 

his part. He had been paying the bills regu-

larly since February, 1998. His landlord was 

a defaulter for non-payment against tele-

phone No. 6318738. He had nothing to do 

with this telephone. Still, the PTCL had 

disconnected his telephone due to non-

payment of the dues of telephone No. 

6318738 by his landlord. 

 On taking up the matter with the Agen-

cy and during a hearing the Agency stated 

that the telephone was disconnected on the 
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basis of ‘defaulter’s premises’. It has been 

repeatedly held that the very concept of 

defaulter’s premises should be done away 

with, as it is totally unfair. The Agency 

agreed to restore the telephone of the com-

plainant without restoration charges. 

Complaint No. Reg. K/272/99 

Excessive/Wrong Billing 

 Mr. Ehsan Elahi of Karachi, subscriber 

of Telephone No. 4545212 stated that due to 

non-payment of an incorrect excessive bill 

for the month of March, 1998 for Rs.9,690 

his telephone was wrongly disconnected on 

27.11.1998. It was alleged that after rectifi-

cation of the said bill another bogus bill for 

the month of September, 1998 for Rs.9,455 

was again issued to him. Failing to get the 

redressal of his grievance, he requested for 

intervention. 

 When called upon to explain their posi-

tion the Agency informed that local and 

NWD calls of September, 1998 were normal 

as per previous trend of calls, but on check-

ing the bills for the months of March and 

April, 1998 it was found that the amount of 

Rs.19,715 had been wrongly charged as 

other charges in the aforementioned bills. 

The Agency rectified the situation and a plus 

entry of Rs.19,715 was given in the comput-

er. 

 Grievance of the complainant was 

redressed. However, it was recommended 

that the General Manager, PTCL concerned 

should hold an inquiry into the matter and 

take suitable disciplinary action against 

members of staff who are found responsible 

for causing the inconvenience and harass-

ment to the complainant. Result of the in-

quiry was required to be intimated within 

one moth. 

Complaint No. Reg. K/1140/99 

Excessive/Wrong Billing 

 Mr. Muhammad Ghayas Usmani of 

Karachi was aggrieved by the decision of the 

Regional Vigilance Committee (RVC) of 

30.1.1999 regretting to the complainant 

relief about overseas calls of Rs.46,000 

registered in May 1999 against his telephone 

No. 4915793. Investigation of the complaint 

revealed that the aforementioned calls had 

been recorded only during 3 days from 

27.5.1998 to 29.5.1998. The complainant 

stated that he had not called the numbers 

indicated in the bills. The trend of use of the 

telephone from 1997 onwards was exam-

ined. It revealed that the complainant had 

made overseas calls of Rs.170 only in this 

period. After taking out the amount of calls 

owned by the complainant, it was deter-

mined that calls worth Rs.36,024 had been 

charged unfairly from the complainant. It 

was recommended that this amount should 

be deleted, as misuse of the telephone had 

been established. It was also recommended 

that the telephone of the complainant be 

restored without charging any restoration 

fee. 

Complaint No. Reg. K/498/99 

Denial of NWD Calls 

 Mr. Muhammad Asif Baqai, who is the 

son of Mr. Hakim Din Baqai, the deceased 

subscriber of Telephone No. 6639875 com-

plained against PTCL for the inclusion of 

about 250 NWD calls made from 14.4.1997 

to 16.4.1997 continuously in a very quick 

succession. These calls were denied by the 

complainant on the ground that he and his 

family have no relatives or contacts in the 

cities mentioned in the disputed bill of April, 

1997. 

 The complainant tried to seek relief 

from the Agency. His case was considered 

one after the other by the Divisional Vigi-

lance Committee (DVC), Regional Vigilance 

Committee (RVC) and Headquarters Vigi-

lance Committee (HVC) and was rejected. 

The Agency also stated that the appeal of the 
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complainant was time-barred. 

 On examination of the matter it was 

observed that the DVC, RVC and HVC had 

rejected the complaint and appeal without 

keeping in view the past trend of the calls, 

which showed that except the disputed over-

seas calls of April, 1997 for Rs.12,258.25 no 

such calls had been recorded on the above 

telephone in the past. The Agency had also 

failed to justify the abnormally large number 

of about 250 disputed calls, which were 

made round the clock during the period of 

three days. There was, therefore, no hesita-

tion in arriving at the conclusion that the 

telephone of the subscriber had been mis-

used. Accordingly, it was recommended that 

the disputed NWD calls be deleted from the 

bill of April, 1997. 

Complaint No. Reg. K/352/99 

Incorrect Excessive Billing 

 Mr. Tanveer Ahmed of Karachi, sub-

scriber of Telephone No.5673215 com-

plained that he had been billed incorrectly 

and excessively for the month of April, 1995 

for 41,127 local calls. The Divisional Vigi-

lance Committee (DVC) which was ap-

proached by the complainant had refused to 

revise the bill, but the Regional Vigilance 

Committee (RVC) revised the bill to 1,020 

local calls on the basis of average of previ-

ous month. The complainant also protested 

about the deletion of an amount of 

Rs.13,378 earlier shown as credited to him. 

 Report of the Agency was obtained and 

a hearing was also held. Examination of the 

matter indicated that the previous trend of 

the telephone indicated that the number of 

calls varied from 200 to 1,000 in a month. 

Under the circumstances, the decision of the 

Agency revising the disputed 41,127 local 

calls of April, 1995 to 1,020 appeared to be 

justified. As regards the amount of 

Rs.13,378 firstly credited and then deducted 

from the complainant, it was clarified by the 

Agency that the said amount had been paid 

by some other subscriber against the com-

plainant’s telephone number and had been 

wrongly credited to the complainant. The 

deduction of the same by the Agency was 

therefore justified. 

 Telephone of the complainant had re-

mained disconnected from 24.4.1998 to 

24.6.1998. The Agency also agreed to delete 

the amount of line rent charged for this peri-

od. The complainant’s problems was com-

pletely resolved with the intervention of this 

Secretariat. 

Complaint No. Reg. K/272/99 

Excessive Billing 

 Syed Zahid Ali Bukhari of Karachi, 

subscriber of Telephone No. 4585855 ap-

proached this Secretariat for the revision of 

excessive bills for the months of August to 

November, 1998 amounting to Rs.5,604 on 

the grounds that his average monthly bills 

have never exceeded Rs.350 in the past. The 

telephone had also been closed. 

 Report of the Agency was called and a 

hearing was held. Trend of calls from 

6.2.1997, when the telephone was originally 

installed, upto February, 1999 was exam-

ined. It was seen that the calls on complain-

ant’s telephone had varied from 32 to 205 

calls in a month. The Divisional Vigilance 

Committee (DVC) had given some relief to 

the complainant. However, it was estab-

lished that the same was not sufficient. It 

was accordingly recommended that the bills 

of the complainant from August to Novem-

ber, 1998, which are really excessive and 

indicate the misuse of his telephone, should 

be revised on the basis of average monthly 

calls for the past 12 months prior to August, 

1998. It was recommended that the revised 

bill should be issued to the complainant and 

the telephone should be restored without any 

restoration fee, under intimation to this Sec-

retariat. 
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EEDDUUCCAATTIIOONN  DDIIVVIISSIIOONN  

Complaint No. Reg. Q/14/99 

Delay in Payment of Fees by the Ministry 

of Education for Two Students Selected 

for Study in the Public Schools 

Hyderabad and Abbottabad 

 Mr. Sado Khan of Queta, father of 

Master Kaleemullah and Master Samiullah 

students of Classes VIII and VII in the pub-

lic Schools, Abbottabad and Hyderabad 

respectively, lodged this complaint. Under a 

scheme of the Ministry of Education, after 

due selection by competition, a specified 

number of students of Balochistan domicile 

are provided education at the Public Schools 

and Cadet Colleges at Government expense. 

These two students had also been duly se-

lected by competition. 

 On taking up the matter with the Agen-

cy it reported that the delay in payment of 

fees of these two students was due to delay 

in release of funds to the Ministry of Educa-

tion by the Ministry of Finance. It was re-

ported that a summary for supplementary 

grant amounting to Rs.25.326 million to pay 

the liability of Federal Government nomi-

nees at the Public Schools Hyderabad and 

Abbottabad and other 19 Cadet Colleg-

es/Public Schools is under process. It was 

indicated that as soon as funds are available, 

the fees of the concerned students will be 

duly paid. The Ministry of Education in-

formed that the Principals of the Colleges 

has been requested not to disturb the Federal 

Government nominees in the meantime. 

 It was recommended to the Secretary, 

Ministry of Education to expedite the pay-

ment of the School dues of the complain-

ant’s both sons and also to direct the Princi-

pals of both the Schools not to press the 

complainant for payment of School dues, as 

payment of the same is the responsibility of 

the Ministry of Education. Compliance re-

port was desired within 30 days. 

Complaint No. Reg. H/6970/99 

Raising of Unreasonable Objections in 

Piecemeal and Inattention to Request to 

Rectify the Wrong 

 Miss Maryam Bibi daughter of Mr. 

Mushtaq-ur-Rehman Khan stated in her 

complaint that she is the daughter of a sol-

dier who lost both his legs in the 1965 War 

and subsequently died of war wounds. She 

stated that she has a younger brother and a 

widow mother who cannot go out of house, 

being a ‘Parda’ observing lady. Despite these 

disadvantages the complainant continued her 

studies and had been meeting her expendi-

ture through self-employment. She further 

stated that she had failed in Mathematics 

paper in the annual examination 1996, but 

due to some reason she got the results quite 

late when the admission forms of supple-

mentary examination in respect of other 

candidates had already been dispatched by 

her college. However, she managed to de-

posit the admission fee of Rs.325 in time 

and dispatched the admission forms etc. to 

the Board on 30th November, 1998. She 

received the form back on 11th December, 

1998 with some observations of the Board. 

On 16.12.1998, she collected a new form 

and again dispatched it through registered 

letter to the Board which was again returned 

with the observations dated 23.12.1998 that 

one more photograph may be provided. She 

again fulfilled the Board’s requirement and 

sent the admission form with additional 

photograph through registered letter dated 

29.12.1998. However, she did not get the 

roll number slip. She came to know through 

date sheet that the mathematics paper in 

which she was to appear was to take place 

on 15.3.1999. She sent a fax message to the 

Federal Board on 10.3.1999, requesting for 

her roll number slip but she did not get any 

reply. She telephoned the Board but con-

cerned official was not available on the seat. 

She again rang up the next –day but did not 
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get any reply. Then she called on the General 

Staff Officer-I, Regional Office, Multan who 

controls the Federal Colleges in Multan 

Region on 13.3.1999 and apprised him of 

her problem. He contacted the Board and 

was told that the candidate’s admission form 

had not been received in the office of the 

Federal Board. The Officer gave number and 

date of the registered letter to the Board 

Office and also provided the Bank Draft 

number to them and requested for a provi-

sional permission for her to sit in her Math-

ematics paper till it was found out as to who 

had received the registered letter in the 

Board but the Board did not agree to the 

request made by the Officer on her behalf 

and she was not allowed to appear in the 

examination. She lamented the Board’s atti-

tude, stating that the Board knew that she 

had deposited the admission fee and had sent 

her admission form which had been returned 

three times by the Board and now a recom-

mendation made by a responsible Officer 

was not acceptable to the Board. She re-

quested for a special chance to appear in the 

next examination. 

 Comments of the Federal Board of 

Intermediate & Secondary Education, Islam-

abad and Director General Post Office were 

called for on 28.4.1999. The Post Office 

stated that the Registered letter was deliv-

ered to the Federal Board of Secondary 

Education, Islamabad on 2.1.1999 duly en-

tered on a special delivery slip and the Board 

stated in their reply dated 25.5.1999 that the 

case had been examined in depth and it has 

been found that, “the Admission Form of the 

candidate was received in the Board’s Office 

but is untraceable. As such, the Board admit-

ted the misplacement of her Admission Form 

at their end. 

 The Board further stated that in view of 

the forgoing facts and no fault on the part of 

the candidate the Board will allow the can-

didate to appear in the paper of Mathematics 

only in the SSC Supplementary Examina-

tion, 1999 as requested by her through Re-

gional Office, Multan. 

 It was observed that the complainant 

had made numerous efforts to reach the 

Board on telephone after she sent the admis-

sion forms, meeting the last require-

ment/query of the Board, but she could not 

establish contact with the concerned official. 

The General Staff Officer-I of the Regional 

Office of Federal Government Institutions 

(Cantt. & Garrisons, Multan Region) con-

tacted the Board on telephone and provided 

requisite data in respect of the candidate, 

including Bank Draft number and date 

which was admitted to have been credited in 

the Board'’ accounts yet the Board did not 

allow the candidate to provisionally appear 

in only one paper. This had resulted in loss 

of one precious year of the candidate. The 

reply received from the Board indicated that 

the form was misplaced in the Board'’ Office 

but the Board neither expressed its regrets 

nor indicated that it was carrying out any 

inquiry to determine the responsibility for 

this negligence. In the light of the foregoing, 

it was recommended that: 

a. The Board should carry out a 

formal inquiry into this incident in 

order to fix responsibility and ap-

portion blame for the loss of ad-

mission forms of the complainant 

and take appropriate disciplinary 

action against the delinquent offi-

cial(s) identified by the Inquiry 

Officer. 

b. The Board shall render proper re-

grets to the young citizen for hav-

ing caused her all the anguish and 

worry and for wasting her one 

precious year. 

c. The candidate shall be allowed to 

appear in mathematics paper 

without charging any other fee 

than already deposited by her. 
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 Compliance report on above aspects 

was called for within 45 days. 

 In response, the FBISE implemented 

all the recommendations. They also held an 

inquiry and took disciplinary action against 

the officials found responsible for the lapse 

as under: 
a. Office Superintendent Letter of advice 

b. Assistant " 

c. UDC " 

d. LDC Censured. 

ALLAMA IQBAL OPEN UNIVERSITY (AIOU) 

Complaint No. Reg. H/9567/99 

Non-grant of Admission to M. Ed 

Semester Spring, 1999 

 Mrs. Wajiha Naheed Anwar of Sargo-

dha complained against AIOU for non-grant 

of admission to her in M. Ed. In the Semes-

ter of Spring 1999. On failure to get relief 

from the University, she sought intervention 

of this Secretariat for the redressal of her 

grievance. The Agency was called upon to 

meet the allegation contained in the com-

plaint. In response, it was submitted that 

since the complainant did not fulfil the basic 

criteria for admission (i.e. three years expe-

rience after B. Ed) she could not be admit-

ted. When apprised of the Agency report, the 

complainant expressed her dissatisfaction 

over the reported position in her rejoinder. 

Since the exchange of correspondence was 

not likely to settle the case expeditiously, the 

case was fixed for hearing. Both the parties 

appeared and the matter was discussed 

threadbare. The Agency stated that the com-

plainant applied for enrolment to M. Ed 

General for the Semester of Spring 1999, 

and that the admissions to M. Ed programme 

were made according to the laid down poli-

cy/criteria. It was also stated that the candi-

date fulfilled the requirement of academic 

qualification but she lacked the required 

three years’ experience after issuance of 

B. Ed degree which was awarded to her on 

18.6.1996. According to the Agency, the 

requisite experience of three years was 

counted from the date of issuance of the 

B. Ed degree. The complainant contended 

that she appeared in the B. Ed examination 

in August, 1994, the result was declared on 

15.2.1995 and the result card was issued on 

18.6.1996. She stated that she continued to 

serve as a teacher in a Government School 

since September, 1993 and that after passing 

B. Ed examination on 15.2.1995 her teach-

ing experience must be counted from the 

date of declaration of the result and not from 

the date of issuance of the degree. She con-

tended that since she fulfilled both the re-

quirements of academic qualification and 

teaching experience, the AIOU may be di-

rected to grant her admission in M. Ed in the 

Semester of Spring 1999. 

 After having considered the arguments 

advanced by both the parties it was conclud-

ed that the AIOU had no case, and that the 

complainant was unjustly deprived of ad-

mission to the M. Ed. It was, therefore, rec-

ommended that the complainant be granted 

admission to M. Ed in the Semester of 

Spring 1999. 

Complaint No. Reg. H/5234/99 

Unjust Declaring Absent in the 

Examination 

 Mr. Muhammad Akbar Khan of 

Samundri, District Faisalabad stated that his 

daughter completed her PTC Course from 

the Allama Iqbal Open University during 

1997-98. She attended the practical work-

shop but was shown absent in the award list. 

The omission was brought to the notice of 

Regional Director, who after necessary in-

vestigation revised the result according to 

which his daughter was awarded 85 marks in 

the Workshop and Teaching Practices. The 

Controller of Examinations, AIOU, Islama-

bad however, failed to notify the revised 

result. 
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 According to the report of the Agency 

the candidate was absent from Teaching 

Practice No. 1 and 2, which are compulsory 

components of the workshop. During the 

hearing the complainant produced a copy of 

the supplementary cumulative result, duly 

signed by the Director, Regional Services, 

AIOU, according to which his daughter 

secured 85 marks in the workshop (Course 

Code-611). A note appended to the revised 

result stated that the marks were not includ-

ed in the cumulative result originally submit-

ted and the supplementary result was issued 

after receiving the clarification from the 

tutor. It was clear that the Regional Director 

had satisfied himself before submitting the 

results to the Controller of Examinations. It 

was recommended that the result of the 

candidate be revised as per report of Direc-

tor, Regional Services. 

Complaint No. Reg. H/3778/99 

Delay in Issue of Result Card 

 Mr. Amjad Niaz of Dera Ghazi Khan 

stated that assignment marks included in his 

result were not correct and as such he was 

declared unsuccessful in BA English Exami-

nation Course Code 435. He submitted pho-

tocopies of his assessment forms duly 

marked by the tutor to the University for 

revision of his result, but the same was not 

done. Report was called from the Agency 

and a hearing was held. The award list pro-

duced by the Agency showed that the com-

plainant had scored 37, 43, 22 and 48 marks 

in Assignments No. 1, 2, 3 & 4 respectively 

(aggregate 37.5%). The complainant pro-

duced in original the assignment forms duly 

marked and signed by the tutor showing a 

score of 57, 43, 52 and 48 marks respective-

ly (aggregate 50%). It was recommended 

that the matter be referred to the Regional 

Director for resolution of the disparity with-

in 15 days, otherwise, it would be deemed 

that the marks mentioned in the Assignment 

Form submitted by the complainant are 

correct and the result be revised accordingly. 

Complaint No. Reg. H/5323/99 

Unjust Delay in Issuance of Result Sheet 

 Mr. Masroor Ahmad of Koh Sarki, Dis-

trict Abbottabad stated that he appeared in the 

examination conducted by the AIOU in Au-

tumn 1997 semester but his result was with-

held. On checking the reasons he was in-

formed that he had been penalised for using 

unfair means in the examination. The com-

plainant filed an appeal and the Appellate 

Committee decided to declare his result for the 

second semester but the same was not done. 

 The Agency reported that the com-

plainant was found guilty of using unfair 

means during the Autumn 1997 semester 

examination and his semester was cancelled. 

Record showed that the complainant ap-

peared in Courses 613, 614, 615 and 616 

during Spring 1997 semester. According tot 

he result declared he qualified Course 616 

and was required to reappear in the remain-

ing courses. During Autumn 1997 semester 

the complainant appeared in Course No. 

617, 618, 619 and 620. In addition, he reap-

peared in Courses No. 613, 614 and 615 

carried over from the previous semester. The 

complainant was found guilty of using unfair 

means in Course 617 and his entire semester 

was cancelled by the Unfair Means Commit-

tee while reviewing the penalty on the ap-

peal of the candidate the Appellate Commit-

tee decided to cancel the script of Course 

617 and declare the result of the remaining 

subjects. In view of the decision of the Ap-

pellate Committee it was recommended that 

result for Courses No. 613, 614, 615, 618, 

619 and 620 be declared. 

Complaint No. Reg. H/23146/98 

Delay in Issuance of Result 

 Mst. Firdaus Parveen, residing in a 

village in Tehsil and District Pak Pattan 
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Sharif appeared in PTC Course Code 619 

examination during Autumn 1995 semester. 

She was declared unsuccessful, as her tutor 

failed to submit the scores of 2nd Assign-

ment. The tutor acknowledged the omission 

and informed the Regional Director AIOU 

that the complainant had scored 49 79 marks 

in Assignments No. 1 and 2 respectively. 

The revised results were forwarded to the 

Deputy Director Regional Services, Islama-

bad, but the result card had not been amend-

ed. 

 The Agency reported that the com-

plainant was absent in Assignment No. 2. 

Since her overall aggregate in the Assign-

ments was less than 40%, she was declared 

‘fail’. Record showed that the revised result 

was forwarded by Assistant Regional Direc-

tor, AIOU to Deputy Director Regional Ser-

vices, Islamabad on 29.12.1997. It would be 

reasonable to presume that the Assistant 

Regional Director would have satisfied him-

self with facts before forwarding the revised 

result. If the Regional Director Services had 

any observation, the logical step should have 

been to refer the case back the Assistant 

Regional Director, Sahiwal or the tutor for 

clarification which was not done. 

 It was recommended that the Agency 

should refer the case back to the Assistant 

Regional Director for clarification of doubts, 

if any, if the matter was not resolved within 

30 days, the evidence produced by the com-

plainant should be accepted and revised 

result card be issued. 

Complaint No. Reg. H/14047/99 

Delay in Issuance of PTC Certificate 

 Ms. Nasim Talpur of Village Rajo 

Khanani, District Badin complained against 

AIOU, Islamabad for delay in issuance of 

PTC Certificate. Having had no success in 

getting the matte sorted out by the Agency, 

she sought help of this Secretariat. On taking 

up the complaint with the Agency, it was 

reported that the complainant was involved 

in use of unfair means in PTC-619 examina-

tion in Autumn 1995 Semester and that the 

Unfair Means Committee had decided to 

cancel her script. However, she was allowed 

to reappear in the examination. When ap-

prised of the position as stated by the Agen-

cy, the complainant did not accept the Agen-

cy’s contention as the position of fact. She 

submitted that the AIOU had informed her in 

November, 1996 that her script of Course 

619 Semester Autumn 1995 was cancelled 

on the charge of use of unfair means in that 

examination and that she was allowed to 

reappear in the next examination if other-

wise eligible. She stated that she reappeared 

in the examination and passed the PTC 

Code-619. The matter was referred back to 

the Agency for re-examination of the case. 

The Agency then submitted in supersession 

of their previous report that the complainant 

passed the course PTC-619 in the reappear 

chance, and that she may be advised to apply 

for the certificate on the prescribed form. 

The complainant was informed of the posi-

tion accordingly. 

 Although it was a matter of satisfaction 

that this Secretariat had been instrumental in 

providing relief to the complainant, yet the 

whole episode revealed that there was some-

thing wrong somewhere in the Agency. The 

immeticulous attitude of the AIOU caused 

mental torture to the poor student for no 

reason. It was therefore held that the Vice 

Chancellor should take steps to avoid recur-

rence of such a situation in future. 

Complaint No. Reg. H/14047/99 

Delay in Grant of Pension 

 Dr. Muhammad Arif Zia of Rawalpindi 

complained against AIOU for delay in pay-

ment of pension. The complaint was investi-

gated and the Agency was directed that 

payment be made to the complainant in the 

light of Finance Division Orders vide OM 
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No. F.5(1)-Reg(6)/77, dated 24.2.1977. The 

Agency then paid the pension together with 

commutation to the complainant. Subse-

quently, the complainant demanded formal 

issuance of PPO. During a hearing, it was 

found that pension was being paid to the 

complainant without any hindrance, but 

formal PPO was not issued because of audit 

objection. The Audit Department objected 

that the complainant was appointed in 

BPS-17 on 23.12.1984 with four advance 

increments over and above the pay fixed 

under normal rules on account of outstand-

ing merit and was later paid qualification 

allowance w.e.f. 1.1.1986 for PhD. During 

audit in 1995 it was observed that as per 

Finance Division’s OM No. F.1(97)-R.3/85, 

dated 26.12.1985 the complainant had to 

surrender either advance increments or to 

opt for qualification allowance but he con-

tinued to take both the benefits which led to 

overpayment till 31.12.1995. The audit con-

sidered that the complainant was awarded 

four increments over the initial basic pay in 

contravention of para 16(C) of Finance Divi-

sion’s OM No. F.1(5)-R.12/80, dated 

11.3.1981 which provided that in posts 

where recruitment was not made through 

FPSC premature increments should be 

granted only after the appointing authority 

certifies that suitable persons of requisite 

qualification are not available on the mini-

mum sanctioned pay scale of the post. The 

Audit felt that award of four increments for 

outstanding merit was not justified in the 

case of the complainant and that the incre-

ments were awarded because of his PhD 

degree. Conversely, the Executive Council 

of the AIOU reaffirmed its earlier decision 

for grant of higher initial pay to the com-

plainant from the date of his appointment in 

the University on the recommendation of 

Selection Board with reference to Clause 

7(2) of the First Statutes of AIOU Act and 

reiterated that it was not related to PhD qual-

ification. 

 In view of the above position, it was 

held that the audit objection was not justi-

fied. It was therefore set aside. It was rec-

ommended that full pensionary benefits be 

allowed to the complainant. 

UNIVERSITY GRANTS COMMISSION (UGC) 

Complaint No. Reg. H/15081/98 

Refusal to Issue Equivalence of Associate 

Degree to a Bachelor’s Degree in Pakistan 

 Mr. Javed Gohar Khan of Islamabad 

stated in his complaint that his three children 

namely Miss Noor Jehan, Miss Zaibun Nisa 

and Azeem Gohar Khan obtained the Asso-

ciate Degree from USA and he applied to the 

University Grants Commission for its equiv-

alence with the Bachelor’s Degree in Paki-

stan. The University Grants Commission had 

been regretting to grant the equivalence. The 

complainant stated that the children had 

received 14 years education and gave the 

following arguments in his support: 

i) The Embassy of Pakistan in 

Washington DC as well as the In-

ter Board Committee of Chairman 

(IBCC), Islamabad have accepted 

the High School Diploma from 

USA to be equivalent to Interme-

diate (12 years education) in Paki-

stan; 

ii) The Pakistan Embassy in Wash-

ington DC has also accepted the 

Associate Degree from USA to be 

equivalent to Bachelor Degree (14 

years education) in Pakistan. The 

complainant stated that the Hari-

ot-Watt University, Edinburg 

(UK) had also accepted the same 

and had given admission to his 

first daughter to MBA programme 

on the basis of the same. 

iii) UGC has also been equating As-

sociate Degree from USA with 

Bachelors Degrees in Pakistan in 
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the past. 

 On taking up the matter with the Agen-

cy it stated that the Associate Degree from 

USA is not equivalent to Bachelor Degree, 

as claimed by the complainant. The UGC 

stated that it is their considered opinion that 

our degrees should not be downgraded in 

comparison with foreign degrees. The UGC 

stated that as a matter of principle and policy 

the standing decision of the Equivalence 

Committee of the UGC is that a Bachelor’s 

degree from abroad, irrespective of the dura-

tion of its studies, will be treated as equiva-

lent to a Bachelor’s degree from Pakistan. 

Similarly, the Master’s degree will be treated 

as equivalent to Master’s M. Phil, PhD to 

PhD. 

 During a hearing that was held, the 

main thrust of arguments was that lower 

foreign degrees cannot be accepted as equal 

to our higher degree. The Agency argued 

that since the Associate degree is not equal 

to Bachelor’s degree in USA how it could be 

equated with Bachelor’s Degree in Pakistan. 

The Representative of the Agency stated that 

the Equivalence Committee considered vari-

ous aspects of the matter and came to the 

conclusion that this is a matter of principle 

and policy and the standing decision of the 

Equivalence Committee of the UGC is that a 

Bachelor’s degree from abroad, irrespective 

of the duration of its studies, will be treated 

as equivalent to a Bachelor’s degree from 

Pakistan. 

 A research documents titled “Equiva-

lence of Degrees and Diplomas in Pakistani 

System and Procedure, 1999” and University 

Grants Commission Act, 1974 were pro-

duced at the hearing by the representative of 

UGC. The research document lists factors 

for consideration on the basis of which the 

Equivalence Committee is to assess each 

degree or certificate and come to a decision 

in respect of their status. It also gives an 

impression that in addition to a general deci-

sion there can be a decision on a particular 

Certificate/Diploma, in response to an appli-

cation by a student. The copy of a decision 

attached with this research document also 

indicates that the Equivalence Committee 

has been considering individual Diplomas 

and Degrees granted by Colleges/Schools of 

foreign institutions to certify for admission 

in our Boards and Universities. 

 It was highlighted by the Representa-

tive of UGC that each University has its own 

Equivalence Committee and the decisions of 

UGC are not binding on the Universities. In 

cases of admission the applicants may in 

particular cases approach the University 

concerned, because there are instances 

where a University declined to accept the 

decision of UGC. This situation is not very 

clear as far the students/parents are con-

cerned. The institution of Equivalence 

Committee has been created by law. Its func-

tions and composition is generally known 

although not prescribed by UGC as such. Its 

decision have been termed as advisory. As 

stated by Agency’s representative, those 

have not been accepted by the Universities 

in some cases. 

 It was observed that the education 

system in Pakistan is different from the edu-

cation system of USA and other countries of 

the world. It may not be fair to equate the 

degrees by ‘nomenclature’, ignoring some 

important principles. The UGC’s research 

paper identifies methods of establishing 

equivalence, which inter alia include; faculty 

assessment and centralised assessment by a 

government body and bilateral and multi-

lateral agreements between different gov-

ernments. The research paper also lays down 

certain criteria, which include; the reputation 

of the degree awarding institution; duration 

of study; the intensity of course; he course 

contents; and examination standards. 

 It was observed that one major factor 

which does not appear to have been taken 
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into consideration for arriving at the decision 

of Equivalence Committee of UGC is the 

future of the children returning from foreign 

countries, particularly from those countries 

where the standard of education is far higher 

than Pakistan. In this particular case the 

complainant’s children have been studying 

in prestigious institutions in USA, which at 

the time of admission, treated our Certifi-

cates with due respect and accepted them as 

equivalent to theirs. Thus, they acted on the 

principle of reciprocity. The Associate De-

gree was awarded to the complainant’s chil-

dren after 14 years study in USA. The Asso-

ciation Degree is granted 2 years after 12 

years high school diploma and Bachelor'’ 

degree is granted after another 2 years. In 

Pakistan, Bachelor'’ degree is granted 2 

years after 12 years high school certifi-

cate/diploma. The Bachelor’s Degree in 

USA qualifies a candidate for admission in 

professional classes such as Medicine, Law, 

Dentisty, Architecture, Engineering etc., as 

against the Pakistani system, where the pro-

fessional studies are undertaken after Inter-

mediate qualification. Thus, the decision that 

Pakistani degree be equated on nomencla-

ture basis may not be fair and just for expat-

riate children. The complainant’s children 

have received 14 years education and 

awarded Associate Degree by institutions in 

USA. The UGC itself admits that their deci-

sion is of advisory nature. There should 

therefore be no hesitation to take a decision 

after proper assessment. It was recommend-

ed that UGC should exercise its statutory 

right to give a decision after properly exam-

ining the grades and certificates of the com-

plainant’s children and after taking into 

consideration the factors identified in the 

UGC’s research paper. It was observed that 

the complainant should not be subjected to a 

“policy decision” which is more emotional 

than objective. 

EESSTTAABBLLIISSHHMMEENNTT  DDIIVVIISSIIOONN  

FEDERAL EMPLOYEES BENEVOLENT FUND 

AND GROUP INSURANCE FEBF&GI) 

Complaint No. Reg. H/9505/99 

Failure to Pay Assured Amount of 

Rs.38,000 

 Mst. Nasreen Bibi of Islamabad stated 

that her husband Mr. Bashir Chohan Masih, 

who was employed as a sweeper in CDA 

died on 5.9.1991 during service. Although 

she was sanctioned monthly benevolent 

grant since then, she was not paid the Sum 

Assured, which was Rs. 38,000. 

 Federal Employees Benevolent Fund 

and Group Insurance, Islamabad reported 

that the claim of the applicant for the pay-

ment of benevolent grant and group insur-

ance was received on 30.12.1992 and the 

case was sanctioned on 8.4.1994. The State 

Life Insurance Corporation was authorised 

payment of Rs.38,000. It was explained that 

delay of 3 years and 9 months was due to 

non-receipt of the required documents from 

the concerned department. 

 A hearing was held, which was attend-

ed by representatives of State Life Insurance 

Corporation and Federal Employees Be-

nevolent Fund and Group Insurance, Islama-

bad the Representative of State Life Insur-

ance Corporation. The former stated that 

they had issued a cheque in October, 1994 

for Rs.38,000, but since it was received 

undelivered from the Postal Authorities due 

to incomplete address, they requested Feder-

al Employees Benevolent Fund and Group 

Insurance, Islamabad to provide the correct 

and complete address of the beneficiary vide 

their letter dated 24.10.1994. The present 

address of the widow was received on 

12.8.1999 from the Federal Employees Be-

nevolent Fund and Group Insurance. Ac-

cordingly, they issued a fresh cheque for 

Rs.38,000. 

 Federal Employees Benevolent Fund 
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and Group Insurance, Islamabad denied 

having received the letter dated 24.10.1994 

from the State Life Corporation and stated 

that the State Life Insurance Corporation 

should have sent reminders to them if the 

cheque remained undelivered for such a long 

time. It was stated that each month a state-

ment of accounts is sent to the Federal Em-

ployees Benevolent Fund and Group Insur-

ance, Islamabad, but the amount of the unde-

livered cheque did not figure in the state-

ments. There is also no system for reconcili-

ation of figures on quarterly or yearly basis, 

otherwise the unpaid amount would have 

figured somewhere and action would have 

been taken right in time. 

 In view of the fact that the amount of 

Rs.38,000 was lying with the State Life 

Insurance Corporation w.e.f. October, 1994 

to August, 1999 undelivered, for the reasons 

for which the applicant was not responsible, 

it was recommended that in addition to her 

rightful claim of Rs.38,000, profit thereon at 

usual Bank rates should also be paid to her 

for the entire period. Both the Agencies were 

advised to devise a mechanism for regular 

reconciliation of figures and to point out 

discrepancies, if any, so that timely action 

can be taken by them. 

Complaint No. Reg. H/23070/98 

Grant of Benevolent Fund 

 Mr. Muhammad Arif presently residing 

in Khalabat Township, Haripur is an ex-clerk 

of the Postal Department, Haripur. He was 

boarded out on medical grounds by the Pro-

vincial Medical Board on 22.7.1998. He 

complained that it was due to a clerical mis-

take that he was placed in medical category 

‘C’ and it was required to be rectified. On 

taking up the matter with the Agency, it 

reported that since the complainant was 

placed in medical category ‘C’, he was not 

entitled to be benevolent grant as he was not 

completely mentally or physically incapaci-

tated. Thereafter, the complainant contacted 

the Medical Superintendent, District Head-

quarters Hospital, Abbottabad, who issued 

him an invalidation certificate assigning him 

medical category ‘B’. The FEBF&GI on 

receiving this certificate sent it back to the 

Postal Department for countersignatures of 

the Central Health Establishment, Peshawar, 

as it was issued by the Provincial Medical 

Board. It was stated that these countersigna-

tures are necessary. The complainant plead-

ed that the certificate issued by the Provin-

cial Medical Board should be accepted. 

