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Dear Mr. President,
When the Almighty saddles one with exceptional responsibilities, He also
bestows the strength, the determination, and the wisdom to shoulder those
responsibilities and meet those challenges. My experience as the Federal Ombudsman,
in the twilight of my career in public service, has been no different. Halfway through my
tenure, I am at a loss for words to express my thanks to Almighty for having given me
the strength and, even more importantly, a team of dedicated and committed
professionals, who achieved the near impossible challenge of disposing of 77,311
complaints in the year 2014, a landmark that would surely be the envy of any such
institution in the world. It is with a strong sense of satisfaction and humility that I bring
to your notice that we surpassed our own record of 74,775 cases disposed of in the
previous year, and the annual average of 16,583 cases in the previous 30 years.
As we continue to endeavour to surpass our own achievements, our focus and
priority remain unchanged as does our resolve to bring relief and happiness to the
hapless and the helpless of this country, who suffer on account of maladministration,
discrimination, inefficiency and indifference of our Federal Agencies and some of their
functionaries. As we do so, we do not forget to acknowledge the cooperation of those
Agencies and their Administrators without whose understanding and help this Office
may not have achieved such a high rate of disposal and compliance. It is a credit to our
Investigating Officers that in more than 99% cases, complainants and agencies accepted
their findings. Only in less than 1% cases, complainants or agencies filed review
petitions or representations to the President of Pakistan. The President upheld the
findings of our investigating officers in more than 95% representations.
It will please you to know that, we are now resolving every complaint without any
cost to the complainant within 60 days or less, and have liquidated the entire backlog of
years. This is a distinct honour for our institution.
Aware of the Federal Government’s keen desire to provide speedy justice to the
common man for which the National Agenda for Change has been initiated, we have
also endeavoured to give clear shape to a Speedy Complaint Resolution Mechanism. A
feasible and doable proposal has been developed through research by experts and
professionals working in our office.
A manifestation of the common man’s increasing confidence and trust in the
institution of the Wafaqi Mohtasib (Federal Ombudsman) is the fact that groups of
illustrious individuals in different spheres of public life, including the civil society, the
legal community, public representatives, officials and media, responded to our call and
agreed to serve on our Federal Committee on Reforms and Speedy Resolution of
Complaints and the National Committee on Children. Our resolve to reach out to the
common man does not end with establishing more offices in the country and extending
video links, but a lot needs to be done to reduce the workload on the existing judicial
system and to speed up and extend the delivery of justice to the

grassroots level, in cooperation with other federal and provincial ombudsmen. We have
already requested the President and the Prime Minister to co-chair an inter-provincial
meeting, attended by the concerned Ministers, Provincial Governors and Chief Ministers
and all Ombudsmen, for consideration and approval of our proposal to reach the
proverbial doorsteps of the complainants and resolve their complaints within days, and
not months. Our proposal has the blessing of the Federal Advisory Committee on
Reforms.
The Office of National Commissioner for Children (ONCC) established in this
Secretariat is working out a way forward for Child Ombuds-System for child rights and
child protection, with the help of the UNICEF. To strengthen this system, a National
Committee on Children comprising highly credible and prominent personalities has
been constituted to guide and advise the National Commissioner.
The Wafaqi Mohtasib Secretariat in Islamabad and its regional offices in
Peshawar, D. I. Khan, Multan, Faisalabad, Sukkur, Quetta, Lahore and Karachi have
tried their best over the years to make themselves accessible to the complainants. Many
areas, however, continue to remain out of their reach. We, therefore, plan to establish
regional offices in other cities and towns and the Hyderabad office that opened its door
last year is the first of many others. We are planning to set up similar offices in
Abbottabad, Hub and Gwadar and reopen our office in Gilgit Baltistan and, soon Insha
Allah, in the Federally Administered Tribal Areas (FATA).
It is thus with great humility and much satisfaction that I submit to you the
Wafaqi Mohtasib (Federal Ombudsman)’s Annual Report for 2014 pursuant to the
requirement of the Establishment of the Office of Wafaqi Mohtasib (Ombudsman)
Order, 1983.
We have endeavoured in every way we could to live up to the expectations of
those who look up to this office for prompt and just relief. Excellence, however, has no
limit. We shall continue to raise its bar for the office of the Federal Ombudsman and we
are confident that we shall continue to receive your gracious support and kind
encouragement in our efforts.

Sincerely,

M. Salman Faruqui
Hon’ble Mr. Mamnoon Hussain,
President Islamic Republic of Pakistan,
Islamabad.

WHAT WE DO AND OUR VISION AT A GLANCE
 Implement Laws
i)

President’s Order No. 1 of 1983,

ii)

The Federal Ombudsmen Institutional Reforms Act, 2013, and

iii)

Freedom of Information Ordinance, 2002.

 Investigate Citizen Complaints against Maladministration
We diagnose, investigate, redress and rectify any injustice done to a person through
maladministration by federal agencies (Please access our website for exclusions).
Maladministration includes misplaced discretion, arbitrariness, discrimination, oppressive
illegality, unreasonable procedures, in-attention, incompetence and inefficiency.
We issue findings within 60 days, and decide review petitions within 45 days.
Representation against our findings filed with the Honourable President is to be decided within
90 days.

 Appoint Grievance Commissioners
When there are persistent complaints or new jurisdiction is conferred, we appoint
Grievance Commissioners. Examples: Grievance Commissioners for Pakistanis living abroad,
residents of Federally Administered Tribal Areas, Pensioners, Capital Development Authority
and civic agencies.

 Initiate Suo Moto Proceedings
We take cognizance of reports of maladministration affecting large sections of
population. Typical examples: Deaths of 400 children who were not inoculated for measles,
Deaths of retirees pursuing their pension sanctions, Deaths of passengers of bus accident in
Khairpur, poor civic facilities in Islamabad, non-functioning equipments in the capital’s major
hospital.

 Implement the Freedom of Information Ordinance, 2002
 Vision and Actions Taken to Extend our Outreach
i)

Our vision is to provide inexpensive and expeditious justice to the people at their
doorsteps through a modern, effective and efficient system of redressal of complaints
against the maladministration of the government agencies.

ii)

Our jurisdiction has been extended to Federally Administered Tribal Areas.

iii)

Besides Head Office in Islamabad, we have 9 regional offices (including new office in
Hyderabad and newly extended office in Lahore) and we hope to open three more.

iv)

We have established video links, and plan to extend it to divisional headquarters.

v)

The Federal Advisory Committee on Reforms and SCR comprising of the top
ranking leaders of the civil society, legal community, intelligentsia, public representatives,
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and public office holders has recommended that our outreach, together with other
Ombudsmen’s (Federal and Provincial) be extended to grassroots level, i.e. (near the
proverbial doorsteps of citizens). Honourable President has sought reports from the
stakeholders and we are holding consultation with the Provinces.
vi)

We have established National Committee on Children comprising top ranking
personalities in the field of child care, civil society, and legal and public service
communities. National Commissioner for Children and Provincial Commissioners are
actively pursuing the cause of children.

 Keep Citizens Informed
i)

Instant Online Access of complainants through CMIS

ii)

Information through text messages

iii)

Creating awareness

iv)

Media

 Administrative Reforms
i)

Up-gradation and appointments of Investigating Officers

ii)

Career planning

iii)

Biometric controls for attendance

ii
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Chapter 1
Year in Review – 2014
The institution of the Federal Ombudsman (Wafaqi Mohtasib) was created through the
President’s Order No. 1 of 1983. This institution, at the federal level, was first of its kind in Asia.
It served as a catalyst for the creation of many other such offices in later years. It is a matter of
immense satisfaction that Pakistan now has five Ombudsmen offices at the federal level besides
many such offices in the Provinces and in the Azad State of Jammu and Kashmir. This was
indeed a pioneering step which Pakistan took three decades ago in harmony with the best
practices of the first world countries.
The Wafaqi Mohtasib is a quasi-judicial body that has been mandated to address the
grievances of common citizens, arising out of acts of maladministration, discrimination,
inefficiency and delay on the part of the Federal Agencies and their functionaries. This institution
is considered as a “poor man’s court” as it dispenses free of cost and hassle-free justice to the
common citizens. By taking cognizance of maladministration, it provides relief through a simple
but speedy procedure.
In its working, the Office of the Wafaqi Mohtasib mitigates malpractices, brings
transparency and establishes accountability of public functionaries. The Federal Ombudsmen
Institutional Reforms Act, promulgated in 2013, has enhanced the powers of the investigating
officers besides bringing uniformity and harmony in the working of all the Federal Ombudsmen
offices in the country.
Investigation is conducted by Senior Advisors, Advisors, Associate Advisors and
Consultants who are selected strictly on the basis of their qualification, experience and track
record. These are retired judges of the superior courts, retired federal secretaries and
ambassadors, senior officers of law enforcement agencies and other individuals with proven
capabilities.
Performance during the year 2014 is briefly indicated in this Chapter supported by
Tables/Figures and ‘Statistical Analysis’. At the end, the Table also shows the highest ever
disposal during the year under report. The report also touches upon some developments that
took place in the first quarter of 2015 with regard to the ongoing issues of 2014.
We are grateful to Mr. Abdur Rauf Chaudhry, Federal Tax Ombudsman for holding the
acting charge during the temporary absence abroad of the Federal Ombudsman.