 FEBF&GI stated that such claims have 

be sanctioned in accordance with Rule-8 of 

the FEBF&GI Rules, 1972 as amended in 

1988 and according to the same the recom-

mendations of the Provincial Board have to 

be countersigned by the Central Health Es-

tablishment. Th Agency pointed out that 

previously on the complaint of an ex-Chief 

Postmaster, whose invalidating certificate 

was issued by the Provincial Medical Board, 

the matter was investigated by this Secretar-

iat in complaint No. Reg. H/5680/98 and 

Findings dated 11.10.1998 were issued, 

asking the complainant in that case to appear 

before the newly constituted Central Medi-

cal Board. 

 On the other hand the complainant 

pointed out that in spite of these rules the 

Agency had sanctioned claims on the basis 

of Provincial Medical Board certificate only. 

The complainant was able to substantiate the 

existence of such precedents. The Agency 

clarified that after the aforementioned Find-

ings dated 11.10.1998 it was established that 

in future no case will be accepted if the 

certificate of Provincial Medical Board is 

not countersigned by the Central Health 

Establishment. It was seen that prior to that 

Provincial Medical Board certificates with-

out such countersignatures had been accept-

ed. As the complainant was boarded out on 

27.8.1998, it was held that the Provincial 
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Medical Board certificate issued to the com-

plainant should hold good, without insisting 

on the countersignatures of the Central 

Health Establishment and the due Benevo-

lent Fund Grant due to the complainant with 

the same should be given to him. Compli-

ance was desired within 30 days. 

FFIINNAANNCCEE  DDIIVVIISSIIOONN  

ACCOUNTANT GENERAL PAKISTAN 

REVENUE (AGPR) 

Complaint No. Reg. H/11866/99 

Grant of HBA on the Basis of Previous 

Seniority Maintained for the Advance 

 Mr. Muhammad Akram Khan of La-

hore stated in his complaint that he applied 

to the AGPR, Islamabad for grant of House 

Building Advance. While on duty he met 

with a road accident on 20.12.1990 and went 

on long medical leave. During the period of 

leave, the AGPR issued fund availability 

certificate which was valid for three months. 

He could not avail himself of the facility 

because of serious illness. The Department 

apprised the AGPR of the position and re-

quested that the said advance may be grant-

ed to the applicant as and when he recovers 

his health and joins duty. On Civil Surgeon’s 

recommendation he joined light duty in the 

Registration Office, Lahore and requested 

the AGPR that he may be allowed the House 

Building Advance on the basis of previous 

seniority, but to no avail. He then ap-

proached this Secretariat for intervention. 

The complaint was referred to the AGPR for 

comments. In response, the Deputy Ac-

countant General (Accounts) submitted that 

on facts of the case the seniority of the com-

plainant was restored and that fund availabil-

ity certificate would be issued to him on 

receipt of funds from Finance Division. The 

complaint was disposed of on assured relief. 

Complaint No. Reg. P/2457/99 

Delay in Payment of G. P. Fund 

 Mr. Gul Badshah of Peshawar com-

plained that he had retired as Superintending 

Engineer, Pak. PWD on 14.2.1998. He had 

remained posted at various places during 

service. He complained of delay in the pay-

ment of his final G. P. Fund balance. On 

retirement, the complainant had applied to 

the AGPR, Islamabad for the final payment 

of GP Fund but no action was taken. He was 

informed that complete record of deductions 

of GP Fund from his salary, while he was 

posted on various stations was not available. 

He had served in Rawalpindi, Karachi and 

Fort Sandeman. The AGPR, Islamabad in-

sisted on production of credit memos by the 

subscriber/complainant himself, without 

taking u the case with the concerned offices. 

 The complaint was taken up with the 

AGPR, Islamabad and also a hearing was 

held. It was recommended that while the 

complainant may provide the necessary 

available details from his side, the AGPR 

should take up the matter with its sub-offices 

in Karachi and Quetta to confirm the GP 

Fund deductions from the salary of the com-

plainant and give credits to the complainant. 

It was further recommended that if no re-

sponse is received within one month, the 

account of the complainant should be final-

ised as per record provided by the complain-

ant himself and he should be paid the GP 

Fund balance alongwith the accrued interest 

on it. Compliance was desired to be intimat-

ed within 60 days. 

Complaint No. Reg. H/903/99 

Refusal of AGPR to Restore Seniority of 

Priority Issued by the Department for 

Grant of Motor Car Advance 

 Malik Mumtaz Khan complained 

against AGPR, Islamabad for non-

restoration of his seniority for the purpose of 

issuance of fund availability certificate for 
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purchase of motor car. He requested that the 

original record pertaining to persons holding 

priority since August, 1995 may be called 

for, alongwith his application dated 

31.8.1995 in order to ascertain his position 

in the said list and that the Agency may be 

directed to put his name as per original ap-

plication at the right place in the priority list. 

The matter was taken up with the Agency. In 

response, it was submitted that while send-

ing sanctions for priority the departments 

normally indicate the pay scale of the sanc-

tioning authority in terms of Finance Divi-

sion OM No. F.4(5)PF.III/76-77/1824, dated 

17.10.1989. The complainant’s department 

had indicated the approval of Director Gen-

eral without mentioning the pay scale of the 

officer as required under the Finance Divi-

sion’s Orders, referred to above. The Agency 

stated that since the complainant had since 

provided copy of a notification, in order to 

clarify that the Director General Registration 

was an officer of BPS-21, the priority grant-

ed by him was accepted. Seniority of the 

complainant was restored w.e.f. 31.8.1998 in 

the priority list of motor car advances and 

funds availability certificate was issued to 

him. Thus, the complainant’s grievance was 

redressed on intervention of this Secretariat. 

DISTRICT ACCOUNTS OFFICE (DAO) 

Complaint No. Reg. H/12137/99 

Non-Issuance of Pay Slip 

 Mr. Muhammad Ayub Shahid of Attock 

City, an Associate Professor, complained 

against the District Accounts Officer, Ra-

walpindi for non-issuance of pay slip. On 

taking up the matter with the Agency, it 

reported that the complainant was selected 

by the Punjab Public Service Commission 

(PPSC) and was posted to the Government 

College, Asghar Mall, Rawalpindi on 

24.12.1998, where after he was transferred 

to Attock and his last pay certificate was 

issued on 5.6.1999. The complainant insisted 

for the issuance of pay slip. The Agency did 

not issue the pay slip. It relief upon Finance 

Department, Government of the Punjab’s 

Orders vide letter No. Exp(G)-11-1/97(1), 

dated 11.3.1999 and asked the complainant 

to provide relaxation of the competent au-

thority in regard to his appointment despite 

ban on fresh recruitment for all the posts 

irrespective of whether or not recruitment 

was made through Public Service Commis-

sion. It was observed that the Finance De-

partment’s orders, referred to above, had no 

adverse effect on the recruitment made 

through the PPSC before their issuance. In 

order to settle the complaint the case was 

fixed for hearing. The parties attended the 

hearing proceedings. The case was discussed 

threadbare and the Agency became satisfied 

with the arguments advanced against its 

contention. It then asked for a copy each of 

the offer of appointment and appointment 

orders, which the complainant provided to it 

there and then. The Agency then committed 

that the pay slip would be issued to the com-

plainant within three days. Later, the Agency 

confirmed that the pay slip was issued to the 

complainant. 

Complaint No. Reg.H/333/99 

Non-payment of Encashment of Leave in 

Lieu of LPR 

 Mr. Muhammad Banaras complained 

against the District Accounts Officer (DAO), 

Rawalpindi for non-payment of encashment 

of leave in lieu of LPR. The complaint was 

referred to the DAO for comments. In re-

sponse, he submitted that the complainant 

applied for retirement/encashment on 

22.4.1990 after completion of 25 years’ 

service on 10.7.1990, his request was ac-

cepted by the department on 9.5.1990, his 

request was accepted by the department on 

9.5.1990 and orders were issued on 

22.5.1990. On 12th May, 1990, the Finance 

Department, Government of the Punjab 
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modified their previous orders dated 

9.8.1989 (whereby Civil Servants proceed-

ing on voluntary retirement after completing 

25 years qualifying service for pension 

without availing of LPR were entitled to 

encashment), stating that “encashment in 

lieu of LPR shall not be admissible in case 

where service qualifying for pension is less 

than 25 years; and such Civil Servants shall 

continue to serve for 365 days after qualify-

ing service of 25 years for the purpose of 

encashment of LPR.” Accordingly, the 

DAO, Rawalpindi held that since the com-

plainant had put in 25 years, 7 months and 

24 days service at the time of his retirement, 

he was not entitled to encashment of LPR. 

When provided with DAO’s report for 

comments, the complainant stated in his 

rejoinder that he applied for voluntary re-

tirement with encashment of leave, in ac-

cordance with the then prevailing orders of 

the Government of the Punjab and, as such, 

his case should not be affected by the re-

vised orders dated 12.5.1999, referred to 

above. The case was then fixed for a hear-

ing. Representative of Finance Department, 

DAO and the complainant attended the hear-

ing proceedings. The case discussed to the 

entire satisfaction of the parties. Finance 

Department agreed to allow the benefit of 

encashment of LPR to the complainant. 

Later, the complainant gratefully confirmed 

the redressal of his grievance on intervention 

of this Secretariat. 

Complaint No. Reg. H/13975/99 

Alleged Change in Pension 

 Mr. Niaz Ali complained against DAO, 

Jhelum for an allegedly unjust change in his 

pension. On failure to get the desired relief, 

he sought intervention of this Secretariat. It 

was found that the complainant had previ-

ously made similar complaint to this Secre-

tariat, which was investigated thoroughly 

and he confirmed relief on 27.2.1997. De-

spite settlement of the case, he again filed 

the same complaint to the Provincial Om-

budsman, Punjab, of which the result was 

not known. Obviously, the complainant did 

not reconcile to the finalisation of the case. 

He approached this Secretariat again on the 

previous point of contention. The case was 

fixed for hearing. Both the parties appeared 

and discussed the case afresh. The position 

that emerged out of discussion was that the 

complainant was retired on 9.9.1983 and 

PPO was issued to him. On his request, 

special dearness allowance @ Rs.40 p.m. 

was included in his gross pension instead of 

allowing it as a separate entity in pursuance 

of the Government of the Punjab Orders 

vide No. FD-SR-III-4-I/77-Vol.I-Pt.II, dated 

15.11.1983, in respect of pensioners retired 

upto 30.6.1985, and the PPO was revised. 

The pension being paid was found correct 

and the complainant accepted the Agency’s 

contention as the position of fact. The com-

plaint was disposed of with the remarks that 

the case shall not be re-opened if the matter 

is agitated again in future. 

AUDITOR GENERAL PAKISTAN 

Complaint No. Reg. H/1163/99 

Delay in Payment of Pensionary Dues 

 Mr. Abdul Haleem Chaudhry of Faisal-

abad stated in his complaint that he was an 

employee of the Government of Punjab. He 

had retired on 10.7.1996 but his pensionary 

dues were not paid to him. He thought that 

he was implicated in a bogus case by the 

Audit (Works) Department, Lahore. He 

stated that he requested the Secretary, Irriga-

tion and Power Department to take up the 

matter with the Auditor General of Pakistan 

for immediate settlement of audit observa-

tions, which he thought were baseless/bogus 

and created with malafide intention, but to 

no avail. He then sought intervention of this 

Secretariat for the redressal of his grievance. 

When the complaint was taken up with the 
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Auditor General of Pakistan, it was reported 

that the payment of pension/gratuity to the 

retired officers of Audit Organisation was 

purely the responsibility of the Administra-

tive Department concerned, and that the 

complainant’s Department did not submit 

the pension case. It was stated that if the 

case had been presented, Audit would have 

had no objection in its finalisation. 

 In view of the above position, it was 

recommended that the concerned Depart-

ment should immediately process the pen-

sion case and make sincere efforts to get it 

finalised, in order to mitigate the financial 

difficulties of the complainant. It was also 

recommended that the Auditor General of 

Pakistan should invariably ensure that a 

person who had retires gets his dues expedi-

tiously and he or she is not made to wait for 

years together. Compliance was desired to 

be reported within two months. 

ACCOUNTANT GENERAL BALOCHISTAN 

Complaint No. Reg. H/20543/98 

Delay in Transfer of Pension 

 Mr. Ghulam Akbar presently residing 

in Taunsa Sharif District Dera Ghazi Khan is 

a retired employee of Balochistan Provincial 

Government. He stated that he had applied 

as far back in November, 1996 for the trans-

fer of his PPO No. 18056 from Pishin to 

National Bank Pakistan, Taunsa Sharif, 

through Treasury Office Pishin, but the mat-

ter has remained unresolved till now. 

 The matter was taken up with the Ac-

countants General of Balochistan and Pun-

jab. It was found that the AG Balochistan 

had addressed the AG Punjab in December, 

1996 and the AG Punjab had in turn issued a 

PPO in January, 1997. The complainant had 

been asked to see the District Accounts Of-

ficer, DG Khan for payment of pension etc. 

It is unfortunate that there was such a long 

communication gap. The District Accounts 

Officer, Dera Ghazi Khan was advised to 

take further necessary action most urgently 

and arrange regular pension payment to the 

complainant at the National Bank of Paki-

stan, Taunsa Sharif. Compliance was desired 

within 30 days. 

Complaint No. Reg. Q/11/99 

Delay of Two Years in Payment of Pension 

 Mr. Hamidullah Malghani presently 

residing in Taunsa Sharif, District Dera Gha-

zi Khan, a retired employee of the Balochi-

stan Provincial Government complained 

against the A. G. Balochistan for delay in 

payment of pension dues despite the fact that 

he was retired in 1997. The intervention of 

this Secretariat resulted in relief to the com-

plainant and the A. G. Balochistan reported 

by a letter dated 24.2.1999 that the pension 

case of the complainant has been settled and 

a Pension Payment Authority has been is-

sued for regular payment to the pensioner at 

the National Bank of Pakistan, Taunsa Sha-

rif. The complainant confirmed the relief. 

The case was delayed by the Agency for 

about 2 years. It was advised that such de-

lays should not occur in future. 

ACCOUNTANT GENERAL NWFP 

Complaint No. Reg. H/20938/99 

Delay in Payment of G. P. Fund of Her 

Late Husband 

 Mst. Rakayat Jan, residing in 

Balhar/Phagwari, Tehsil Murree District 

Rawalpindi complained of delay in payment 

of G. P. Fund dues of her deceased husband 

Mr. Muhammad Razan by the A. G. NWFP. 

Late Mr. Muhammad Razan had retired as a 

Tractor Driver from the Agriculture Depart-

ment NWFP in 1982. He had been approach-

ing the A.G. NWFP and other authorities of 

the Provincial Government for the payment 

of his hard earned and saved G.P. Fund dues, 

but had no luck to avail them till his death in 

1993. He had nominated the complainant, 

his wife as her nominee for the G. P. Fund 
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dues. The widow had also followed the 

cumbersome course for getting the dues. 

 During investigation of the complaint it 

was observed that there had been confusion 

about the name of the late subscriber, who 

was taken as Muhammad Ramzan for Mu-

hammad Razan, due to clerical error in his 

service record. It was traced out that he was 

a Tractor Driver of the Agriculture Depart-

ment and was posted in the Soil Conserva-

tion Department, where from he was trans-

ferred and adjusted in Agricultural Engineer-

ing Department with the transfer of agricul-

tural machinery in 1979 and was posted at 

Kohat. He had served at various stations in 

different districts and audit jurisdictions and 

had subscribed to GP Fund there. It was 

traced out after hectic efforts that he was 

lastly posted at Mardan in 1980 and retired 

from the office of the Agricultural Engineer, 

Peshawar Division, Peshawar in 1982. Vari-

ous audit offices were contacted for the 

transfer his G. P. Fund deductions to the AG 

NWFP, for making final payment to his 

widow. After collecting the information from 

the various DAOs, final payment authority 

for Rs.85,364, including interest upto 6/99 

was prepared by the AG NWFP on 8.7.1999 

and was sent to the Assistant Agricultural 

Engineer (FO) Tarnab, Peshawar for dis-

bursement. It was ultimately intimated that 

the bill had been passed for payment on 

14.7.1999. 

 Relief was thus provided to the widow, 

in such an outstanding matter, with the in-

tervention of this Secretariat. Appreciation 

was expressed for the personal efforts made 

by Extra Assistant Director Agriculture De-

partment, Peshawar in general and by the 

Deputy Director, Soil Conservation Depart-

ment and AAO, Office of AG NWFP in 

particular, in tracing out the old misplaced 

relevant record and collecting the G. P. Fund 

subscriptions from various stations and then 

making it possible for the poor widow to get 

the dues related to her deceased husband. 

ACCOUNTANT GENERAL SINDH 

Complaint No. Reg. K/3520/98 

Non-issuance of Correct G. P. Fund Slips 

and Application of Inaccurate Formula on 

Calculation of Interest 

 Mr. M. A. Sanjrani, Assistant Professor, 

Government Degree College, Sanghar com-

plained against the Office of the Accountant 

General Sindh, regarding delay in receipt of 

annual G. P. Fund Slips and incorrect self-

conceived formula applied on the calculation 

of interest on the deposits of G. P. Fund, 

resulting in substantial loss to Subscribers 

amounting to thousands of Rupees. He fur-

ther complained that getting the Office of 

the Accountant General, Sindh, to issue G. P. 

Fund Slips on time has always been a prob-

lem. According to the Complainant some 

affected persons met the Accountant Gen-

eral, Sindh personally, who realised their 

problems and was pleased to issue a circular 

in June, 1998, directing that recognised 

formula be applied with immediate effect, 

i.e., with effect from 1997-98. The Com-

plainant further stated that if the formula is 

applied with immediate effect instead of 

with retrospective effect, it will affect the 

employees who have rendered service for 

decades and they will suffer big financial 

losses. 

 The matter was taken up with the Ac-

countant General, Sindh, who reported that 

the G. P. Fund Slips for the year 1997-98 

have already been issued by using the cor-

rect formula for calculation of interest in 

respect of the subscriptions; the monthly rate 

of interest is declared by the Government 

every year and on that basis the interest is 

calculated. It was stated that the entire G. P. 

Fund Account of the Subscriber is always 

recast in order to detect any error/omission 

on account of calculation of subscription and 

interest accrued thereupon. 
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 A hearing was held. Both the parties 

were presented. Consequent to the same and 

after going through the record, it was ob-

served that the G. P. Fund Slips for the year 

1997-98 have been issued by the Agency to 

the Complainant and others by adopting the 

recognised formula while calculating the 

interest on the subscriptions. As far as the 

other point regarding calculation of interest 

by using the recognised formula with retro-

spective effect is concerned, the Representa-

tive of the Agency stated that this is a tre-

mendous task and required quite a bit of 

time in order to check cases pertaining to 

over 2 lakh employees and spread over so 

many years. However, it was assured that 

work in this regard will be completed on 

priority basis and to the satisfaction of the 

Subscribers. 

 Keeping in view the above position, the 

Agency was directed to issue Annual G. P. 

Fund Slips to the Subscribers immediately 

after receipt of the rate of interest from the 

Government. It was observed that the delay 

in this regard is creating unnecessary doubts 

in the minds of the Subscribers. With regard 

to the old G. P. Fund cases where the correct 

and recognised formula is applied, the 

Agency was directed to complete the job on 

priority basis. Compliance was desired to be 

reported within six weeks. 

 Matter regarding implementation of 

these Findings/Recommendations was fol-

lowed up. In this connection it was intimated 

by the Agency that the G. P. Fund Slips after 

calculating correct interest for the year 1997-

98 and 1998-99 have already been issued to 

the complainant and others. Besides this, the 

correction in the interest calculation has also 

been made in the other subscribers A/cs 

wherever mistake in the calculation was 

noticed. It was stated that as such the Rec-

ommendations have been implemented. 

 However, the Agency considered it 

worth-mentioning that at the time of making 

Final Payment or Transfer of Balance of the 

subscribers is always recast in order to de-

tect any error or omission in the subscrip-

tion, withdrawals or calculation of interest 

and correct amount is paid to the subscribers 

or transferred to any other Audit Office. 

 With the position explained above the 

Agency stated that correction in the calcula-

tion of interest and payment thereof will be 

ensured in case any mistake or error is de-

tected in any subscriber’s A/c in future also. 

PAKISTAN CUSTOMS 

Complaint No. Reg. K/3297/99 

Delay in Issuing Sanction for Payment of 

Reward Money 

 Mr. Kamal Ahmed Qureshi, resident of 

PECHS, Karachi, lodged a complaint against 

Pakistan Customs regarding delay in issuing 

sanction for payment of reward money. The 

Agency in its report pleaded that the delay 

was on account of numerous objections 

raised by the Director General Pakistan 

Revenues (DGPR) on the bill submitted to 

it. The DGPR, Karachi, was therefore asked 

to give a report and also to depute a respon-

sible officer to attend a hearing of the case. 

Officers of both the Agencies, i.e. Pakistan 

Customs and DGPR appeared and agreed to 

issue the cheque to the complainant for the 

amount claimed by him. It was, later on, 

informed by the DGPR that the payment of 

reward money has been made. Thus, the 

grievance of the complainant stood re-

dressed within four days after the appear-

ance of representatives of the two Agencies 

for the hearing. 

Complaint No. K/2/99 

Non-acceptance of Request for Release of 

Three Confiscated VCRs 

 Syed Musarrat Hussain of Karachi 

arrived at Quaid-e-Azam International Air-

port, Karachi from Dubai. He brought with 

him 3 VCRs (one for self and the other two 
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for gifts to relatives) believing that they will 

fall within the purview of the Baggage Rules 

and will be cleared by the Customs authori-

ties on payment of duty and taxes. These 

were, however, outrightly confiscated under 

Section 168 of the Pakistan Customs Act, 

1969. He challenged the order in appeal as 

well as in revision but without success. The 

order of confiscation was upheld by the 

concerned authorities. 

 The Agency’s stand was that the good 

brought by the complainant were in com-

mercial quantity and did not constitute bona-

fide baggage as defined in the Baggage 

Rules. A hearing was held. It was pleaded by 

the Agency that the CBR, vide Circular No. 

5(4)98, dated 15.2.1998 has ordered that 

goods brought in commercial quantity by 

incoming international passengers shall be 

outrightly confiscated without giving the 

option to release the goods on payment of 

fine in lieu of confiscation under Section 

181 ibid. 

 It was held that the authorities who had 

seized the goods had no option to allow re-

demption for such goods, as the same were 

imported in commercial quantity. The finding 

of the Departmental Officers to the effect that 

the goods brought by the complainant were in 

commercial quantity, was found to be correct; 

hence the complaint was held to be without 

merit and disposed of accordingly. It was, 

however, observed that the complainant may 

move a court of law, if so advised. 

HOUSE BUILDING FINANCE CORPORATION 

(HBFC) 

Complaint No. Reg. K/569/99 

Non-acceptance of Request for Allowing 

Relief in Payment of Loan 

 Mrs. Mussarat Jehan of Karachi com-

plained against HBFC to the effect that her 

request for allowing relief in payment of 

loan was not accepted by the Agency. She 

referred to the relief package announced by 

the then Prime Minister to the pensioners in 

respect of HBFC loans. She had taken a loan 

of Rs.48,000 on 3.1.1988 and the monthly 

instalment was fixed at Rs.596. She had 

repaid an amount of Rs.43,710. She was 

serving in the Population Welfare Depart-

ment, Government of Sindh as Theatre 

Technician. While in service she was inca-

pacitated and retired w.e.f. 12.4.1993 on 

medical grounds. She stated that her month-

ly pension was only Rs.581 and she was 

unable to continue the repayment of loan to 

HBFC. 

 On taking up the matter with the Agen-

cy, it was intimated that those who had re-

tired from service on the ground of perma-

nent disablement (Class-A) were eligible for 

relief. The complainant had retired from 

service and was declared incapacitated for 

further service by Medical Superintendent, 

which according to him did not fall in the 

category of permanent disablement 

(Class-A). The Agency took the plea that 

therefore the complainant could not be given 

any remission. 

 During the hearing that was held, the 

husband of the complainant stated that loan 

was covered under an insurance scheme and 

the complainant had been duly paying the 

premium. The Agency stated that for getting 

the insurance amount there should be a cer-

tificate from the Medical Board. The rele-

vant papers were shown to the Agency ac-

cording to which the complainant did appear 

before the Medical Board and then the Med-

ical Superintendent, Services Hospital/Civil 

Surgeon, Karachi, had issued a certificate 

which reads as under; 

“I consider her to be completely and 

permanently incapacitated for further 

service of any kind, consequence of 

Seronegative Rheumatoid Arthritis.” 

 After hearing the parties and perusing 

the record, it was clearly established that the 

complainant was permanently incapacitated 
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on medical grounds and she was retired from 

service. She had paid the insurance premium 

to the HBFC. She had repaid about 

Rs.44,000 against the loan of Rs.48,000. 

Thus the outstanding amount was Rs.4,000 

out of the principal plus interest/profit. It 

was recommended that only the default 

amount if any, upto the date she was de-

clared incapacitated be recovered and the 

rest of the amount be waived off/remitted. It 

was also recommended that the HBFC 

should recover the remitted amount from the 

Insurance Corporation. 

NATIONALISED BANKS 

Complaint No. Reg. K/1055/99 

Alleged Misappropriation of Rs.140,100 

in the Account 

 Mst. Shahana of Karachi, maintaining a 

Savings Account with HBL, Landi Township 

Branch, Landi, Karachi stated that she had 

been depositing money in her account and 

she learnt from newspapers that a Messenger 

in that Branch had committed a big fraud. 

After making inquiries, she obtained a 

statement of account from the Bank. To her 

shock, she came to know that an amount of 

Rs.140,000 was short in the account. 

 On taking up the matter with the Bank 

it was found that the then Manager is re-

sponsible for the mess, as he assigned the 

work of Cashier to a Messenger. Investiga-

tion of the complaint revealed that the said 

Messenger was running a parallel system of 

Banking and had committed a number of 

forgeries. During a hearing, the Bank in-

formed that they had referred the cheques 

disowned by the complainant to a handwrit-

ing expert, at the cost of the Bank, in order 

to obtain opinion about the signatures on the 

cheques. It was stated that opinion will be 

received in due course of time and the same 

is expected to solve the issue and assist the 

Bank in deciding the case. 

 It was recommended that signatures on 

all the cheques supposed to have drawn by 

the complainant should be duly got verified 

from the handwriting expert and only such 

amount should be debited to her account on 

which the signatures are proved to be genu-

inely her’s. It was desired that account of the 

complainant be corrected with the same and 

the Agency was asked to report compliance 

within one month. 

Complaint No. Reg. K/1389/99 

Wrong Deduction of Rs.10 Every Month 

from Pension as “Service Charges” 

 Syed Ghulam Mohiuddin of Karachi 

complained that Habib Bank Ltd., Rizvia 

Branch, Karachi were deducting Rs.10 every 

month as service charges from his pension, 

whereas the other branches, for instance the 

KPT Branch etc. of HBL, were not deduct-

ing these service charges. He requested for 

intervention and requested that the Man-

agement of the Branch concerned be di-

rected to stop deducting these charges from 

his pension. 

 On taking up the matter with the Agen-

cy, it reported that the KPT Branch does not 

deduct service charges of Rs.10 if payment 

is received in cash and for this purpose they 

have obtained an exemption from the com-

petent authority. The Agency stated that 

service charges are deducted invariably, in 

all cases, if the pensioners desire that the 

monthly pension be transferred to their ac-

counts. After discussion it was concluded 

that the Bank is following different policy in 

different branches, which is discriminatory. 

It was therefore recommended that no de-

duction should be made as service charges 

from the pensioners who maintain their 

account in any Branch of HBL throughout 

Pakistan. This recommendation will be ap-

plicable in all the cases, whether the pension 

is drawn in cash, or, is transferred to the 

account of the pensioner. 
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Complaint No. Reg. H/4121/99 

Request for Reimbursement of Medical 

Charges Incurred on Treatment of His 

Eyes 

 Mr. Ali Mohammad Khatri of Tando 

Bago District Badin had been an employee 

of United Bank Limited (UBL) as a Peon 

ever-since 1976. During service, his eyesight 

deteriorated, on which he requested the 

Bank to help for treatment, but in vain. Ul-

timately, he lost his eyesight completely. At 

this stage, the Manager of the Bank started 

giving threats to him for removal from ser-

vice. The complainant requested for direc-

tions to the Bank to give him financial assis-

tance in order to meet the expenditure he had 

already incurred on the treatment of his 

eyesight. He also requested that the Manager 

of the Bank be directed not to harass him for 

removal from service. 

 In its report, the Agency stated that 

before approaching the Ombudsman, the 

complainant should have exhausted the 

remedies available in the Bank and that he 

had never sought any assistance from the 

Bank. After investigation, it as concluded 

that the complainant is a very low paid em-

ployee and has totally lost his eyesight. It –

was recommended that he be granted invalid 

pension and also be given financial assis-

tance as per Bank rules. 

Complaint No. Reg. K/951/99 

Request for Release of the Amount 

Unfairly Deducted from Payments Under 

Golden Handshake Scheme 

 Mr. Ghulam Hussain Surti of Karachi 

was working as Vice-President in United 

Bank Limited (UBL) when in 1977, he took 

retirement under the Golden Handshake 

Scheme of UBL. While making payment of 

the amount of Golden Handshake the Bank 

had deducted an amount of Rs.68,000 on 

account of stoppage of one increment of the 

complainant for the year 1996. According to 

the complainant, his performance report 

certified by the audit for the year 1996 was 

‘fair’ and there was no justification for with-

holding of his increment. 

 On taking up the matter with the Agen-

cy it replied that it is a service matter, out-

side the jurisdiction of this Secretariat and 

that o maladministration had been commit-

ted by it. This objection was held not to be 

valid, as it was observed that the grievance 

relates to penal deduction from the com-

plainant’s post retirement dues, being settled 

by way of Golden Handshake Scheme — a 

scheme for voluntary retirement of Bank 

employees. It was held that such an action is 

certainly viewed a maladministration. 

 During the investigation of the com-

plaint, the Agency took the stand that while 

the complainant was working as Manag-

er/Vice President, City Branch, Karachi 

during 1994, 1995 many irregularities had 

been committed in the Branch and it was 

categories as ‘bad’. However, the person 

responsible for that Branch can be punished 

in a specific manner, including withholding 

of increment. Inspection Circular No. 3 of 

the UBL dated 20.3.1983 lays as follows: 

“The inspection category once allocat-

ed will remain valid until the next in-

spection, say for about a year.” 

 During a hearing that was held, it was 

observed that according to verified audit 

reports for the years 1995 and 1996 the 

complainant had earned ‘fair’ category and 

thus he was entitled to the increment on 1st 

January, 1997. 

 It was also observed that a person can-

not be assessed for the same period in two 

different ways according to the afore-cited 

Circular. Consequently, it was recommended 

that the Bank should release the complain-

ant’s retirement dues without the impugned 

deduction of Rs.68,000. 
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CENTRAL DIRECTORATE OF NATIONAL 

SAVINGS (CDNS) 

Complaint No. Reg. K/1315/99 

Delay in Supplying Original Pass Books 

 Mst. Noor Jehan of Karachi com-

plained for delay in supplying original Pass 

–Books and finalisation of accounts main-

tained by her deceased husband. Her late 

husband Mr. Saeed Ahmed had served in the 

Pakistan Air Force and then in the PIA. He 

expired on 13.12.1990 leaving behind seven 

daughters and two sons. He had opened two 

Savings Accounts in his name in the Nation-

al Savings Centre, Landhi, Karachi. He had 

nominated his wife, sons and daughters as 

his successors in the said Accounts. 

 Investigation of the complaint indicated 

that the original Pass Books were held back 

by the Centre since 5.1.1993. In spite of the 

complainant’s requests the Savings Centre 

concerned did not attend to the complain-

ant’s request by creating procedural difficul-

ties. It was on the intervention of this Secre-

tariat that vide their report dated 17.6.1999 

the Agency intimated that Mr. Maroof Ali, 

son of the complainant Mst. Noor Jehan had 

since collected the duplicate Pass Books 

personally and that necessary payment of the 

savings had been made to all the nominees, 

including the complainant. 

HHEEAALLTTHH  DDIIVVIISSIIOONN  

Complaint No. Reg. H/9445/98 

Delay in Reimbursement of Medical Bills 

 Mr. Khalid Naseem, Assistant, Ministry 

of Information and Media Development 

stated that he had incurred an expenditure of 

Rs.14,517.05 on the purchase of medicines 

and outdoor tests in connection with hospi-

talisation of his two daughters in the Paki-

stan Institute of Medical Sciences (PIMS) 

(Children Hospital), Islamabad. He stated 

that the case, complete in all respects, 

alongwith necessary prescriptions, vouchers 

etc. was forwarded by his Ministry to the 

Agency on 17.10.1996 for approval of reim-

bursement of the above amount. However, 

queries were raised by the Agency, one after 

the other, to which replies/information was 

provided. The Agency intimated on 

16.2.1998 that some cash memos of the 

amount of Rs.9,324.34 were missing and 

copies of the same be provided. The com-

plainant requested that the Agency be di-

rected to give approval to the case at the 

earliest as the above cash memos had been 

deliberately removed by them. 

 On taking up the matter with it, the 

Agency stated that the medical claim of the 

complainant was reported to his Ministry on 

16.2.1998 with the observations that some 

cash memos were missing and the same had 

not been provided so far. In a hearing held in 

the case, the complainant stated that the 

matter was pending for the last 18 months 

and that all the cash memos in original had 

been attached with the claim. The complain-

ant pointed out that the Agency made six 

references to the complainant’s Ministry 

over a period of 14 months, raising one 

query after another. There was no plausible 

reply from the Agency. It was recommended 

that the Agency should properly scrutinise 

the medical claims and clear the case expe-

ditiously not later than by 30days. 

Complaint No. Reg. H/20010/98 

Failure to Pay Dues of Her Husband 

 Mst. Shaista Begum residing in Kara-

chi stated that her husband had served the 

National Council for Homeopathy (NCH) as 

a Lower Division Clerk (LDC) for 22 years, 

his services were terminated by the Council 

3 years ago, but no financial dues had been 

paid. Investigation by this Secretariat in-

cluded a hearing, in addition to calling a 

report from the Agency. As a result of the 

same, the complainant was provided due 



 CHAPTER - IV: Representative Cases 64 

 

relief. A crossed cheque amounting to 

Rs.14,394.58 pertaining to the dues of the 

complainant’s husband were sent by the 

Ministry of Health to the Chairman, NCH, 

Karachi for having it delivered to the com-

plainant. Grievance of the complainant was 

hence redressed. 

Complaint No. Reg. H/7577/99 

Failure to Grant Permission to a Retired 

Government Servant to Receive 

Treatment at a Private Clinic 

 Mr. Ghulam Sarwar Dar who had re-

tired as Assistant Director from Directorate–

General PT&T Audit, Lahore, in June 1995 

stated that he was suffering from heart trou-

ble and was receiving medical treatment at 

Sheikh Zayed Hospital, Lahore. He was 

advised angiography to be followed by angi-

oplastery or bypass operation if necessary, 

the facility of which were not available at 

the said hospital. He requested that the Min-

istry of Health be directed to grant him per-

mission for treatment at a private clinic. 

 Auditor General of Pakistan was the 

controlling authority of the complainant 

during his service. Hence, as per procedure, 

the involvement of that Department was also 

necessary. The matter was taken up with the 

Ministry of Health and Auditor General of 

Pakistan. It was indicated that the particular 

facility was available at the Punjab Institute 

of Cardiology, Lahore. The complainant 

informed that he had registered as an ‘enti-

tled’ patient in the said Institute on 

25.5.1999. In the light of the angiography 

report, the doctors had decided for Cardiac 

surgery, but the complainant had to arrange 

the purchase of medical kits etc., costing 

about Rs.80,000. He requested that complete 

free treatment be arranged by the said Insti-

tute. 

 A hearing was held, which was attend-

ed by the Agency. The complainant could 

not attend due to his health condition. The 

representative of Ministry of Health intimat-

ed that the procedure laid down by the Gov-

ernment for reimbursement of charges in-

curred on account of medical attendance and 

treatment of retired Government servants 

and members of their families has to be 

followed for reimbursement of the relevant 

expenditure, once incurred. The case was 

closed with the complainant having been 

guided towards obtaining due relief. 

Complaint No. Reg. H/22645/98 

Request for Payment of Arrears of 

Deputation Period 

 Dr. Hasina Suleman Chagani, Paediat-

ric Cardiologist, Civil Hospital, Karachi, 

complained against the Ministry of 

Health/National Institute of Cardiovascular 

Diseases (NICVD) for non-payment of her 

dues for the period of deputation. Her ser-

vices were requisitioned by the Director, 

NICVD, under the Government of Pakistan 

from the Health Department, Government of 

Sindh. She joined and worked in the NICVD 

from 27.8.1996 to 4.8.1998. The terms and 

conditions of her deputation were notified by 

the Services and General Administration 

Department, Government of Sindh at the 

time of deputation. Having failed in her 

efforts to get the payment of her dues the 

complainant requested for intervention. 

 The matter was taken up with the Min-

istry of Health and Director, NICVD Kara-

chi. Hearings were also held. The complain-

ant had been taken on deputation as Assis-

tant Professor in NICVD and Acting Head of 

concerned Department. She is a permanent 

employee of Government of Sindh, having 

joined as an MBBS Doctor in 1985. She had 

also obtained MCPS in Paediatrics in 1987. 

The basic objection of the Ministry of 

Health turned out to be that the terms and 

conditions notified by the Government of 

Sindh had not been concurred by the 

NICVD. During investigation of the com-
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plaint it was seen that the Ministry of Health 

had already passed the following observa-

tions in the case: 

“If NICVD cannot offer to pay Dr. 

Hasina as per deputation terms then she 

should be sent back. However, for the 

time that she has been working for 

NICVD, she should be paid as per dep-

utation terms already notified." 

 In view of the above orders of the 

Health Division, there is no doubt that the 

complainant is to be paid according to the 

terms and conditions of deputation and the 

same was recommended. Thus, the griev-

ance of complainant was redressed. 

HHOOUUSSIINNGG  &&  WWOORRKKSS  DDIIVVIISSIIOONN  

Complaint No. Reg. K/1030/99 

Discrimination in Transfer of Property 

Without Registration of Gift by 

Concerned Registrar 

 Mr. Feroz Jamal of Karachi felt ag-

grieved by refusal of the Works Division to 

allow mutation of a plot in PECHS Karachi, 

which had been gifted to him by his father. 

The objection raised by the Works Division 

was that the Gift Deed should have been 

registered with the concerned Sub-Registrar. 

According to the complainant, there were a 

number of decisions of superior Courts hold-

ing that the formality of registration under 

the Registration Act is not a prerequisite for 

gifting out a property under the Muslim 

Personal Law. 

 In its report, the Works Division plead-

ed that according to the Registration Act, 

1908, Part-III, the instrument of gift of Im-

movable Property should compulsorily be 

registered. As against the same, during a 

hearing that was held, the complainant 

pleaded that it is well settled that a Muslim, 

as permitted by his personal law, i.e. Islamic 

Law, may dispose of the whole or any part 

of his property by way of oral gift in his life 

time. As the gift made in this case is oral, he 

took the plea that the provisions of Registra-

tion Act, 1908 are not attracted. The com-

plainant brought out that the same view has 

been held by the superior Courts in their 

Judgements, including a Judgement of the 

Sindh High Court. 

 The complainant also produced two 

precedents where the PECHS/Works Divi-

sion had allowed mutation of plots on the 

basis of unregistered Gift Deeds. After tak-

ing into consideration the precedents and the 

well-settled principles laid down by the 

superior courts of law, it was recommended 

that the Works Division should honour the 

declaration of gift produced by the com-

plainant. It was accordingly recommended 

that the request of the complainant made to 

PECHS for the purpose of transfer of prop-

erty should be acted upon. Compliance was 

desired to be reported within one month. 

ESTATE OFFICE 

Complaint No. Reg. K/929/99 

Non-response to Request for Handing 

Over Possession of Dehired 

Accommodation and Payment of Dues 

 Mrs. Nasreen Javed of Karachi had let 

out the premises belonging to her, called 

“Nasreen Building” located at Blocks 7 & 8 

of Shaheed-e-Millat Road, Karachi to the 

Estate Office, Pakistan PWD, Karachi. The 

Estate Office had actually hired this building 

for the Directorate of Audit, Industries Sup-

plies and Food Department, which retained 

the building upto 8.6.1998. The complainant 

was not agreeable to take possession of the 

building on the ground that utility bills had 

not been cleared. The Estate Office on the 

other hand had been pressing that possession 

should be handed over to the Enquiry Office 

of Pak PWD and not to the aforementioned 

Directorate. 

 On taking up the matter, the Estate 
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Office, Karachi reported that the Department 

which had occupied the building, was not 

cooperating for clearance of the utility bills. 

Therefore, the representative of the Depart-

ment was called and after thorough investi-

gation, it was recommended that the De-

partment should hand over possession of the 

building to the complainant through Pak 

PWD, and rent upto 21.6.1999 should also 

be paid to her immediately. The Department 

which occupied the premises, was also asked 

to ensure payment of outstanding utility 

bills, after obtaining funds from the Finance 

Division. 

Complaint No. Reg. H/15294/99 

Arbitrary Notice of Vacation of an 

Allotted on Temporary Transfer 

 Mr. X, a Lower Division Clerk of FIA 

Headquarters Islamabad stated that he is on 

the regular strength of FIA Headquarters, 

Islamabad and that while he has been tempo-

rarily transferred to Faisalabad, he continues 

to draw his salary from FIA, Islamabad and 

also reports to the FIA Headquarters, Islam-

abad. Despite this, the complainant alleged, 

the Estate Office cancelled the allotment of 

his quarter No. 35/10, Cat. V, G-10/3, Islam-

abad and served 14 days ejectment notice on 

him. 

 The Agency’s comments were ob-

tained. The Estate Officer reported that fol-

lowing the transfer of the complainant to 

Faisalabad, the quarter in question had been 

allotted to one Mr. Y of the Directorate Gen-

eral of Registration, Islamabad. 

 The complainant produced a letter of 

the FIA Headquarters, Islamabad dated 

18.9.1999 addressed to the Estate Officer, by 

which the complainant’s statement was reaf-

firmed. The FIA had temporarily transferred 

him to the FIA’s Crimes Branch, Faisalabad 

and he was drawing his salary from Islama-

bad. 

 It was held that in view of the above, 

the Estate Office had no justification to can-

cel the allotment of the complainant’s quar-

ter. The Estate Office was therefore advised 

to withdraw the order of allotment of the 

complainant’s quarter made in favour of Mr. 

Y of the Directorate General of Registration. 

Complaint No. Reg. H/2162/99 

Failure to Allot Quarter Despite Approval 

by the Out of Turn Allotment Committee 

(OTAC) in 1994 

 Mr. Muhammad Abdullah, Lower Divi-

sion Clerk, Federal Government Primary 

School No. 11, G-6/1-2, Islamabad, com-

plained that despite approval by the compe-

tent authority for out of turn allotment of 

Government accommodation, he was not 

provided a quarter, though he had mentioned 

a number of available quarters and quite a 

few Government employees junior to him in 

the OTAC list had been provided Govern-

ment accommodation. 

 Report was called from the Agency and 

a hearing was held the complainant alleged 

that his final allotment order was withheld, 

because he could not oblige one X, the deal-

ing Assistant in the Estate Office who de-

manded bribe. On his complaint the Secre-

tary, Housing and works ordered placement 

of X under suspension. The complainant 

stated that he is still without any Govern-

ment accommodation. 

 The Estate Office, Islamabad who was 

present in a hearing, stated that the com-

plainant never brought to his notice any 

allegation regarding demand of bribe. Earli-

er, the complainant’s name stood at serial 

No. 17 in the OTAC list of 1994 for ‘B’ type 

accommodation. The Estate Officer person-

ally undertook to investigate allegation 

against X and promised to inform this Secre-

tariat within 60 days, of the disciplinary 

action taken by him against X. It was rec-

ommended that the Estate Office should also 

put up the case of the complainant to the 
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competent authority for allotment of the first 

available ‘B’ type quarter to him, as per his 

position in the OTAC’s list of 1994. 

Complaint No. Reg. H/12217/99 

Non-payment of Rent 

 Mr. Abdul Rashid, Stenographer, Paki-

stan Institute of Medical Sciences (PIMS), 

Islamabad complained that the Estate Of-

fice, Islamabad had not paid the rent of the 

private house hired for him, for the period 

from 1.10.1998 to 16.2.1999. Comments 

were obtained from the Agency and PIMS. 

According to PIMS, House No. 1913, Street 

No. 15, Sector I-10/1, Islamabad was hired 

by them for the complainant, for residential 

purpose and payment of rent was made by 

them upto 30.9.1998. Thereafter, conse-

quent to the placement of PIMS on the pool 

of the Estate Office their balance budgetary 

provision amounting to Rs.10 million (for 

house requisition facility for PIMS employ-

ees) was transferred to the Estate Office, 

Islamabad PIMS stated that after 30.9.1998 

the payment of rent was to be made by the 

Estate Office and all employees including 

the complainant had been accordingly ad-

vised. 

 The Estate Office maintained that the 

house was formally taken over by them from 

17.2.1999 and therefore they could make the 

payment of rent for the period from 

17.2.1999 and not for the earlier period. The 

parties were given a hearing and the record 

was examined. As PIMS was brought on the 

pool of Estate Office with effect from 

30.9.1998 and they had transferred the bal-

ance budgetary provision of Rs.10 million to 

the Estate Office, the payment of rent of the 

hired house from 1.10.1998 was also the 

responsibility of the Estate Office. 

 It was therefore held that the Estate 

Office is liable to pay the rent of the house 

hired for the complainant from 1.10.1998 to 

16.2.1999. 

PAK. PWD 

Complaint No. Reg. K/33/98 

Non-Response to Request for Payment of 

Dues and Earnest Money, Worked 

Stopped in December, 1996 Due to Non-

Availability of Funds 

 Mr. Inder Lal, a Government Contrac-

tor was awarded the work of construction of 

a Road by the Executive Engineer, Pak 

PWD, Hyderabad on 26.6.1996. It was due 

to be completed during June, 1997. The 

work was carried out till December, 1996 

when it was stopped by the Pak PWD due to 

non-availability of funds. After the lapse of 

about 25 months the complainant inter-alia 

requested the Agency to release his security 

deposit and held back amount of approxi-

mately Rs.80,000. The Agency neither re-

funded the amount nor responded to his 

request. Hence he filed the complaint. 

 The Agency in its reply did not dispute 

any of the facts mentioned in the complaint. 

It asserted that the allocation of funds from 

People’s Programme amounting to Rs.11.50 

million was not released due to ban on the 

Programme. The Government had not decid-

ed the fate of the programme; hence the rest 

of works are under consideration as a policy 

matter. Security deposit shall be released 

either after completion of the work as per 

Agreement or on closure of the Agreement, 

whatever it is decided by the Government. 

 During the investigation, the represent-

atives of the Agency admitted that the 

amount of security deposit and held backs 

are lying with the Department, but these 

cannot be paid to the complainant for want 

of completion of certain formalities. The 

Chief Engineer, Pak PWD, Karachi (South) 

further stated that the matter was likely to be 

settled soon. However, placing reliance on 

certain paras of CFR Volume I (Chapter 14) 

it was pleaded by him that the payment of 

Security Deposit should not be made to the 
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depositor except in accordance with the 

terms of the Security Bond and the held back 

cannot be refunded till the final bill was 

prepared and paid. 

 The contentions made on behalf of the 

Agency were repelled and it was held that 

claim of the complainant did not appear to 

be unjustified. It was, therefore, recom-

mended that the Agency should ensure com-

pletion of all formalities within a month, and 

refund the amount in question to the com-

plainant under intimation to this Secretariat. 

Complaint No. Reg. H/7671/99 

Delay in Payment of Outstanding Bills for 

Work Done 

 M/s Naseer and Sons, Government 

Contractors of Islamabad complained that 

the Pak PWD has not made payment of their 

total bill, although the work was completed 

in July, 1996 as per laid down specifications. 

The work of Reconstruction/Extension of 

Jamia Mosque, Baba Hafiz Mohammad 

Amin Wali at Padshan, District Chakwal was 

awarded to the complainants in 1995 for an 

agreemental amount of Rs.938,000. An addi-

tional work was also completed as per di-

rective of the Agency. It was stated that the 

mosque was inaugurated in August, 1996 

and since then it is functional and there has 

been no defect in the work till date. 

 On taking up the matter with the Agen-

cy it reported that their client, Ministry of 

Local Government and Rural Development, 

accorded administrative approval for the 

said work in July 1995 and funds amounting 

to Rs.931,750 were received for this pur-

pose. The work was completed by the com-

plainants and payment was made to the 

extent of Rs.931,659. Later, as instructed by 

the client, the additional work was undertak-

en, but it was not included in the original 

contract agreement. Therefore, a case for 

issuance of revised administrative approval 

alongwith release of the requisite additional 

funds was taken up with the client. It was 

promised by the Agency that the due pay-

ment will be made thereafter. According to 

the concerned XEN, additional work on the 

four items costed Rs.85,200. This additional 

expenditure can be met from the overall 

savings of People’s Programme, District 

Chakwal. This position was also confirmed 

by the Superintending Engineer. Thus, the 

Agency itself had savings available with it, 

but the client Ministry of Local Government 

and Rural Development was giving adminis-

trative approval on case to case basis and 

hence the matter had been delayed. The 

complainant asserted that it is a question of 

life and death for him, as he has no money to 

repay the loan taken y him for carrying out 

the aforesaid work. The Agency was there-

fore directed to make payment of Rs.85,200 

to the complainant from the savings availa-

ble with it, while the revised administrative 

approval be obtained later. This was done 

and the complainant appreciated the action 

taken by the Ombudsman. 

Complaint No. Reg. Q/86/98 

Delay in Payment of Bills 

 Messrs Kakar Construction Company, 

Government Contractors, Manufacturer and 

Order Supplier, Sanjawi, District Loralai 

complained against Pakistan Public Works 

Department, stating that a work for construc-

tion of road etc at Sanjawi Town was award-

ed to them but the payment of bills for this 

work has been delayed. On taking up the 

matter with it, the Agency reported that work 

amounting to Rs.8,635,613 was awarded to 

the complainant and an amount of 

Rs.4,318,000 was released but the remaining 

amount could not be released due to the fact 

that despite repeated requests the Federal 

Ministry of Local Government failed to 

release the funds. 

 The Federal Ministry of Local Gov-

ernment reported on its part that Rs.43.318 
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million were released to the Pak PWD and 

remaining amount could not be released due 

to dissolution of the National Assembly in 

November, 1996. The Secretary, Federal 

Ministry of Local Government was advised 

to arrange payment to the complainant for 

the work done by him. The Ministry submit-

ted compliance report and the complainant 

too confirmed relief. 

Complaint No. Reg. H/180/99 in 

Reg. H/1672/98 

Discrimination in Allotment of 

Government Accommodation 

 Mr. Saeedullah Khan, Assistant Profes-

sor, Islamabad Model College for Boys, 

G-10/4, Islamabad had been allotted family 

suite No. 15-C/72, Gulshan-e-Jinnah in 

January 1999. However, he could not get 

vacant possession of the same, as the present 

occupant had obtained a stay order from the 

court of Additional Sessions Judge, Islama-

bad. The complainant stated that since the 

aforementioned family suite was under liti-

gation he may be allotted another vacant 

family suit No.8-E/108. 

 During the hearing that was held, the 

concerned Executive Engineer, Pakistan 

Public Works Department (Pak. PWD) 

informed that suite No. 15-C/72 was occu-

pied by a Section Officer and that the Pak 

PWD would file an application in the court 

of the Additional Sessions Judge, Islamabad 

for an early hearing of the case. The com-

plainant also indicated that he will also 

make an application to the Additional Ses-

sions Judge, Islamabad for an early hearing 

of the case. 

 It was recommended that if for any 

reasons possession of suite No. 15/C-72 

cannot be delivered to the complainant by 

31.10.1999, he may be given allotment of 

any other vacant family suite. Compliance 

was desired to be reported. 

IINNDDUUSSTTRRIIEESS  &&  PPRROODDUUCCTTIIOONN  

DDIIVVIISSIIOONN  

GHEE CORPORATION OF PAKISTAN (GCP) 

Complaint No. Reg. K/1541/99 

Transfer of Vehicle to Petitioner on 

Retirement as per Rules and 

Subsequently Demand for its Return 

 Syed Khurshid Imam presently residing 

in Karachi stated that on his retirement as 

General Manager, Ghee Corporation of Pa-

kistan (GCP) on 30.11.1997, he was given 

the automobile which was in his use during 

his service with GCP. After paying the book 

value of the car plus 15% of the amount of 

the book value according to rules, the car 

was transferred to him and he got it regis-

tered in his name. Subsequently, he spent 

over Rs.50,000 on essential repairs of the 

car, which was 10 years old and was in a bad 

condition. On 17.5.1999 he was informed 

that the GCP’s Board of Directors in its 

146th meeting held on April 13, 1999, had 

not approved the sale of this car to him and 

he was asked to settle his account with 

GCP’s Finance Department. Sale of the car, 

which was now his property, had also been 

advertised for purchase by the public. He 

requested that GCP may be directed to ex-

clude his car from sale and acknowledge 

correctness of the transfer/sale of the car to 

him. He requested this on the plea that trans-

fer of the car to him was made earlier than 

any decision taken by the GCP to alter/revise 

the GCP'’ policy about the transfer of cars. 

 During investigation of the complaint it 

was also seen that the car had been regis-

tered in the name of the complainant making 

him the formal owner. It was held that the 

Board’s present decision to try to take back 

the car from its former senior employee is 

neither fair nor justified at this belated stage, 

since the car had already been registered in 

the name of the complainant and its owner-

ship had been transferred. It was therefore 
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recommended that the Board’s decision 

should not be applied retrospectively to 

finalised transfers of cars, but made applica-

ble to such contemplated transfer in future. 

Complaint No. Reg. K/2409/98 

Delay in Allowing the Benefit of Purchase 

of Company’s Car on Retirement 

 Mr. M. Masood Ali Usmani, a retired 

officer of the National Refinery Limited 

(NRL), Karachi complained of delay in 

placing his case before the Board of Direc-

tors of NRL for the transfer of official car 

allotted to him and in his use prior to his 

retirement on 15.6.98. He was retired from 

the post of Manager (Public Relations and 

Protocol), falling in NRL Executive Grade-

III. He was entitled to the following benefits: 

“Subject to regular service in NRL for a 

period of 10 years, the retiree shall have 

an option to retain the car in his posses-

sion or request for any other car availa-

ble in the company’s car pool, which 

shall not be of higher cc (engine power) 

or later model than the car in possession 

of the retiree. The car will be sold at the 

tax depreciated book value. However, in 

each case Chairman’s specific approval 

would be required.” 

 Investigation of the complaint indicated 

that the matter was placed on the agenda of 

the NRL Board of Directors meeting held on 

26.9.1997, but it could not be considered due 

to paucity of time. A hearing was held in the 

case. It was recommended that the car be 

sold to the complainant according to the laid 

down procedure. 

IINNTTEERRIIOORR  DDIIVVIISSIIOONN  

IMMIGRATION AND PASSPORT 

Complaint No. Reg. H/22159/98 

Failure to Issue Citizenship Certificate 

 Mst. Zeenat Bano, resident of Thatta, 

filed a complaint against Regional Passport 

Office, Hyderabad. She stated that she was 

originally an Indian National and had come 

to Pakistan on 7.10.1989. After her marriage 

with a Pakistani National she had applied for 

the grant of Pakistan Citizenship Certificate 

(PCC). She complained that in spite of her 

efforts she had not received the PCC nor any 

intimation from the Agency. She stated that 

her husband is a poor Riksha driver and she 

is living with him and her two children out 

of the wedlock. Her Indian passport expired 

on 27.9.1994 and her husband got it renewed 

till 27.9.1995. After the expiry of the ex-

tended period of her passport, her husband 

who is a Riksha driver could not manage to 

get it further extended on account of his ill 

health and financial difficulties. Moreover, 

Indian passports could now be renewed only 

by the Indian Embassy, located in Islama-

bad. The Agency was insisting for revalida-

tion of the Indian Passport before the PCC 

could be issued to the complainant. Thus 

faced with a difficult situation, she ap-

proached for intervention. 

 On taking up with the Agency it in-

formed that the PCC was granted to the 

applicant on 2.2.1992 and the issuing author-

ity, Assistant Director, Immigration and 

Passports, Karachi, addressed a registered 

letter dated 18.2.1992 to the complainant. As 

per the same, the complainant was asked to 

collect the PCC after surrendering all the 

valid travel documents, i.e. passport and 

residential permit etc. According to the 

Agency the complainant was reminded again 

in 1993 and 1998 also. The Indian Passport 

of the complainant had expired on 

27.9.1995. The Agency even stated that the 

matter is being taken up with the competent 

authority for revision of the instructions 

requiring the surrender of the aforemen-

tioned documents, specially a valid passport. 

 In view of the admitted fact that the 

PCC was lying ready for issuance to the 

complainant since 2.2.1992, when she was 



 CHAPTER - IV: Representative Cases 71 

 

in possession of a valid Indian Passport, her 

contention that she did not get the infor-

mation about it, was found to be correct. It 

was, therefore, held that the demand for a 

valid Indian Passport duly renewed after 

three years of its expiry, was unreasonable 

and unjust. It was accordingly recommended 

that on the basis of the Indian Passport, the 

validity of which had expired on 27.9.1995, 

PCC be issued to the complainant. Compli-

ance report was desired within 30 days. 

REGISTRATION OFFICE 

Complaint No. Reg. K/2431/98 

Delay in Appointment as Naib Qasid 

Against Quota for the Disabled Persons 

 Mr. Gul Sher, resident of Landhi, Kara-

chi, lodged a complaint against Directorate 

General of Registration regarding delay in 

appointment as Naib Qasid against the 1% 

quota provided by the Disabled Persons 

(Employment and Rehabilitation) Ordi-

nance, 1981. 

 The Agency in its report took up the 

plea that as the Government has imposed a 

ban on appointment on regular posts even as 

contingent paid staff, hence the Director of 

Regional Registration Office, Karachi was 

not empowered to appointment any person, 

including a disabled person on any post. 

Later on, a further report was received from 

the Agency to the effect that the case of 

appointment of the disabled person has been 

taken up with the Establishment Division 

and as and when the approval regarding his 

appointment is received, the complainant 

will be considered for appointment. Later 

on, the Government lifted the ban on re-

cruitment of disabled persons, but did not 

lay down the criteria for recruitment, i.e. 

whether the Government will issue neces-

sary instructions in this regard, or the De-

partment was empowered to advertise va-

cancies in BPS-1 to BPS-15 under the quota 

reserved for disabled persons. 

 During the investigation of the case it 

was admitted by the Agency that the posts of 

Naib Qasid/Chowkidar were lying vacant in 

the Regional Registration Office, Karachi 

and that the Prime Minister had enhanced 

the quota of disabled persons from 1% to 

2%, vide Establishment Division’s OM dat-

ed 15.10.1998. It was held that the priority 

of the Government was to provide immedi-

ate employment to the disabled persons on 

the posts in BPS-15 and below. It recom-

mended that hence the DG should vigorous-

ly persue the Ministry of Interior for obtain-

ing the required instructions of the Estab-

lishment Division. It was also recommended 

that the case of complainant for employment 

against the post applied for, should be con-

sidered. The Agency was asked to intimate 

the outcome within a month. 

DIRECTORATE GENERAL OF 

REGISTRATION 

Complaint No. Reg. Q/8/99 

Unjust delay in Enhancement of Rent 

 Mst. Nilofer and Fehmida Begum of 

Quetta stated that they had let out their 

building on rent to the Agency and the Of-

fice of Regional Registration Office, Quetta 

was located in the same. They complained 

about delay in enhancement of rent of the 

building w.e.f. 1.7.1990. Investigation of the 

complaint indicated that the Agencies in-

volved in the case had abnormally delayed 

the matter of enhancement of rent of the 

rented building of the complainants. The 

same had been pending with them since 

1990. It was observed that the situation is 

highly objectionable and depicts a very ugly 

picture of the maladministration committed 

by the Ministry of Interior and Ministry of 

Finance. It was recommended to the Secre-

taries of both the Ministries to decide the 

case of enhancement of rent within 30 days 

and report compliance to this Secretariat. 

Moreover, they were also asked to probe 



 CHAPTER - IV: Representative Cases 72 

 

into causes of the abnormal delay caused in 

finalisation of the case and bring the delin-

quents to book. 

KKAASSHHMMIIRR  AAFFFFAAIIRRSS,,  NNOORRTTHHEERRNN  

AARREEAASS  AANNDD  SSTTAATTEESS  &&  FFRROONNTTIIEERR  

RREEGGIIOONNSS  DDIIVVIISSIIOONN  

NORTHERN AREAS ADMINISTRATION 

Complaint No. Reg. H/114/99 

Failure to Provide Employment in Lieu of 

Acquired Land 

 Mst. Kaneezah Begum, widow of Mr. 

Ghulam Abbas, resident of Astore, Gilgit 

stated that land measuring one kanal was 

acquired by the Social Action Programme 

(SAP) on the promise that her husband will 

be given employment in Grade-1 in the 

Department of Education, Northern Areas 

Administration, Gilgit. The late husband 

approached the concerned officials several 

times but with no result. The complainant 

stated that she is poor, has to support small 

children and requested that either she should 

be given employment or in turn compensa-

tion be sanctioned for the acquired land. She 

attached the relevant documents indicating 

that the land was donated for a school build-

ing under SAP, situated at Thokay, Village 

Chengrah, District Astore. 

 On calling a report, the Agency in-

formed that under the SAP it was for the 

village Education Committee to provide the 

accommodation/land for the school and 

Education Department is responsible for 

salary of the staff. It was also stated that the 

provision of building and cost of land for 

school is the responsibility of the local 

committee and that the Education Depart-

ment and that Northern Areas Administra-

tion has not entered into any agreement with 

the complainant for acquisition of land and 

for employment in Grade-1 in lieu of land 

compensation. It was also stated that the 

Northern Areas Administration has submit-

ted a detailed scheme to the KA&NA Divi-

sion on 25.2.1999 for creation of posts and 

provision of funds for the functioning of 

schools under the Social Action/Tameer-i-

Watan Programmes. It was recommended 

that the complainant be appointed in BPS-1 

after obtaining approval of the said scheme 

from the competent authority. 

Complaint No. Reg. H/20717/98 

Failure to Pay Compensation of Lost 

Luggage 

 Mr. M. S. Sufi and Mr. M. Abdullah, 

resident of Chak No. 115/15-L, Mian Chan-

nu, District Khanewal stated that while trav-

elling by a Northern Areas Transport Com-

pany (NATCO) Bus from Gilgit to Rawal-

pindi on 18.7.1997, they lost their luggage. 

According to them, this was in connivance 

with the bus conductor and driver. These 

were small bags and in spite of their requests 

to keep the same under their seats, the con-

ductor insisted that the same be kept in the 

luggage area. The material/clothes in the two 

bags were stated to be worth Rs.5,000 and 

Rs.2,500. The matter was reported by them 

to the Agency, but of no avail. On calling a 

report, the Deputy Managing Director, 

NATCO raised the point that the complain-

ants had filed a complaint with this Secretar-

iat after a lapse of 1-1/2 years. 

 A hearing was held, during which it 

was confirmed that it was on the insistence 

of the conductor that the bags were placed in 

the portion reserved for luggage. The loss of 

baggage was also confirmed. The concerned 

driver and conductor consequently agreed to 

make good the loss. The Agency requested 

that the complainants be directed to contact 

the Agency for payment of Rs.5,000 and 

Rs.2,500 respectively. 

 Although the Agency had agreed to 

send cheques amounting to Rs.5,000 and 

R.2,500 respectively to the complainants, it 
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was advised that the conductors and drivers 

of NATCO should be more vigilant in han-

dling the luggage of passengers. The Agency 

was also asked to issue the cheques within 

one week. 

Complaint No. Reg. H/8333/99 

Failure to Allow Proper Amount of 

Pension After Conceding Lawful Service 

Benefits 

 Mr. Muhammad Yasin presently resid-

ing in Rawalpindi is a retired Government 

servant who had worked in the Northern 

Areas Administration. He complained about 

his late promotion as Civil Supply Officer 

(BPS-16) in the Directorate of Civil Supplies 

and Transport Northern Areas. He com-

plained that the same had affected his pen-

sion and he required for intervention. He 

stated that although a clear cut vacancy 

existed as a Civil Supply Officer, he was 

promoted against the same only 3 days be-

fore his superannuation/retirement, which 

was on 28.10.1998. He attached various 

documents indicating that his case for pro-

motion was delayed for no fault on his side. 

According to the approved Recruitment and 

Promotion Rules of 1983, a Stores Officer 

(BPS-9) having 8 years service is eligible for 

promotion to the post of Assistant Director 

(BPS-16). The complainant pleaded that he 

should have been promoted on completion 

of the required formalities. Instead, the post 

was filled by transfer although the com-

plainant was looking after the duties of the 

Assistant Director w.e.f. 21.4.1996. His case 

for promotion to BPS-16 remained under 

consideration since 1992, but he was pro-

moted as Civil Supply Officer only on 

28.10.1998 and he stood retired on 

1.11.1998. 

 Consequent to detailed investigation of 

the complaint it was recommended that the 

complainant be allowed to draw salary of 

BPS-16 from 21.4.1996 when he was posted 

to officiate as Assistant Director, Civil Sup-

plies and Transport, Northern Areas, Sub-

Office, Islamabad, as he was eligible for 

promotion and fulfilled the requirements of 

the said post as per Recruitment and Promo-

tion Rules of 1983. It was recommended that 

on the refixation of pay in BPS-16 his pen-

sion should be recalculated and he should be 

given the due benefit including the arrears. 

LLOOCCAALL  GGOOVVEERRNNMMEENNTT  &&  RRUURRAALL  

DDEEVVEELLOOPPMMEENNTT  DDIIVVIISSIIOONN  

EMPLOYEES OLD-AGE BENEFIT 

INSTITUTION (EOBI) 

Complaint No. Reg. H/2201/99 

Failure to Provide Statement of Monthly 

Income to Enable Him to Get Pension 

 Malik Ghulam Haider resident of 

Khewra stated that he was employed in the 

Pakistan Mineral Development Corporation 

(PMDC) at Salt Mines, Khewra. His old-age 

pension was not being processed by the 

EOBI for want of verification of his salary 

particulars. He requested that his pension 

should be fixed as per actual wages earned. 

The EOBI informed that the PMDC did not 

provide necessary information for settling 

the pension case. After protracted corre-

spondence and arranging three hearing, the 

PMDC was still reluctant to furnish the 

certificate on account of that the complain-

ant attended the Mines for only 12 days 

during the period 1984 to 1998. The Agency 

stated that he had not been attending the 

mines himself and earning the wages 

through deployment of unregistered miners. 

Investigation of the complaint brought out 

that as per Rules he is allowed to do so. It 

was further confirmed that there are about 

685 registered miners who are book-holders, 

many of them do not work in the mines and 

allow unregistered miners to work. The 

representative of the EOBI stated that the 
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complainant is entitled for pension from 

13.10.1998 provided the employer gave the 

certificate in regard to number of years the 

complainant had served the organisation. 

The PMDC submitted details if earnings of 

the complainant for each month from 1/93 to 

5/98. The same indicated that the complain-

ant earned minimum of Rs.1,736.45 to max-

imum of Rs.10,118.98 per month. Also it 

indicated that the complainant excavated salt 

worth 317 tubs in 1993, 344 tubs in 1994, 

409 tubs in 1995, 298 tubs in 1996 and 320 

tubs in 1997. On an average, on tub of salt 

can be extracted per day. 

 It was held that it is the quantity of Salt 

extracted which is of relevance and not the 

attendance as the registered miner is allowed 

to engage one unregistered miner with due 

approval of the Chief Engineer. Further, the 

registered miner receives his wages as per 

quantity of salt escalated. The unregistered 

miner is not entitled to file any claim against 

the salt mines. It was therefore held that the 

complainant is eligible for old age pension 

in terms of the Salt Mines Service and Con-

duct Regulations, 1976 and the EOBI Act, 

1976. Accordingly it was recommended that 

the EOBI should process the case of the 

complainant for old-age pension as per actu-

al earning per month, subject to completion 

of the claim form and other relevant docu-

ments in all respect by the complainant and 

the PMDC Salt Mines, Khewra. 

PPEETTRROOLLEEUUMM  &&  NNAATTUURRAALL  

RREESSOOUURRCCEESS  DDIIVVIISSIIOONN  

PAKISTAN MINERAL DEVELOPMENT 

Complaint No. Reg. H/7404/99 

Delay in Payment of Retirement Dues 

 Mr. Mushtaq Hussain, residing in Vil-

lage Bharpur Tehsil and District Chakwal 

complained about the delay in payment of 

his gratuity, G. P. Fund dues etc. The com-

plainant had resigned from service in the 

month of October, 1998 as Welder, after 

rendering 19years of service. He stated that 

the following were the dues to be paid to 

him: 

Gratuity Rs.59,945 

G. P. Fund balance Rs.65,500 

Overtime dues Rs.406 for the 

 month of June, 

1998. 

2. Examination of the case revealed that 

the Office Order of the Agency relieving 

him from service had acknowledged the 

following service benefits: 

i) 570 (Five hundred and seventy) 

days wages as gratuity from 

05.10.1978 to 5.11.1998 @ 30 

days per completed year. 

ii) 04 days earned leave, due to him. 

3. It had been mentioned in the Office 

Order that the dues will be cleared on pro-

duction of clearance certificate. In addition 

to calling the report from the Agency, a 

hearing was held. It was reported by the 

Agency during the same that audit of the 

G.P. Fund is under progress and would be 

completed soon. Delay in calculation and 

payment of gratuity was acknowledged. As a 

consequence of agreement by the Agency, it 

was agreed that the Agency shall pay all the 

dues of the complainant after calculation and 

consulting its full record within 90 days. 

Complaint No. Reg. H/13837/99 

Delay in Payment of Provident Fund 

 Mr. Muhammad Zahid presently resid-

ing in Khewra, District Jhelum, wh is the 

guardian of legal heirs of late Imdad 

Hussain, Miner No. 5/21, PMDC Mines, 

Khewra complained about delay in payment 

of Provident Fund dues of the deceased. He 

stated that the minor children of the de-

ceased were facing financial difficulties for 

now-payment of the Contributory Provident 

Fund (CPF) of late Imdad Hussain. 



 CHAPTER - IV: Representative Cases 75 

 

 The Agency’s comments were obtained 

and a hearing was held. During the same, the 

Secretary, PMDC, Islamabad submitted a 

written report, stating that the heirs of late 

Imdad Hussain have since been paid C. P. 

Fund amounting to Rs.41,498 on production 

of Succession Certificate. 

SUI NORTHERN GAS PIPELINES LTD. 