Inflow and Disposal of Complaints
Table 1 Complaints Handling Data During the Year 2014
i)

Total workload during the year (backlog and fresh complaints)

ii)

Number of Review petitions filed

iii)

Total Disposal during the year

79,850
1,010
77,311
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Fresh Complaints
During the year 2014 a total number of 41,659 complaints were registered at Head Office
and its Regional Offices.
Table 2 Fresh Complaints Received During the Year 2014
S.No.
1
2
3
4
5
6
7
8
9
10

Office

Complaints Registered

Head Office
R.O. Lahore
R.O. Karachi
R.O. Peshawar
R.O. Quetta
R.O. Sukkur
R.O. Multan
R.O. Faisalabad
R.O. D.I. Khan
R.O. Hyderabad (new region)
Total:

9,739
12,694
4,044
3,498
300
3,087
3,268
3,075
1,462
492
41,659

Initial Examination
After receipt, a complaint is carefully scrutinized by the Registrar and forwarded to
concerned Investigating Officer to determine whether detailed investigation is required or the
complaint is outside the purview of Wafaqi Mohtasib as laid down in President’s Order No. 1 of
1983 read with the Federal Ombudsmen Institutional Reforms Act, 2013. Complaints pertaining
to Provincial Agencies or relating to other institutions are passed on to them for action at their
end. Some complainants approach this Secretariat prematurely. Such complaints are referred to
concerned Agency for disposal. The proportion of complaints received against the Federal
Agencies and other Agencies as well as those outside jurisdiction, is given in figure below:
Proportion of Complaints Received

5%

1% 3%
3%

6%

82%

Federal
Provincial
Referred to Agency

4

Annual Report of the Federal Ombudsman 2014

Nature of alleged maladministration
About half of the complaints entertained by the Office of Wafaqi Mohtasib pertain to
illegal or unjust actions of the federal administrative agencies. A general breakup of the nature of
the complaints is depicted in the figure below:
Nature of Alleged Maladministration

22%
1%
2%
50%
1%

23%

1%
Unjust/Illegal - 50%
Delay - 23%
Administrative Excesses - 2%
Others - 22%

Inattention/Refusal/Failure - 1%
Contrary to Law - 1%
Discriminatory - 1%
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Complaint Disposal Data since the Establishment of the Office of Federal Ombudsman
in 1983
This office disposed of a record number of cases in the year 2014. The following Figure
indicates the year-wise number of complaints disposed of ever since the establishment of this
Office.
Disposal for the Period from 08.08.1983 to December, 2014
2014

77,311

2013

74,775

2012

0

2011

0

The post of Wafaqi Mohtasib was vacant
The post of Wafaqi Mohtasib was vacant

2010

24,465

2009

20,809

2008

21,368

2007
2006

13,388
1,734

2005

10,713

2004

22,030

2003

22,017

2002

18,044

2001

19,557

2000

22,743

1999

23,721

1998

36,896

1997

24,407

1996

22,159

1995

18,884

1994

21,721

1993

20,699

1992

20,567

1991

15,047

1990

11,710

1989

11,142

1988

10,104

1987

11,262

1986

8,371

1985

6,205

1984
1983
Years 0

3,990
587
10,000

20,000

30,000

40,000
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District Wise Fresh Complaints Handled During the Year, 2014
Name of District

Number of
Cases

Lahore

5,553

Karachi

3,311

Kasur

2,879

Peshawar

2,413

Faisalabad

2,008

Islamabad

1,744

Rawalpindi

1,403

Sukkur

1,358

Sheikhupura

973

Multan

939

Okara

922

Gujranwala

820

D I Khan

746

Sargodha

678

Pakpattan

608

Rahim Yar Khan

559

Nankana Sahib

541

Khairpur

499

Nowshera

483

Mianwali

481

Hyderabad

449

Bahawal Nagar

439

Muzaffargarh

419

Bahawalpur

390

Khanewal

379

Sanghar

373

Sahiwal

365

Hafizabad

362

Gujrat

361

Naushahro Feroze

354

Vehari

327

Chakwal

321

Mirpur Khas

285

Other Districts having less than 250 complaints
Total

7,917
41,659
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Part II

THE FEDERAL ADVISORY COMMITTEE ON
REFORMS AND SPEEDY COMPLAINT
RESOLUTION

Chapter 2

Revised Notification of the Federal Advisory
Committee on Reforms and Speedy Complaint
Resolution

Chapter 3

Extracts from the Minutes of the Meeting of the
Federal Advisory Committee on Reforms and
Speedy Complaint Resolution

Chapter 4

Proposal for Speedy Complaint Resolution by
Joint Panels of Federal and Provincial
Ombudsmen at the Proverbial Doorsteps of the
Complainants

Chapter 5

Letter of the Federal Ombudsman Addressed to
the Honourable President of Pakistan for
Co-chairing the Meeting with the Honourable
Prime Minister to Consider the Proposal

Chapter 6

Response of the President’s Secretariat
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Chapter 2
Revised Notification of the Federal Advisory Committee
on Reforms and Speedy Complaint Resolution
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Chapter 3
Extracts from the Minutes of the Meeting of the Federal
Advisory Committee on Reforms and Speedy
Complaint Resolution
Meeting of the Federal Advisory Committee on Reforms and Speedy Complaint
Resolution (SCR) was held on 5th December, 2014 in the Wafaqi Mohtasib Secretariat (WMS).
Malik Asif Hayat, Member Secretary of the Committee welcomed the participants and
introduced the members of the Committee/other Ombudsmen/Guests.
Mr. Shakil Durrani proposed and Mr. Saeed Mehdi and all other members seconded the
name of Barrister Mr. Waseem Sajjad to chair the meeting. Barrister Mr. Waseem Sajjad assumed
the chairmanship, thanked the participants for the confidence reposed in him and started the
proceedings.
The following presentations were given on behalf of the Wafaqi Mohtasib Secretariat:
i)

The law pertaining to Ombudsman covering historical perspective, charter,
maladministration, requirements of a model institution of Ombudsman.

ii)

Functioning of the Wafaqi Mohtasib Secretariat, covering history, organizational
structure of WMS and its vision, mission and values.

iii)

Working of Implementation Wing of WMS.

iv)

Investigation Infrastructure.

v)

Strategy for raising awareness about existence of the Institutions of Ombudsmen.

vi)

Speech of the Wafaqi Mohtasib.

The meeting endorsed in principle the proposal for Mohtasibs at the federal and
provincial levels to jointly extend their services to grassroots levels, initially at District level,
subject to the availability of funds, and also subject to the following observations:
(a)

The meeting observed that awareness about the existence of such institutions is of
paramount importance. It was opined by Mr. Hamid Haroon that the extensive use
of internet alone can bring about the desired impact for increasing the awareness.
I.T. inputs in the proposed strategy for raising the level of awareness and for
making it as an important part of the communication strategy was also advocated.

(b)

The meeting was informed by Mr. Shoaib Sultan Khan that the size of community
organizations (350,000) associated with the Rural Support Programme covered 5.6
million household and that there were 5,470 Rural Councils and 1500 local support
organizations at Union Council level throughout the country which could play an
effective role in increasing awareness about the institution of the Mohtasib in
Pakistan.

(c)

A view was expressed by Mr. Farooq H.Naik that after the18th Amendment the
role of the Wafaqi Mohtasib had been curtailed. It was suggested that the
Committee should take the Provincial Ombudsmen along for formulating future
strategy to bring the Ombudsman service under one roof. Therefore, the domain
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of the Advisory Committee should be appropriately broadened and ways suggested
for making the implementation process more effective and efficient.
(d)

Highlighting the constraints faced by the local people of Balochistan at grassroots
level in getting justice, Mrs. Shama Parveen Magsi, former Provincial Minister
requested the members of the Committee to visit her province for creating
awareness amongst the local populace. She also stressed the need to establish
Women Ombudsman Office in Quetta especially to redress the grievances of
women who are harassed.

(e)

Mr. Badshah Gul Wazir, Provincial Ombudsman, Khyber Pakhtunkhwa supported
the proposal that mechanism for Informal Dispute Resolution may be examined by
the committee of experts. He further observed that Article 33 of P.O.No.1 of 1983
starts with non-abstante clause meaning thereby that matters of maladministration
in which the jurisdiction of Ombudsman is ousted, can be resolved by
Ombudsmen or member of his staff through informal resolution of dispute
without docketing a complaint, or issuance of any notice or any written
memorandum and for the purpose of liaison, the Ombudsman may appoint,
Counsellors at local level. In cases, in which the Ombudsman has jurisdiction, he
has the authority to resolve grievances either through investigation or mediation in
terms of the regulations framed under the Order.

(f)

Mrs. Justice (Retd) Yasmin Abbasey, Federal Ombudsperson for Protection against
Harassment of Women at Workplace explained as to how the services of the
students of educational institutions could be availed for the purpose of raising the
level of awareness. It was also indicated that the ILO supported the said institution
for doing work at grassroots level. It was revealed that additional marks were
granted to students for performing Social Service. Thirty seven students had
offered their services in this context.