(SNGPL) 

Complaint No. Reg. H/5869/99 

Delay in Provision of Sui Gas Connection 

 Mr. Jehangir Ali of Vilage Shakardar, 

Tehsil and District Attock complained 

against the SNGPL for delay since August, 

1998 in the provision of Sui Gas facility 

despite his making payment consequent to 

the Demand Notice. The complainant had 

deposited the amount of Rs.2,000 on 

01.08.1998. 

 The report called from the Agency 

showed that the Agency was providing gas 

connections in turn and on merit basis and 

therefore it could not readily provide Sui 

Gas connection to the complainant’s premis-

es. A hearing was held by the Investigating 

Officer, who observed that whenever he 

asked the Agency’s Representative to pro-

vide the Register showing the turn of the 

applicants, no such Register was produced. 

Without perusing the Register duly main-

tained by the Agency it would be impossible 

to see as to whether the reason given by the 

Agency is correct or not. While the com-

plaint was under investigation the Agency 

reported that service line to the house of the 

complainant had been since provided, but 

due to the shortage of meters the complain-

ant could not be provided Sui Gas connec-

tion. 

 The Agency was directed to provide 

connection with Sui Gas meter to the com-

plainant by the month of July, 1999. As for 

the necessity of giving connections in turn, it 

was directed that each office of the Agency 

should maintain a Register, showing the date 

of application moved by each applicant for 

the Sui Gas connection, the date on which 

the demand notice is to be issued to him/her 

and the date on which had he/she is to be 

provided Sui Gas facility. The Agency was 

called upon to ensure the maintenance of 

such a Register in every office of SNGPL. 

Complaint No. Reg. H/12626/99 

Accumulative Billing. Inaction on Request 

to Install Separate Meters 

 Mr. Iftikhar Ahmed and other employ-

ees of Tehsil Headquarters Hospital Pindi 

Gheb, District Attock complained against the 

SNGPL for accumulative billing for a num-

ber of quarters and inaction to install sepa-

rate meters in the quarters of the Hospital. In 

addition to calling a report from the Agency, 

a hearing was held. On the basis of the posi-

tion which came out, it was recommended as 

follows: 

i) Amount of Rs.394,573 is payable by 

the Hospital to the Sui Gas authorities. 

This amount should be paid by the 

Hospital, after recovering the due 

amounts from the concerned individu-

als. 

ii) As, recovery of these amounts may 

take some time, the Hospital authorities 

would pay the above mentioned 

amount in instalments of Rs.5,000 per 

month. This facility was given to the 

Hospital on the ground that it has to re-

cover it from the individuals and also 

on the ground that the Agency had slept 

over the matter of recovery of the said 

amount for a long time. 

iii) The first instalment of Rs.5,000 would 

be paid by the Hospital authorities dur-

ing the month of August, 1999 and af-

ter that an amount of Rs.5,000 would 

be paid every month to the SNGPL. If 

the Hospital authorities do not pay any 

instalment after August, 1999, the Sui 
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Gas authorities would be at liberty to 

disconnect gas to the quarters of the 

Hospital. 

iv) The Agency was asked to report com-

pliance after the installation of separate 

gas meters in the concerned quarters of 

the Hospital and the Hospital authori-

ties were asked to report about payment 

of the arrears, starting from the pay-

ment of the first instalment. 

Complaint No. Reg. H/13513/99 

Excessive Billing/Wrong Billing 

 Mr. Muhammad Akram of Rawalpindi 

complained against SNGPL for excessive 

billing. In a previous complaint also he had 

complained against certain officials of the 

SNGPL for excessive billing intentionally. 

In the present complaint the complainant had 

stated that the Agency still unreasonably 

demanded more than Rs.50,000 from him. 

He again named certain officials of the 

Agency who had got annoyed because an 

inquiry was held against them, consequent to 

his earlier complaint. The complainant stated 

that he is a poor person and had sold the 

ornaments of his wife amounting to 

Rs.50,000 for only Rs.30,000 and thus has 

paid the amount to the Agency. 

 The Agency was asked to thoroughly 

investigate the matter. It held an detailed 

inquiry, as a result of which allegations were 

proved against certain officials. They were 

removed from their present position of in-

spection/checking of gas meters. A warning 

was issued to them, asking them to be care-

ful in the future and it was stated that in case 

of repetition of such a complaint a strict 

disciplinary action would be initiated against 

them. 

 It was also determined that a rebate of 

Rs.10,657 was due to the complainant. The 

Agency was asked to provide the same in the 

bills of the complainant. The Agency had 

reported at one stage that the complainant 

had not paid certain bills. It was recom-

mended that if it is correct that no bills were 

issued to the complainant for the months of 

October to December, 1998 and January to 

May, 1999, then appropriate rebate should 

be allowed to the complainant while issuing 

the bills now, because he was not fault at all. 

It was also directed that Sui Gas connection 

of the complainant should not be discon-

nected if he pays first instalment of the bills 

by September, 1999. 

Complaint No. Reg. H/1796/99 and 84 

other complaints 

Delay in Provision of Sui Gas Connections 

 85 different complainants from Sargo-

dha Region complained about delay in giv-

ing Sui Gas connections. In addition to call-

ing a report from the Agency, a hearing was 

held at Sargodha. Officers of the Agency 

reported that the delay had been because of 

non-availability of necessary material in 

order to provide Sui Gas facility to the com-

plainants. The hearing was attended by some 

of the complainants. It was agreed that the 

complainants will complete the formalities 

mentioned in their Demand Notices and also 

deposit the required amount of security by 

the end of April, 1999. With the same, the 

Agency was asked to provide Sui Gas facili-

ty to these 85 complainants within 90 days 

and intimate compliance. 

Complaint No. Reg. H/13075/99 

Failure to Transfer Rs.25,000 Already 

Paid by the Complainant and Unjust 

Harassment 

 Mr. Sadheer Ahmed, owner of a restau-

rant in Rawalpindi stated that he had already 

paid an amount of Rs.25,000 in the National 

Bank of Pakistan, I-9 Branch, Islamabad in 

full payment of the Agency’s earlier bill. In 

spite of the same, its credit was not given in 

the next bill. The amount reappeared with a 

surcharge added and the complainant was 
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instead served with a disconnection notice. 

 With the intervention of this Secretariat 

the Agency reported that on checking up its 

billing record thoroughly, it has been found 

that the amount of Rs.25,000 is appearing as 

arrears in the gas bills of the complainant 

due to the misplacing of the Bank Scroll 

received from the Bank. The Agency report-

ed that it has now arranged the same from 

the respective Bank and the amount will be 

shown as credited in the forthcoming gas bill 

of the complainant. 

 A hearing was held, in which the Agen-

cy confirmed the above and assured that in 

addition to the credit, the surcharge will be 

waived off and the gas connection will not 

be disconnected. 

PPOOPPUULLAATTIIOONN  WWEELLFFAAEERR  DDIIVVIISSIIOONN  

Complaint No. Reg. H/2431/99 

Delay in Payment of Dues 

 Mrs. Asia Bibi residing in Daulat Na-

gar, Tehsil and District Gujrat filed a joint 

complaint alongwith some other ex-

colleagues stating that they had served as 

Traditional Birth Attendants (TBAs) in the 

office of District Population Welfare Officer, 

Gujrat and that their services were terminat-

ed w.e.f. 1st July, 1998 without any notice 

and their dues from October, 1997 to June, 

1998 were not paid. Having had no relief 

from the Agency, this Secretariat was ap-

proached for the settlement of the case. 

When confronted with the complaint the 

District Population Welfare Officer, Gujrat 

submitted that no budget allocation was 

made under the TBAs component during the 

financial year 1998-99 and that the Ministry 

of Population Welfare had advised that no 

expenditure be incurred from 01.7.1998 

under TBAs component. Consequently, all 

the post of TBAs were abolished w.e.f. 

01.07.1998. Since no good reason was pre-

ferred to justify non-payment of the legiti-

mate dues of the complainants who had 

served during the relevant period and should 

have been paid for the services rendered, the 

case was referred back to the Agency for 

reconsideration in consultation with the 

Ministry of Population Welfare, Government 

of Pakistan, Islamabad. Consequently, the 

said Ministry directed the Population Wel-

fare Department, Govt. of Punjab that the 

outstanding dues of the complainant TBAs 

should immediately be cleared. The District 

Population Welfare Officer, Gujrat conse-

quently informed that the dues of the seven 

complainants had been paid. Thus, due relief 

was provided to the complainants as a result 

of the intervention of this Secretariat. 

RREELLIIGGIIOOUUSS  AAFFFFAAIIRRSS,,  ZZAAKKAATT,,  UUSSHHRR  

&&  MMIINNOORRIITTIIEESS  AAFFFFAAIIRRSS  DDIIVVIISSIIOONN  

EVACUEE TRUST PROPERTY BOARD  

Complaint No. Reg. H/3273/99 

Non-payment of Service Dues of Her Late 

Husband 

 Mst. Bibi Halima of Quetta is the wid-

ow of Mr. Muhammad Ramzan, ex-Naib 

Qasid of the office of Assistant Administra-

tor Evacuee Trust Property Board (ETPB) 

Quetta. He died on 15.10.1992. She com-

plained of delay of seven years in the pay-

ment of service dues of her late husband and 

family pension to her. 

 The intervention of this Secretariat 

resulted in activating the Agency against this 

inordinate delay. The concerned Assistant 

Administrator Quetta was asked to collect 

and process the required papers personally. 

It was recommended that the pension/gratu-

ity should be finalised within a week’s time. 

GI&BF papers were to be forwarded to the 

Board of Trustees for settlement of the case. 

It was recommended that the process should 

be completed expeditiously for giving due 
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relief to the complainant. It was also rec-

ommended that the family pension case of 

the widow be completed within 30 days and 

compliance be reported to this Secretariat. It 

was observed that seven years in non-

settlement of the case of the widow is gross 

maladministration on the part of the Agency, 

it should probe into the causes of this ab-

normal delay and take suitable action against 

the delinquents. 

WWAATTEERR  &&  PPOOWWEERR  DDIIVVIISSIIOONN  

WATER & POWER DEVELOPMENT 

AUTHORITY (WAPDA) 

Complaint No. Reg. H/2131/99 

Delay in Finalisation of Pension Case 

 The Pensioners Welfare Association, 

Mianwali stated that Mr. Faiz Muhammad, 

Line Superintendent, Wapda, Bhakkar had 

retired in March, 1998 on attaining the age 

of superannuation, but his pension case had 

still not been finalised by the Agency. 

 On taking up the matter with it, Wapda 

reported that Mr. Faiz Muhammad, Line 

Superintendent, retired on 4.3.1998 after 

completion of 60 years service. He was 

directed to clear all outstanding Audit Pa-

ras/Inquiries pending against him within the 

prescribed limit/period required under the 

Wapda Pension Rules, 1977, failing which 

all the losses were to be made good from his 

gratuity as well as pension. 

 A hearing was held. Consequent to the 

same, the Agency was asked to finalise the 

Inquiry at the earliest and also to pay antici-

patory pension to the complainant, as per 

instructions contained in Wapda Pension 

Rules, if for any reason the final pension 

payment order cannot be issued immediate-

ly. On further follow up by this Secretariat, 

the Agency intimated that pension claim of 

the complainant has been finalised and PPO 

has been issued for making payment to the 

pensioner. 

Complaint No. Reg. H/23480/98 

Issuance of Bill on Commercial Basis Due 

to Non-payment of Bribe 

 Mr. Haji Gul of Chak No. 6/TDA of 

Tehsil Darya Khan, District Bhakkar stated 

that the energy meter installed at his premis-

es since July, 1994 was used only for domes-

tic purposes. His son had, however, opened a 

small shop in one of the rooms of the house. 

Wapda served him a Detection Bill of 

Rs.19,950, which he contested to be illegal 

and requested that it should be withdrawn. 

On taking up the matter with it, Wapda re-

ported that their record indicated that the 

meter of the complainant was actually in-

stalled on commercial basis, but wrongly 

billed on domestic basis. A Detection Bill on 

account of difference of tariff from the date 

of installation was, therefore, issued to the 

complainant. 

 During a hearing that was held, the 

complainant stated that he was unaware of 

the fact that the tariff rte of his meter was 

not domestic. It was pointed out that the 

Agency was at fault for not charging the bill 

at commercial rate for the last 4-1/2 years. 

As such, maladministration had been com-

mitted by the Agency, for which the con-

sumer should not be made to suffer. It was 

recommended that the difference of tariff be 

charged for 12 months only and after clear-

ance of that bill the complainant’s meter be 

restored on domestic tariff basis as requested 

by him free of charge. 

Complaint No. Reg. H/6219/99 

Delay in Payment of Rental Charges of 

Office Building 

 Hakeem Muhammad Amir Khan of 

Kamar Mashani, District Mianwali stated 

that his house was hired by Wapda for the 

establishment of their complaint office, but 

with effect from 1.6.1991 to 31.3.1999 he 
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was not paid the rent. He complained that 

each time he provided the documents he was 

asked for the same or additional documents. 

 The Agency reported that the building 

of the complaint office was hired for the 

period from 1.3.1991 to 31.1.1992 at the rent 

of Rs.150 per month and payment was made 

to the complainant up to 30.11.1992. The 

lease agreement form with a sketch of the 

complaint office for the period from 

1.2.1992 to 31.10.1994 was received from 

the owner in November, 1994. However, the 

case for enhancement of rent from 1.2.1992 

to-date remained under objections. The SDO 

Civil Works, Sargodha referred the case to 

SDO Essa Khel on 5.1.1999 asking for pro-

vision of photocopy of application of the 

owner of the building and sketch of the 

house, which was awaited. 

 During a hearing which was held, the 

Departmental Representative could not ex-

plain the reason for the inordinate delay in 

processing the case, which was initiated in 

1992. He also could not give any reason for 

asking for provision of photocopy of appli-

cation of owner of the house and sketch in 

January, 1999. He agreed that a minor case 

of this nature should not have taken so long 

and while confirming that they did not need 

any more documents. It was committed from 

the Agency’s side that the case will be final-

ised within a month. 

 It was recommended that the owner of 

the building should be paid the rent on en-

hanced rates for the entire period the build-

ing remained in occupation of the Agency 

and the Agency should investigate the case 

as regards the delay and submit a report. 

Complaint No. Reg. H/4825/99 

Request to Write Off Arrears of Rs.3,595 

 The widow of Mr. Noor Hussain, resid-

ing in Essa Khel, District Mianwali stated 

that her husband died in December, 1992. 

He used to operate an Ata Chakki, which 

was destroyed by fire and the electricity 

meter was also burnt. Although the burnt 

meter was removed by Wapda, still the bills 

were being sent to them. She was asked to 

clear the outstanding amount of Rs.3,595. 

 According to the Agency the consumer 

stopped making payment of the energy bills 

from 7/92 to 9/93 because of which the ar-

rears increased to Rs.11,647, and the 

Equipment Removal Order (ERO) was ef-

fected on 28.9.1993. An inquiry into the 

damaged equipment of Ata Chakki, meter, 

oil expeller and cotton ginner was conducted 

and legitimate credit of Rs.8,981 was afford-

ed to the consumer. The balance of Rs.3,995 

was payable which the complainant has 

already deposited. 

 In the hearing held on 5.8.1999 the 

Departmental Representative agreed that it 

was a genuine case because of which the 

Chairman Area Electricity Board, Wapda, 

Faisalabad, could waive off fixed charges up 

to 12 months w.e.f. 22.10.1991 only as he 

did not have the financial powers of waiving 

the charges beyond this period. Otherwise in 

a deserving case like this, the entire amount 

should have been set aside. 

 It was, therefore, recommended that the 

charges of Rs.3,595 already deposited by her 

should be waived off and refunded to her. 

Complaint No. Reg. H/8291/99 

Excessive Billing — Request to Prepare 

Correct Bill to Enable the Consumer to 

Deposit the Same 

 Mr. Muhammad Khan of Village 

Kamar Masani, Tehsil Essa Khel, District 

Mianwali, who operates an agricultural tube-

well contested the bills of the Agency 

amounting to Rs.69,854 and asked that his 

account may be overhauled and correct bills 

should be issued. 

 According to the Agency when the 

meter of the consumer’s tube-well was 

checked in March, 1995, its side seals were 
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found to be bogus and a detection bill for the 

period from 6/94 to 11/94 amounting to 

Rs.29,965 was debited to the account of the 

consumer but he failed to make the payment. 

Subsequently, under the instructions of 

Chairman, AEB, Faisalabad a credit of 

Rs.19,994 was afforded to him, bringing to 

bill down to Rs.9,971. Due to default in 

payments for the period from 4/95 to 5/95 

and from 7/95 to 6/96, his tube-well connec-

tion was disconnected on 27.6.1996. Another 

detection bill was prepared for the period 

from 10/94 to 3/95 but it was kept pending 

and not debited to the consumer. However, 

in March, 1998 the Local Audit Party of 

Deputy Chief Auditor, Faisalabad revised 

this bill for 4 months from 12/94 to 3/95 and 

an amount of detection bills of Rs.69,584 

was debited to the consumer’s account. In 

this way the consumer was charged detec-

tion bill for 7 months. 

 During a hearing that was held the 

Departmental Representative was asked to 

explain that since detection bill for the peri-

od from 6/94 to11/94 had already been 

served what was the justification for a detec-

tion bill for the period from 10/94 to 3/95 –

when the same meter with bogus seals re-

mained on the premises. He agreed that there 

was no justification for the second detection 

bill and for that reason it was kept pending 

but the Audit Party revised it to four months’ 

period and debited the bill to the account of 

the consumer. Consequently, the second 

detection bill for an amount of Rs.69,584 

was set aside alongwith the surcharge/late 

payment fee etc. 

Complaint No. Reg. H/10410/99 

Payment of Compensation of His 

Electrocuted Son 

 Mr. Ghulam Farid of District Mianwali, 

a vegetable vendor stated that his 5/6 years 

old son received electric shock from the 

earth wire of the meter in the house of one 

Mr. Muhammad Ramzan, which is situated 

in the adjacent street. His son died because 

the earth of the meter was not insulated 

properly. The complainant had filed an FIR 

and a team of the Agency had also conduct-

ed an inquiry, but nothing had been done. 

 On taking up the matter with the Agen-

cy, it reported that the energy meter in the 

name of Mr. Muhammad Ramzan was run-

ning from the service mast installed at the 

premises of Mr. Sanaullah Khan who had 

sold his house to Mr. Ziaullah Khan. At the 

time of reconstruction of the house, the 

owner shifted the service wire and the meter 

through a private person who fixed the con-

nections wrongly and changed the phase 

polarity of the meter, because of which the 

neutral wire as well as the earth wire of the 

single phase meter became energised. When 

the child touched the wire he received a fatal 

shock. 

 The Agency stated that the case is un-

der process with an Inquiry Committee. 

During the hearing which was held, the 

Agency was asked that since the field staff 

checks the meters every month, was this 

dangerous position reported at any stage and 

whether any corrective measures were ever 

taken by the Agency in this respect. The 

reply was in the negative. It was never re-

ported that the earthing of the meter was in 

such a dangerous condition and needed a 

change or modification. 

 In view of the above, it was observed 

that the heirs of the deceased deserve to be 

compensated. Previously in such cases while 

working out the extent of the compensation, 

guidance was taken from the rate of diyat 

fixed under the Criminal Law. Accordingly, 

it was recommended that the Agency should 

make payment of Rs.251,625.04 only as 

value of diyat fixed under the Criminal Law 

(Amendment) Act, 1997 and SRO 760(1)/98 

dated 2.7.1998, to the legal heirs of the de-

ceased. Compliance was desired to be re-



 CHAPTER - IV: Representative Cases 81 

 

ported within 30 days. 

Complaint No. Reg. Q/17/99 

Wrong Billing 

 Mr. Muhammad Arshad of Quetta, 

Junior Clerk under the Balochistan Provin-

cial Government stated that he is living in 

official accommodation allotted to him in 

Wahdat Colony, Quetta. He complained that 

his electricity was disconnected and a bill of 

Rs.60,000 was sent to him, which is unjust 

and he is unable to pay. On taking up the 

matter with the Agency it reported that the 

arrears pertained to the period of previous 

occupant of the Government accommoda-

tion. A hearing was held. The Agency con-

sequently billed the complainant, the present 

occupant on the basis of his actual utilisation 

of electricity. A bill of Rs.8.426 was instead 

issued to the complainant. He was satisfied 

and he paid the same. 

Complaint No. Reg. H/3890/99 

Unjust Issuance of Detection Bill 

 Mr. Shaukat Ali of Samli Tajal, Tehsil 

Murree District Rawalpindi complained 

against Wapda for wrongly debting him with 

a detection bill. The complainant stated that 

the SDO visited his hotel and accused him of 

theft of electricity, as the consumption rec-

orded during the preceding months was very 

low. He tried to explain that the Meter Read-

er had not been recording the consumption 

regularly and billing was on the basis of 

fictitious readings. The complainant was 

debited with Rs.2,320 as detection bill, 

which he requested to be withdrawn. 

 Report was called and a hearing was 

held. Representative of the Agency stated 

during the hearing that the site was checked 

on 23.2.1999 and the meter was found dead 

stop on load and the complainant was ac-

cordingly debited 290 units for three 

months. However, the consumption data 

provided showed that the complainant was 

billed 95 units, 8 units and 419 units for 

12/98, 1/99 and 2/99 respectively. As per the 

report, the meter was checked on 23.2.1999, 

i.e. in the last week of February and was 

found dead stop. However, the consumption 

that was recorded in 2/99 was 419 units, 

which is much higher than the previous two 

months. Had the complainant indulged in the 

alleged dishonest use of electricity in 2/99 

his consumption should have been on the 

lower side. It was obvious that consumption 

recorded during the previous two months, 

i.e. 12/98 to 2/99 was 173 units per month, 

whereas the average for previous 11 months, 

i.e. for 1/98 to 11/98 was approximately 170 

units. It was observed that the average con-

sumption is thus fairly uniform and does not 

prove any dishonest use of energy. In view 

of same, it was recommended that the detec-

tion bill be withdrawn and compliance report 

be submitted within 30 days. 

Complaint No. Reg. H/9781/99 

Unjust Issuance of Detection Bill 

 Mr. Muhammad Ali Sethi of Chawinda, 

District Sialkot complained about unjust 

issuance of detection bill in respect of his 

shop. In addition to calling a report from the 

Agency a hearing was held. The complain-

ant did not attend but the representative of 

the Agency intimated that the matter had 

been looked into and the grievance of the 

absentee complainant had been found to be 

genuine. 

 Accordingly, the original bill of 

Rs.35,828 sent to the complainant had been 

reduced to Rs.5,088 and the complainant had 

been further allowed to make payment in 

three easy instalments. On intimation of the 

same, the complainant also gratefully 

acknowledged the relief. 

Complaint No. Reg. L/10376/98 

Seeking Compensation for Electrocution 

 Mr. Sultan Pervez of Hafizabad had 
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followed the matter with Wapda seeking 

compensation for electrocution of his son 

Mr. Asad Ali who had gone from Hafizabad 

to Jhawarian, District Sargodha to the house 

of his maternal aunt during summer vaca-

tion. On 1.8.1996 when he was playing on 

the roof of the house he got in contact with 

the high transmission line passing over the 

house. Both his hands were severely dam-

aged. He was shifted to Al-Shifa Hospital, 

Sargodha, thereafter to Lahore and then 

shifted by Air to Agha Khan Hospital, Kara-

chi where both his hands were removed as a 

result of fast spreading gangrene. 

 The complainant has sought reim-

bursement of medical expenditure amount-

ing to Rs.4 lakh and sought a stipend from 

Wapda for the child who had lost fore-arms 

completely. During a hearing the Agency 

took the stand that the accident had taken 

place on 1.8.1996 but there was no report 

with the Agency nor any information was 

received from the Field Staff about the acci-

dent. The Agency further stated that the 

complainant had lodged no report with Po-

lice. It took the plea that the clearance of the 

height above the roof was 8 feet and the 

child as per his height, as seen during the 

hearing, could not touch naked cables as 

such. On the other hand, the complainant 

stated that he had reported the matter to 

SDO, Wapda on 2.8.1996 who assured him 

to look into the matter. He also went to the 

Police Station but no action was initiated, on 

the ground that it was an accidental matter. 

Thereafter, he got so much occupied and 

engaged in getting the boy treated that he did 

not contact any authority. 

 On examination of the matter it was 

seen that the complainant had been in reality 

on his toes for a long time, as per medical 

certificate dated 18.11.1996 issued by Dr. 

Mirza Rahman Beg, Associate Professor 

(Orthopaedics), Department of Surgery, Aga 

Khan Hospital and Medical College, Kara-

chi. 

 The case involves extreme humanitari-

an grounds where a male child had become a 

liability for all time to come for the family. 

His photograph is also on record. With this 

background, it was recommended that the 

entire medical expenses should be reim-

bursed by the Agency to the complainant, 

subject to production/verification of bills etc. 

It was also recommended that the boy 

should be provided artificial limbs (Hands) 

as recommended in the report of Dr. Mirza 

Rehman Beg and he should also be granted a 

stipend after examination by a Medical 

Board constituted by Wapda at their own 

end. Compliance was desired to be reported 

within a month. 

Complaint No. Reg. L/10568/98 

Replacement of Meter 

 Mr. Ahmad Din of Gojra complained 

against Wapda seeking the shifting of the 

electricity meter installed in his name. Inves-

tigation of the complaint indicated that the 

domestic connection had been installed in 

the name of the complainant when the fami-

ly was living jointly alongwith their father. 

Another electricity connection has been 

installed in the same premises in the name of 

complainant’s father, Mr. Muhammad Din. 

After distribution of the premises among 

brothers the side having the meter installed 

in the name of the complainant, fell to the 

share of his brother Mr. Muhammad Rafiq, 

who is an Army Jawan. It was found that 

there was a dispute. The matter had been 

also in the court. According to order passed 

by the court the Agency had been advised to 

resolve the matter amicably by a compro-

mise. However, the dispute continued in 

spite of that. Field Officers visited the site 

many time. During proceeding in this Secre-

tariat the complainant, who was without 

power at that time, was persuaded to obtain 

a fresh connection and avoid disturbing 
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cordial family life, especially when his fa-

ther is still alive and purportedly had sided 

with his other brother, Mr. Muhammad 

Rafique. The complainant reluctantly ac-

cepted this, apprehending that the cost 

would be heavy and Wapda may not even 

agree. This apprehension was substantiated 

when the XEN representing the Agency 

stated that for providing a new connection, 

three poles had to be installed, for which the 

complainant was neither willing nor able to 

afford to pay. 

 It was intimated that service to service 

new connection could be provided to the 

complainant in order to resolve the matter 

and save the family from future feud, which 

may aggravate with passage of time. It was 

indicated that a service to service connection 

would involve a distance of 200 feet only. It 

was recommended that the Agency may as a 

special case, not to be used as a precedent, 

provide service to service new connection to 

the complainant. However, he may be asked 

to pay for the cost of the meter and other 

usual charges, i.e. the security etc. for the 

new connection. The existing connection in 

his name would be liable to be transferred in 

the name of his father or his brother, as may 

be decided by them between themselves. 

Complaint No. Reg. H/23416/98 

Delay in Payment of Pensionary Benefits 

 Mr. Saleh Muhammad of Village Bha-

bra, Tehsil Bhalwal, District Sargodha com-

plained against Wapda for delay in payment 

of pensionary benefits to him. A report was 

called and a hearing was held on behalf of 

the Agency. Budget and Accounts Officer, 

Office of the Director (Pensions) Wapda, 

Lahore and XEN, FESCO, Bhalwal Division 

attended the same, while the complainant 

did not turn up on any date. It transpired that 

the Pension Payment Order (PPO) issued in 

favour of the complainant during June, 1998 

was lost in transit by the Postal Authorities 

and a duplicate was issued on 9.1.1999, by 

transferring the dues telegraphically to the 

XEN concerned. An amount of Rs.246,605 

was paid to the complainant by a cheque 

dated 19.2.1999 in respect of pensionary 

benefits. 

Complaint No. Reg. H/4687/98 

Violation of Rules in Installing of 11 KV 

Lines 

 Professor (Retd) Riaz Ahmad Khan of 

Faisalabad complained against Wapda for 

violation of rules in installing an 11 KV line 

close to his house. Agency’s report was 

called and hearings were held. Consequent 

to the same the XEN, Faisalabad Electricity 

Company (FESCO), Civil Lines Division, 

Faisalabad reported that grievance of the 

complainant had been redressed by provid-

ing offset assembly (Cantilever type) on the 

rear of the house of the complainant. The 

complainant who did not turn up for the 

hearings acknowledged the relief in the 

following words: 

“I am satisfied and thank you very 

much for the same. My genuine prob-

lem was solved without spending any 

money. The same would have cost me 

in thousands if I had to do it through 

High Court because that would involve 

Advocate’s fees etc.” 

Complaint No. Reg. H/9001/98 

Failure to Remove Illegal Dangerous 

Cables 

 Mr. Muhammad Hussain of Faisalabad 

complained against Wapda for failure to 

remove illegal/dangerous cables. Report was 

called and a hearing was held. SDO, Hajia-

bad Sub-Division, Faisalabad attended on 

part of the Agency while the complainant 

was absent. The complainant had stated that 

four other consumers had been provided 

power irregularly by installing illegal cables. 

The Agency reported that in order to correct 
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the position the connections of these four 

consumers were removed and affidavits 

were obtained from them that they would 

not indulge in such practice in future. Their 

connections were however, restored after the 

due procedure was followed. In doing so, the 

connections of the four other consumers 

were changed into proper ones and at the 

same time the grievance of the complainant 

was redressed by removal of the ille-

gal/dangerous cables. 

Complaint No. Reg. H/21684/98 

Failure to Include Name of Complainant’s 

Son for Appointment as ALM Against 

Reserved Quota 

 Mr. Ameer Hussain of Faisalabad had 

retired as Lineman from Wapda after having 

put in 39 years of service. He complained 

against Wapda for unjustly depriving his son 

of appointment as an Assistant Lineman 

against posts reserved for employees chil-

dren. During a hearing that was held, it was 

seen that the complainant had been seeking 

employment of his elder son who was edu-

cated upto FA and his date of birth was 

1.4.1970 ever since 1993. His other son 

Muhammad Akram whose date of birth was 

21.6.1979 had studied upto 6th class and is a 

qualified welder. He had also been seeking a 

job for more than one year. 

 On the basis of the long service of the 

complainant with the Agency, it was rec-

ommended that his elder son be accommo-

dated on compassionate grounds, as a spe-

cial case and a job commensurated with his 

educational qualification should be provid-

ed. It had been reported in the newspapers 

that the ban on recruitment had been lifted 

and as such there should be no bar. It was 

also recommended that the complainant’s 

other son should be considered for appoint-

ment, even on daily wages basis. 

Complaint No. Reg. H/21167/98 

Unjust Giving Connection to Filling 

Station from Domestic Transformer 

 Mr. Muhammad Shabbir of Dhoke 

Mistrian Sohan, District Rawalpindi stated 

that his village was provided electricity in 

1985 on a cost sharing basis. Subsequently, 

the SDO sanctioned a commercial connec-

tion from the same transformer to a Petrol 

Pump which resulted in low voltage prob-

lem. The Agency stated that a renovation 

proposal was being initiated for augmenta-

tion of the network to remove the cause of 

complaint. 

 It was evident that the Agency while 

sanctioning the connection to the Filling 

Station had failed to properly evaluate the 

load on the transformer, which resulted in 

the low voltage problem. Further, the record 

produced showed that the SDO Kallar had 

initiated a proposal for replacement of the 

existing 50 DVA transformer by a 100 KVA 

transformer at Dhoke Mistrian. The repre-

sentative of the Agency failed to provide any 

detail regarding the status of the proposal. 

 It was recommended that the Agency 

should process the proposal initiated by the 

SDO Kallar on priority basis in order to 

overcome the problem. It was also empha-

sised that the field staff should properly 

evaluate the applications for new connec-

tions, in order to avoid over-loading of trans-

formers. 

Complaint No. Reg. L/3659/99 

Wrong Billing 

 Miss Rubina Shaheen complained that 

Wapda is demanding her to pay Rs.38,429 

on account of electricity charges which as a 

matter of fact is not her liability. She stated 

that she had rented out her house in Lahore 

to one Mr. Farooq Ahmed Cheema, who did 

not allegedly pay the electricity bills during 

the period of his occupation. 

 The Agency in its report commented 
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that the outstanding electricity dues relating 

to the house owned by the complainant are 

to be recovered by Wapda from the owner of 

the premises who had signed the application 

for supply of electricity and had executed 

the agreement with Wapda. 

 After perusing the record made availa-

ble and hearing the parties it was observed 

that in the instant case the owner, the lady 

complainant had neither informed Wapda of 

the factum of tenancy nor Mr. Farooq Ah-

med Cheema the alleged tenant had under-

taken to Wapda to make payment of the 

electricity dues. The Agency, therefore, 

cannot be required to recover the amount 

from the said Mr. Cheema. It was observed 

that the complainant should, therefore, pay 

the amount demanded by Wapda on account 

of electricity dues and she is at liberty to 

recover the said amount from the tenant by 

initiating appropriate legal action in a com-

petent court of law, if so advised. No mal-

administration could be ascribed to the 

Agency. 

Complaint No. Reg. L/1058/99 

Restoration of Connection 

 Mst. Azra Rashid of Lahore, a widow 

complained against Wapda, seeking restora-

tion of her electricity connection in the 

Aljannat Housing Scheme, Ali Raza Abad, 

Lahore. On taking up the matter with it, the 

Agency reported that the said Housing 

Scheme is not covered by any normal elec-

trification plan or project upto date. It was 

reported that the complainant’s late husband 

who was an Assistant Controller in the 

Board of Secondary Education, Lahore had 

obtained the connection during 1996 after 

fulfilling the usual formalities. Demand 

Notice No. 3140 dated 10.10.1996 had been 

issued and payment of Rs.2,400 was made 

against the same, after which the connection 

had been energised. The complainant had 

been availing the facility when all of a sud-

den power was disconnected on 27.11.1988. 

She applied to the Chief Executive, LESCO, 

Lahore in January, 1999 but no relief was 

provided to her. On the other hand she is 

being issued computerised bills for line rent 

upto date and the last bill for March, 1999 

had been paid by her. 

 It was observed that without going into 

the question of the area being electrified 

formally or otherwise, it is only fair that the 

power connection of the complainant be 

restored immediately, for which line rent is 

being received by the Agency upto date. The 

complainant also asserted in the presence of 

the SDO during hearing that a few other 

houses were enjoying similar facility of 

power connection and she especially being a 

widow, should not be discriminated 

against/victimised as such. The complain-

ant’s grievance was redressed. 

Complaint No. Reg. H/24257/98 

Non-payment of Dues 

 Mr. Muhammad Shafi of Jauharabad, 

District Khushab complained about non-

payment of his dues after retirement. He had 

retired as Head Clerk from the Office of the 

XEN, FESCO, Jauharabad Division on 

13.11.1998. He stated that he was due to be 

paid 6 months encashment salary, E. P. 

Fund, Pension and dues on account of dif-

ferent move-overs etc. 

 Report was called from the Agency and 

a hearing was held. The Agency reported 

that the complainant had been paid 

Rs.20,790 as encashment of 180 days salary 

and Rs.52,121 on account of his E. P. Fund 

balance, which he acknowledged. As regards 

pension/commutation and move-over etc., it 

was stated that departmental action is pend-

ing against the complainant for which the 

Chief Executive, FESCO, Faisalabad had 

been reminded by the SE, FESCO, Sargo-

dha. 