(g)

Dr. Mira Phailbus, Ombudsperson Punjab proposed the involvement of DCOs for
creating awareness, suggesting that the Wafaqi Mohtasib should address 15-20
leading educational institutions to highlight the jurisdiction of Mohtasib and the
possibility of inclusion of material about the Mohtasib institution in the curriculum
of the educational institutions should also be explored.

(h)

Mr. M. Wasay Tareen,Ombudsman Balochistan pointed out that even the urban
areas of Balochistan possess very limited awareness about the institution of
Ombudsman. He proposed that two Consultants from WMS, one each for Baloch
and Pashtun areas may be deputed to work in coordination with the Provincial
Mohtasib, Balochistan especially to deal with the complaints.

(i)

Mr. U.A.G Isani suggested that there was a need to create a unified national level
entity to effectively increase awareness about WMS amongst the masses and to
expand the service to grassroots level for complaints relating to federation,
provinces and local government institutions.

(j)

The difficulties faced by Mr. M. Mukhtar Khan, Ombudsman, AJ & K in dealing
with the agencies of the AJ&K Government due to the absence of a law similar to
the Reforms Act, 2013 which is being implemented throughout Pakistan, but not in
AJ&K were also highlighted.

(k)

Mr. Shakil Durrani, Former Chairman Wapda expressed his desire to interact with
Provincial Ombudsmen with a view to bring reforms in Thana, Tehsil and
Kutchehry against whom most of the complaints are filed.
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Enunciating the global efforts to face the challenge of delayed justice and provision of
cheap and speedy relief, Wafaqi Mohtasib proposed amicable settlement of disputes and in this
context, specifically referred to availability of Article-33 in the statute governing the WMS. Here,
he mentioned the practice in USA where 90% of cases were initially decided through SCR.
Similarly, the situation in India, Sri Lanka, Indonesia and UK was also mentioned.

Barrister Waseem Sajjad chairing the meeting of the Federal Advisory Committee

Decisions
The Committee endorsed the proposed outreach SCR programme. The following
offers/recommendations were also made:
i) Mr. Hameed Haroon, CEO, Pakistan Herald Publications (Pvt) Limited offered to
advise WMS regarding the best and most effective communication strategy for
raising awareness.
ii) Mr. Masoom Yasinzai, Rector, International National Islamic University offered the
assistance of Ph.D students in Sharia Law from the University to examine the legal
aspects of the proposed SCR.
iii) Mr. Shoaib Sultan Khan, Chairman, Board of Directors of Rural Support Programme
offered to utilize all the affiliate organizations of Rural Support Programme
throughout the country for raising awareness and for every possible support to the
WMS to expand the scope and area of its operations.
iv) WMS to approach Dr. U.A.G. Isani, President, Iqra University, Prof. Dr. Masoom
Yasinzai, Rector, International Islamic University, Dr. Ishrat Husain, Dean IBA,
Karachi and Prof. Dr. Ijaz Nabi, (LUMS Lahore), for nominating interns proficient
in management, law or computer operations on token payment basis to assist and be
trained in Wafaqi Mohtasib operations in the Head Office and Regional Offices.
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v) Mr. Shakil Durrani, agreed to meet with Provincial Ombudsmen with a view to
making their institutions effective in the light of the Federal Ombudsmen
Institutional Reforms Act, 2013. Mr. Saeed Mehdi was also requested to extend
support in this regard.

Federal Advisory Committee in session

Participants of the Federal Advisory Committee Meeting
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Some Members of the Federal Advisory Committee

Participants of the Federal Advisory Committee Meeting
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Chapter 4
Proposal for Speedy Complaint Resolution by joint panels
of Federal and Provincial Ombudsmen at the Proverbial
Doorsteps of the Complainants
Background
We are all aware that the existing justice system has not been able to provide speedy and
affordable justice to the common man in Pakistan. By one estimate, 2.5 million cases are pending
with our courts. It is common knowledge that an average criminal case takes years while a civil
suit takes decades to finalize. The public at large is getting impatient. The present government
has speedy justice as part of its National Agenda for Real Change.

Functioning of the Office of Wafaqi Mohtasib
The office of Wafaqi Mohtasib (Ombudsman) Pakistan was established in 1983 through
a President’s Order (P.O.1 of 1983).Federal Ombudsman is mentioned at Serial No.13 of
Federal Legislative List, Part-I of Fourth Schedule of 1973 Constitution. During the past 32 years
of its establishment, the office of the Wafaqi Mohtasib has been able to emerge as a vibrant and
effective institution to provide relief to the common man. This can be gauged from the fact that,
on an average, more than 18,800 complaints per annum have been disposed of. However, with
effective planning combined with relentless efforts and additional resources, the efficiency of the
institution during 2013-14 increased manifolds and demonstrated a bit more persistence at its
peak than in its previous upswings. A record number of 156,588 complaints were handled and
due relief was provided to the deserving complainants in this period alone. The implementation
rate was above 85% and the ratio of appeals/review was less than 2% which vividly reflects the
credibility and acceptability of the decisions of the institution. Another important achievement
during 2013 and 2014 has been that the backlog of several years has been cleared and the Office
is now in a position to issue findings within 60 days of the filing of the complaints. Only 555
representations were made to the President of Pakistan against the findings of the Federal
Ombudsman which is 0.36 % of total Findings. The President was pleased to uphold 91%
decisions of the Federal Ombudsman whereas only 9% representations were accepted by him.
Under the Federal Ombudsmen Institutional Reforms Act, 2013, the Mohtasib has to dispose of
the complaints within 60 days.
As more and more people have started reposing confidence in the ability of this Office
to provide relief and when a greater number of people at grassroots level will become aware of
the availability and functioning of this institution at federal and provincial level, the number of
complaints are likely to grow with the consequential increase in the redress of the grievances.
The success of this institution in addressing ills of maladministration is reflected in the fact that
not only have Ombudsman’s Offices been established in the provincial governments but also a
range of such offices has been created in different specific sectors of federal governance like tax,
banking and insurance etc. Nonetheless, it is imperative that the benefits of low cost,
encumbrance free, simplified and swift delivery of relief are made available to a broader
spectrum of the society initially at least at the district and sub-district level. In addition, there is a
need to combine the whole range of extended functions of diverse Mohtasib Offices in such a
manner that the citizen clients may approach them with the ease of one window delivery of
services without sacrificing the autonomy of any of these offices. It is in this spirit that Speedy
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Complaint Resolution System is being proposed to be adopted by the institutions of Mohtasib in
Pakistan for quick redress of the grievances of the general public at the grassroots level.

Speedy Complaint Resolution (SCR) and Its Relevance with the Institution of Mohtasib
The system of Speedy Complaint Resolution is prevalent in many countries in various
forms and manifestations. This system has been adopted mainly to avoid the complexities, costs
and time involved in the formal justice system in delivery of justice. The formidable load of
cases on courts also made it logical to think of quicker and simpler ways of achieving the same
goal for which the SCR has proved to be a good alternative.
Almost eighty percent of the cases lodged in British and Australian Courts are now being
settled through SCR process thereby saving cost of the parties and sparing time for the court for
adjudication of complicated legal issues and cases which do not qualify for decisions. The
citizenry is satisfied with the effectiveness of this process in saving time and cost of the parties.
The courts, the lawyers and the litigant parties have now accepted that this process is helpful not
only in swift redress of complaints but also in considerably reducing the workload of the courts
by providing an opportunity to effectively settle grievances arising out of questionable conduct
of the executive, out of the court.
Prolonged experience of Wafaqi Mohtasib’s office shows that a substantial quantum of
litigation arises out of the maladministration of the government agencies. It is estimated that
more than 50% litigation emanated from maladministration at local, provincial and federal levels.
If the flood of bad administrative practice is checked and filtered at adequately empowered
forums like Ombudsman Offices, an appreciable reduction in long and cumbersome litigation is
almost certain.
Despite all the efforts at the highest level the existing justice system is still faced with
many challenges and has not been able to provide speedy and affordable remedy to the common
man in Pakistan. It is common knowledge that an average criminal case takes years while a civil
suit may take decades to finalize. By one estimate, 2.5 million cases are pending with the courts.
The Office of Ombudsman is providing free and speedy justice. The average cost of a
decision in the Superior Judiciary is Rs.40, 000/- per case whereas at Federal Ombudsman Office
the cost of a decision is only Rs.400/-. The scope of activities of the Office of Wafaqi Mohtasib
can easily be broadened under Article 33 of the President’s Order No. 1 of Order 1983, which
provides for dispute resolution through a special process.

Powers of Wafaqi Mohtasib to Enforce Speedy Complaint Resolution
Under Article 33 of the Office of Wafaqi Mohtasib (Ombudsman) Order 1983, dispute
resolution through a special process is possible. This Article is reproduced below for reference.
“Informal resolution of disputes. (1) Notwithstanding anything contained in this
Order, the Mohtasib and a member of the Staff shall have the authority to informally
conciliate, amicably resolve, stipulate, settle or ameliorate any grievance without written
memorandum and without the necessity of docketing any complaint or issuing any
official notice.
(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”.
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In addition, The Mohtasib has the powers to:
i)

summon and enforce the attendance of any person and examine him on oath, to
compel him for the production of any document and to issue the commission for
examination of witnesses;
ii) award compensation to the govt. agency from any complainant who has made a
false complaint
Additionally, the Federal Ombudsmen Institutional Reforms Act, 2013, has empowered
the Mohtasib with the following powers of a civil court, namely:
i)

granting temporary injunctions (May stay operation of the impugned order or
decisions for a period not exceeding 60 days);
ii) Implementation of the recommendations, orders or decisions (He may punish for
contempt as provided in the Contempt of Court Ordinance, 2003 (V of 2003).
So utilizing the scope of the above Article, suitable mechanism can be evolved to provide
Speedy Complaint Resolution services at the grassroots level.