 It was observed that it is really regret-
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table that the Chief Executive, FESCO, 

Faisalabad had not cared to finalise the dis-

ciplinary action against the low paid em-

ployee (Head Clerk), having retired more 

than six months back, who has got two 

daughters and a son under education with no 

other source of income. It was therefore 

recommended that the departmental action 

should be finalised against the complain-

ant/pensioner immediately and a compliance 

report be sent to this Secretariat within six 

weeks of the receipt of these Findings. 

 It was also agreed, that the complain-

ant/pensioner be paid 80% of his pen-

sion/commutation immediately in the light 

of Government of Pakistan Finance Division 

(Regulation Wing-II), Islamabad’s No. 

F.5(1)Reg(6)/77 dated 24.2.1977, as adopted 

by Wapda vide Director Finance R&I, Wap-

da, Lahore’s Circular Letter dated 16.9.1978. 

The complainant/pensioner was satisfied 

with this. 

Complaint No. Reg. H/19862/98 

Unjust Imposition of Penalty 

 Mr. Muhammad Altaf of Lower Topa, 

Tehsil Murree, District Rawalpindi stated 

that his meter was defective and he was 

billed on estimated basis. In March, 1998 he 

was wrongly debited with a detection bill 

amounting to Rs.2,562. While he was trying 

to resolve the matter, his meter was removed 

and he was asked to deposit Rs.1,700 as 

reconnection charges in addition to the de-

tection bill. On taking up the matter with the 

Agency it reported that the consumer’s me-

ter was checked for tempered seals in 3/98 

and he was debited 292 units per month for 

6 months. As the consumer defaulted in 

payment, his meter was removed. Investiga-

tion showed that the meter was declared 

defective in 12/96 and the consumer was 

being billed on estimated units since 1/97. It 

was established that there was no need for 

the complainant to temper with the meter as 

the reading on the meter was of no rele-

vance, since he was already being billed on 

the basis of estimated units. It was recom-

mended that the Agency should withdraw 

the detection bill and restore the connection 

without the payment of reconnection fee and 

late payment surcharge. 

Complaint No. Reg. H/23588/98 

Excessive Billing 

 Mr. Muhammad Fiaz of Village 

Bhangil, District Rawalpindi was billed 

Rs.51,308 as adjustment charges during 

11/98 on account of unbilled units pertaining 

to the period 7/94 to 12/94 when his meter 

was defective. The complainant stated that 

his meter was never defective and hence the 

units debited be withdrawn. 

 The Agency reported that the defective 

meter was replaced in 1/95 and the average 

monthly consumption recorded during the 

next 12 months was 5,357 units per month. 

Taking this as the standard, the complainant 

was debited 29,435 additional units by the 

audit authorities from 2/94 to 12/94 the 

period when the meter was defective. The 

complainant stated that his meter was never 

defective and he had been billed as per actu-

al consumption during the period. 

 According to the existing instructions, 

in case of defective meters, the consumers 

are billed on estimated units, based on 

monthly average of 11 previous months. The 

fact that the meter is defective is also printed 

on the bills. The contention of the Agency 

that the meter was defective from 2/94 to 

12/94 was not substantiated by the bills 

issued during the period. It was held that 

debiting of additional units merely on the 

observation of the audit authorities without 

giving a chance to the consumer to explain 

his position was an arbitrary and unjust act 

and amounted to maladministration. The 

additional units were recommended to be 

withdrawn. 



 CHAPTER - IV: Representative Cases 87 

 

Complaint No. Reg. H/21038/98 

Exorbitant Billing 

 Raja Muhammad Yousaf of Sehala, 

District Islamabad alongwith 39 others, all 

consumers of Kahuta Sub-Division of Wap-

da filed three different complaints about 

wrong billing. Adjustment Bills of various 

amounts were levied on them without as-

signing any reasons. Upon their representa-

tion, Executive Engineer (E) concerned 

called for a report from the concerned SDO 

who failed to submit the same in spite of 

reminders. They prayed that the matter be 

investigated and the adjustment bills be 

withdrawn. 

 On calling a report, the Agency stated 

that the consumers were checked by the 

Surveillance Team for tempered/broken 

seals. Investigation however showed that the 

allegation was not substantiated by the rec-

ord and the complainants were levied detec-

tion bills without following the laid down 

procedure. It was recommended that the 

detection bills be withdrawn and the Chief 

Executive IESCO was asked to enquire into 

the circumstances under which 40 consum-

ers were levied detection bills without fol-

lowing the laid down procedure. He was also 

advised to take measures to avoid such re-

currence in the future. 

Complaint No. Reg. H/19731/98 

Unjust Imposition of Fine 

 Mst. Shamim Akhtar of Trait, Tehsil 

Murree filed a complaint against unjust levy 

of detection bills. Report was called and a 

hearing was held. Representative of the 

Agency stated that connection of the com-

plainant was checked during February, 1998 

for indicated tempering of the meter, open-

ing the ‘link drops’ and illegally using the 

energy. A detection bill amounting to 

Rs.4,434 was accordingly levied. The com-

plainant denied indulging in anything illegal 

or having been checked. 

 Record for 9/97 to 2/98 produced 

showed that consumption had regularly been 

recorded by the Meter Reader. Had the com-

plainant opened the link drops as alleged, the 

meter would not have recorded the units. 

The record contained no notice, asking the 

complainant to explain her position. It was 

held that levy of detection bill without notice 

is unjust. It was recommended that the de-

tection bill be withdrawn and the complain-

ant be permitted to pay the current bill. 

Compliance report was desired within 30 

days. 

Complaint No. Reg. H/23225/98 

Failure to Grant Compensation in 

Respect of Her Electrocuted Husband 

 The widow of Mr. Nazir Ahmad, resi-

dent of Waskay, Tehsil Daska, District Sial-

kot, complained that her husband Mr. Nazir 

Ahmad was working on his normal job of 

greasing vehicles when one of the cables of 

the overhead 11 KV lines broke and fell on 

the vehicle killing him on 6.5.1998. The 

police took over the dead body and sent it to 

the mortuary for post-mortem examination. 

The Agency started imploring the family of 

the deceased not to register a court case and 

promised to help them out financially, but 

this had not been done. She requested that 

the Agency be directed to pay the compensa-

tion for the death of her husband. She stated 

that she was a very poor lady with six chil-

dren, of whom three were girls, the oldest 

boy was only 10 years’ old and was unable 

to earn a living. 

 On investigation of the complaint the 

Agency took the stance that the electrocution 

was not due to its fault but due to a wind 

storm which was beyond human control and 

therefore, the Agency was not liable for 

paying any compensation to the family of 

the deceased. The Agency was asked if any 

other 11 KV conductor within half a kilome-

tre of the accident had also broken during 
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this wind storm and why this particular por-

tion of the 11 KV overhead line broke. The 

Agency admitted that this was the only con-

ductor which had broken. The fact that only 

one of the conductors broke down showed 

that it was in a poor state of maintenance. It 

was therefore held that the breakage of this 

particular conductor cannot be accepted to 

be beyond human control, but was caused 

due to negligence of proper maintenance. 

The same had resulted in loss of the precious 

life of the bread winner of a family. 

 It was accordingly recommended that 

the Agency should pay compensation to the 

widow/complainant and the heirs of the 

deceased, equivalent to the amount of Diyat 

fixed, i.e. Rs.251,625.04 as fixed vide Noti-

fication No. SRO-760(1)/98, dated 2.7.1998 

published in the official Gazette Extraordi-

nary on 4.7.1998. An implementation report 

was desired to be sent within 45 days. 

Complaint No. Reg. H/22291/98 and 

Reg. H/22544/98 

Delay in Provision of Meter 

 Mr. Amir Baz Khan and others, resi-

dents of Chinji, Tehsil Talagang District 

Chakwal lodged a complaint against Wapda 

that about Rs.2,624,000 have been collected 

from the inhabitants of village Chinji for 

providing electricity, but that has not been 

done. 

 On taking up the mater with it, the 

Agency reported that the amount is the cost 

of individual connections of the prospective 

consumers which have been deposited by 

them in the relevant bank. This amount tak-

en from the prospective consumers, includ-

ing the complainants of village Chinji, is 

sufficient for 709 connections (676 domestic 

connections and 31 commercial connec-

tions). It was stated that 703 electricity con-

nections have been given and remaining six 

will be given after completion of depart-

mental formalities. The agency explained 

that no injustice has been done to the inhab-

itants of village Chinji and that electricity 

connections will be provided to the com-

plainants shortly. 

 A hearing was held, during which the 

complainants informed that now meters have 

been installed and the houses of village 

Chinji have been electrified. The only re-

quest now was that whenever service masts 

are required the same be provided, as these 

have been included in the estimated cost 

taken from the prospective consumers. It 

was a matter of satisfaction that with the 

intervention of this Secretariat the village 

Chinji has been electrified. The Agency was 

directed to arrange for installing service 

masts at the residences whenever required, 

Compliance report was desired to be submit-

ted within 30 days. 

Complaint No. Reg. H/6127/99 

Delay in Giving Electric Connection 

 Mr. Rab Nawaz of Rawalpindi stated 

that he deposited Rs.8,600 as per demand 

notice for installation of two electric meters 

on his premises but the same have not been 

installed. He also narrated the difficulties he 

faced for obtaining the application forms 

despite several visits. He had to visit the 

SDO’s Office several times for depositing 

the forms and obtaining signatures of the 

SDO. The Agency reported that he two ap-

plication forms were received on 7.2.1999, 

were duly processed and the complainant 

was asked to deposit Rs.8,600, which he did 

on 22.2.1999. The meter could not be in-

stalled due to non-availability of service 

material in the store. Even the applications 

received in November, 1998 were pending 

for want of service material, including ener-

gy meters. Wapda has given an offer to all 

the prospective consumers that if the energy 

meters are arranged by the applicants from 

the local Wapda’s approved suppli-

ers/agencies, the connection will be installed 



 CHAPTER - IV: Representative Cases 89 

 

out of turn. 

 A hearing was held, during which the 

complainant agitated that it is the responsi-

bility of the Agency to provide electric me-

ters, as the cost of the same has already been 

charged through the demand notice and in 

case the meter is not available the demand 

notice should have not been issued. The 

Agency stated that there is shortage of ener-

gy meters throughout the country. The avail-

ability of meters is less than the demand. On 

a suggestion regarding establishing an indus-

trial unit to manufacture electric meters, the 

representative of the Agency stated that 

presently there are three firms which supply 

electric meters but the output is very small 

as compared to the demand. It was stated 

that Wapda has been involved in other major 

issues and has no expertise for establishing 

and operating of an industrial unit for this 

purpose. After elaborate discussion, it was 

agreed that the two meters will be installed 

in the premises of the complainant within 30 

days. 

 It was observed that shortage of electric 

meters gives an opportunity to use unfair 

means to get electricity connections. It was 

suggested that the Agency should manufac-

ture electric meters locally under contract 

with well established firms or float interna-

tional tenders for the same. Continuous short 

supply of energy meters is not only a loss to 

the Agency, but also it deprives the common 

man of a basic necessity of life. 

Complaint No. Reg. H/416/99 

Removal of Meter and Issuance of 

Detection Bill 

 Syed Amir Hussain Shah, Sr. Vice 

President of Public Welfare Society, Shah 

Yousaf, Tehsil Shahpur, District Sargodha 

stated that the Wapda officials removed his 

meter on 20.10.1998, lodged an FIR against 

him on false grounds and issued detection 

bill for the amount of Rs.5,259. He had been 

using electricity since 1964 and had made 

regular payment of monthly electricity bills. 

The complainant stated that his Society is 

working for welfare of the public and he had 

been filing cases against Wapda on behalf of 

the residents of his village. He alleged that 

Wapda had taken aforementioned action 

against him as a revenge. His electricity had 

been disconnected with the removal of the 

meter. 

 During a hearing that was held the 

concerned SDO stated that the site was in-

spected by the M&T unit on 20.10.1998 and 

found that the PC type body of meter had 

been tampered, indicating that the complain-

ant was stealing electricity. The complainant 

rebutted the allegations. As against the same 

he stated that he has no electricity for the 

last six months and his family is suffering 

due to the unjustified action of Wapda, he 

has a small house with 4 bulbs and 3 fans 

and no other electric appliances. He stated 

that the meter is located outside the house 

and he has no control over it and that he is 

an honest person and has been never in-

volved in stealing electricity. The Agency 

was asked to furnish the copy of the decision 

in the criminal case filed before the Special 

–Magistrate Wapda. So far there was no 

decision. Despite several reminders to the 

Agency to provide electricity connection to 

the complainant till a final decision is taken 

by the Ombudsman, the Agency intimated 

that the supply of electricity cannot be re-

stored until and unless the complainant pays 

the cost of the tampered meter, RCO fees 

and minimum charges for the disconnection 

period. 

 Investigation of the complaint indicated 

that the FIR was lodged with the Police prior 

to obtaining an M&T report, that no notice 

was served upon the complainant to Show 

Cause and thus the principle for providing 

chance for defence was denied to him. The 

consumption data was examined. It also did 
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not support the Agency’s version of theft of 

energy. It was therefore held that justice 

demands that the complainant should be 

provided relief against the Agency’s arbi-

trary actions. It appeared evident that the 

complainant had been victimised perhaps 

due to the complaints he had been filing on 

behalf of the residents of the area. It was, 

therefore, recommended that the detection 

bill should be withdrawn and the electricity 

supply of the complainant be restored with-

out any additional charges. The Agency was 

also advised to withdraw the so-called case 

filed against the complainant and pending 

with Wapda Magistrate. 

Complaint No. Reg. H/1486/99 

Delay in Giving Electricity Connection 

Due to Alleged Malafide Intention 

 Mr. Zawar Hussain ex-employee of 

Habib Bank, Jhelum stated that he started 

construction of a house on a 5 marla plot in 

1997 and for electricity connection, he came 

in contact with various officials of Wapda. 

He alleged that instead of issuing a demand 

notice the concerned officials demanded 

Rs.20,000 as bribe. Later, he was asked to 

pay Rs.16,000 for fixing 3 electric poles to 

provide the connection, whereas in several 

cases meter to meter connections have been 

provided. In December, 1998 he received a 

demand notice for payment of Rs.22,100 and 

being retired officer of a Bank with limited 

resources, he took a loan and deposited the 

amount in protest. 

 On taking up the matter with it, the 

Agency reported that the complainant ap-

plied for new connection on 28.3.1998 and 

after fulfilling the departmental formalities 

the service estimate of LT poles was pre-

pared and the demand notice for Rs.21,780 

was issued. The amount was paid by the 

complainant on 5.1.1999 and his connection 

was installed on 25.1.1999. It was stated by 

the Agency that even against the complain-

ant’s application of 1997, it was mentioned 

that the LT poles are required and since the 

construction of the house was not complete 

the estimate could not be provided. 

 In a hearing that was held, the Execu-

tive Engineer confirmed that the complain-

ant met several senior officials and made 

efforts through local political leaders, he 

tried to get electricity connection on meter to 

meter basis and insisted on payment of 

Rs.3,700 only. According to the Wapda poli-

cy of 1996, no meter to meter connection 

has to be provided. Since the concerned 

house is about 415 feet away from the elec-

tric pole, two LT poles had to be installed 

and hence the cost estimate came to 

Rs.21,780. There was no delay on the part of 

the Agency to provide electricity connection. 

The Agency stated that in order to get early 

electricity connection and hasten the process 

in the shortest time, without following the 

departmental procedure, the prospective 

consumers tend to offer bribe or influence 

the officials through political leaders. 

 The allegation regarding delay in giv-

ing electricity connection due to malafide 

intention could not be established. It was 

observed that the Agency acted as per laid 

down policy, the electricity connection was 

installed as soon as the amount as per de-

mand notice was deposited. The complainant 

had stated that some consumers had been 

provided connections on meter to meter 

basis, against the 1996 policy. It was desired 

that this allegation should be investigated by 

the Chief Executive IESCO, Islamabad. 

Complaint No. Reg. Q/104/98 

Delay in Grant of Pension 

 Mr. Muhammad Siddique of Kalat had 

served as a Lineman in Wapda and retired on 

30.9.1997. He complained of abnormal de-

lay in grant of pension and payment of other 

dues. Report from the Chief Executive 

QUESCO, Quetta indicated that the com-
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plete case of the complainant alongwith the 

service book, after attending to the observa-

tions, was submitted to the Director (Pen-

sion) Wapda, Lahore in January, 1998. An 

official of the Wapda, Kalat Division was 

also deputed to have the matter sorted out at 

the Wapda Headquarters. In the meantime 

the Director (Pension) Wapda, Lahore in-

formed that the delay was due to misplace-

ment of the service book of the complainant, 

a PPO has been issued to the complainant 

and a departmental inquiry is being held to 

investigate the case of misplacement of the 

service book and fix responsibility for the 

same. While the case was closed as having 

borne fruit, it was recommended that the 

Agency should pay interest/profit on Bank 

rates to the complainant for the delay in the 

grant of pension. 

Complaint No. Reg. H/10637/99 

Unjust Demand of Arrears 

 Mr. Shamsur Rehman of Malakand 

Agency complained about unjust demand of 

arrears from him by Wapda in respect of his 

industrial connection installed for a saw 

machine. He started that he is a poor man 

and supply of electricity to his saw machine 

was discontinued in the month 11/97 due to 

default of payment of Rs.9,539. He stated 

further that an amount of Rs.88,411 had 

been unjustly demanded from him by the 

Agency, including assessment charges, 

which he could not pay. He requested for 

remission of the same. Report obtained from 

the Agency revealed that electricity supply 

to the premises of the complainant was dis-

connected due to default. His meter was sent 

to the laboratory for testing where its seals 

and meter security slip were declared tam-

pered by reversing. Accordingly, the con-

sumer was assessed on 12 KW for six 

months. 

 During the course of investigation, 

including a hearing it was observed that the 

actual consumption of the consumer was 

reported nil since the month of 12/97 

throughout, while supply to his premises had 

been disconnected, while an amount of 

Rs.10,996 was actually outstanding against 

him as arrears. Thereafter, he was being 

billed for fixed/minimum charges of due to 

which the arrears had accumulated to the 

extent of Rs.88,411 upto the month of 4/99. 

It was observed that had the Agency been 

vigilant enough, the supply could perma-

nently have been disconnected in the month 

of 11/97 when the complainant was already 

in default of payment of the bills. The com-

plainant was being charged for electric sup-

ply when his electricity had been discon-

nected even though temporarily. 

 In view of the above, it was recom-

mended that the assessment made against the 

consumer be withdrawn and he be issued 

revised bill by deleting fixed/minimum 

charges therefrom since 12/97 onwards. 

Compliance was desired to be reported with-

in a month. 

Complaint No. Reg. P/1355/99 

Excessive Billing 

 Mr. Muhammad Ghufran, a Naib Qasid 

of Peshawar University complained about 

excessive billing of his domestic electricity 

connection by Wapda, in as much as he had 

been billed over and above his actual meter 

readings since June, 1998. He stated that 

while actual reading in the meter in the 

month 2/99 was 9,759, he was billed upto 

11,733, i.e. with a difference of 1974 units. 

His supply of electricity was disconnected in 

11/98. He requested for correction of his 

bills and restoration of the connection. On 

taking up the matter with the Agency it stat-

ed that the consumer was billed according to 

his monthly consumption of electric energy, 

with which he was not satisfied and so his 

meter was being sent to M&T Laboratory 

for testing. 
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 A hearing was held. It was observed 

from the consumption data of the consumer, 

furnished by the Agency that he was billed 

heavily in the Forwarding List (Register 

containing consolidated monthly consump-

tion of the whole Sub Division) against the 

actual meter readings per Kalamzoo (Meter 

Reader’s Book). The existing position of the 

meter and bills was also got confirmed 

through the Agency’s representative. It was 

found that on the representation of the com-

plainant to the Agency in the past, the bills 

were manually corrected for the consumer 

but the correction was not fed to the com-

puter at appropriate time. 

 It was evident from the above stated 

facts that the consumer had been billed arbi-

trarily in the Forwarding List of the Agency 

by showing exaggerated consumption there-

in over and above the actual meter readings 

in the Kalamzoo. It was noted that making 

of such exaggerated entries in the Forward-

ing List by the Agency is a common phe-

nomenon, as observed from other instances 

too. It was observed that this menace needs 

to be curbed. Consequently, it was recom-

mended that the bills of the complainant be 

revised as per its Kalamzoo record; his con-

nection should be restored immediately, 

without any fee or charges, except the pay-

ment of the revised bill. It was recommend-

ed that suitable action be taken against those 

responsible for billing the complainant over 

and above the actual meter readings. It was 

desired the Agency should instruct all its 

billing formations that the Forwarding Lists 

must be maintained in accordance with con-

sumption data supplied by the Meter Read-

ers and violation thereof be strictly dealt 

with. Compliance was desired to be reported 

within a month. 

Complaint No. Reg. P/1626/99 

Excessive Billing 

 Mr. Shah Nazool of Village Kot Wari, 

Dir complained about excessive billing of 

his domestic electricity consumption by the 

Wapda on estimated basis by showing the 

meter as defective. He had approached the 

Agency for revision of his bills but these 

were not revised and resultantly, arrears to 

the tune of Rs.90,232 were accumulated 

against him, which he could not pay due to 

his being a poor man. Subsequently, he paid 

Rs.12,000 under compulsion in the month of 

2/99. 

 Investigation made in the case revealed 

that the complainant had been continuously 

billed on estimated basis from the month 

1/89 to 8/96, i.e. 92 months due to his defec-

tive meter. The billing was apparently exces-

sive. His consumption on the average, before 

the said period, was 110 unit per month. The 

SDO concerned had recommended the revi-

sion of his bills, while the Superintending 

Engineer had asked him to fix the responsi-

bility for non-replacement of the defective 

meter for such a long period. The investiga-

tion further indicated that the defective me-

ter was removed in the month of 9/96 and 

the average consumption of the consumer 

was 84 units per month during the period 

9/96 to 12/97 as per new meter. The Agency 

intimated that the case for revision of the 

complainant’s bill on the basis of 110 units 

per month for the period 1/89 to 8/96 had 

been submitted to the Superintending Engi-

neer, PESCO, Peshawar Circle and his ap-

proval was awaited. 

 The complaint indicated the sad fact 

that the consumer had been billed on esti-

mated basis excessively for 92 months, dur-

ing which the staff of the Agency did not 

care to change the defective meter. The offi-

cials of the Agency also did not took prompt 

action for the revision of bills and the matter 

had been pending for the approval of the 

Superintending Engineer. A gross maladmin-

istration was thus identified. The Agency 

was asked to immediately revise the bill of 
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the consumer for the period 1/89 to 8/96 @ 

110 units per month. The Agency was also 

directed to take action against the staff re-

sponsible for not changing the meter of the 

complainant at appropriate time. Compli-

ance was desired to be reported within a 

month. 

Complaint No. Reg. H/8682/99 

Non-Change of Tariff 

 Mr. Zabit Noor of Munda, Tehsil and 

District Karak stated that he had installed a 

tube-well for irrigation purposes in 1984. On 

his request, he was charged on flat rate ini-

tially of Rs.1,800 per month, but later on, it 

was raised to Rs.3,189 per month. He stated 

that to low voltage, the motor of the tube-

well could not be operated and he still paid 

Rs.94,464 from 5/95 to 9/98. He requested 

the XEN Karak that he be charged as per 

actual meter readings, but still bills were 

issued in accordance with the flat rate of 

Rs.3,189 per month. On his request in 9/98 

his meter was replaced. However, bills con-

tinued to be issued on flat rate basis. The 

complainant also reported that the supply of 

energy of his tube-well had been disconnect-

ed and the electricity meter alongwith ser-

vice wire had been removed. The complain-

ant paid another bill of Rs.15,500 under 

protest. 

 Investigation of the complaint indicated 

that Wapda had in September, 1998 issued 

an order that the tube-well consumer like the 

complainant, be charged on the basis of 

actual consumption instead of flat rate. It 

was therefore recommended that the com-

plainant be charged on the basis of his actual 

consumption, as per actual meter readings 

from September, 1998. It was recommended 

that the account of the complainant should 

re-cast and he should be given the resultant 

relief. Compliance was desired within 30 

days. 

Relief Provided by Informal Reference 

Reg. H/17627/99 (Rev. H/97/99) 

 Article 33 of the Establishment of the 

Office of the Wafaqi Mohtasib (Ombuds-

man) Order, 1983 (President’s Order No. 1 

of 1983) vests the powers ‘to informally 

conciliate, amicably resolve, stipulate, settle 

or ameliorate any grievance’. This Article is 

often of use in cases where there is no juris-

diction. One instance is cited here. 

 Mrs. Surriya Hafeez-ur-Rehman, author 

of a book titled ‘Jis Des Mein Ganga Behti 

Hai’ (šÇ ÓNÈI B�ÄŒ æÎ¿ oÍe oU) com-

plained that in July, 1996, the Parliamentary 

Kashmir Committee had purchased 100 cop-

ies of the said book but the payment thereof 

had not been made. It was clear that both the 

Houses of Parliament and the Parliamentary 

Kashmir Committee of the National Assem-

bly which had purchased the books did not 

fall within the definition of ‘Agency’ as de-

fined in clause (1) of Article 2 of the Estab-

lishment of the Office of Wafaqi Mohtasib 

(Ombudsman) Order, 1983 (P.O. No. 1 of 

1983). It was thus decided to deal with the 

matter informally under the provisions of 

Article 33 of the Order. Accordingly, the 

concerned authorities were contacted initially, 

the matter was disposed of as the Director-

General of the Kashmir Committee, informed 

that no orders of the Chairman of the Com-

mittee where under the books were directed 

to be supplied were available on the record, 

nor, any such sanction for payment was made 

and no funds for the purpose were available 

with the Committee. 

 On a fresh application moved by the 

complainant the matter was re-examined. It 

was brought to the notice of the Secretary, 

National Assembly, that by a letter dated 

July 2, 1996 issued under the signatures of 

Mr. F. D. Masood, Director, Coord/PSO of 

the Chairman, Parliamentary Kashmir 

Committee, the complainant was specially 
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asked to supply 100 copies of her book 

alongwith the bill. The books were accord-

ingly supplied on the following day and a 

receipt in lieu thereof was signed by Mr. 

Shaukat Javed, P. A. to Director. The com-

plainant, through her husband, had been 

repeatedly reminding the concerned author-

ities for payment of the sale price of the 

books. It appeared from the letter of the 

Director (Coordination) dated 21st Decem-

ber, 1997 that the complainant was even 

asked to take back her books from the Of-

fice of the Chairman, Kashmir Committee. 

In response thereto, by a letter dated 

27.12.1997, the complainant undertook to 

do so provided all 100 copies of the book 

supplied by her are returned to her intact. 

Later on, however, by her letter, dated 

12.7.1998, the complainant categorically 

stated that she was not ready to take back 

any less number of books than the 100 

copies supplied by her. It was quite aston-

ishing that in a news-item published in the 

daily ‘Nation’ on 5th February, 1998, on 

behalf of the Associate Press of Pakistan, 

the Chairman of the Kashmir Committee 

had announced that the Committee had 

published and distributed the book to vari-

ous friendly countries. It may be for that 

reason that the Committee was not in a 

position to return back the same to the au-

thor. According to the said news-item the 

new Chairman, Kashmir Committee, even 

while talking to Pakistan Television had 

informed that the publication of the book 

was a part of the efforts of the Committee 

to highlight the Kashmir issue. But on the 

other hand, no payment was being made to 

the complainant on flimsy grounds. 

 Appreciation was expressed by the 

Ombudsman for the efforts of Secretary, 

National Assembly of Pakistan and his offic-

ers, who took personal interest in resolving 

the matter in an informal manner and di-

rected the concerned authorities for immedi-

ate payment of the price of 100 copies of the 

book to the complainant. Amount of 

Rs.25,000, the price of 100 copies of her 

book was paid to the complainant through a 

cheque. The complainant expressed her 

gratitude for the keen interest taken and 

efforts made by this Office in redressing her 

grievance. 

 

 
 



 

 

CHAPTER - V 

THE OFFICE 

he Office of Wafaqi Mohtasib (Feder-

al Ombudsman) was established on 

8th August, 1983 at Zero Point, a 

central place in Islamabad. The four Region-

al Offices have been consequently estab-

lished at the four Provincial Headquarters, 

i.e. Lahore, Karachi, Peshawar and Quetta. 

They entertain complaints against Federal 

Agencies. 

Personnel Strength 

 A list of officers of the Wafaqi Mohta-

sib (Ombudsman) Secretariat at Headquar-

ters and Regional Offices, as of December, 

1999 is added as Appendix - IV. The Office 

is headed by a Secretary, who is also a Sec-

retary of the Federal Government of Paki-

stan. The present number of officers is as 

below: 

 Investigating Administrative 

 Officers set-up 

Head Office,    

Islamabad 16  09 

Regional Office,    

Lahore 15  03 

Regional Office,    

Karachi 10  04 

Regional Office,    

Peshawar 04  02 

Regional Office,    

Quetta 01  - 

 46  18 

 

 Regional Office, Lahore is headed by a 

Director General. The one at Karachi by an 

Adviser/Member Incharge. The Regional 

Office, Peshawar is also headed by a Direc-

tor General while the Regional Office, Quet-

T 
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ta is headed by a Director. 

 The strength of the supporting staff at 

all the five offices is of the order of 450 and 

varies on the existing of vacancies at any 

time. 

Budget 

 The original budget allocation for the 

financial year 1999-2000 was Rs.53.017 

million, which indicated an increase com-

pared to the budget allocation for 1998-99 

which Rs.43.817 million. Moreover, sup-

plementary grants amounting to Rs.0.966 

million and 1 million were received for the 

purpose of purchase of transport and setting 

up of the Secretariat of Asian Ombudsman 

Association. With this, the budget allocation 

for the whole office for the year 1999-2000 

comes to Rs.54.983 million. 

Office Accommodation 

 The Headquarters Office is located in 

the Benevolent Fund Building. No rent is 

being charged by the Benevolent Fund Or-

ganisation for this accommodation. Howev-

er, the four Regional Offices are located in 

hired buildings, for which annual rent is 

being paid as per the following round fig-

ures. 

Regional Office, Lahore Rs. 1,269,000 

Regional Office, Karachi Rs. 944,000 

Regional Office, Peshawar Rs. 300,000 

Regional Office, Quetta Rs. 109,000 

Total :  Rs. 2,622,000 

 For the Headquarters building at Islam-

abad a piece of land measuring 10,000 sq. 

yards located at Constitution Avenue, Ramna 

5/2, Islamabad opposite Supreme Court of 

Pakistan has been allotted by the Capital 

Development Authority (CDA) consequent 

to Government orders ever since 1987. 

Technical details of the Development 

Scheme for the construction of the building 

were approved by the Central Development 

Working Party (CDWP). 

 However, a ban was imposed on the 

construction of more of the office build-

ings in Islamabad without the approval of 

the Federal Cabinet. The matter has been 

held up at that. It is hoped that in due 

course the Headquarters Office of this 

Secretariat will Insha’Allah be housed in 

its own building. 

Framing of Service Rules 

 Article 36 of the President’s Order 

No. 1 of 1983 provides for making of 

Rules for carrying out the purpose of the 

Order. Comprehensive exercises have 

been undertaken and finally the Draft 

Service Rules have been prepared and 

sent to the concerned quarters of the Gov-

ernment for obtaining ultimate approval 

of the President. It is hoped that with the 

completion of the process, Insha’Allah 

this office will have its own Rules regard-

ing personnel, administrative and finan-

cial matters. 

 

 
 



 

 

CHAPTER - VI 

RECOMMENDATIONS 

Earlier Recommendations 

 Quite a few recommendations have 

been made in the past Annual Reports. In 

spite of the same the nature of com-

plaints/maladministration remains more or 

less the same. This is basically due to the 

fact that the Agencies have not in general, 

taken action on the same seriously. It is 

therefore recommended, as earlier also, that 

each Agency, i.e. Ministry/Division/Cor-

poration or any other organisation falling in 

the definition of ‘Agency’ as per Article 2(1) 

of the President’s Order No. 1 of 1983, 

should constitute a Committee headed by an 

officer not below the rank of a Joint Secre-

tary, of BPS-20 or equivalent, to study the 

recommendations made in the Annual Re-

ports for the last 3 years. The outcome of the 

deliberations of the Committee should be 

given due consideration by the head of the 

Agency and consequently a report should be 

furnished to the Wafaqi Mohtasib (Om-

budsman)’s Secretariat within three months. 

General Recommendations 

 As pointed out in the beginning of 

Chapter-III delay in grant of pensionary 

benefits to retiring employees and in case of 

their death, to their widows, has been the 

cause of grievances in the context of almost 

every Agency. It is therefore once again 

emphasised that all formalities relating to 

pensionary benefits, i.e. the monthly pen-

sion, commutation, gratuity if any, Benevo-

lent Fund benefits must be completed within 

six months of the retirement of the employ-

ee. G. P. Fund C. P. Fund balances must be 

updated within this period, in order to ensure 

payment alongwith the retirement. In this 

connection the Agencies concerned must 

realise that it is their moral responsibility to 

ensure that there are no missing credits. This 
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is so, because as far as the employee is con-

cerned the deductions have been made from 

his salary all through and the existence of 

missing credits is simply a reflection of 

maladministration on the part of the Agen-

cies concerned. The Agencies must realise 

that although taking the help of the employ-

ee in the last resort, the responsibility of 

ensuring upto date correct balance of the 

Funds is their responsibility. 

 The Agencies must ensure employment 

to the widow or one of the eligible children 

of a deceased employee in accordance with 

the Federal Cabinet decision of January, 

1996. There is no point in entering into con-

troversy about its implementation, as it is 

based on very realistic humanitarian consid-

erations. The loss of a bread-winner leaves 

the family of the employee helpless, finan-

cially and otherwise. If the family is living 

in a Government allotted accommodation, 

the prospect of being thrown on the road in 

the next one that haunts the family. If em-

ployment is provided to an eligible member 

of the family of the deceased, this disastrous 

situation can be avoided with the benevolent 

provision of Section 16(14) of the Pakistan 

Allocation Rules, 1993, which provides as 

follows: 

“In the event of allottee’s death or re-

tirement, allotment of accommodation 

may be transferred to one of the serv-

ing members of his family if such 

member is otherwise eligible for ac-

commodation from Estate Office pool 

or becomes eligible within six months 

of the event and where the accommo-

dation is of a class or category higher 

than his entitlement, he shall be allotted 

the first available accommodation in 

that class or category as the case may 

be, shall not be dislodged and shall be 

charged normal rent till such time as 

the alternative accommodation of his 

entitlement has been made available to 

him.” 

 As regards providing employment to 

disabled persons the Agencies must observe 

the 2% quota provided under Establishment 

Division’s O.M. No. F.34/3/86/R-5 dated 

15th October, 1998. 

 As regards the hiring of properties of 

private individuals for office or residential 

accommodation, it is emphasised on the 

Agencies that they must observe the norms 

of justice, in the matters of payment of rent 

and vacation of the premises when so de-

sired. 

Redressal of Grievances at the Agency’s 

Level 

 It is the primary responsibility of each 

Agency to redress the genuine grievances of 

the general public. It is unfair that the com-

plainant be confronted with the last resort of 

approaching the Ombudsman. For this pur-

pose each Agency must set up a Grievances 

Redressal System. Incharge of the same 

should be a Vigilance Officer, who should be 

of a fairly senior level and should be fully 

accessible to the general pub-

lic/complainants. Further, it is recommended 

that each Agency must: 

i) Display on its reception the pro-

cedure for reporting a grievance 

and the person or persons whom 

the complainant may approach. 

ii) Brochures of the Ombudsman’s 

Office be made available on the 

counter of the Reception, in order 

to guide the complainants about 

taking up the matter with the Om-

budsman, if the grievance is not 

redressed at the Agency’s level; 

and 

iii) Timing must be fixed by senior 

officers for seeing members of 

public/complainants. These tim-

ings should be displayed outside 

the offices. 
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Recommendations Specific to Agencies 

 The Committee appointed by the Om-

budsman, mentioned in Chapters II and III to 

identify the nature of maladministration and 

to recommend its alleviation at the level of 

the Agencies, made specific recommenda-

tions about nine of the major Agencies. These 

are as below and should be considered as the 

recommendations of this Report as well. 