Collaboration with Other Mohtasib Offices in Implementation
The model of Federal Ombudsman was initially replicated by the establishment of the
Office of Ombudsman for Azad Jammu and Kashmir followed by the Provincial Ombudsman
of Government of Sindh. Subsequently, after 30 years of its coming into being the offices of
provincial Ombudsmen were established in Punjab, Balochistan and Khyber Pukhtunkhawa on
the pattern of Federal Ombudsman with the same mandate. Since then there has been constant
demand for its extension to the areas which were not henceforth considered to be subject to the
accountability. Responding to the overwhelming demand, the Federal Government had
appointed the Federal Tax Ombudsman, the Federal Insurance Ombudsman, the Banking
Ombudsmen and the Ombudsman for Protection of Women against Harassment at Workplace.
All the Provincial Governments have appointed the Provincial Ombudsmen. The Government
of Sindh and Punjab have also established the Offices of Provincial Ombudsman for Protection
of Women against Harassment at Workplace.
Despite a difference in detail and the sector, the common objective of all of these
Ombudsman’s offices is to provide administrative justice against the mal-practice of the
government agencies, in their respective spheres.

Objectives of the Instant Proposal
The prime objectives are as follows:
i)
ii)

To extend the outreach of current system of administrative justice by reaching at
the district and sub district level.
Provision of speedy justice to people. (All the cases are required to be disposed of
within the statutory period of 60 days).

iii)

Provision of free of cost redress of the grievance to the citizens.

iv)
v)

Provision of the above service almost at the door steps of the citizens.
To provide one-window service to the citizen/consumer across the governmental
and jurisdictional divide.
To promote harmony and functional integration in the operations of various tiers
of Ombudsman’s offices by adopting uniform procedure for the disposal of the
cases relating to the Federal, Provincial and Local Administration with joint efforts
of Ombudsmen Offices all over the country.
Reducing burden on courts, which are under pressure because of high incidents of
litigation against government agencies.

vi)

vii)
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Proposed Arrangement
Panels of advisors from the Office of Federal Ombudsman, Provincial Ombudsmen and
other Ombudsmen Offices (depending on the nature of complaints) could go out to divisional
and later district headquarters and hear public complaints in open katchehry and through
mediation resolve citizen Vs. Govt. dispute/grievances. In case it is not possible or a party is not
satisfied, it could lodge a formal complaint. For this purpose, a few vans equipped with office
accessories will be needed. Later on, retired govt. servants, professors, army officers, judicial
officers could be selected to work as honorary counsellors/advisors to expand the outreach.
Obviously, this involves some additional resources in terms of staff, equipment, transport and
publicity expenses. The proposal can be summarized as under:
i)

Composing Joint Teams: One member from each or concerned Ombudsman’s
office would be deputed to be a part of a joint team meant for one particular
district.

ii)

Joint Hearing: These teams will plan to conduct hearings at the assigned District
Headquarters.

iii)

Prior Information and Publicity: The program of the teams will be planned and
advertised in advance in the press and the Web Sites of the Ombudsmen Offices.

iv)

Venue: These joint hearings will be held at the District Headquarters or in the
Offices of Ombudsmen wherever the Offices exist otherwise, these be held in the
Office of the respective DCO.

v)

Method: Each member of the team will adopt the procedure provided in
law/regulations of his respective organization. In general, mediation/SCR will be
encouraged.

Logistics
i)

Coordination will be the responsibility of the Office of the Wafaqi Mohtasib.

ii)

Provision of the venue for joint hearings will be the responsibility of the Provincial
Mohtasibs through their regional offices.

iii)

Every member of the joint team will use his own staff to facilitate the hearings.

iv)

Transport will be arranged on vehicle/cost sharing basis.

v)

TA/DA will be paid by the respective Mohtasib’s offices.

Requirements to Kick-Start the Process
i)

Political will and blessing.
In order to create a political buy in this very useful initiative, it is proposed that the
idea may be broached upon in a high level meeting to be attended by the provincial
Chief Ministers as well as the Federal and Provincial Ombudsmen under the
chairmanship of the Honourable President and the Honourable Prime Minister.

ii)

Ownership of the initiative by the participating Mohtasibs, particularly the
Provincial Mohtasibs. Details of the operational coordination mechanism can be
worked out in Mohtasib level meetings.

iii)

Formal approval of the proposal may be accorded in IPCC meeting if deemed
necessary.

The Federal Advisory Committee on Reforms and Speedy Complaint Resolution will regularly
monitor the process and advise Provincial Mohtasibs about measures needed from time to time
to ensure smooth functioning of the process.
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Chapter 5
Letter of the Federal Ombudsman addressed to the
Honorable President of Pakistan for Co-chairing the
Meeting with the Honourable Prime Minister to Consider
the Proposal

Dy No.652/HWM/2015
Dated: 10th February, 2015

Dear Mr. President,

The Government is committed to the “National Agenda for Real Change” for provision
of speedy and inexpensive justice. The salient features of the Agenda are to:i.

Reduce the huge backlog of court cases.

ii.

Promote Alternate Dispute Resolution (ADR) through mediation.

iii.

Dramatically shorten time spent in litigation.

iv.

Provide justice at the proverbial doorstep.

v.

Establish ADR centers and panels.

vi.

Strengthen the role of the Ombudsman to provide speedy relief in respect of
public complaints regarding maladministration.

vii.

Establish offices of Ombudsman at district level to provide relief at district level.

2.
I am pleased to report that a number of steps have been or being taken by the office of the
Federal Ombudsman of Pakistan to provide speedy and free justice to common citizens as follows:a.

A Federal Committee of eminent legal experts, public administrators, scholars
and members of civil society has been constituted to propose reforms and
formulate proposals for extending the outreach of Mohtasib system to grassroots
level. List of Committee members is enclosed.

b.

During the last two years we have completely eliminated the backlog of
several years.
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c.

We have resolved complaints of about 150,000 citizens during the last two years.

d.

The period for resolution of complaints has been dramatically reduced to 60
days or less.

e.

Our Regional Offices already exist in Islamabad, Lahore, Karachi, Peshawar,
Quetta, Hyderabad, Sukkur, Multan, Faisalabad and Dera Ismail Khan. We
propose to establish Regional Office each at Abbottabad, Gwadar and Hub.
Cont…P/2

f.

To extend outreach, video link is proposed to be initially made available at
divisional level closer to the doorsteps of complainants.

g.

The role of Federal Ombudsman has been considerably strengthened
through Federal Ombudsmen Institutional Reforms Act promulgated in 2013,
which has, inter-alia, given Mohtasib the powers of a Civil Court and the
Mohtasib or/and his liaison counselors at local levels are empowered to
informally conciliate, amicably resolve, stipulate, settle or ameliorate any
grievance.

3.
I have the honour to inform that we have conducted research on the concept of ADR. A
booklet containing the research papers prepared by the Advisors of this Secretariat and some
additional learned papers about ADR in Indonesia and India are enclosed for your kind perusal.
4.
In order to create political ownership of this extremely useful initiative which is
completely in line with your “National Agenda for Real Change”, I propose that the concept may
kindly be broached in a high level meeting to be attended by the Provincial Chief Ministers as
well as the Federal/Provincial Ombudsmen under your chairmanship. Once the proposal is
approved, the Federal Advisory Committee on Reforms and ADR will be tasked to work out
details, regularly monitor the process and advise on measures needed from time to time to
ensure smooth functioning thereof.

Yours sincerely,

Honourable Mr. Mamnoon Hussain,
President of the Islamic Republic of Pakistan,
Islamabad.
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Chapter 6
Response of the President’s Secretariat
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Chapter 7
Notification of the National Committee on Children
The notification placed below regarding National Committee on Children presents the
composition and TORs of the Committee. The objective of the Committee is to formulate,
monitor and coordinate policies on child rights and child protection among federal and
provincial governments and Ombudsmen in Pakistan.
WAFAQI MOHTASIB (OMBUDSMAN)’S SECRETARIAT
ISLAMABAD.
Islamabad, the 31st Dec, 2014
NOTIFICATION
No. 3 (232) A-II/2014. In exercise of powers vested under Article 18 of the Establishment of
the Office of Wafaqi Mohtasib (Ombudsman) Order, 1983 (President’s Order No. 1 of 1983), a
‘National Committee on Children’ comprising the following members is hereby constituted by
the competent authority:1.

Senator S. M. Zafar, Former Federal Minister for Law,
Justice,Parliamentary Affairs & Human Rights, Government of
Pakistan.

Member

2.