WATER AND POWER DEVELOPMENT 

AUTHORITY (WAPDA) 

 Recommendations are made as below: 

New Connections 

i) Connections should be given 

strictly on the principle of first 

come first served. The seniority 

numbers of cases of new connec-

tions should be prominently dis-

played at the offices of local for-

mations. 

ii) Wide publicity should be given to 

the procedures for obtaining new 

connections so that an ignorant 

applicant is saved of harassment 

at the hands of unscrupulous offi-

cials. 

iii) Before issuing a Demand Notice 

estimate for the electricity con-

nection must be prepared correct-

ly after proper site inspection. No 

revision of the estimate should be 

allowed after the deposit of the 

amount by the consumer. Any ex-

cess amount which has to be re-

covered due to mistake in prepa-

ration of the estimate must be 

borne either by Wapda or the staff 

members who prepared the esti-

mates. 

Billing 

i) Regular monthly visits to the 

premises for taking readings 

should be made by meter readers. 

The readings should also be dis-

played on a card available along-

with the meter at the premises. 

ii) If necessary, the meter readers 

should be provided with transport. 

Regular orientation courses 

should be held for the meter read-

ers. 

iii) In case of excessive billing/unjust 

imposition of fine the consumers 

normally approach the SDO and 

XEN for sorting out the disputed 

amounts till the disposal of the 

case. The concerned officers do 

not help. Consequently, the cur-

rent bills are not paid and in de-

fault Late Payment (LP) surcharge 

is imposed and even power supply 

is disconnected. In such cases, 

provisional payments on the basis 

of previous acceptable bill should 

be accepted, until the matter is 

settled. 

iv) When the complainant’s meter is 

declared as slow, an accurate 

check meter, duly secured, should 

invariably be got installed on im-

mediate basis in series with the 

existing meter and used as billing 

meter. 

v) The charging for slowness should 

in no case be more than the con-

sumption pattern of three months 

previous to the detection of slow-

ness. 

vi) When a complainant is found to 

be using part of his domestic sup-

ply for commercial purpose, an 

immediate notice should be given 

to him to apply for a separate 

commercial meter in accordance 

with the law. If this has not been 

done, then the Agency should not 

charge the whole consumption 
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under commercial tariff. 

Stealing of Electricity 

i) In this connection strict supervi-

sion should be exercised by all 

levels of Wapda/KESC officers 

and officials. Personal site visits 

and inspections should be a regu-

lar feature. 

ii) A procedure for securing the me-

ters has been developed in Sargo-

dha District by Wapda. Stealing of 

electricity is checked by securing 

the meters installed in the follow-

ing manner: 

a) Doubtful meters are brought 

out of the premises of the 

consumers. 

b) These are enclosed in Anti-

Theft Boxes. 

c) Neutral of the meter is com-

pletely grounded/earthed and 

connected through PG 

Clamps with the LT neutral 

wire avoiding any change of 

polarity. 

d) Inside the ATB, the meter is 

provided with 4 to 6 Wapda 

Security Slips duly signed by 

the SDO Line Superinten-

dent and Lineman. 

e) The ATBs are welded on all 

sides, provided with Security 

Slips duly signed by SDO, 

Line Superintendent and 

Lineman on all sides. 

f) The slips are pasted through 

Rapid Eraldite. 

g) Records of all seals, slips, 

ATBs meters and other con-

sumers statistics are entered 

in Registers duly signed by 

the SDO, Line Superinten-

dent and Lineman and coun-

tersigned by the XEN him-

self. 

h) Copies of the above Register 

are sent to XEN, SE and 

CAEB to monitor and cross-

check in order to avoid fu-

ture manipulation. 

j) Frequent readings are taken 

in order to watch the secured 

meters consumption and to 

check the measures adopted. 

Other Recommendations 

i) Recovery of Cost of Meter 

When the meter becomes out of 

order or is burnt, the cost of burn-

ing or defect should be estab-

lished by Agency through a prop-

er inquiry to determine whether 

the meter got burnt due to the 

fault of the consumer, or, whether 

due to other causes. If it is burnt 

or has become defective due to 

any fault of the complainant, then 

he should pay the cost of the me-

ter, otherwise its cost should be 

met by the Agency. 

ii) Recovery of Cost of Defective or 

Burnt Transformer 

When the transformer becomes 

defective, or, it is burnt complete-

ly the cost of the defect or burning 

should be established by the 

Agency. In case it is burnt due to 

any fault of the complainant, only 

then the cost should be paid by 

the complainant. Otherwise, the 

cost should be met by the Agency. 

iii) Connection from Independent 

Transformer for Tubewell 

a) If an independent transform-

er is installed for a tubewell 

connection and full cost was 

recovered from the tubewell 

consumer, connection to an-

other applicant tubewell 
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connection should be pro-

vided from the same trans-

former provided that: 

i) Voltage and continuity 

of supply of original 

consumer is not affect-

ed. 

ii) The load in transformer 

is available. However, 

the applicant should 

pay percentage cost of 

transformer commensu-

rate with his load which 

should be paid to the 

original consumer. The 

procedure for payment 

should be worked out 

by the Agency. 

b) In case the original tubewell 

consumer has paid percent-

age cost as per his load, then 

the other consumer/applicant 

should also pay percentage 

cost of the transformer. 

PAKISTAN TELECOMMUNICATION 

COMPANY LTD. (PTCL) 

i) The policy of first come first 

served should be followed and 

telephones should strictly be pro-

vided on merit and in accordance 

with the seniority of applicants. 

ii) As per its circular instructions No. 

M.16/42/93/4.1.10, 20 dated 

16.6.1994 the PTCL Headquarters 

had directed the field staff that 

‘henceforth no demand note 

should be issued unless the net-

work/switching availability so 

permits. Issue of demand notes 

now onwards would deem to be a 

surety for installation of telephone 

on receipt of paid copy… Those 

which are not possible due to 

network or switching limitations, 

individual applicant may be ap-

proached in writing explaining the 

position and requesting for (his) 

option whether (he) would like to 

get the money refunded, keeping 

the seniority intact, or would like 

to wait till the situation improves’. 

 

It is not only immoral and illegal 

but is also gross maladministra-

tion on the part of the agency to 

get the amounts collected but not 

to provide the facility. Hence, tel-

ephones should be provided with-

out any delay at the premises of 

all those applicants who file the 

paid copies of their demand notes 

alongwith the prescribed docu-

ments. In case of delay the Agen-

cy should pay to the applicant, 

mark up @15% per annum from 

the date of actual payment of the 

amount of demand note to the 

date of installation of the tele-

phone, if the telephone was not 

provided within 15 days. 

iii) Whenever a demand note is is-

sued it should not be provisional 

or conditional, but should always 

be final without any condition and 

no additional amount should be 

demanded and/or supplementary 

demand note etc. should be issued 

after the same, in any case. 

iv) Bills should be sent within 15 

days of the end of the billing 

month and 15 clear days should 

be provided to the subscriber to 

pay the amount. 

v) DP boxes/cabinets/exchanges 

should remain properly locked 

and their keys should remain with 

the concerned Supervisor who 

should open the same only when 

repairs/removal of faults etc. are 
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to be undertaken and/or new con-

nections etc. are to be given. Fur-

ther, frequent checks and surprise 

visits by Supervisors, SDO and 

Divisional Engineer should be 

made to see that the lower staff 

does not misuse the 

lines/installations. Similarly, strict 

vigilance should be kept on Extra 

Departmental Public Call Offices 

(EDPCOs) as well as on the field 

of the Agency. 

vi) A credit limit should be fixed for 

all the subscribers according to 

their request and telephones 

should be closed automatically 

when the credit limit is exhausted. 

vii) For ISD telephones, two weeks 

billing can be introduced, since 

overseas calls are expensive. 

viii) In order to examine complaints of 

excessive billing, the Government 

has constituted Divisional, Re-

gional and Headquarters Vigilance 

Committees. It has been advised 

that all the Committees should 

meet frequently and invariably in-

vite the subscriber for hearing, in 

order to provide them full oppor-

tunity to explain their cases. The 

Committees should properly con-

sider the complaints on merit and 

record precise reasons for ac-

ceptance or rejection of com-

plaints. Decisions of the Commit-

tees should be properly conveyed 

to the complainants. 

ix) As and when any complaint or pe-

tition or reference is received 

from any subscriber or any person 

or quarter, the same should not 

only be properly entered and 

acknowledged but should also be 

dealt with promptly and properly. 

x) Before closing/disconnecting a 

telephone, an opportunity must 

invariably be provided to the sub-

scriber, through a written notice to 

be sent under the signature of the 

competent officer, to explain his 

side of the case. The viewpoint of 

the subscriber should be fully kept 

in view. 

xi) The concept of ‘Defaulter Premis-

es’ should be totally done away 

with and replaced with the con-

cept of a defaulting person. First-

ly, the Agency should recover 

monthly bills regularly and in 

time and should not allow the ac-

cumulation of arrears. Secondly, if 

the amounts are not recovered and 

there are accumulated arrears, the 

outstanding dues, if any, should be 

recovered from the actual default-

er through the normal procedure 

in vogue. 

xii) Quite often, the subscriber had al-

ready paid the bill but the same 

was not posted in the record of the 

Agency and in subsequent bills 

arrears of such paid amounts are 

included. In order to avoid such a 

situation, the Agency should im-

prove its inter-sectional condition 

and also should ensure that post-

ings of payments in the relevant 

record are immediately made and 

the record is kept uptodate. 

xiii) Telephone Exchange as well as 

field staff should remain available 

during working hours, they should 

behave courteously and their con-

duct should be kept under vigi-

lance. 

xiv) Short training/refresher courses 

should be arranged regularly, in 

which the participants should be 

guided to improve the working 

and the image of the Agency. 
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xv) The PTCL Headquarters may con-

stitute a committee of at least 

three senior and well experienced 

(serving or retired or both) offic-

ers to critically review the overall 

working of the Agency in the light 

of their experience, complaints of 

subscribers and this Secretariat’s 

Findings. Keeping in view the fi-

nancial and other constraints, the 

committee may suggest practica-

ble measures to streamline the 

working so that proper service is 

provided to the subscribers and 

the image of the Agency is also 

improved. 

xvi) Pay Card Phone Companies 

should be allowed only well 

mounted, unmanned PCOs. With 

the same, the problem of misuse 

will be reduced appreciably. Fur-

ther, if a Pay Card indoor PCO is 

sanctioned, it should be made 

compulsory that no other tele-

phone is installed in the same 

premises, in order to avoid mis-

use. 

xvii) Telephone Directories are not 

supplied to the subscribers for 

years. It should be ensured that 

upto-date Telephone Directories 

are supplied to the subscribers 

every year; if that may not be pos-

sible, it should be at least after 

every two years. 

SUIT NORTHERN GAS PIPELINES LTD. 

(SNGPL)/SUI SOUTHERN GAS COMPANY 

LTD. (SSGCL) 

i) Strict priority should be observed 

in issuing Demand Notices. The 

principle of first come first served 

must be observed in all cases. 

Quota of out-of-turn connections, 

if any, e.g. on the specific recom-

mendations of the Minister, 

should be restricted to a minimum 

percentage, not more than 5% in 

any case. All Demand Notices 

should be issued normally on the 

basis of priority of date of appli-

cation, if the application is in or-

der. All applications must be 

checked for any discrepancy at the 

stage of submission. If still any 

discrepancy is left, it should be 

got rectified by the Agency’s offi-

cials by personal contact with the 

applicant. 

ii) After the issue of Demand Notic-

es, gas connections should be giv-

en on the same principle as above, 

i.e. in order of the dates of deposit 

of amounts of Demand Notices. 

iii) SNGPL and SSGCL should both 

have specific Five Year and An-

nual Development Plans for ex-

pansion of the gas supply system. 

These Plans should be duly ap-

proved by the competent authori-

ty. Expansion of gas supply to 

new localities must be according 

to these Plans, instead of being on 

a random basis, or, on political 

considerations/recommendations. 

iv) Consideration could be given for 

connection to those localities 

which may be willing to pay 

100% cost of the pipeline. How-

ever, if such an arrangements is 

agreed to, work should at no cost 

be delayed after due payment has 

been made by the inhabitants of 

the locality. 

v) Sui Gas bills should be sent to 

consumers on monthly basis. 

These should be delivered at the 

premises of the consumer posi-

tively within 3 days of the date of 

issue. At least 15 days clear peri-
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od should be given for paying the 

bills. 

vi) Special Cells should be set up 

within SNGPL/SSGCL for deal-

ing with the complaints received 

from this Secretariat. 

HOUSE BUILDING FINANCE CORPORATION 

(HBFC) 

i) The Agency should ensure the 

regular supply of account state-

ments. Very often, the Agency 

claims to have supplied the state-

ments whereas the complainant 

denies having received them. It 

would therefore be useful to sup-

ply regular account statements by 

Registered Post, so that the com-

plaint of their non-receipt is alle-

viated. 

ii) The account statements should be 

correct and updated. The principal 

amount, the instalments paid, the 

interest and balance due, at any 

point of time should be correctly 

indicated in the statements. 

iii) Regular audit of accounts should 

be carried out in all the Branches 

in respect of the accounts of bor-

rowers. It would not be too much 

to expect from the Agency that 

audit of the accounts is carried out 

within the month subsequent to 

which the account statement is 

supplied. If this is done, the inci-

dent of repeated supply of un-

audited figures to the borrowers, 

will hopefully come to and end. In 

brief the borrowers should be 

supplied with audited figures in-

variably. The present remarks –

regarding the position being ‘sub-

ject to audit and confirmation of 

payment’ should be eliminated al-

together. 

iv) If still un-audited accounts had 

been supplied to the borrower, the 

balance should in no case be 

changed to the disadvantage of 

the borrower. 

v) Terms and conditions of the loans 

already agreed to, between the 

Agency and the borrower, should 

not be unilaterally changed. 

vi) Any additional charges like de-

mand charges/service charges 

should not be levied on the bor-

rower’s account without issuing 

him a proper notice. 

vii) Cases of remission relating to 

widows, orphans and retired per-

sons should be dealt with on top 

priority basis. These would in-

clude, firstly, the cases of remis-

sion of interest in the case of 

aforementioned categories, under 

HBFC’s Operational Circular No. 

248 dated 23.7.1997. Secondly, 

the remark applies to the case of 

remission of entire outstanding 

amount of loans, in accordance 

with the Prime Minister’s recent 

announcement of total remission 

of loans, in the case of specified 

categories of widows and or-

phans. 

viii) Unfavourable application of Op-

erational Circular No. 248 dated 

23.7.1997 should not be resorted 

to. Clause (f) of the same, denying 

the benefit of remission in cases 

relating to sales of property on the 

basis of Power of Attorney, would 

be deemed to have been struck 

down, in view of the aforemen-

tioned Findings/Recommenda-

tions in complaint No. Reg. 

K/1865/98. 

ix) If the borrower wishes to close his 

account at any time, he should be 
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intimated the details and fig-

ure/figures of the repayments to 

be made by him in writing. Once 

this is done, the Agency should in 

no case go back from them and 

indicate a further outstanding 

amount. 

x) Operational Circulars of the 

Agency issued subsequent to the 

signing of a Deed of Partnership 

and Assignment, or, a Mortgage 

Deed by a borrower, should not be 

applied retrospectively in any 

case. It would only be fair that 

their application is prospective. 

STATE LIFE INSURANCE CORPORATION 

(SLIC) 

i) Limitation of authority of the field 

staff should be boldly printed on 

the proposal form indicating that 

the field staff is not authorised to 

waive of answering questions 

truthfully and accurately. 

ii) Complete information on the 

terms and conditions of State Life 

Insurance including rider clauses 

should be given in printed form to 

the potential policy-holder. This 

information on terms and condi-

tions should be fully explained by 

the field officer selling the policy. 

iii) The sales representatives, sales of-

ficer, sales manager and area 

manager must be fully responsible 

for the contents of their confiden-

tial report on the proposal form. If 

it is found that any item of the re-

port is based on a predisposition 

to sell the policy at the expense of 

tacit acceptance of incorrect in-

formation or with holding of in-

formation, the field staff con-

cerned should be taken to serious 

task in the form of financial pen-

alties, demotion and removal from 

service if necessary. The client’s 

interest must be protected to the 

extent of the established waiver 

given by the field officer. The 

SLIC should take full responsibil-

ity in cases where limitations of 

authority of the field officer have 

not been printed on the proposal 

form. 

iv) At least some percentage of the 

proposals should be checked by 

the immediate superior field staff 

independently before the form is 

forwarded to the Underwriting 

Cell of State Life where all as-

pects of the form must be correct-

ly appraised before underwriting 

is agreed to. 

v) The Agreement with the sales rep-

resentatives as well as other offic-

es of the field staff lays emphasis 

on the procurement of quantum of 

business with no insistence on the 

obligation of staff to ensure prior 

selection of the client. 

vi) The field staff should be made 

fully conversant with underwrit-

ing guidelines issued by PHS Di-

vision. If necessary refresher 

course should be held for ensuring 

the every number of field force is 

educated on the guidelines pre-

scribed by SLIC. 

vii) If the field staff carry out their ap-

praisal thoroughly, the doctors 

could be helped in examining the 

patient as well. The doctors may 

have to subject the patient to more 

thorough testing for determining 

the true state of health. In some 

cases the Mohtasib has suggested 

that medical examination be un-

dertaken whenever there is an iota 

of doubt even in non-medical cas-
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es. Highly competent and profes-

sional doctors with impeccable in-

tegrity should be commissioned 

by SLIC for carrying out the med-

ical examination. 

viii) The issue of notices should be 

made regular for non-payment of 

premium for a policy becoming 

paid up or for a policy about to 

lapse. Presently the premium no-

tice is issued to every subscriber 

without taking into account if he 

has already paid the–premium 

within the grace period or not and 

in other cases no notice is issued 

at all. 

ix) The issue of notice for revival of 

policy on the basis of Personal 

Health Statement and depositing 

of late free should be encouraged 

and made in every case where late 

premiums are received. Where 

necessary medical examination of 

the clients should be arranged. 

Unaccounted money received 

must be questioned promptly. 

These steps would help in reduc-

ing grievances about policies that 

lapse despite payment of premi-

ums by the assured. 

x) The practice of accepting premi-

ums through field staff should be 

stopped. 

xi) The standard of post death inves-

tigation of claims by the field in-

vestigators needs improvement. 

xii) The SLIC should through its liter-

ature and promotional material 

clearly describe the pitfalls and 

the losses the insured would have 

to incur in case of discontinuing 

the policy and seeking cash sur-

render value. 

PAKISTAN RAILWAYS 

i) Senior Officers Incharge of parcel 

offices must arrange frequent sur-

prise checks, keeping in view all 

the stages of handling parcels and 

consignments. 

ii) All reservations should be com-

puterised, in the form of a net-

work linked with all the Booking 

Agencies in the case of big cities. 

iii) Steps should be taken to eliminate 

all avenues of over-charging for 

tickets. Strict disciplinary action 

should be taken against officials 

indulging in this malpractice. 

iv) The DPCs should function regu-

larly and due promotions should 

be ensured to all employees. 

v) The practice of continuation of a 

large number of employees on ad 

hoc basis should be curbed and a 

transparent process should be de-

veloped for regularising the em-

ployees on the basis of seniority 

and merit. 

MINISTRY OF HOUSING AND WORKS 

i) The Ministry of Housing and 

Works should strictly comply with 

the Pakistan Allocation Rules, 

1993 and no discretionary quota, 

including the allotment in relaxa-

tion of rules, should be observed 

by any authority in the Govern-

ment of Pakistan. All allotments 

be made according to the General 

Waiting List and the list conse-

quent to deliberations of the 

OOTAC. If that may not be ac-

ceptable, the discretionary quota 

may be limited to not more than 

5% in any case. 

ii) Allotment matters may be strictly 

dealt with by the Estate Office 
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and the Ministry of Housing and 

Works should concentrate on the 

policy issues concerning the hous-

ing problems of the Federal Gov-

ernment servants. 

iii) Management information system 

and computerisation be intro-

duced for fair meritwise and 

transparent functioning, specially 

in allotments of houses and plots. 

Each applicant should be kept 

abreast of facts and position of 

his/her case. 

iv) Allotments made to ineligible per-

sons should be cancelled forth-

with and houses be got vacated 

from them expeditiously. No gov-

ernment accommodation be pro-

vided to employees of non-

entitled departments. Standard 

rent should be charged from those 

who have already occupied hous-

es unauthorisedly and this rent 

should be enhanced as per gov-

ernment policy on yearly basis. 

v) The houses once allotted should 

not be cancelled or withdrawn ex-

cept as provided in the rules. Then 

too, the reasons thereof should be 

intimated to the allottee at least 15 

days prior to any action taken in 

this regard. 

vi) The house rent permissible to the 

government servants for hiring 

private residential accommodation 

should be commensurate with the 

market, so that difference is not 

required to be paid by the gov-

ernment servants. 

vii) Payment of utility charges, i.e. 

electricity, water, gas becomes se-

rious problem for the new occu-

pant of the house. So, the Estate 

Office and the PWD should get 

cleared the utility bills from the 

officer who is vacating the prem-

ises. 

viii) Ministry of Housing and Works 

should in coordination with CDA 

and other relevant departments 

take up new housing projects. Pri-

vate enterprises and investors, in-

cluding Housing Cooperative So-

cieties may be encouraged to take 

up such projects. 

ACCOUNTS OFFICES 

 Recommendations as below are made 

in respect of the Accounts Offices, including 

the Accountant General Pakistan Revenues 

(AGPR), the Accountants General of the 

four Provinces and the District Accounts 

Offices. 

i) House Building and Conveyance 

Advances should be given strictly 

according to the turn of the appli-

cant and priority if accorded by 

the competent authority. Out of 

turn Advances should be strictly 

on the basis of orders of the com-

petent authority which should 

record its reasons. 

ii) G. P. Fund Accounts should be 

computerised. Deductions are 

made regularly from the emolu-

ments and as such it is the respon-

sibility of the Agency to ensure 

their posting. Failure to do so 

should be the cause of action 

against officials of the Agency re-

sponsible for the neglect. 

iii) If any G. P. Fund credits are still 

missing whatever evidence is 

available with the Government 

Servant should be accepted and 

the credit should be duly given. 

iv) Proper and complete accounts of 

G. P. Fund of all Government em-

ployees must be maintained. G. P. 

Fund slips indicating the latest 
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balance must be issued to the sub-

scribers regularly every year. 

v) Pension/Family Pension cases and 

those for release of final G. P. 

Fund Balance should be dealt 

with on Top Priority basis. Files 

of such cases should be Special 

Stickers or Flags on them accord-

ingly. 

vi) House rent deductions at the rate 

of 5% are essentially made from 

the emoluments of those occupy-

ing Government Accommodation. 

These should be duly conveyed to 

the Estate Office concerned. It is 

the responsibility of the Accounts 

Office concerned to do so. Failure 

to do so should be a cause of ac-

tion against the officials of the 

Agency responsible for the ne-

glect. 

vii) Senior officers should exercise 

vigilance in order to ensure expe-

ditious passing of bills whether 

they relate to payments to Gov-

ernment Servants or private par-

ties. 

 Recommendations are made as below, 

about the other Agencies. 

CIVIL AVIATION AUTHORITY (CAA) 

 Improvement of Airports and airport 

facilities should be undertaken in a planned 

manner. 

PAKISTAN INTERNATIONAL AIRLINES 

CORPORATION (PIAC) 

i) With the computerised and inter-

linked ticketing system there is no 

reason for a passenger being de-

nied a seat when one is actually 

available. All loopholes must be 

plugged in this respect. Also, the 

reserved quota seats should stand 

surrendered exactly on their fixed 

time, in case of non-utilisation. 

ii) Passenger baggage and cargo 

should be handled with care. 

iii) In case of delayed or cancelled 

flights the affected passengers 

should be looked after properly 

and should be provided with the 

latest further necessary infor-

mation. 

iv) There is no justification for in-

crease in Umra fares during the 

peak of the season near Ramazan-

ul-Mubarik. In fact with an in-

crease in the number of passen-

gers a reduction in fares is called 

for. The least that can be done is 

that the fares are not increased. 

v) There should be a proper planning 

of Flight Schedules. One cause of 

delays is bad planning of the 

Flight Schedules. 

vi) Flights are delayed often due to 

fog. Complete instrument-landing 

equipment should be installed at 

the major airports in addition to 

its provision in the wide-bodied 

aircraft. 

CAPITAL DEVELOPMENT AUTHORITY 

(CDA) 

 In case of unsuccessful applicants in 

ballots for plots or auctions the money 

should be returned immediately and in any 

case not later than three months. Develop-

ment of new sectors should be undertaken 

on priority basis and in a planned manner. 

Strict adherence to Bye-Laws should be 

ensured. For the purpose of allotment of 

accommodation/quarters to employees a 

strict system of waiting lists should be fol-

lowed and discrimination avoided. 

POSTAL LIFE INSURANCE (PLI) 

 All revision of Rules/Formulae should 

be applied with prospective and not retro-



 CHAPTER - VI: Recommendations 109 

 

spective effect. Prompt payment of claims 

relating to Postal Life Insurance should be 

ensured. 

EDUCATION DIVISION 

i) Admission process to the Federal 

Government Educational Institu-

tions should be made transparent 

and based completely on merit. 

ii) For optimum utilisation of the 

buildings and equipment, double-

shift should be introduced in all 

the institutions. 

iii) No post should be left vacant in 

the Educational Institutions. 

ALLAMA IQBAL OPEN UNIVERSITY (AIOU) 

 Criteria for admission should be indicated 

in the prospectus and should be strictly fol-

lowed. Appointments of tutors should be 

promptly indicated and results should be de-

clared and intimated without delay. Well-

prepared and thorough briefing of tutors must 

be undertaken at the beginning of each semes-

ter. Mid-semester briefing of tutors should be 

undertaken with letters and reminders. 

AGRICULTURAL DEVELOPMENT BANK OF 

PAKISTAN (ADBP) 

 Various steps in the sanction and ulti-

mate release of the loans should be super-

vised by fairly senior officers and matters 

should not be left at lower levels. With the 

same, it should be particularly ensured, 

among after things, that; the loanee has the 

repayment capacity; the property/land se-

cured against the loan has been properly, 

fairly and justly assessed and; in case of the 

loanee being illiterate, he understands what 

he is signing, what is the amount of the loan 

and what are the repayment liabilities and 

schedule. In case of illiterate loanees, all the 

papers should be read over and explained to 

the loanee before he signs them. 

CENTRAL DIRECTORATE OF NATIONAL 

SAVINGS (CDNS) 

 Courteous, prompt and efficient service 

should be provided to the clients. Safeguards 

should be taken against fraudulent encash-

ments. 

CUSTOMS DEPARTMENT 

 Refunds of all types should be ensured 

promptly. 

HEALTH DIVISION 

 All hospitals should have Vigilance 

Officers, whom members of public could 

immediately approach with their grievances. 

In this connection the recommendations 

given at the beginning of this Chapter, under 

the caption ‘Redressal of Grievances at the 

Agency’s Level’ should be strictly followed. 

INTERIOR DIVISION 

DIRECTORATE GENERAL OF IMMIGRATION 

AND PASSPORTS 

 A bad name is being brought to the 

country by those who once reach Saudi Ara-

bia but do not have the means to return. For 

a safeguard, travel for Umra should be al-

lowed only if the passenger has a valid re-

turn ticket as well. 

DIRECTORATE GENERAL OF 

REGISTRATION 

 National Identity Cards, new or dupli-

cate ones should be issued within the stipu-

lated time. No unnecessary objections 

should be raised. Rather, the clients should 

be helped and guided. 

LABOUR, MANPOWER AND OVERSEAS 

PAKISTANIS DIVISION 

 The Overseas Pakistanis Foundation 

should complete the housing schemes 

launched by it expeditiously for the benefit 

of expatriate Pakistanis. It should undertake 
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more such schemes in the future to meet 

their needs. Cases of blood money/death 

compensation should be followed up on 

priority basis. 

RELIGIOUS AFFAIRS, ZAKAT, USHR AND 

MINORITIES AFFAIRS DIVISION 

 Making of Groups for Haj should not 

be left exclusively to the Banks. In no case a 

pilgrim who has opted for own accommoda-

tion in the Holy Cities should be put with a 

Group Leader, or, in a Group, which has 

opted for Government Accommodation. The 

Ministry should exercise control over this 

matter and it should be made clear to all 

concerned that otherwise the compensation 

for the loss caused to the pilgrim will have 

to be personally made up by the individuals 

concerned. 

 Cases of death compensation should be 

followed up on priority basis with the Saudi 

Authorities and Courts at personal level. 

PROVINCIAL OMBUDSMEN FOR NWFP AND 

BALOCHISTAN 

 The process of providing relief to the 

citizens by the Ombudsman’s institution is 

not complete until the Government Agencies 

all over the country are not brought under 

jurisdiction. The Provinces have under their 

control, very vital spheres of life, affecting 

the common man. The Province of Sindh 

was the first one to establish the institution  

of Provincial Ombudsman in 1992. Azad 

Jammu and Kashmir also established the 

institution Mohtasib (Ombudsman) in 1992. 

The institution of Provincial Ombudsman 

was established in Punjab in 1996. The 

North West Frontier Province (NWFP) and 

Balochistan have been left behind. There is a 

dire necessity therefore of establishing the 

institutions of Provincial Ombudsmen in 

these remaining two Provinces. The matter 

should be given urgent consideration at the 

highest echelons of the Government. 

 

 
 



 

 

CHAPTER - VII 

IMPROVEMENTS MADE/STEPS TAKEN BY AGENCIES TO 

ALLEVIATE COMPLAINTS 

he Committee mentioned in Chap-

ter-II carried out the empirical study 

and identified the nature of malad-

ministration/complaints in respect of various 

Agencies. The Committee identified nine 

major Agencies against whom bulk of com-

plaints are received. These are indicated in 

Chapter-III alongwith the nature of malad-

ministration/complaints in respect of them. 

The recommendations of the Committee in 

respect of these nine Agencies are given in 

Chapter-VI alongwith other recommenda-

tions. 

 Copies of relevant portions of the Re-

port of this Committee were sent to the 

Heads of these nine major Agencies for their 

comments and taking corrective action. As a 

result they have indicated the position from 

their side and the same is brought out very 

briefly in this Chapter. 

 It is intended to hold detailed meetings 

with some of these Agencies, with the object 

that this exercise results in ultimate im-

provements at the level of the Agencies. 

First of these meetings was held in Decem-

ber, 1999 with Pakistan Telecommunication 

Company Ltd. (PTCL). The Chairman, 

PTCL and his officers made a presentation. 

During the same the various modern Tele-

communication facilities being now provid-

ed by the Corporation were explained. These 

includes CLI, Internet and Pre-Paid Phone 

Card services, which are offered to custom-

ers all over the country. It was stated that by 

January 2000 most of these services shall be 

fully functional. Regarding mark-up of Pre-

Paid Phone Card service, It was stressed that 

there is a need to examine the matter as 

against the issue of charging interest, cur-

rently being debated in our country with 

T 



 CHAPTER - VII: Improvements Made/Steps Taken by Agencies to Alleviate Complaints 112 

 

specific relevance to the teachings of Islam. 

 The Agency was advised to open De-

cision Making Windows/Complaint Cells in 

various regions of PTCL where aggrieved 

persons could approach for redressal of 

their grievances. The PTCL management 

was asked to designate an Officer Incharge 

to be made responsible for offering imme-

diate rectification of technical complaints 

besides ensuring customer’s satisfaction 

regarding billing and other problems. Such 

Complaint Cells must contain brochures 

displayed prominently, advising customers 

regarding mode of filing complaints with 

the Complaint Cell. These brochures should 

also highlight the information that in case 

of non-redressal of their grievances, people 

could approach the Wafaqi Mohtasib Secre-

tariat. I emphasised the need to institute a 

detailed Complaints Monitoring/Resolution 

Mechanism to be put in operation at the 

earliest. 

 The PTCL Management was advised 

that appeals against Wafaqi Mohtasib’s Find-

ings containing genuine lego-technical justi-

fications should be filed as Review Petitions 

to Wafaqi Mohtasib Secretariat as Second 

Step of Relief by the Agency. It was further 

advised that PTCL being a Commercial 

Organisation should have its own Internal 

Vigilance System for the purpose of com-

plaints redressal, in order to avoid litigation, 

which involves heavy costs. Moreover, 

PTCL should set up Special Monitoring 

Cells to check violations of Wafaqi Mohta-

sib’s Findings. 

 Chairman PTCL informed that major 

responsibility has been fixed on all Divi-

sional Engineers concerned to have 

Testchecks of Billing Complaints and also 

complaints regarding late delivery of bills. 

The initiation in this regard was appreciated. 

 The Agency was further advised that no 

more than three months time should be al-

lowed towards Billing Default to the cus-

tomers. The next tenant should not suffer on 

the pretext of Defaulter Premises. This con-

cept must change. It was stressed that PTCL 

may computerise information in its billing 

divisions regarding Bank Account Number 

of every user that should be used for deduc-

tion in case of default. 

 The PTCL was advised that it being a 

commercial Organisation should use the law 

of the land to effect recovery of defaulted 

amounts. Services of private detective Agen-

cies should be hired to locate defaulter’s 

changes in addresses/premises, and legal 

action taken accordingly. It was further 

pointed out that PCO — related complaints 

must be looked into. The Chairman PTCL 

informed that introduction of pre-paid phone 

card system was the right solution to it. It 

was stressed that more publicity should be 

given about the Code-Barring System for 

awareness of the public. 

 Indicated below briefly are the im-

provements made/steps taken by the Agen-

cies for the purpose of alleviating com-

plaints, as reported by them, after considera-

tion of the Recommendations of the Com-

mittee mentioned in Chapter-VI. 

PAKISTAN TELECOMMUNICATION 

COMPANY LTD. (PTCL) 

(a) As regards policy of first come 

first served, it has been stated that 

the PTCL is following that policy. 

(b) As regards non-installation of tel-

ephones despite payment of the 

amount of Demand Note, PTCL 

states that instructions have been 

issued to avoid such a situation. 

(c) Steps are being taken to avoid de-

lay in sending of bills. 

(d) In order to curb excessive billing 

it has been stated that steps are be-

ing taken on technical basis in this 

respect; more than 85% of the 

Switching Network has been digi-
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talized; all EMD Exchanges will 

be replaced by year 2002; and a 

major portion, i.e. 234,000 will be 

replaced within this fiscal year. 

(e) As regards delays in removing 

faults and not attending to com-

plaints it has been stated that all 

out efforts are being made in this 

direction. CFMS in 15 Exchanges 

(out of 24 sites) have already 

started functioning in Karachi. In 

Rawalpindi/Islamabad it will be 

on the arrival of the same (108 

Operators will be less). Lahore 

MCC is to be upgraded, for which 

spadework is being done. Above 

all Headquarters Hot Line on Toll 

free number 0800-44544 initially 

available to NWFP and Rawal-

pindi/Islamabad (to be extended 

to entire country in phases) is 

functional since 20th July, 1999. 

(f) As regards closure/disconnection 

of telephone without notice, it has 

been stated that the disconnection 

notice has been incorporated on 

the body of the bill. In addition, 

instead of complete disconnec-

tion, the defaulting telephone is 

made one-way (only incoming 

calls) for 3 days. 

(g) As regards absence or misbehav-

iour of telephone staff, it has been 

stated that whenever any such 

lapse comes to notice, disciplinary 

action is invariably taken. Fur-

thermore, Efficiency and Disci-

pline Rules of PTCL are being 

amended suitably to make them 

more effective. 

(h) As regards implementation of the 

Findings/Recommendations of 

this Secretariat, a Committee 

comprising of senior officers is 

being constituted. 

WATER AND POWER DEVELOPMENT 

AUTHORITY (WAPDA) 

New Connections 

(a) A system has been evolved to 

give connections strictly on the 

basis of first come first served. All 

the Demand Notices are to be is-

sued strictly in accordance with 

order of registration of the appli-

cations for each tariff-wise cate-

gory. Priority is then refixed in 

order of payment of Demand No-

tices. To control and monitor the 

priority of the connections, a Ser-

vice Connection Register is being 

maintained in Sub-Divisional Of-

fices and other offices competent 

to sanction the new connections. 

Application Registers are being 

maintained in Revenue Offices. 

Instructions have been issued that 

Seniority Numbers be displayed 

prominently. 

(b) Brochures have been published 

for information of prospective 

consumers regarding procedure 

for obtaining new connections. 

(c) Instructions have been issued that 

Demand Notices be issued on the 

basis of correct estimates, which 

must not be re-opened where vari-

ation is 10% or less. 

Billing 

(a) A comprehensive procedure has 

already been laid down for record-

ing correct meter readings at the 

site and also for recording entries 

in the meter reading cards provid-

ed to the consumers. However, 

concerned officers/officials are 

being advised, once again to en-

sure implementation of the proce-
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dure methodically. 

(b) One Window System for resolv-

ing public complaints has been in-

troduced. Review Committees 

have been constituted to redress 

the genuine complaints of exces-

sive billing. 

(c) Instructions have been issued to 

install check meters for ascertain-

ing extent of slowness through 

appropriate equipment. 

(d) Monitoring and Surveillance de-

partment has been established. 

XENs/SDOs and Surveillance 

teams carry out prescribed/perio-

dic as well as surprise checks. 

(e) As regards the procedure for se-

curity of meters developed in Sar-

godha District by Wapda, it has 

been stated that the same is al-

ready in the notice of Wapda 

Headquarters are frequently 

checking connections of various 

categories for control over pilfer-

age of electricity. 

Other Points 

(a) As regards the situations where 

meters are burnt, it has been stated 

that the procedure of holding a 

proper inquiry is already in vogue, 

in order to determine whether the 

meter got burnt due to fault of the 

consumer, or, whether due to oth-

er causes. The liability of the con-

sumer is being determined accord-

ingly. 

(b) Similarly, regarding the trans-

former becoming defective, the 

cause is established and the con-

sumer is only burdened with lia-

bility if he is responsible for the 

damage. 

(c) In case of transformers installed 

for tube-well connections, it has 

been stated that where possible 

connection to another applicant 

for tube-well connection is being 

provided from the same trans-

former, subject to feasibility. It 

has been stated further that Wapda 

provides tube-well connections 

upto 15 KW on cost sharing basis, 

where, for years no other consum-

er comes. 

(d) It has been confirmed that in case 

the original tube-well consumer 

has paid the percentage cost of the 

transformer as per his load, then 

the other consumer/applicant is 

required to pay only the percent-

age cost of the transformer ac-

cording to his load. 

SUI NORTHERN GAS PIPELINES COMPANY 

LTD. (SNGPL) 

(a) The principle of first come first 

served for giving gas connections 

is being strictly enforced since 

March, 1999. A new policy of giv-

ing priority for on the line gas 

connections, on the basis of pay-

ment of urgent fee over and above 

the normal demand notice charg-

es, has also been introduced in the 

Company from April, 1999. 

(b) Gas connections on urgent fee ba-

sis are provided within 4 weeks. 

(c) Concrete steps have been taken to 

reduce the waiting period for a 

gas connection, which in most of 

the regions of the Company had 

arisen to almost 75 weeks. Con-

nections are being provided more 

expeditiously now. Consequently, 

the waiting period in Bahawalpur, 

Multan, Abbottabad and Peshawar 

has already reduced to 4-6 weeks, 

whereas in other areas it has re-

duced to 12-30 weeks. 
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(d) In order to achieve the objective 

of reducing the waiting period to 

the normal limits of 4-6 weeks in 

its entire area of operation by 

30.6.2000, an enhanced target of 

180,000 new domestic gas con-

nections have been fixed for 

1999-2000 as against 125,000 for 

1998-99. 

(e) Due to serious financial con-

straints, SNGPL is not in a posi-

tion to plan for extension of gas 

development programme to new 

towns/localities from it own re-

sources. SNGPL’s distribution 

network is restricted to the laying 

of operational phases to remove 

bottlenecks in the existing areas as 

well as laying of combing mains 

to remove anomalies in the exist-

ing localities/Mohallahs etc. This 

plan is prepared on annual basis 

and approved by the competent 

authority, i.e. Board of Directors. 

Supply of gas to new 

towns/localities is being undertak-

en only in those cases where the 

Government issues directions and 

100% funds are provided for that 

purpose. 

(f) Arrangements have been made for 

the delivery of bills through pri-

vate contractors/couriers and gen-

erally the consumers are receiving 

their gas bills 10 days before the 

due date. Any increase beyond 10 

days for the consumers for deposit 

of the bills will adversely affect 

the billing cycle which may lead 

to different kinds of problems, in-

cluding the appearance of arrears 

in the bills. 

(g) SNGPL has given top priority to 

improve the customers’ service 

for the redressal of consumers 

complaints. For this purpose a 

common gas complaint No. 119 

has been provided in all the Re-

gions where consumers’ com-

plaints are received by trained 

staff. Gas Emergency Teams have 

been provided in two major Re-

gions, i.e. Lahore and Islamabad, 

which are equipped with neces-

sary toolkits, mounted on motor-

cycles and they can reach the 

complainant’s site within 30-40 

minutes. 

(h) In all the Regional Offices a 

company Executive is exclusively 

dealing with Wafaqi Mohtasib’s 

cases and a senior officer in Head 

Office is monitoring the activities 

pertaining to complaints received 

from the Office of Wafaqi Mohta-

sib. 

SUI SOUTHERN GAS COMPANY LTD. 

(SSGC) 

(a) Except in instances where road 

cutting permission is to be granted 

by other agencies, or, where gas 

mains do not exist, SSGC pro-

vides gas connection within 2 

weeks. From September, 1999, 

this period is being further re-

duced to one working week (7 

days). 

(b) SSGC is very particular in ensur-

ing that the first bill is issued 

within 60 days of the gas connec-

tion. Efforts are underway to re-

duce this period further. 

(c) There are some cases of wrong 

billing and efforts are underway to 

control it. As regards excessive 

billing SSGC has a computer pro-

gramme whereby any bill in ex-

cess of 4 times the consumer’s 

summer/winter average is termed 
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as “High Consumption” and im-

mediately taken out of billing cy-

cle for correction in subsequent 

month. 

(d) As regards delay in delivery of 

bills it has been stated that it is 

SSGC’s endeavour to ensure that 

the domestic gas bills are received 

15 days before the bill payment 

date; in this regard SSGC has 

made some revolutionary changes 

in the system during the last few 

years, i.e. introduction of route 

order/book order series, private 

bill delivery contractors and M&I 

control check system. 

(e) In SSGC there is no quota of the 

Minister or anyone else. The gas 

connection is strictly on first come 

first served basis. 

(f) SSGC already follows Annual 

Development Plans for extension 

of its network. 

(g) SSGC normally provides 15 days 

time to the consumers to pay the 

bills. 

(h) In SSGC’s Billing Department 

and Legal Department separate 

Cells deal with cases received 

from the Mohtasib Secretariat. 

HOUSE BUILDING FINANCE CORPORATION 

(HBFC) 

(a) Steps have been taken to make 

investment within 7-15 days. Cor-

ruption has been curbed and com-

plaints of illegal gratification have 

been almost reduced to zero. 

(b) Master data of the clients is being 

corrected. The exercise will be 

completed shortly where after it 

will be ensured that error-free 

statements are regularly supplied 

to the clients. 

(c) Missing credits or double credits 

are being taken care of in the cor-

rection exercise of Master data as 

stated at (b) above. 

(d) Practice of issuing unaudited ac-

count position has been complete-

ly dispensed with. 

(e) Accounts are being closed nor-

mally within 15 days time. 

(f) Under Recovery Action Plan em-

phasis has been laid on personal 

contact with the defaulters. Coer-

cive recovery action is taken 

where all efforts and persuasion 

have failed. 

(g) Procedure of remission under 

Prime Minister’s Relief Package 

has been streamlined. It is being 

ensured that remission in all genu-

ine cases is allowed without delay. 

(h) Under the Federal Government 

directive only those widows are 

entitled for remission who or their 

deceased husbands availed HBFC 

loans/investment. As regards al-

lowing the benefit in cases where 

plots have been purchased on the 

basis of Power of Attorney, the 

matter is within the competence of 

Federal Government. We intend to 

take up the matter with the Gov-

ernment. 

STATE LIFE INSURANCE CORPORATION 

(SLIC) 

(a) Declaration contained in the pro-

posal form is itself an indicator of 

the fact that the field staff is not 

authorised to waive answering of 

any question truthfully and accu-

rately. However, we can make it 

more prominent on the relevant 

documents. 

(b) Our field staff has been provided 

with the written material contain-

ing the descriptions of plans, rid-
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ers and privileges and conditions 

of the policy. Regular training 

courses are arranged to educate 

our field personnel. However, we 

will be making our training pro-

grammes more effective, and at 

the same time we will consider 

the possibility of providing com-

plete information on terms and 

conditions of the policy to the po-

tential policyholders in printed 

form. 

(c) The field staff are responsible for 

their statements in the Agent’s re-

ports. If they are found guilty, 

strict disciplinary actions are tak-

en against them. 

(d) As regards the necessity of cor-

rectly appraising all aspect of the 

Form before underwriting is 

agreed to, it has been stated that 

generally this is in practice. How-

ever, it has been promised that the 

procedure will be made more ef-

fective. 

(e) About the necessity of the field 

staff being fully conversant with 

underwriting guidelines, it has 

been stated that SLIC will be lay-

ing more emphasis on this aspect. 

(f) As explained earlier, the medical 

requirements are called according 

to the insurance coverage sought 

and the age of the proposer. The 

Medical Examiner’s Confidential 

Report, which is filled in by a 

medical doctor on approved panel 

of State Life is on a prescribed 

form. It does not in a way help in 

detecting all the diseases of the 

proposer. If however, we have an 

iota of doubt or a clear adverse 

indication in non-medical cases, 

we do call respective medical 

tests. However, we will be making 

the system more effective. 

(g) It is practically impossible to reg-

ularly issue premium notices for 

non-payment of premium for a 

policy becoming paid-up or for a 

lapsed policy. However, we do 

have a system, which ensures reg-

ular despatch of premium notices 

to policyholders every month with 

two reminders on monthly inter-

vals. Since we have to print the 

notices in bulk there perforce aris-

es a certain time gap between the 

printing date and date of receipt 

by the policyholders. In the 

meanwhile some of such policy-

holders may have paid premiums. 

For such situation the premium 

notices issued state that the notice 

be ignored if the premium already 

stands paid. In respect of inform-

ing the status of the policy becom-

ing auto-surrender or auto paid-

up, we are making arrangements 

with our Computer Division for 

the same. 

(h) If the amount deposited by the 

policyholder remains unadjusted 

for want of Personal Statement of 

Health for Revival and/or late fee, 

the policyholder is asked to fulfil 

the necessary requirements so that 

the amount could be adjusted to-

wards the premium and policy be 

brought in full force. 

(i) There are clear instructions re-

garding deposit of premium at our 

authorised collection centres but 

even then sometimes the policy-

holders pay premiums to the field 

personnel in terms of their per-

sonal contacts or intimacies. 

(j) The standard of investigation is 

being improved. Our senior and 

experienced Claim Examiners are 
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being deputed to different Zones 

for providing training to our jun-

ior Claim Examiners and at the 

same time we have chalked out 

plans for their extensive training 

through seminars. 

(k) Initially through privileges & 

conditions of the policy, the guar-

anteed cash value of the policy is 

intimated to the policyholder. 

During the currency of the policy, 

if the policyholder requests for 

surrender of his policy, the poli-

cyholder is informed, through a 

convincing letter, regarding the 

bonuses attached to the policy till 

that date and the benefits of con-

tinuation of policy. The cash value 

of policy payable on surrender is 

also mentioned in the letter, under 

the cover of which the Pre-

Receipt Discharge Voucher is sent 

to the policyholder. If the policy-

holder submits the Discharge 

Voucher duly completed and 

signed, it is considered that he is 

prepared to avoid the benefits of 

full accrued bonuses and only in-

terested to have the amount in-

stantly available, in such a posi-

tion the surrender value is paid. 

PAKISTAN RAILWAYS 

 The position as below has been stated 

from the side of the Pakistan Railways. 

 Under the Railway Rules, if the con-

signment booked by rail does not reach 

destination within a reasonable time, the 

consignee should report the matter to the 

Station Master concerned, Divisional Com-

mercial Officer of that Division or Region-

al/Area Manager of the Division informing 

that his consignment has not reached the 

destination. If consignment is not recovered, 

traced, or, no reply is received form Railway 

the consignee should give notice either to 

deliver the consignment or pay claims in lieu 

thereof. 

 A claim for loss/short delivery of con-

signment is entertained by Pakistan Rail-

ways, as per existing rules, within the six 

months from the date of booking. Any claim 

received after 6 months is not entertained 

being time bared. However, if a claim case is 

received within the due time, all efforts are 

made to settle the claim after observing all 

necessary formalities. In some cases, the 

claims are repudiated or get delayed because 

the claimant fails to submit the required 

documents like Original Railway Receipt, 

Original Trade Invoice and letter of authority 

from the consignee if claim has been lodged 

by person other than the consignee. In some 

cases delays occur in the settlement of 

claims due to strict adherence to the proce-

dure which entails collection of required 

information from the Divisions as well as 

the consignee, the evaluation of the market 

rates of the consignment and verification by 

the concerned branches. If these formalities 

are observed, claim is paid to the claimant. 

Efforts are, however, made to minimise the 

time period for finalising the claim cases, by 

curtailing some of the procedural delays, 

impressing upon the Claims Inspector to 

complete enquiry within the shortest possi-

ble time and to contact the claimants person-

ally if they do not respond to the official 

correspondence. 

 Most of the relevant information is 

available at Station and in the Time & Fare 

Table for the information/convenience of the 

passengers/clients (Consignor, Consignee). 

However, a pamphlet is proposed to be 

compiled/printed and issued for public con-

taining the requisite information. 

Checks on the Working of Parcel Offices 

 The Officers as well as Senior Subor-

dinates of both Executive and the Accounts 
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Branches frequently visit the Parcel Offices 

to check the record as well as the inventory 

of consignments lying on hand. This system 

is also being followed on the Federal Gov-

ernment Inspector of Railways/General 

Manager’s Annual Inspections of all the 

Division of Pakistan Railways. During the 

checks of Parcel Offices, specific instruc-

tions are issued to the concerned staff for 

prompt disposal of delayed/old par-

cels/consignments which are lying un-

claimed. 

Computerisation of Reservation Offices 

 Pakistan Railways has prepared an 

ambitious plan to computerise the reserved 

accommodation through private sector par-

ticipation to Install, Operate and Transfer 

basis. This project envisages the linking of 

all the major railway stations where advance 

reservation is being made while other major 

stations where sale of tickets is substantial 

but where advance reservation facilities are 

not available, it is proposed to bring these 

stations also within the ambit of computer-

ised ticketing. Necessary tender documents 

have been prepared and sent to the Ministry 

of Railways. The Expression of Interest will 

shortly be invited through press from leading 

firms who specialise in this field. 

Steps Taken to Eliminate Overcharging of 

Tickets 

 Whenever instance of overcharging 

come to the notice of Railway Administra-

tion, strict disciplinary action is taken 

against the concerned railway staff. Punish-

ment, as admissible under the rules, is 

awarded to those found indulging in over-

charging. Frequent checks are conducted by 

officers as well as the Special Ticket Exam-

iners on trains and complaints of overcharg-

ing by passengers are promptly attended. 

Public is also requested to bring such com-

plaints to the notice of the Railway Admin-

istration. 

Other Points 

 The meeting of DPC is held regularly. 

During the last eight months the DPC 

cleared 858 cases of Railway employees 

whereas 1336 are held up on account of non-

receipt of ACRs. Effective steps are being 

taken to finalise the remaining DPC cases at 

the earliest. 

 Instructions have been issued to regu-

larise all ad hoc employees appointed before 

26.12.1992, the date on which the Supreme 

Court decided not to make an appointment 

on ad hoc basis, as it violated human rights. 

All appointments thereafter will be made 

under proper procedure of recruitment after 

advertisement in the Press on merit. No ad 

hoc appointment is now being made. 

MINISTRY OF HOUSING AND WORKS 

 The Ministry of Housing and Works 

have pointed out that similar pro-

posals/recommendations were made by the 

Prime Minister’s Inspection Commission, 

which are under the consideration of the 

Ministry. The Ministry of Housing and 

Works agrees in principle with the recom-

mendations made by the Committee. How-

ever, it is stated that the construction of new 

projects and enhancement of rental ceilings 

involves financial implication. Therefore, 

these recommendations will only be consid-

ered if sufficient funds are allocated to the 

Ministry, which has already taken up the 

matter with the Finance Division for in-

crease in the rental ceilings. In addition, the 

Ministry has also proposed the payment of 

rental ceilings to the employees from BPS 

1-10 in lieu of their house rent allowance, so 

that they could manage houses on their own. 

Accounts Offices 

 Relevant parts of the Report of the 

Committee were taken up with the Auditor 
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General of Pakistan, whose office has given 

the comments as below: 

(a) In the offices of the Accountants 

General whenever an application 

is received for House Building 

Advance/Motor Car Advance and 

Motor Cycle Advance, a Diary 

number is allotted to the applicant 

so that first come first served pol-

icy could be strictly applicable. 

There is a separate register main-

tained for priority accorded by the 

competent authority and the rule 

is that one priority and two ordi-

nary cases are to be attended. The 

priority cases which used to be an 

exception, have lately become a 

routine and the number of priority 

recommended cases by the com-

petent authority is increasing and 

a time may soon come when they 

outnumber the ordinary applica-

tions. The present practice of ac-

cording priority as a matter of 

routine needs to be reviewed and 

may even be dispensed with. 

There should be one list. A maxi-

mum of 10% allocation may how-

ever, be reserved by the AG for 

Out of Turn Advances which may 

be sanctioned by the head of the 

Ministry / Division / Department 

who should record the reasons. 

The undisbursed amount from this 

allocation may be allotted to the 

ordinary applicants. 

(b) The General Provident (GP) Fund 

accounts are computerised and in 

the monthly salary slips not only 

the monthly deductions of GP 

Fund are shown but also the cu-

mulative total is also reflected 

which is updated after incorporat-

ing the profits on a particular GP 

Fund account and annual state-

ment of accounts is to be issued to 

the subscribers by 30th September 

every year. It must be incumbent 

on the subscribers to approach the 

AG’s Office in case they either do 

not receive the annual statement 

of account by 31st October or 

they receive it in incomplete con-

dition. The AG’s Office may then 

take steps to complete the state-

ment latest by 30th November. 

Thereafter, it should be a cause of 

action for the neglect. 

(c) There used to be GP Fund miss-

ing credits when the Government 

employees could opt out from 

subscribing to the GP Fund during 

leave etc. The system operative 

now is that no options are availa-

ble to the Government employees 

for opting out from contributing to 

the GP Fund account whether on 

leave, training or on deputation 

etc. It is compulsory and has to be 

paid. In case some credits are 

missing the evidence provided by 

the subscriber duly verified by the 

DDO concerned may be accepted 

and credit should be duly given. It 

may be stated that Offices of the 

Accountants General are facing 

problems of completing GP Fund 

balances when the Government 

employees are transferred from 

one station to another, Province to 

Province and from Province to 

Federal Offices or vice versa. It is 

under examination that to improve 

the system for future subscribers 

one GP Fund account number 

should be allotted to a Govern-

ment employee for the entire ser-

vice period like the income tax 

where the Zone Codes are pre-

fixed to one NTM number. The 
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various Accountants General can 

be allowed prefixed code num-

bers. The NIC No. can be the GP 

Fund account number as the orig-

inally allotted GP Fund number 

which should be continued wher-

ever the employee is posted. 

(d) As regards final payment of GP 

Fund, the case should be moved 

one year ahead of the retirement 

date, irrespective of the employee 

proceeding on LPR or has opted 

for encashment. This is not being 

done as the employees prefer to 

wait in order to earn the profit for 

another six months, the maximum 

admissible, after retirement. The 

profit rates, plus bonus on GP 

Fund is quite high. Most of the 

employees apply late, and if there 

are discrepancies, the blame is 

passed on to the AG. Therefore, it 

should be mandatory to apply one 

year ahead of retirement. 

(e) It is the duty of the office from 

where a Government employee is 

due to retire to initiate pension 

papers one year before the date of 

superannuation. This is not being 

done in most of the offices. Sam-

ple surveys indicate that the pre-

scribed schedule is not being ad-

hered. The department sends the 

pension papers very near to the re-

tirement date, although they were 

required to be sent at least three 

months before the date of retire-

ment. In many cases the papers 

are sent after the Government em-

ployee has actually retired. Even 

in the cases submitted to the Ac-

counts Offices, the required doc-

uments are not complete. A re-

quirement is that the pension pa-

pers should have a check list on 

the top of the papers which should 

indicate that all the listed docu-

ments are annexed. When the 

pension papers are presented to 

the offices of the Accountants 

General, this check list is verified 

first and if any document is not 

found attached, the pension papers 

are not accepted and the depart-

mental representative is asked to 

complete the papers before sub-

mitting them again. A strict en-

forcement of this check list suc-

ceeded in forcing the department 

to send complete papers but when 

the papers are examined for issu-

ance of pension, they are found ei-

ther defective or incomplete. As 

such, they have to be returned to 

the department. The vigilance cur-

rently being exercised in each of-

fice of the Accountant General 

does not allow the pension papers 

to be returned without any sub-

stantive reasons on the part of the 

Accountant General. All measures 

have been adopted that no incon-

venience is caused to a Govern-

ment employee and pensions are 

issued promptly. Problems are, 

however, being faced in District 

Accounts Offices where treasury 

side is managed by executive and 

accounts side is to be controlled 

by AG Offices. However, the Dis-

trict Accounts Officers do not ac-

cord attention to the directives of 

the AG as their existence in a dis-

trict depends on the Deputy 

Commissioner who writes their 

annual reports, even on accounts 

aspects, which is the responsibil-

ity of the AG. It is a good idea that 

files of pension cases and GP 

Fund final payment cases should 
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have Special Stickers or Flags on 

them. 

(f) The 5% house rent of the Gov-

ernment employees is deducted 

and the intimation conveyed by 

the AG Offices to the Estate Of-

fice concerned every six months, 

as directed by the Finance Divi-

sion. In the Estate Offices, ledger 

registers of each Government em-

ployee is required to be main-

tained where the monthly deduc-

tions are to be posted. A “No De-

mand Certificate” to every allottee 

of accommodation within two 

months of expiry of each calendar 

year is required to be issued as 

provided under Rule 21 of Paki-

stan Allocation Rules, 1993. It can 

be checked that while in the Es-

tate Offices, though Accounts 

Wing exists and ledger books are 

available, yet the register pages in 

many cases are blank. At the time 

of retirement when the requisite 

No Objection Certificate is de-

manded from the Estate Office, it 

is denied for want of record. The 

department of the retiring gov-

ernment employee is required to 

alert the Estate Office six months 

ahead of the retirement date to 

update the individuals account. 

This is not being done. The retir-

ing Government employees has to 

again collate his salary slips, get a 

certificate from the concerned Ac-

countant General and supply the 

information to the Estate Office 

from where the No Objection Cer-

tificate is eventually obtained. 

This causes a lot of inconvenience 

to the retiring Government em-

ployee. It therefore, needs to be 

ensured that the Estate Offices 

streamline the procedure of their 

ledgers and also accept the state-

ment of the retiring Government 

employee if he presents the salary 

slips, where the Estate Office has 

not posted the house rent deduc-

tion. Like GP Fund and income 

tax deductions etc., the Govern-

ment employee cannot get his sal-

ary slips in which house rent de-

duction has not been made. There 

is no option for the Government 

employee to opt out from payment 

of house rent once an intimation 

has been received that a Govern-

ment servant has been allotted a 

Government accommodation or 

has been granted house rent al-

lowance. It is, therefore, reiterated 

that the routine statements of Es-

tate Office that house rent deduc-

tion has not been made is not 

based on facts. The house rent has 

been deducted in the monthly sal-

ary slips. The AG Offices can im-

prove reporting and send the 

statement of 5% deductions to the 

Estate Office concerned quarterly 

instead of six months at present 

and the Estate Offices should take 

steps to comply with Rule 21 of 

Pakistan Allocation Rules, 1993. 

Failure on the part of the Agency 

concerned should be a cause of 

action for neglect. 

(g) Every month each Accountant 

General sends an MIS Report on 

the quantum of disposal of bills, 

all GP Fund cases, pension cases, 

pay fixation cases to the Control-

ler General Accounts. GP Fund 

and pension cases which remains 

pending for more than four weeks 

have to be explained. This MIS 

Report contains the details of all 
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receipts and disposals and time 

taken. The reasons are also enu-

merated and the number of cases 

in which the bills of General 

Provident Fund (GPF) cases and 

pension cases are returned are in-

dicated. It has been found that in 

most of the cases, the returned 

bills of GP Fund cases, pension 

cases, and pay fixation are due to 

incomplete information, wrong 

classification, non provisions of 

budget etc. The MIS Report from 

each Accountant General is close-

ly monitored each month and 

where it is found that the explana-

tion for delay is unsatisfactory, the 

Accountant General is informed 

of the lapse and if it occurs again, 

the senior officers are held re-

sponsible. 

 

 
 



 

 

CHAPTER - VIII 

INTERNATIONAL CONTACTS AND PARTICIPATION IN 

CONFERENCES 

akistan has the honour of initiating the 

formation of the Asian Ombudsman 

Association (AOA). The spadework 

was done for this purpose and the First Asian 

Ombudsman Conference was held in April, 

1996. Asia, the largest and the most popu-

lous continent did not have a Regional Asso-

ciation unlike the Regional Associations in 

North and South America, Europe, Africa 

and Asia Pacific. The formation of this As-

sociation with the initiation of the Ombuds-

man of Pakistan was thus a significant 

achievement and the Wafaqi Mohtasib (Om-

budsman) of Pakistan was elected as its First 

President for the period 1998-2000. The 

Second Asian Ombudsman Conference was 

held in Seoul, South Korea. The Third one 

was held in Macau and the Fourth Asian 

Ombudsman Conference was held in Tehran, 

Iran in the year 1999. 

Participation in the Fourth Asian 

Ombudsman Conference Held in Tehran, 

Iran from 9th to 13th May, 1999 

 It was on the request of Hojetoleslam 

Sayyid Ebrahim Ra'iesee, Head of the Gen-

eral Inspection Organisation of the Islamic 

Republic of Iran that this Conference was 

scheduled and held in Tehran, Iran. He was 

the host of the Conference. The Conference 

was attended by Mr. Justice Khalil ur 

Rehman Khan, Ombudsman of Pakistan 

alongwith the Secretary and Director Gen-

eral of the Secretariat. Mr. Justice (Retd) 

Abdul Shakurul Salam, the former Om-

budsman also participated by special invita-

tion. His Excellency Syed Mohamed 

Khatami, President of Islamic Republic of 

P 
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Iran inaugurated the conference. In the open-

ing ceremony, His Excellency welcomed the 

47 delegates from 20 countries and Azad 

Jammu and Kashmir and highlighted that in 

Islamic polity, special consideration has 

been placed on self-supervision and mutual-

supervision of the people and the govern-

ment. He observed that the exchange of 

information between the Asian Region and 

world-wide Inspection Organisations was 

necessary and that the compilation of mod-

ern inspection methods was also a need of 

the hour in fighting against administrative 

corruption and promoting the positive fea-

tures of management. 

 The theme of the Conference was stat-

ed as: Constitution of a balanced society, 

extending social justice, promoting lawful-

ness, finding suitable ways and means for 

ensuring the citizen’s rights vis-à-vis the 

institution of Ombudsman. Country reports 

were presented by the participants and four 

Working Committees were formed, wherein 

deliberation on the following subjects took 

place: 

i) To investigate the cause and effect 

of administrative grievances and 

to consider the ways to prevent 

violation of rules in governmental 

administration. 

ii) The role of Ombudsmen to safe-

guard citizens’ rights. 

iii) The role of governments to super-

vise the proper conduct of affairs 

and to rectify the implementation 

of laws by the administrative or-

gans. 

iv) To consider how the complaints 

are investigated and its legal, ad-

ministrative, and social effects. 

v) The role of supervision in the Is-

lamic Republic of Iran and its po-

sition. 

 The Ombudsman of Pakistan, as Head 

of the respective Committee recommended 

enhancement of the Ombudsman’s role in 

ensuring citizens rights with special consid-

eration of liberal interpretation of the laws 

and statutes , investigating the cases under 

suo motu power, educating the citizens for 

creating awareness of their rights, and giving 

proper publicity of the existence and func-

tioning of the Ombudsman institutions. 

 The Ombudsman of Pakistan was 

elected as the Director of IOI from Asian 

Region in the place of my predecessor. The 

Secretary General, IOI, Mr. Daniel Jacoby, 

moved the resolution for the nomination, 

which was unanimously passed by the Board 

of Directors. President of the International 

Ombudsman Institute, Dr. Luis Maiorani, 

who also attended the Conference, called 

upon the Asian Ombudsmen to double their 

efforts and commitment, assumed by the 

creation of the Asian Ombudsman Associa-

tion as a forum. 

 In his address to the Conference the 

Ombudsman of Pakistan highlighted that the 

Asian Ombudsman Association (AOA) has 

been very useful and successful in the pro-

motion of the concept of Ombudsmanship 

not only in Asia but whole of the world. The 

Conferences held so far have provided the 

opportunity to the Ombudsmen and other 

participants to exchange and learn from one 

another’s experiences and knowledge. He 

placed on record his appreciation for the 

organisers of all the three previous Confer-

ences, for their valuable contribution and 

services in the formation and functioning of 

the Asian Ombudsman Association (AOA). 

He expressed special thanks to the distin-

guished colleagues from the Islamic Repub-

lic of Iran, Peoples Republic of China, Sri 

Lanka, Korea, Macau and, of course, Paki-

stan, who originally conceived the idea of 

the Asian Ombudsman Association and 

ultimately succeeded in founding it in Islam-

abad three years ago. He also acknowledged 

the active and positive role of Dr. Marten 
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Oosting, President of IOI; Mr. Peter Boyce 

of Australia and Dr. Barakat Musa El-

Hawati of Sudan, who gave wholehearted 

support and guidance in the establishment 

and organisation of the Association. Appre-

ciation was also expressed for the Conven-

ors/Members of the Bye-Laws Preparatory 

Committee who worked very ably and dili-

gently to draft and finalise the Bye-Laws for 

the Association. 

 The Ombudsman of Pakistan expressed 

the confidence that the fourth Conference 

being held at Tehran shall prove to be anoth-

er landmark in the development of the insti-

tution of Ombudsman for providing free and 

speedy justice to the aggrieved and the 

needy people in accordance with the Islamic 

injunctions and principles as enunciated in 

the Holy Quran and practiced by the Holy 

Prophet (PBUH), our religious saints and 

scholars. 

 We should also be looking forward to 

the Sixth Asian Ombudsman Conference and 

the first to be held in the twentieth century, 

which Japan has so graciously offered to 

host at Tokyo in the year 2001. Hope was 

expressed that the sixth Conference will 

prepare and lead us all in meeting the chang-

es and challenges which the next century 

and the next millennium shall unfold for the 

future administrators and citizens of Asia 

and the world. 

 After the deliberations of the Confer-

ence and Committees, the Declaration of 

Tehran Conference was issued, making the 

observations and recommendations as fol-

lows: 

I. Education 

i) Providing public enlightenment 

to create an appropriate culture 

on supervision and inspection. 

ii) Inserting inspection-related 

subject matters in curricula of 

different levels of schools. 

iii) Training public servants for law 

abidance and accountability. 

iv) Establishing a training centre in 

Asia, after being funded. 

v) Naming 1999 as the year of 

“Ombudsman and Training” 

due to its importance. 

vi) Granting scholarships to the 

experts and members of Om-

budsman institutions. 

II. Exchange of Information 

i) Establishing Ombudsman data 

bank in its Secretariat, classify-

ing the information and serving 

AOA members. 

ii) Necessitating extensive re-

search to explore an optimal 

process for inspection and su-

pervision. 

iii) Expanding exchange of infor-

mation and experiences among 

the members to fight against 

administrative corruption, es-

pecially against complex net-

works. 

iv) Concluding bilateral/multi-

lateral agreements to exchange 

the information required by 

Ombudsmen. 

III. Growth of Inspection Culture 

i) Escalating public awareness on 

legal functions and status of 

Ombudsmen through mass me-

dia. 

ii) Identifying suitable patterns 

and strategies to enhance the 

culture of individual and social 

supervision. 

Recommendations 

i) Ombudsmen must be autono-

mous. Implementation of Om-

budsmen’s proposals should be 
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guaranteed. 

ii) Formalities should be eliminated 

and duration of exercising inspec-

tion and dealing with complaints 

should be minimised. 

iii) Legal obstacles on the way to ex-

ercise inspection should be stud-

ied to suggest appropriate strate-

gies. 

iv) Cooperation against oppression 

and injustice in administration, 

especially against financial cor-

ruption, should be continuous. 

 It was further observed that identifica-

tion of executive strategies for the above 

mentioned recommendations requires exten-

sive research and intellectual and material 

resources which will be discussed in the 

meeting of the Board of Directors and the 

outcomes will be communicated to all mem-

bers later on. 

 It was hoped that the strife of the whole 

set of Asian Ombudsmen would lead toward 

the expansion of the culture of inspection 

and supervision, maintenance of citizens’ 

rights and upholding of social and adminis-

trative justice, inviting the gratitude of God 

and creating public confidence in the Institu-

tion of Ombudsman. 

 In his capacity as Chairman, Federal 

Judicial Academy of Pakistan, the Ombuds-

man of Pakistan offered the training facili-

ties to the member countries of the Associa-

tion. He also emphasised the necessity of 

exchange of information and experiences 

among the Asian Ombudsman Institutions. It 

was also decided that the Secretariat of the 

Asian Ombudsman Association will be set 

up in Islamabad. 

Participation in the International Round 

Table Conference Held in Dushanbe 

(Tajikistan) on 22nd and 23rd June, 1999 

 The International Round Table Confer-

ence on “Further Development of Human 

Rights in Tajikistan — The Role and Activi-

ties of Ombudsman Institution” was ar-

ranged by the Organisation for Security and 

Cooperation in Europe (OSCE) Mission to 

Tajikistan in collaboration with Presidential 

Executive Board of Republic of Tajikistan 

— Board of Constitutional Guarantees of 

Citizens Rights on 22nd and 23rd June 1999. 