Ms. Feryal Ali Gauhar, Political Economist, Film Maker,Writer
and Former UN Goodwill Ambassador for Population Fund.

Member

3.

Mr. Zia Ahmed Awan, Founder of Madadgaar National
Helpline.

Member

4.

Ms. Shaheen Attique-ur-Rehman, Vice Chairperson of Bunyad
Foundation.

Member

5.

Professor Taqdees Gillani, Chairperson, Kashmir Cultural
Academy.

Member

6.

Dr. Tufail Muhammad, Children (Paeds) Specialist.

Member

7.

Ms. Raheela Hameed Durrani, Member Provincial Assembly
Balochistan

Member

8.

Dr. Farzana Bari, Director, Centre of Excellence in Gender
Studies, Quaid-e-Azam University.

Member

9.

Ms. Huma Baqai, Associate Professor and Chairperson (Social
Sciences), Institute of Business Administration.

Member

10.

Ms. Suraiya Anwar, President SOS Children’s Villages Pakistan.

Member

11.

Ms. Farah Pervez Saleh, Executive Director, Citizens’
Commission for Human Development.

Member

12.

Ms. Parveen Qadir Agha, Chairperson, Women in Paralympic
Sports Committee-Pakistan, and Former Federal Secretary.

Member
Cont…P/2
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13.

Ms. Shahnaz Wazir Ali, President SZABIST.

Member

14.

Ms. Samar Minallah Khan, Anthropologist/Documentarian.

Member

15.

Begum Jaan, Doctor and founder of the Tribal Women Welfare
Association.

Member

16.

Mr. Qindeel Shujaat, Executive Director, Child Rights Legal
Centre.

Member

17.

Ch. Muhammad Masaud Akhtar Khan, Ex-District & Sessions
Judge

Member

18.

Mr. Ejaz Ahmad Qureshi, Sr. Advisor/National Commissioner Member/Secretary
for Children in WMS and Former Chief Secretary Sindh &
Khyber Pakhtunkhwa.
The Terms of Reference (TORs) of the National Committee on Children are as follows:
1. To formulate and coordinate policies on child rights and child protection among Federal and
Provincial Ombudsmen.
2. To recommend to the Federal and Provincial governments policies on better education,
better health care and better environment for children.
3. The NCCP shall recommend measures for ensuring compliance of policy decisions,
guidelines or instructions to promote and protect rights of the children.
4. The Committee shall raise awareness on child rights and protection of these rights through
electronic & print media, seminars and other available means.
5. The Committee shall ensure that there should be laws for protection of children in each
province and to investigate non-implementation of laws framed for promotion, protection
and development of children and recommend measures to the government for their
effective implementation.
6. The National Committee on Children Pakistan shall conduct a comprehensive review of all
domestic and provincial legislation to ensure compliance with the UNCRC and its
provisions.
7. The Committee shall ordinarily meet four times an year at any provincial capital and adopt
rules for the conduct of its business. In addition at least one seminar shall be held to give
continuous impetus to the activities and mandate of the Committee.
8. The National Committee on Children Pakistan shall perform such other functions as it
deems necessary for the promotion and protection of children’s rights.
The Manager,
Printing Corporation of Pakistan Press,
Stadium Road,
Karachi.
As per the decision in the first meeting of the National Committee, the following
sub-committees were notified:1.
2.
3.
4.
5.

Advocacy Committee
Legal Framework Committee
Promotion and Awareness Committee
Research and Coordination Committee
Child Protection Policy Committee
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Chapter 8
Extracts from the Minutes of the Meeting of National
Committee on Children
The first meeting of the National Committee on Children was held on 16th January, 2015.
The objective of the meeting was to formulate, monitor, and coordinate policies on child rights
and child protection among federal and provincial governments and Ombudsmen in Pakistan. In
this meeting the Chairman of the Committee was elected / nominated. On the request of the
participants, Senator S. M. Zafar graciously agreed to chair the meeting.

Highlights of the Meeting on 16.01.2015 and Follow up Meetings
The following are some of the major points raised by the participants of the meeting:
1.

Participants admitted that the overall state of the children in Pakistan was in severe
need of attention, with the situation in KP, FATA, and Balochistan particularly
alarming because even at the Assembly level, no Standing Committees had yet been
formed. It was also highlighted that numerous girls’ schools had been destroyed
and children and teenage boys were forced to join the Taliban. The provision of
technical and educational facilities, and the requirement of a concrete plan of
action, was also discussed.

2.

It was agreed that for awareness purposes, a TV/radio campaign be initiated and a
helpline created in order to mobilize students at the grassroots level to seek the
redressal of their concerns. The case of Punjab was discussed in detail in which
thirty-six District Commissioners, Tehsil Commissioners, as well as Union Council
Liaison Officers had been designated to address youngsters’ complaints. In order
to extend the outreach even further, schools and hospitals had been visited also.

3.

Massive urbanization, lost children, forced marriages, corporal punishment, birth
registration, poverty, and violence against children are marked as the major issues
relevant to children.

4.

The Apex Committee can advise and give guidelines in consultation with federal
and provincial ombudsmen, which can deal with acts of omission and commission
in which systemic issues can be brought forward and departments are made
accountable.

5.

Provinces have to play a much more active role, as after the 18th Amendment, the
performance of the provinces is not up to the mark, and the Millennium
Development Goals have also not been met.

6.

The need was emphasized for close coordination between the political
governments and the administrative officials in the provinces to make them realize
that children are the future, and to reclaim the state and nation after the devastating
tragedy in Peshawar.

7.

Importance was given to research, advocacy, outreach, and engagement because
research allows issues to be identified and resources to be mobilized in the right
direction. The efficient application of available resources would aid in extending
outreach and dissemination of critical information.
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8.

It was suggested that a comprehensive database on child issues be set up, along
with a small task force/committee – as a top priority.

9.

The members of the Committee reaffirmed the establishment of an independent
National Commission on Children. Every member of the Committee, including the
UNICEF representatives who were participating as “observers”, assured their full
support in terms of technical/financial input and human workforce.

Senator S. M. Zafar, Chairing the Meeting of the National Committee on Children

Meeting of the National Committee on Children in Session
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Chapter 9
Follow-up Actions and Meetings
In the first meeting of the National Committee it was agreed to form sub-committees
and subsequently those were notified. Conveners and Secretaries of the committees were
requested to obtain suggestions from the members regarding the agenda items of their respective
sub-committees. Subsequently two meetings were arranged in Lahore with key members of the
committees in which more clarity was given by the National Commissioner on the mandate of
the committee. In the meetings, it was reiterated that member of the committee had basically an
advisory role and to oversee the working of the various provincial ombudsmen for addressing
individual complaints and dealing with systemic issues. Existing mechanism of handling
complaints at provincial ombudsman level was also explained in detail to the members which
after the 18th amendment had exclusive jurisdiction for child protection and child rights.
The members were urged to consult with their respective committee members and
develop/draft the agenda of the National Committee’s priority areas/sectors and propose
solutions. Based on this feedback, some of which have already been received from the subcommittee members and some to be received, an agenda will be prepared for discussion in the
next National Committee meeting.

Meeting of the National Committee on Children in Session
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Chapter 10
Creation of the Position of National Commissioner for
Children
“Humanity has to do its best for the child”, Declaration of Geneva Convention
Children constitute 50% of the whole population in Pakistan. It is about a total of 90
million. As they live below poverty line and cannot exercise right of vote, so their issues are
neglected and easily side-lined. Pakistan being a signatory of UNCRC, is obligated for protection
of child rights and for the implementation of Convention in Pakistan but not much has been
done. Taking cognizance of the deficiency, Wafaqi Mohtasib Secretariat (WMS) and United
Nations Children Fund (UNICEF) in April 2009, took major initiative under Responsive,
Enabling, and Accountable Systems for Children’s Rights (REACH) project and set up a
Children’s Complaint Office (CCO) within the WMS in order to address children’s rights issue
and to achieve compliance of the United Nations Convention on the Rights of the Child
(UNCRC) in Pakistan. On the recommendations of the consultancy report on the “Way Forward
of CCOs and a Child Ombuds-System in Pakistan” (conducted by Mr. Hiermann, the former
Child Ombudsman of Norway), the CCO was upgraded to the Office of the National
Commissioner for Children (ONCC). The Head of Federal CCO, Mr. Ejaz Ahmad Qureshi,
former Chief Secretary Sindh and Khyber Pakhtunkhwa, was appointed as the National
Commissioner for Children (NCC).

Mandate
The Office was given the mandate to:


Monitor compliance of Federal Agencies and stakeholders with the National Plan of
Action (NPA) for children and assist Pakistan in implementing the UNCRC.



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



To develop and implement a programme for protection of the rights of the child in its
administrative territory.



Create a “Public Child Redress Mechanism”.



Undertake training and capacity building of Provincial Governments, Civil Society
Organizations (CSOs) and Media to build team work, synergy as well as elicit suggestions
to attain objective of child rights and welfare.



Coordinate with provinces for joint initiatives and share best practices with stakeholders.



Sensitize civil servants about Child Rights.



Conduct research on the status and way forward of child rights in Pakistan.



Serve as a dedicated mechanism for receiving and resolving complaints from and about
children, against maladministration by any federal agency, including taking initiative on
suo moto cases.