Mr. Marin Buhoara, Head of the OSCE 

Mission to Tajikistan requested me personal-

ly to attend the Conference, stating that it 

was also the desire of the President of Inter-

national Ombudsman Institute. 

 During the conference Mr. Marin 

Buhoara requested me to highlight the Is-

lamic viewpoint regarding Ombudsman 

Institution and its effectiveness in redressal 

of grievances. The OSCE Mission through 

this Conference wanted to establish the im-

portance of the institution by sharing the 

experience of the countries having such 

institutions. 

 The Conference was attended by Om-

budsmen from Poland, Slovenia, Norway, 

Turkmenistan, Kyrgystan, Kazakhstan and 

Uzbekistan. The OSCE Mission expected 

the Ombudsmen to share the experience of 

Ombudsman institution in their respective 

countries. The Ombudsman of Pakistan 

presented his paper in this Conference. It 

particularly highlights the injunctions of 

Holy Quran on the subject of 

j¸ÄÀ»A Å§ ÓÈÃ Ë ²Ëj¨À»BI j¿A i.e. direct-

ing performance of good deeds and good 

conduct (restraining and prohibition of evil 

actions and deeds and accountability). It was 

highlighted that the conduct of Holy Prophet 

(PBUH), Khulafa-e-Rashideen and the Mus-

lim Rulers of subjecting themselves to ac-

countability, led to the establishment of 

Institution of Darul-Muzalam, the mecha-

nism for redressal of grievances. 

 It was pointed out that Pakistan inherit-

ed the centuries old judicial system evolved 

by the British for redressal of citizen’s com-
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plaints which costs a lot money and time on 

litigation; therefore, need was felt to evolve 

a speedy and cost free system to resolve the 

common man’s problems caused by malad-

ministration and discriminatory and arrogant 

attitude of the bureaucracy. This led to estab-

lishment of the Institution of Ombudsman 

(Mohtasib). The history of establishment of 

the Institution in Pakistan, the organisational 

structure, the method of receiving and dis-

posal of complaints and redressing of griev-

ances with a view to improve good govern-

ance were also detailed in the paper. 

 Books on Iqbaliyat and a copy of the 

Holy Quran with Persian translation were 

presented by the Ombudsman of Pakistan to 

the hosts as personal gifts. This gesture was 

deeply appreciated by the high officials of 

Tajikistan and the Heads of the Missions of 

OSCE and UNDP. The Head of Islamic 

Centre Uzbekistan was also presented Taf-

seer-e-Quran in Persian language in two 

volumes, and reciprocating the gesture, a 

book on art and architecture of Uzbekistan 

was presented to me. 

 A meeting was also held with the Om-

budsmen from Kyrgistan and Uzbekistan. 

They were apprised of the Asian Ombuds-

man Association. Copies of the bye-laws 

were supplied to them with the invitation to 

become its members so that they could join 

the Regional Association of Ombudsmen for 

mutual benefit by coordinating efforts to 

achieve objectives of Institution of Om-

budsman and to promote good governance in 

their respective countries. They promised to 

make further contacts to submit the formal 

requests after receiving approval from their 

respective Governments. 

Participation in 36th Annual Convention 

of the Islamic Society of North America 

(ISNA) Held in Chicago, USA on 

September 3 to 6, 1999 

 The Islamic Society of North America 

represents a highly educated constituency of 

Muslims poised to provide leadership for the 

new millennium. The American mainstream 

has recognised the power of Islamic ideas 

and of organised Muslim efforts to serve 

America in a positive way. It has been bring-

ing together Muslim leaders, scholars, pro-

fessionals, businessmen, families and stu-

dents of Islam. It has educational, inspira-

tional, social and commercial aspects of high 

quality. 

 Theme of the Conference in this year 

was “Islam: Guidance for Humanity”. Par-

ticipation in this Conference was an inspir-

ing and educative experience. Chief guest of 

the Conference was Mr. Al-Gore, Vice Pres-

ident of the United States of America. In his 

address to the Conference the Ombudsman 

of Pakistan had the opportunity of highlight-

ing some the important basic concepts of 

Islam. He stated: 

“The word Islam is an infinitive noun 

derived from the root: S-L-M. The es-

sential meaning of this root is peace 

and harmony. Hence entering the fold 

of Islam is tantamount to entering the 

sanctuary of peace and harmony. This 

peace and harmony is attained both in 

this world as well as in the next. It is 

achieved in the present life in the form 

of inner balance and harmony through 

maintaining the necessary equilibrium 

between the trilateral obligations to Al-

lah, to one’s self and to the rest of fel-

low-beings.” 

 He stated that the approach which Is-

lam adopts for establishing durable peace in 

the world consists in ensuring real justice 

and equity on the firm foundations of inner 

human harmony and tranquillity. From the 

perspective of Islam, there could be no peace 

without justice. However, there could be no 

justice at the outer plane of inter-human 

relations, without achieving an inner harmo-
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ny and tranquillity at the level of individuals. 

Obviously human beings cannot possibly 

achieve inner harmony without protecting 

their dignity and self-esteem, and guarantee-

ing an honourable and respectable life of 

themselves. He emphasised that hence Islam 

is unequivocally committed to the cause of 

human honour and dignity. In this context he 

stated: 

“Muslims in their golden periods of the 

past provided ample testimony to prove 

their pledge to this noble cause. It is a 

historical fact that the Muslim rulers 

treated their non-Muslim subjects with 

a true spirit of human fraternity and 

dignity. The world saw holocausts and 

genocides only in those periods of his-

tory when Muslims were either politi-

cally weakened or were absent from the 

theatre of international events. It is also 

a fact that non-Muslims always en-

joyed equal opportunities for develop-

ing their cultural ethos and intellectual 

genius in the great metropolises of the 

Muslimdoms like Baghdad, Basrah, 

Kufa, Cairo, Andalus, Delhi and other 

great centres of Islamic culture. 

This commitment of Islam to the pro-

tection of human honour and dignity is 

rooted, among other things, in substan-

tive legislation that Islam and the 

Prophet of Islam (PBUH) introduced in 

the form of certain concrete rights of 

man. These rights, which human beings 

living under the political dispensation 

of Islam, invariably enjoyed, were inal-

ienable in a real sense because these 

were granted and guaranteed by Allah 

Almighty Himself. Hence, no human 

agency could possibly alter or elimi-

nate them.” 

 As for the importance of good conduct 

he quoted the following from the Holy 

Quran: 

“O Ye people! We created you from 

one male and one female and made you 

into tribes and nations, so as to be 

known to one another. Verily in the 

sight of Allah, the most honoured 

amongst you is the one who is most 

God-fearing.” (49, Verse 13) 

 The Holy Prophet of Islam (PBUH) 

stated in his last address to the Haj Congre-

gation: There is no superiority for an Arab 

over a non-Arab and for a non-Arab over an 

Arab, nor the white over black nor for the 

black over the white except in God-

consciousness. 

 In the context of what are called today 

the fundamental rights, the Ombudsman of 

Pakistan stated as follows: 

“These are the rights that Islam has not 

only recognised but actually granted to 

human beings during the periods in 

which Muslims enjoyed political power 

in this world. Unfortunately, many of 

our Western friends today fail to take 

due notice of these historical realities 

of the past and they form a very erro-

neous notion of Islam and the Muslims 

of today. This erroneous notion is pro-

jected by the media in the form of a 

false image of Islam and Muslims. 

These people seldom pause to ponder 

over the fact that Muslims who are 

dubbed as terrorists in Kashmir, Pales-

tine, Bosnia, Kosovo and Chechnia 

merely demand these very rights that 

their forefathers granted to their non-

Muslim citizens in yester years.” 

 To conclude, he stated: 

“Islam is a religion that is meant to be 

lasting guidance for humanity. It has 

always attracted in its fold people from 

all races and places. This religion could 

never be monopolised by one group or 

stock of humanity. For, its teachings are 

universal and transcend the barriers of 
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time and space." 

Participation in 17th Australasian and 

Pacific Ombudsman Conference Held in 

Hobart, Tasmania, Australia from 10th to 

13th September, 1999 

 A cordial invitation to participate in 

this Conference was received from Mr. Da-

mon Thomas, Ombudsman for Tasmania, 

Australia, in whose home state this Confer-

ence was being held. Theme of the Confer-

ence for this year was “The Ombudsman, an 

institution to be recognised or an institution 

to be ignored”. There were plenary address-

es and workshop sessions. The focus was on 

discussing the strengths and weaknesses, 

opportunities, and threats for the institution 

of the Ombudsman in the next millennium. 

The first day of the Conference was in 

Launceston, situated on the Tamar River in 

the heart of Tasmania’s Mid North. Hobart, 

the capital city of Tasmania, where the main 

Conference was held, is located on the banks 

of the Derwent River with the grandeur of 

Mount Wellington providing an impressive 

backdrop to the sparkling waters of one of 

the world’s most beautiful natural deep wa-

ter harbours. 

 In the paper that was presented by the 

Ombudsman of Pakistan in the Conference, 

he highlighted the importance of the Om-

budsman Institution in providing administra-

tive justice in the following words: 

“Today injustice and economic imbal-

ance has created a place for itself in 

every corner and recess of day-to-day 

life of human beings, as the common 

man has not been allowed comparable 

access to the administration. To bridge 

this inequality, to reduce the inaccessi-

bility, to inform and to educate the citi-

zen and alleviate his sufferings at the 

hands of the administration, also to 

evoke responsiveness and attention and 

to make the administration more hu-

mane, institutions like that of the Om-

budsman are multiplying the world 

over. There are Ombudsmen of all 

types, i.e. federal, provincial, local 

court administrators, ombudsmen for 

the universities, for the banks, for the 

insurance companies, in fact for all 

state activities generating complaints 

and grievances. Simultaneously, greater 

need has been felt for reviving and re-

vitalising the internal grievance-

redressal systems within the admin-

istration (in order to provide the re-

quired support and strength to the insti-

tution of Ombudsman). The informali-

ty, the cheapness, the rapidity of action, 

the flexibility, the ability to enforce 

new policy, the freedom from elaborate 

rules of procedure and of evidence, all 

these make this institution an ideal one 

for the common man to seek relief 

against administrative excess and to get 

his grievances, small or great, re-

dressed without expending much time 

or money. It is an institution of the pre-

sent and the future.” 

“Judicial remedies by their very nature 

are time consuming and expensive. 

Technicalities form an integral part of 

the process. Only those who are willing 

and possess the required financial abil-

ity can move the courts. More im-

portantly, the courts can rectify only 

those wrongs which come within the 

meaning of illegality or which lack 

lawful authority. They do not usually 

judge the equity of decision-making, 

nor often probe into the field of admin-

istrative discretion nor concern them-

selves with administrative delay (which 

in fact constitutes the main source of 

complaints). A large segment of the 

phenomenon of maladministration is 

thus left untouched by the judicial pro-

cesses.” 
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 He stated that the Ombudsman is the 

mechanism of democratic control over bu-

reaucracy, and the influence it wields over 

the latter is directly proportionate to the 

utilisation of its services by the people. By 

setting up this institution, the ruler not only 

accepts his obligation towards the ruled but 

also acknowledges the fact that Government 

functionaries are fallible and susceptible to 

maladministration either out of malice or 

ignorance. He highlighted that the Ombuds-

man takes corrective measures by cutting 

through the bureaucratic red tape, and by 

publicising his actions, he focuses public 

attention on correctable wrongs and prevent-

able mistakes. He pointed out that: 

“An act may be lawful but would still 

attract the Ombudsman’s jurisdiction if 

it is mala-fide, unjust, discriminatory or 

unreasonable. An Ombudsman, unlike 

a court, can take cognisance of subtle 

misuse of authority despite the fact that 

the action of the administrator is tech-

nically and legally in order.” 

 He mentioned about the informality 

which characterises the entire operations of 

the Ombudsman. An aggrieved person is not 

obliged to comply with cumbersome formal-

ities, engage lawyers or incur any expendi-

ture save that on the postage stamp. To con-

clude, he pointed out that there is a greater 

need to share ideas, experiences and infor-

mation amongst us for ensuring good gov-

ernance through administrative justice and 

protecting human rights to our people eve-

rywhere. 

Participation in the 12th Commonwealth 

Law Conference Held in Kuala Lumpur, 

Malaysia Between 14th to 16th 

September, 1999 

 The Ombudsman of Pakistan attended 

the Conference on the invitation by Mr. J. 

Anthony Holland, Principal Ombudsman, 

Personal Investment Authority Ombudsman 

Bureau Limited of United Kingdom. The 

Conference was organised by the Bar Coun-

sel of Malaysia and Commonwealth Associ-

ation. Its theme was: “Law and Society in 

the 21st Century”. Among other things the 

Conference focused on discussing the bene-

fits of the different Ombudsmen schemes, 

threats to such schemes — whether of a 

procedural or a political nature. The possible 

formation of a Commonwealth Ombudsmen 

Association was also an object of the Con-

ference. 

 There was a Plenary address by an 

eminent jurist on an area of Administrative 

Justice. There were presentations by Re-

gional Ombudsmen of Australia. His Excel-

lency, the Hon Sir Guy Green, AC, MBE, 

Governor of Tasmania accorded hospitality 

of a lunch and addressed the Conference. 

 In his address to the Conference he 

stated: 

“It is a common tendency amongst the 

Judges that they acquire rigidity and 

inculcate a notion that they know every 

thing. As I recall Judge Eral John 

Watts, Dean, National College of the 

State Judiciary. University of Nevada, 

Reno, had once remarked that assump-

tion of such notions is the sage where 

the ignorance starts to breed in the 

minds of Judges. It is now well estab-

lished that the continuing training of 

the Judges is essential for improving 

the administration of justice. Mr. Jus-

tice Warren E. Burger, the former Chief 

Justice of the United States, had while 

visiting the National College of Judici-

ary, Reno, had remarked that ‘about 

thirty years ago, the elder statesmen 

thought that it was oddity that Judges 

should go to school, but today this is an 

oddity if they do not’.” 

 As the Judge Incharge of the Federal 

Judicial Academy in Pakistan also, the Om-

budsman of Pakistan informed the Confer-
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ence that the Academy, which has been es-

tablished, has been effectively functioning 

for the last 12 years. It has acquired its own 

building for education purposes as well as 

for residence of Judges. Whereas this Acad-

emy has proved to be a prestigious Institu-

tion for training of Judges, it has also helped 

to inculcate the spirit of unity amongst the 

Judges coming from different parts of the 

country, resulting in long lasting association. 

 He also informed the Conference that 

in collaboration with the Government of 

Saudi Arabia, Egypt and Malaysia, training 

courses for Judges for Islamic laws are also 

being organised by the Shariah Academy of 

the International Islamic University, in order 

to have a better understanding of Islamic 

laws and traditions amongst the Judges at 

international level. The purpose of these 

continuing professional, legal, educational 

programmes, inter-alia, is to: 

i) equip the Judges with the latest 

legislation and significant changes 

and development of laws in the 

country and abroad; 

ii) improve the skill of Judges in 

court management; 

iii) create a commitment for timely 

and speedy justice; 

iv) assist the Judges to acquire Islam-

ic laws and their effective imple-

mentation; and 

v) acquire knowledge of modern 

technology used in courts for ex-

peditious disposal of cases. 

Participation in the Meeting of Board of 

Directors of the International 

Ombudsman Institute (IOI) Held in 

Pretoria, Republic of South Africa from 

8th to 10th November, 1999 

 Having been elected as the Director of 

IOI from the Asian Region in place of Mr. 

Justice (Retd) Abdul Shakurul Salam, this 

was the first attendance of the Meeting by 

Mr. Justice Khalil ur Rehman Khan. In addi-

tion to the confirmation of the minutes of the 

Board of Directors Meeting held in October, 

1998 in Islamabad (Pakistan), Dr. J. L. Ma-

iorano presented the President’s report and 

Dr. Daniel Jacoby presented the Secretary’s 

report. These were followed by reports of 

the Executive Committee and the Regional 

reports relating to Africa, Astralasia and 

Pacific, Caribbean and Latin America, Eu-

rope and North America. The report relating 

to Asia was presented by Professor Bertram 

Bastiampillai, the Ombudsman of Sri Lanka. 

Matters were discussed regarding the VIIth 

International Ombudsman Conference, in-

cluding its venue and main theme. 

 The Ombudsman of Pakistan informed 

the Meeting that on his taking over as the 

Acting Ombudsman of Pakistan in April, 

1999, he constituted a Committee to compile 

an empirical study on maladministration of 

the Federal Government Divisions and De-

partments with the objective to rectify the 

wrongs and evils, so as to monitor the provi-

sion of justice, hence, ensuring good gov-

ernance to the citizens. The purpose was not 

only to eliminate and alleviate the suffering 

of the people but also to evolve a system for 

provision of justice by the public dealing 

Agencies. 

 He explained that the spirit of the 

approach is that besides attending to indi-

vidual complaints, institutional reforms 

should be recommended to the Agencies 

dealing with public where the number of 

complaints is the maximum. As a result, 

after consultation with the Heads of the 

Agencies, recommendations to amend the 

statutory provisions and improve the sys-

tems in vogue, would be made. Hence, not 

only quick justice would be provided to the 

petitioners, even Good Governance would 

be ensured in the future. 
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APPENDIX - I 

ESTABLISHMENT OF THE OFFICE OF  

WAFAQI MOHTASIB (OMBUDSMAN) ORDER, 1983 

 

PRESIDENT’S ORDER NO. I 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. Definition.—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 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; 

 (2) "Mal-administration" includes: 
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  (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 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 circum-

stances. 

 (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 
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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 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 re-

ceipt 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 circum-

stances, 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 per-

form 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 eligi-

ble to hold any office of profit in the service of Pakistan or for election as mem-

ber 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 Article 20 or those of a 

class specified by the President by order in writing, shall be appointed by the 

President in consultation with the Mohtasib. 

 (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 qualifi-

cation 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 Scale. 

 (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. 
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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 offic-

ers 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 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, work-

ing 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 stud-

ies 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 re-

buttal; 



 APPENDIX - I: Establishment of the Office of Wafaqi Mohtasib (Ombudsman) Order, 1983 138 

 

   Provided that the Mohtasib may proceed with the investigation if no re-

sponse 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 ob-

tain 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 Mohta-

sib. 

 (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 help-

ful 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 investi-

gation. 

 (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 
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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 com-

plying with the same. 

 (3) In any case where the Mohtasib has considered a matter, or conducted an investi-

gation, 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 Moh-

tasib 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, di-

rect the Agency to implement the recommendation and inform the Mohtasib ac-

cordingly. 

 (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 correc-

tive or disciplinary action, or both corrective and disciplinary actions, and the 

said authority shall inform the Mohtasib within thirty days of the receipt of refer-

ence 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. 
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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 com-

plainant 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 proceed-

ings under this Order without proof of the signature or seal or official character of 

such person. 

15. Power to Enter and Search any Premises 

 (a) 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 arti-

cle, book of accounts, or any other document relating to the subject matter of in-

spection or investigation may be found, and may: 

  (a) search such premises and inspect any article, book of accounts or other 

documents; 
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  (b) take extract or copies of such books of accounts and documents; 

  (c) impound or seal such articles, books of accounts and documents; and 

 (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 of 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 Mohta-

sib in relation to his office, into hatred, ridicule or contempt; 

  (c) does anything which tends to prejudice the determination of a matter pend-

ing 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 Mohta-

sib 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 par-

don, 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 neces-

sary. 

 (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 com-

mittees at specified places with specified jurisdiction for performing such func-

tions of the Mohtasib as 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. 
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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 Mohta-

sib with his or its recommendations for appropriate action. 

20. Appointment of Advisers, etc. 

  The Mohtasib may appoint advisers, consultants, fellows, bailiffs, interns, com-

missioners 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 spec-

ify. 

22. Award of Costs & Compensation & 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, function-

ary or Agency. 

 (2) In cases involving payment of illegal gratification by any employee of any Agen-

cy, 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 & Advice to Mohtasib 

 (1) The Mohtasib may seek the assistance of any person or authority for the perfor-

mance of his functions under this Order. 

 (2) All officers of any 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 
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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. 

 (2) The Mohtasib shall be the Principal Accounts Officer of the Office in respect of 

the expenditure incurred against budget grant or grants controlled by the Mohta-

sib and shall, for this purpose, exercise all the financial and administrative powers 

delegated to a Ministry or Division. 

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 to any 

person for exceptional services rendered, or valuable assistance given to the Moh-

tasib in carrying out his functions: 

   Provided that the Mohtasib shall withhold the identity of the 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 & 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 & Other Reports 

 (1) Within three months of conclusion of the calendar year to which the report per-

tains, 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, re-

search, conclusions, recommendations, ideas or suggestions in respect of any 
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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 un-

der 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 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 mat-

ters, 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, stipu-

late, 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 Of-

fice 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: 
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  (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 re-

spondent 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 pro-

cess 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 con-

tained 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 Presi-

dent may make such order, not inconsistent with the provisions of this Order, as 

may appear to him to be necessary for the purpose of removing such difficulty. 
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THE FIRST SCHEDULE 

 

[See Article 3 (2)] 

 

 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 mat-

ter 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 employ-

ee of the office of the Wafaqi Mohtasib. 

 May Allah Almighty help and guide me (Ameen). 

 

GENERAL 

M. ZIA-UL-HAQ, 

President and Chief Martial Law Administrator. 
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TABLE I 

CASES BROUGHT FORWARD FROM PREVIOUS YEAR AND  

RECEIVED AND DISPOSED OF DURING THE YEAR 1999 

S. No. Agency 
Number of 

Complaints 

1. No. of  Complaints brought forward from previous year 6,861 

2. No. of  complaints received during the year 43,833 

3. No of complaints dealt-with during the year. 

(S. No.1 plus S. No.2) 

50,694 

4. No of complaints disposed of after initial examination/ 

preliminary investigation. (Out of S. No.2 above) 

15,180 

5. No of complaints admitted for investigation 

(Out of S. No.2 above) 

28,653 

6. Thus total investigation workload during the year 

(S. No.1 plus S. No.5 above) 

35,514 

7. Grievance redressed after detailed investigation. 21,122 

8. Rejected after detailed investigation. 2,599 

9. Total disposal during the year 1999. (S. No. 4 plus 

S. No. 7 plus S. No. 8) 

38,901 

10. Under investigation on 31.12.1999 11,793 
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TABLE II 

TOTAL NUMBER OF COMPLAINTS RECEIVED 

DURING THE YEAR 1999 

S. No. Agency 
Number of 

Complaints 

Percentage 

of Total 

1. Federal Agencies 38,068 87% 

2. Provincial Agencies and others. 5,765 13% 

  Grand Total: 43,833 100% 

 

  



 APPENDIX - II: Statistical Analysis 150 

 

FIGURE-II 
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TABLE III 

DISPOSAL OF COMPLAINTS DURING THE YEAR 1999 

S. No. Description 
Number of 

Complaints 

1. Investigation workload during the year *35,514 

2. Grievance redressed after detailed investigation 21,122 

3. Rejected after detailed investigation 2,599 

4. Under investigation on 31.12.1999 11,793 

 
 * This figure includes 6,861 cases brought forward from previous year. 
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FIGURE-III 
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TABLE IV 

DIVISION-WISE DISTRIBUTION OF COMPLAINTS 

RECEIVED AND ADMITTED DURING THE YEAR 1999 

S. No. Name of Agency 
Complaints 

Received 

Complaints 

Admitted 

1.  Aviation Division 226 118 

2.  Cabinet Division 353 236 

3.  Commerce Division 771 563 

4.  Communications Division 7,964 6,014 

5.  Culture, Sports Tourism and Youth Affairs Division 28 16 

6.  Defence Division 649 260 

7.  Defence Production Division 12 4 

8.  Economic Affairs Division 3 3 

9.  Education Division 981 717 

10. Election Commission of Pakistan - - 

11. Environment and Urban Affairs Division 44 33 

12. Establishment Division 137 78 

13. Finance Division 3,777 2,126 

14. Food and Agriculture Division 66 31 

15. Foreign Affairs Division 43 26 

16. Health Division 101 51 

17. Industries and Production Division 107 56 

18. Information and Media Development Division 99 44 

19. Interior Division 400 224 

20. Kashmir Affairs and Northern Affairs Division 48 27 

21. Labour Manpower & Overseas Pakistanis Division 105 63 

22. Law, Justice & Human Rights Division 12 2 

23. Local Government and Rural Development Division 186 116 

24. Management and Services Division - - 

25. Pakistan Atomic Energy Commission 44 20 

26. Parliamentary Affairs Division 2 1 

27. Petroleum and Natural Resources Division 2,852 2,384 

28. Planning and Development Division 7 3 
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S. No. Name of Agency 
Complaints 

Received 

Complaints 

Admitted 

29. Population Welfare Division 34 13 

30. Railways Division 1,802 1,092 

31. Religious Affairs & Minorities Affairs Division 60 34 

32. Science and Technology Research Division 29 22 

33. States and Frontier Regions Division 11 7 

34. Statistics Division 29 19 

35. Water and Power Division 16,062 13,347 

36. Women’s Development Division 3 3 

37. Works Division 987 721 

38. Prime Minister’s Secretariat 12 1 

39. President’s Secretariat - - 

40. Senate Secretariat/National Assembly 2 - 

41. Social Welfare and Special Education Division 13 5 

42. Zakat & Ushr Division 7 1 

43. Non-Federal/Provincial/Private 5,765 172 

 Total: 43,833 28,653 
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TABLE V 

NATURE OF MALADMINISTRATION IN COMPLAINTS ADMITTED  

FOR INVESTIGATION DURING THE YEAR 1999 

S. No. Nature of Mal-administration 
Number of 

Complaints 

Percentage* 

of Total 

1. Delay 3,656 13% 

2. Inattention 992 3% 

3. Neglect 625 2% 

4. Inefficiency/Ineptitude 63 - 

5. Unjust/Biased Decisions 7,171 25% 

6. Actions Contrary to Law/Rules 847 3% 

7. Corrupt Motives 63 - 

8. Administrative Excesses 2,075 7% 

9. Discrimination/Favouritism 379 1% 

10. Arbitrary Decisions 8,846 31% 

11. Other Causes 3,936 14% 

  Total: 28,653 100% 

 

 The above data provides the directions in which efforts need to be made in overhaul-

ing our public dealing offices for better operations. 

 
 * Total may not tally due to rounding. 
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FIGURE-V 
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TABLE VI 

REASONS FOR REJECTION AFTER INITIAL EXAMINATION/PRELIMINARY 

INVESTIGATION DURING THE YEAR 1999 

S. No. Reasons for Rejection 
Number of 

Complaints 

Percentage 

of Total 

1. No Mal-administration 11,72 8% 

2. Service Matters 1,667 11% 

3. Complainant’s Confirmation not Received 577 4% 

4. Anonymous/Pseudonymous 494 3% 

5. Sub-judice Matters 291 2% 

6. Otherwise Beyond Jurisdiction * 10979 73% 

  Total: 15,180 100 

 

 * It includes petitions, prayers, premature complaints and requests as well as complaints against Provincial 

Government or Government functionaries in their private capacity. 

 

 ** Total may not tally due to rounding. 
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FIGURE-VI 
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TABLE VII 

DATA REGARDING COMPLAINTS RECEIVED, ADMITTED AND  

DISPOSED OF IN RESPECT OF FIRST SIX HIGHEST AGENCIES 

DURING THE YEAR 1999 

S. No. Agency 
Complaints 

Received 

Complaints 

Entertained 

Complaints 

Disposed of 

1. Water and Power 16,062 13,347 11,883 

(37%) (47%) (50%) 

2. Communications 7,964 6,014 4,911 

(18%) (21%) (21%) 

3. Finance 3,777 2,126 1,628 

(9%) (7%) (7%) 

4. Petroleum and Natural Resources 2,852 2,384 2,465 

(7%) (8%) (10%) 

5. Railways 1,802 1,092 1,004 

(4%) (4%) (4%) 

6. Works 987 721 402 

(2%) (3%) (2%) 

 Sub-Total for Six Agencies: 33,444 25,684 22,293 

(77%) (90%) (94%) 

 Total for All Agencies: 43,833 28,653 23,721 

(100) (100) (100) 

 

 Note:– Total may not tally due to rounding. 
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FIGURE-VII 
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TABLE VIII 

DIVISION-WISE DISTRIBUTION OF COMPLAINTS DISPOSED OF 

AFTER INVESTIGATION DURING THE YEAR 1999 

S. No. Name of Division Redressed Rejected 

1.  Aviation Division 39 16 

2.  Cabinet Division 105 69 

3.  Commerce Division 360 82 

4.  Communications Division 4,256 655 

5.  Culture, Sports, Tourism & Youth Affairs Division 7 4 

6.  Defence Division 169 9 

7.  Defence Production Division 1 - 

8.  Economic Affairs Division 4 - 

9.  Education Division 573 45 

10. Election Commission of Pakistan - - 

11. Environment and Urban Affairs Division 14 1 

12. Establishment Division 35 15 

13. Finance Division 1,329 299 

14. Food, Agriculture & Livestock Division 19 5 

15. Foreign Affairs Division 12 1 

16. Health Division 32 18 

17. Industries and Production Division 23 21 

18. Information and Media Development Division 26 7 

19. Interior Division 189 8 

20. Kashmir Affairs and Northern Affairs Division 11 2 

21. Labour, Manpower and Overseas Pakistanis Division  24 1 

22. Law, Justice & Human Rights Division 1 - 

23. Local Government and Rural Development Division 55 5 

24. Management and Services Division - - 

25. Parliamentary Affairs Division 1 - 

26. Pakistan Atomic Energy Commission 9 5 

27. Petroleum and Natural Resources Division 2,359 106 

28. Planning and Development Division 2 - 

29. Population Welfare Division 4 1 
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S. No. Name of Division Redressed Rejected 

30. Railways Division 886 118 

31. Religious Affairs & Minorities Affairs Division 18 8 

32. Science and Technology Research Division 12 7 

33. States and Frontier Regions Division 6 3 

34. Statistics Division 16 1 

35. Water and Power Division 10,083 994 

36. Women’s Development Division 4 - 

37. Works Division 373 29 

38. Prime Minister’s Secretariat - - 

39. President’s Secretariat - - 

40. Senate/National Assembly Secretariat 1 - 

41. Social Welfare and Special Education Division 2 2 

42. Zakat & Ushr Division 1 - 

43. Non-Federal/Provincial/Private 61 62 

 Total: 21,122 2,599 
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TABLE IX 

NUMBER OF COMPLAINTS ADMITTED, DISPOSED OF 

AND PENDING DURING THE YEARS 1984 TO 1999 

Year Complaints Entertained Disposed of 
Pending at the end of 

the year 

1984 6,398 3,990 3,761 

1985 7,419 6,205 5,302 

1986 9,021 8,371 6,253 

1987 10,927 11,262 5,918 

1988 9,601 10,104 5,415 

1989 11,737 11,142 5,716 

1990 12,984 11,710 6,990 

1991 20,701 15,047 12,644 

1992 23,555 20,567 15,632 

1993 20,934 20,699 15,867 

1994 20,697 21,721 14,843 

1995 18,444 18,884 14,403 

1996 20,193 22,159 12,437 

1997 26,486 24,407 14,985 

1998 28,772 36,896 6,861 

1999 28,653 23,721 11,793 
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FIGURE-IX 

 

 



  

 

APPENDIX - III 

LETTERS OF THANKS

e perform our duty in providing due 

relief to the complainants. It is a mat-

ter of great satisfaction for us when we re-

ceive letters from the complainants express-

ing their gratitude for the relief they have 

got. Included here are only a few of the 

letters of thanks received from the com-

plainants whose grievances were redressed. 

 

W 
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Head Office 
Khwaja Ijaz Sarwar, Secretary 

Brig. Zulfiqar Ahmed Khan (Retd), Adviser 

Mr. Ehsanul Haq, Adviser 

Mr. Ejaz Ahmed Malik, Adviser 

Mr. Junejo M. Iqbal, Adviser 

Mr. Justice (R) S. Amjad Ali, Adviser 

Maj. Gen. (Retd) M. A. Zuberi, Adviser 

Mr. Bashir Ahmad Bhatty, Adviser 

Mr. S. M. Ismail, Adviser 

Mr. Muhammad Hanif, Director General 

Mrs. Rehana Gill, Director General 

Mr. Shaukat Hussain, Director General 

Brig. (Retd) Ahmed Salim, Consultant 

Mr. Abdul Qayyum Kazi, Consultant 

Mr. Hukam Dad Kiani, Consultant 

Mr. Muhammad Irfan, Section Officer 

Mr. Hasnain Mehdi, Section Officer 

Mr. Nasir Jamal, Section Officer 

Mr. Abdur Rauf, Section Officer 

Mr. Muhammad Bashir Satti, Deputy Director 

Mr. Umar Draz, Librariani 

Syed Nabil Shah Gilani, Data Control Officer 

Mr. Sarfraz Hussain, Private Secretary 

Mr. Mir Zaman Chaudhry, Private Secretary 

Mr. Muhammad Aslam, Private Secretary 

Mr. Akhtar Mahmood, Private Secretary 

Mr. Akhtar Hussain, Private Secretary 

Mr. Efrahim Qaiser, Caretaker 

Mr. Muhammad Shabbir, Assistant Director 

Mr. Muhammad Adalat Satti, Superintendent 

Regional Office, Lahore 
Mr. Badarul Islam, Directir General (Incharge) 

Mr. G. M. Javed Jah, Director General 

Mr. Mohsin Kamal, Adviser 

Mr. M. Anwar Shariq, Adviser 

Ch. Noor Ahmed, Adviser 

Mr. Inayat Elahi Malik, Consultant 

Mr. Khalil ur Rehman, Consultant 

Mr. Saleem Sultan Durrani, Director 

Mrs. Fozia Zaki, Director 

Mr. Farid Ahmed Khan, Director 

Mr. Akhtar Rehman, Director 
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Mr. Maqbool Ahmed Malik, Consultant 

Raja M. Ashraf Bhatti, Consultant 

Mr. Abdul Rauf Malik, Consultant 

Miss. Seema Munawar, Consultant 

Mr. Muhammad Afzal Khial, Registrar 

Mr. Muhammad Yasin Baig, Assistant Director 

Mr. Arshad Mahmood, Accountant 

Regional Office, Karachi 
Mr. Shaukat Ali Sheikh, Adviser (Incharge) 

Mr. Justice (R) Mazhar Ali, Adviser 

Mr. Justice (R) G. M. Kourejo, Adviser 

Miss. Sabiha Mirza, Director General 

Mr. R. M. Ishaque, Consultant 

Mr. Altaf Hussain Mughal, Director 

Mr. M. Mazahir Hussain, Director 

Mr. Amir Muhammad Junejo, Consultant 

Mr. Lutfuddin Khan, Consultant, 

Mr. Dur Muhammad, Consultant 

Mr. S. Iqbal Alam, Registrar, 

Mr. M. Fazil Sheikh, Deputy Director 

Mr. Muhammad Idrees, Assistant Director 

Mr. Nooruddin, Assistant Accounts Officer 

Regional Office, Peshawar 
Mr. Raj Muhammad Khan, Director General 

(Incharge) 

Mr. Ridwanullah Baber, Consultant 

Brig. (Retd) Haider Ali Durrani, Consultant 

Mr. Akhtar Zarif, Consultant 

Syed Ahmed Hussain Shah, Registrar 

Mr. Pervez Ghauri, Deputy Registrar 

Regional Office, Quetta 
Mr. Khaleequz Zaman, Director (Incharge) 

 

 
 