Expand these activities and mechanisms to provinces and the Regional Offices of WMS.

34

Annual Report of the Federal Ombudsman 2014



Above all, to serve as a precursor to a full-fledged Ombudsperson for Children in
Pakistan.

Milestones Achieved-2014
Following are the milestones achieved by this Office in 2014:


A Workshop on Child Rights organized by Office of the National Commissioner for
Children and Office of the Provincial Commissioner for Children, Punjab with the
assistance of UNICEF was held in January 2014. The aim of the Workshop was: to
debate and facilitate policy dialogue on the way forward for Child Ombuds-System in
Pakistan; to share the progress so far at the federal and provincial levels including the
agreement on Child Ombuds-System mandate, national institutional and
administrative arrangements; to discuss the follow up on the recommendations of
State of Children report, especially focusing on provincial priorities, coordination
mechanisms and monitoring framework and to discuss and share the lessons learnt at
the federal and provincial level, especially focusing on systemic issues of common
interest across Pakistan. The workshop was attended by representatives of CSOs,
government agencies and international organization. An interactive session focused
on important recommendations by the participants led to a consensus.



A Roundtable meeting on ‘Child Rights Monitoring System’ and coordination among
the federal and provincial ombudsmen was held on the 10th of November 2014, at
the Serena Hotel, Islamabad. It was decided to constitute a ‘National Committee on
Children’ with a specific aim to formulate and coordinate policies on child rights and
child protection among Federal and Provincial Ombudsmen. Keeping in view the
importance of education and health facilities, the ‘National Committee on Children’
would recommend policies on better education, better health care and better
environment for children. The committee shall also recommend measures for
ensuring compliance of policy decisions, guidelines or instructions to promote and
protect rights of the children. The committee would ensure that there should be laws
for protection of children in each province. Apart from this, the ‘National
Committee on Children’ would raise awareness regarding children’s rights among
general masses through media. Comprising prominent personalities belonging to
different fields of society, the members include; former Federal Minister for Law,
Justice, Parliamentary Affairs and Human Rights Senator S. M. Zafar, Ms. Raheela
Hameed Durrani, Quetta, Ms. Faryal Gohar, Lahore, Ms. Shehnaz Wazir Ali,
Chairperson SZABIST, Dr. Farzana Bari, Director, Centre of Excellence in Gender
Studies, Quaid-e-Azam University, Professor Taqdees Gillani, Chairperson, Kashmir
Cultural Academy, Dr. Tufail Muhammad, Child Specialist, Ms. Samar Minallah
Khan, Anthropologist/Documentarian, Dr. Begum Jaan, founder of the Tribal
Women Welfare Association and others.



The report on “State of Children in Pakistan” is the first government endorsed
thematic study on the status of children in Pakistan. The study was conducted in year
2012 and the report is a factual representation of children’s situation in Pakistan, as it
covers the federal areas as well as all the provinces and special regions. The key
objective of this research was to posit workable recommendations for policy makers
to improve the state of child rights in the light of the 18th amendment that awards
full mandate to the provinces. As the previous study was started in year 2011 and
concluded in 2012, it is time to upgrade the indicators and recommendations of this
report. This Office with the consultation of UNICEF re-engaged a consultant for
the revision/up-gradation of consultancy. Project Coordinator of this Office is
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working as a focal person for departments/ministries for facilitation purpose.
Currently, first draft has been submitted as well as presented to the
participants/stakeholders in “Consultative Meeting” to receive input/suggestions
from the stakeholders i.e. relevant government agencies, CSOs and UNICEF on the
Draft Report of The State of Children in Pakistan-2014. The report is intended to be
an authentic document of the government containing data/information, delineating
a way forward by presenting viable recommendations for the provinces and the
federal government.


The National Commissioner conducted the training and delivered lectures in
academies of civil servants in order to emphasize the importance of child rights in
the training sessions of the government officials



Office of the National Commissioner for Children has initiated the visits to conduct
“Open Kuchery at School Level”. The objective of this activity is to create awareness
among the children, parents and local people about ONCC and Wafaqi Mohtasib
Secretariat and listen to their thoughts, grievances and complaints against federal
agencies. During the visit, the team disseminated informative flyers, brochures,
badges and posters on the rights of children and the working of this Office and
listened to the complainants on spot for swift redressal of their complaints. Till now
five visits have been performed in different areas located in I.C.T.



I. T. Department under the guidance of National Commissioner is sharing online
Complaint Management Information System (CMIS) module of Federal
Ombudsman Secretariat with Ombudsman Punjab office. A team of Provincial
Ombudsman Khyber Paktunkhwa came in November 2014. The team observed the
Current CMIS and working of Federal Ombudsman and expressed willingness to
host their data in our server.



Awareness raising and sensitizing drive for government agencies, media, CSOs and
the children was launched. Activities were also undertaken such as arranging
conferences and workshops in major cities, delivering lectures at national training
institutes in addition to a communication campaign. Federal schools, particularly in
rural areas were visited to raise awareness about ONCC and child rights among
children as well as awareness material was disseminated through CSOs, WMS
regional offices and provincial ombudsmen offices.
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Chapter 11
Creation of the Positions of Provincial Commissioners for
Children
The Consultancy Report prepared by Mr. Hiermann, the former Child Ombudsman of
Norway, proposed the need for a Child-Ombuds System in Pakistan in future and presently, an
interim arrangement for the CCOs. The interim arrangement proposed is to modify and
strengthen the CCOs through; renaming the CCOs as National and Provincial Commissioners
for Children and appointment of Commissioners for Children to head the offices at the Federal
and Provincial level. The purpose was to have a broader mandate with greater focus on systemic
issues, more coordination among the offices, increasing participation and inclusion of children in
their work, advocacy and awareness raising and taking initiative through suo moto cases. The
National Commissioner’s office in light of the recommendations of the Consultant’s report, will
function with a broadened mandate i.e. will work on individual complaints as well as systemic
issues, take initiative of suo moto cases, more coordination with the provinces for joint
initiatives, sharing of best practices with stakeholders, re-designating Investigation Officers for
handling Children’s Complaints at the Wafaqi Mohtasib Regional Offices.
At federal level, National Commissioner has more of a coordinating and standardization
role and with the persistent efforts of the National Commissioner, the following provincial child
commissioners have been notified:


Ms. Nasreen Farooq Ayub, Provincial Child Commissioner – Punjab.



Mr. Abdul Sattar Khan, Provincial Child Commissioner – Khyber Pakhtunkhwa.



Syed Munawar Ahmed Shah, Provincial Child Commissioner – Balochistan.



Mr. Muhammad Naseer Jamali, Provincial Child Commissioner – Sindh.



Mr. Absar Hussain Jarral, Child Commissioner – Azad Jammu & Kashmir.

National Committee on Children broadly have an advisory role and to provide expert
input. However, the specific objective of the committee is to formulate, monitor and coordinate
policies on child rights and child protection among federal and provincial governments and
Ombudsmen in Pakistan. According to existing mechanism of handling complaints at provincial
ombudsman level which after the 18th amendment had exclusive jurisdiction for child protection
and child rights and for its implementation purpose at grassroots level with the determined
efforts of the National Commissioner and cooperation of the provincial ombudsmen/child
commissioners, Child Rights Steering Committees (CRSCs) at the provincial level have been
notified. The main objective of the CRSCs is to address systematic issues pertaining to child
rights, aid in public policies to improve situation of children’s rights in Pakistan, to monitor
situation of child rights and to ensure accountability of federal agencies charged with the task of
compliance with the UNCRC. CRSCs at provincial level are comprised of senior officials from
government agencies responsible for child protection and representatives of CSO working on
child rights. CRSCs target is to promote, protect and defend the rights of children in Pakistan.
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Appointment of Investigating Officers/Advisors
The nine regional offices in Peshawar, Dera Ismail Khan, Lahore, Faisalabad, Multan,
Quetta, Sukkur, Hyderabad and Karachi under the WMS have designated Senior Investigating
Officers/Advisors for handling complaints pertaining to children.
It’s not an easy task to get the optimum outcomes from the limited resources in a very
short period of time but, Office of the National Commissioner for Children is proving that they
have the capacity to work and they have emerged as voice of the children in Pakistan. The
federal and provincial ombudsmen work closely to analyse the situation in the field of
observance of the rights of the children. However, the offices are considering new parameters
for future redressal of the critical issues, by observing the international standards and techniques.
The Federal Ombudsman is working for developing the capacity of the provincial ombudsmen
and Wafaqi Mohtasib Secretariat regional offices.
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Chapter 12
Advisors/Investigating Officers
Honorary Senior Advisors, Senior Advisors, Associate Advisors and
Consultants etc.
Honorary Senior Advisors
Syed Anwar Mahmood, Head Office, Islamabad
He served as Federal Secretary in the Ministry of Health and Ministry of Information &
Broadcasting.
Malik Asif Hayat, Regional Office, Lahore
He served as Chairman, Federal Public Service Commission, Secretary to President and
Inspector General of Police.
Mr. Omar. H. Sajjad, Head Office, Islamabad
He is Barrister at Law and is practising as an Advocate Supreme court of Pakistan.

Senior Advisors
Mr. Ejaz Ahmad Qureshi, Head Office, Islamabad
He served as Federal Secretary, Environment and Railways and Chief Secretary in Sindh and
Khyber Pakhtunkhwa.
Mr. Aneesuddin Ahmad, Regional Office, Karachi
He served as Ambassador of Pakistan in various countries of the world.
Raja Raza Arshad, Head Office, Islamabad
He was Federal Secretary in the Ministry of Women Development.
Capt. (R) Agha Nadeem, Head Office, Islamabad
He served as Secretary Information & Broadcasting and Member in Wafaqi Mohtasib Secretariat.
Mr. S. M. Tahir, Head Office, Islamabad
He was Special Secretary Wafaqi Mohtasib Secretariat.
Mr. Jaweed Akhtar, Head Office, Islamabad.
He served as Federal Secretary, Ministry of Interfaith Harmony and Member, FST.
Mr. Muhammad Ayub Khan Tarin, Head Office, Islamabad
He served as Additional Auditor General of Pakistan.
Hafiz Ahsan Ahmed Khokhar, Senior Advisor/Registrar, Head Office, Islamabad
He was Advisor in the Federal Tax Ombudsman. He is a Supreme Court Advocate.
Mr. Imtiaz Inayat Elahi, Head Office, Islamabad
He served as Federal Secretary, National Health Services, Regulations & Coordination,
Islamabad.
Mr. Taimur Azmat Osman, Head Office, Islamabad
He served as Secretary, Establishment Division.
Syed Mohsin Asad,Regional Office, Lahore
He served as Federal Secretary, Federal Tax Ombudsman.
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Mr. Ali Arif, Regional Office, Lahore
He served as Federal Secretary, Tourism Division, Islamabad.
Malik Muhammad Iqbal, Regional Office, Lahore
He served as Director General, FIA.
Ms. Farzana Jabeen, Regional Office, Karachi
She served as Member Training, FBR.

Oath Taking Ceremony of Advisors and other Officers

Advisors/Investigating Officers
Hafiz Muhammad Ziauddin, Head Office, Islamabad
He was Senior Joint Secretary in the Cabinet Division.
Mr. Shah Mahboob Alam, Head Office, Islamabad
He served as Executive Director/CEO, OGDCL and Joint Director General,
Intelligence Bureau.
Maj Gen (R) Haroon Sikandar Pasha, Head Office, Islamabad
He served as DG NAB, Sindh.
Mr. Javed Akhtar Sheikh, Head Office, Islamabad
He served as Additional Secretary/Member Finance, Ministry of Railways, Islamabad.
Ms. Mobashshrah Nighat Bajwa, Regional Office, Lahore
She served as Director General, External Publicity Wing and Additional Secretary, Ministry of
Information & Broadcasting.
Mr. Abdul Basit Khan, Regional Office, Lahore
He served as Executive Director, NIPS, Lahore.
Mr. Tauqir Ahmed Faiq, Honorary Advisor, Regional Office, Lahore
He served as Acting Secretary, WMS.
Mr. Muhammad Ishaq Lashari, Regional Office, Karachi
He served as Additional Chief Secretary, Govt. of Sindh.
Syed Muhammad Athar Zaidi, Regional Office, Multan
He served as Regional Commissioner of Income Tax, Central Region, FBR, Multan.
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Chaudhry Abdul Hameed, Regional Office, Multan
He served as District and Session Judge, Bahawalnagar.
Mr. Mussadaq Muhammad Khan, Regional Office, Multan
He served as Chairman, Agriculture Policy.
Ch. Qurban Ali, Regional Office, Faisalabad
He served as Accountant Member, Appellate Tribunal, Inland Revenue, Islamabad.
Mr. Ejaz Ahmad Buttar, Regional Office, Faisalabad
He served as District and Session Judge.
Mr. Sang-e-Marjan, Regional Office, Dera Ismail Khan
He served as Chief Secretary of Gilgit Baltistan.
Mr. Ihsanullah Baber, Regional Office, Dera Ismail Khan
He served as District and Session Judge, Peshawar.

Associate Advisors
Syed Qamar Mustafa Shah, Head Office, Islamabad
He served as Joint Secretary, Cabinet Division, Islamabad.
Mr. S. M. Abdullah, Head Office, Islamabad
He served as Director General in President’s Secretariat.
Mr. Ghulam Farooq, Regional Office, Peshawar
He served as Member, Board of Revenue in Government of Khyber Pakhtunkhwa.
Mr. Adalat Khan, Regional Office, Peshawar
He served as Member, Provincial Services Tribunal in Government of Khyber Pakhtunkhwa.
Mr. Muhammad Aslam Pathan, Regional Office, Sukkur
He was Additional Secretary in Government of Sindh.
Syed Ali Shah Bukhari, Regional Office, Sukkur
He was Chairman, Board of Intermediate and Secondary Education, Sukkur.
Mr. Ghulam Sarwar Brohi, Regional Office, Quetta
He served as Director General, Trade Development Authority of Pakistan.
Mr. Hussain Shah Sherani, Honorary Associate Advisor, Regional Office, Quetta
He served as Director General, Planning & Development Deptt. Govt. of Balochistan.
Mr. Ghulam Mustafa Zardari, Regional Office, Hyderabad
He served as Post Master General, Karachi.

Consultants
Mr. Muhammad Saqib Khan, Head Office, Islamabad.
He was BS-19 Officer of the Federal Government.
Ms. Sibah Farooq, Part Time Legal Consultant, Head Office, Islamabad
She is an Advocate High Court.
Mr. Pervaiz Halim, Head Office, Islamabad
He worked as Section Officer in the Federal Government.
Mr. Shakaib Tahir, Head Office, Islamabad
He worked in the NSPP in the past. He is also Project Coordinator for NCC.
Mr. Muhammad Yameen Sohail, Head Office, Islamabad
He served as Assistant Registrar, Supreme Court of Pakistan.
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Mr. Iqbal Hasan Siddiqui, PS/Coordinator, Head Office, Islamabad
He served as Private Secretary in the M/o Foreign Affairs, Islamabad.
Mr. AnfasYounus, Regional Office, Lahore
He was Deputy Managing Director, Punjab Small Industries Corporation, Lahore.
Mr. Nadeem Tasawar, Regional Office, Lahore
He is a practicing lawyer.
Mr. Akhtar Abbas Mirza, Regional Office, Hyderabad
He was Associate Professor, Education & Literacy Deptt. Govt. of Sindh.
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Chapter 13
Administration
Mr. Haseeb Athar, Secretary, Wafaqi Mohtasib Secretariat, Islamabad
He was Additional Secretary, Finance Division, Islamabad.
Mr. Raeesuddin Peracha, Member (Incharge), Regional Office, Karachi.
He was Executive Director in State Life Insurance Corporation, Karachi.
Dr. Muhammad Khawar Jameel, Member, Regional Office, Karachi
He served as Federal Secretary in the Ministry of Ports and Shipping.
Ms. Talat Altaf Khan, Additional Secretary, Regional Office, Lahore.
She served as Sr. Joint Secretary, Ministry of Inter Provincial Coordination, Islamabad.
Capt. (R) Zahur Ahmed Khan Khalil, Member (Incharge), Regional Office, Peshawar
He served as Member (Finance) in Pakistan Agriculture Research Council.
Mr. Aftab Habib, Director General, Regional Office, Lahore
He was Member Chief Minister’s Inspection Team, Government of the Punjab.
Mr. Shah Sahib, Director General, Regional Office, Peshawar
He was Director General in Planning and Development Division, Islamabad.
Malik Amanat Rasul, Director General, Head Office, Islamabad
He has served as Joint Secretary, Ministry of Religious Affairs and Interfaith Harmony
Dr. Syed Sohail Altaf, Additional Secretary, Regional Office, Peshawar
He has been Joint Secretary in the Cabinet Division
Mr. Saqib Aleem, Director General, Head Office, Islamabad
He was Joint Secretary in the Ministry of Defence.
Mr. Imran Nasir Khan, Director General (Incharge), Regional Office, Multan
He served as Secretary, Department of Zakat, Ushr and Social Welfare, Govt. of the Punjab.
Mr. Rizwan Ullah Beg, Director General, Regional Office, Lahore
He was Member Board of Revenue, Government of the Punjab.
Mr. Khushdil Khan Malik, Director General, Head Office, Islamabad
He served as Director General NACTA in the Ministry of Interior.
Mr. Shahid Zia Cheema, Director General, Regional Office, Lahore
He was Chief, Debt Management in Economic Affairs Division.
Dr. Kamran Afzal Cheema, Director General, Regional Office, Lahore
He was Executive Director in the Ministry of National Health Regulations, Coordination and
Regulations, Islamabad.
Mr. Riaz Ahmad, Director General,Regional Office, Lahore
He was Director, Trade Development Authority of Pakistan, Lahore.
Mr. Mushtaq Ahmed Sheikh, Director General, Regional Office, Karachi
He was Secretary Social Welfare Department, Government of Sindh.
Mr. Ahmad Khan Soomro, Director General, Regional Office, Hyderabad
He served as Chief Finance and Accounts Officer in Ministry of Religious Affairs.
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Dr. Tariq Sardar, Director General (Incharge), Regional Office, Faisalabad
He served as Director, Development and Finance in Commissioner’s Office Faisalabad.
Mr. Muhammad Abdullah Soomro, Director General (Incharge), Regional Office,
Sukkur
He served as Chief Finance and Accounts Officer, M/o Information & Broadcasting, Islamabad.
Mr. Muhammad Ashfaq Ahmad, Director General (Admn), Head Office, Islamabad
He has served as Additional Secretary in the government of Azad Jammu & Kashmir
Mr. Muhammad Naeem, Director, Head Office, Islamabad
He served as Deputy Secretary in the Cabinet Division
Mr. Meran Mohiyuddin, Director, Regional Office, Hyderabad
He served as Deputy Secretary in the Establishment Division.
Ms. Zariyab Mussarat, Dy. Director, Head Office, Islamabad
She served as Assistant Manager in Associated Press of Pakistan (APP)
Syed Nabil Iqbal Gilani, Data Control Officer, Head Office, Islamabad
He has been serving as DCO in WMS since 1994
Ms. Rafia Bano, Dy. Director, Head Office, Islamabad
She served as Headmistress in Government of Sindh
Ch. Muhammad Shahbaz, Director Accounts, Head Office, Islamabad
He served as Accounts Officer in CGA
Mr. Muhammad Sayyed, Director, Regional Office, Lahore
He served in the Access to Justice Programme, Law, Justice and Human Rights Division
Mr. Muhammad Nazir, Dy. Director, Regional Office, Lahore
He served in the Ministry of Narcotics Control
Mr. Muhammad Ramzan, Dy. Director, Regional Office, Lahore
He served in Ministry of Narcotics Control
Ms. Shahina Ahmad, Dy. Director, Regional Office, Karachi
She served as Deputy Secretary, Government of Balochistan
Ms. Shaheen, Dy. Director, Regional Office, Karachi
She served as Section Officer, Port & Shipping Wing, Karachi
Ms. Bahleem Bilqees Jan, Dy. Director, Regional Office, Karachi
She has been serving in WMS, R.O. Karachi.
Mr. Jehanzeb Latif, Acting Director General, Regional Office, Peshawar
He served as Director in Directorate of Electronic Media, Ministry of Information and
Broadcasting.
Mr. Fawad Hanif, Dy. Director, Regional Office, Peshawar
Mr. Rizwan Javed Hashmi, Dy. Director, Regional Office, Multan
He served as Assistant Post Master General, Lahore
Mr. Rashidullah Khan Kundi, Dy. Director, Regional Office, D.I. Khan
He served as Assistant Post Master General, S.P. Region, D. I. Khan.
Mr. Abdur Rasheed, Dy. Director, Regional Office, Faisalabad
He served as Section Officer, Establishment Division.
Mr. Sohail Ahmad Phatak, Software Developer, Head Office Islamabad
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Chapter 14
Organogram of Wafaqi Mohtasib Secretariat
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FEEDBACK

Chapter 15:

Visit of the Honourable President of Pakistan to
the Head Office and his observations

Chapter 16:

Observations of:
1. Speaker National Assembly of Pakistan,
Sardar Ayaz Sadiq
2. Leader of the Opposition,
Syed Khursheed Ahmed Shah
3. Minister for Interior and Narcotics
Control,
Ch. Nisar Ali Khan
4. Chief Justice (R)Supreme Court
Mr. Iftikhar Muhammad Chaudhary
5. Governor of the Province of Balochistan
Mr. Muhammad Khan Achakzai
6. Special Assistant to the Prime Minister
Kh. Zaheer Ahmed
7. Chairperson Prime Minister’s Youth
Program,
Ms. Leila Khan, MNA
8. Former Deputy Chairman Planning
Commission and Secretary General
Ministry of Finance
Mr. Saeed Ahmad Qureshi
9. Chairman, Sui Northern Gas Pipelines Ltd.
and Former Principal Secretary to the
Prime Minister
Mr. Muhammad Saeed Mehdi
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10. Former Principal Secretary to the Prime
Minister and Cabinet Secretary,
Ms. Nargis Sethi
11. Director General, Federal Judicial
Academy and Former Registrar, Supreme
Court of Pakistan,
Dr. Faqir Hussain
Chapter17:

Comments by the complainants

Chapter 18:

Clippings from the media
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Chapter 15
Visit of the Honourable President of Pakistan to the
Secretariat of the Federal Ombudsman
The Honourable Mr. Mamnoon Hussain was the first President of Pakistan ever to visit
the Secretariat of the Federal Ombudsman on 26th January, 2015. He commended the efforts of
the Office of Wafaqi Mohtasib for providing free of cost justice to the common man suffering
from official apathy, incompetence and maladministration. He particularly appreciated the
institution for clearing the backlog of citizens’ complaints.

The Honourable President Chairing the Meeting of the Advisors

The President also lauded the proactive approach of Wafaqi Mohtasib in taking
cognisance of serious and persistent complaints about the outbreak of measles, non-availability
of machine-readable passports and Khairpur bus accident. He referred to the inquiry into the
Khairpur bus accident in which 57 precious human lives were lost, and particularly appreciated
the initiative of Ombudsman and his team in this regard. He also mentioned the initiatives
pertaining to the Speedy Complaint Resolution (SCR) by taking the administrative justice to the
doorsteps of the common man, and said that it would provide fresh impetus to the efforts for
affording relief to the poorest of the poor.
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President’s Remarks
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Chapter 16
Observations of Speaker National Assembly of Pakistan,
Leader of the Opposition, Chief Justice (R) Supreme
Court and other Dignitaries
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Extracts from the letter of Mr. Muhammad Saeed Mehdi, Chairman, Sui Northern Gas
Pipelines Limited, and former Principal Secretary to the Prime Minister
Dated the 22nd Dec, 2014
My dear Salman Faruqui Sahib
Kindly refer to your d.o. No.2/Sec/FSRC/WMS/2014 dated the 12th December, 2014.
The establishment of the Federal Advisory Committee and Speedy Complaint Resolution
(SCR) is indeed a land mark in the development of the Federal Ombudsman’s Secretariat of
Pakistan. Otherwise too the Ombudsman’s Secretariat was established to safeguard and protect
the rights of the under privileged citizens against mal administration by functionaries of the
Government. You might recall that during Ayub Khan era, a sitting Commissioner of a Division
slapped a member of the West Pakistan Assembly in the very premises of the Assembly
Chambers and he continued to function in this capacity with full pride and honour, enjoyed
complete protection of the Government of the day without any fear of even being questioned,
what to talk of any action against him. How tragic! I think this is something which would not
have taken place during the British era, who treated us, as they say, though I do not agree, a
colony of the British rule. Is it this for what our elders fought and struggled to seek freedom
from a foreign rule and is this the rule of law for which our forefathers struggled for the last
many centuries. We had heard about it and had read it only during the early days of Islam after
which it all seems to be a farce. We do discuss and read it in books, but is distanced away from
the reality. Burning of two persons alive in Kasur area and butchering of 140 innocent school
going children. Does this represent our religion, our culture, our education, our ethics, out
values? Is this a dream our forefathers and elders had seen while they were struggling for a free
homeland where they would lead their lives according to their religion, faith, culture, traditions,
our values. They had lot of hopes. Its good they are not alive to see how their dreams and hopes
have been dashed to the ground.
Needless to mention that after late Justice Sardar Muhammad Iqbal the first Federal
Ombudsman, it is now you, who have put a new life and vigour in the institution otherwise it
was just considered an organization which could enable a retired junior civil servant to obtain his
pension after some years or a telegram which had been sent in 1952 and was delivered in 1962. I
read in the press various Federal Ombudsmen claiming these achievements. Despite your failing
health at that time when you got this assignment decided more than 68,000 cases in a year. It is a
Herculean job. Its not a joke. For years and years these cases were lying in the cold storage. You
took these cases out of the Almirahs and assigned target to each of your Advisors and officers
and made sure that these targets are met. Those who failed to do so were eased out.
When my late father came to Pakistan on four months leave in September 1947 to settle
us in Lahore and went back to Delhi he found his house and his car having been taken over by
the Custodian Enemy Property Board. It took him just 24 hours to get back the house and the
car in an enemy country. He was neither an ICS nor a Police Officer, he was just an educationist
(Education Advisor, Muhammadan Education, Govt. of India). At that time Education was not
considered a high profile Department. Same is the case even today. On the other hand the house
which was allotted to us at Masson Road, Lahore was taken away from us and we were thrown
out forcibly on the road. It took us 16 years to get it back after a protracted litigation starting
from Settlement Courts up to the Supreme Court. If this is the freedom and rule of law for
which our elders fought and my father returned all his titles and honours like Khan Saheb, Khan
Bahadur. His Majesty’s Brotherhood, QHGM (a title given to Mahatma Gandhi too), while being
in the active Government Service at the call of Quaid-i-Azam and British Government did not
even touch him or convey its displeasure. In fact the Chief Commissioner, Delhi to whom he
went to return the titles, appreciated his sense of patriotism. He was an English man and it was a
British rule.
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Let me assure you of my role I may be required to play in this regard as member of the
Federal Advisory Committee and Speedy Complaint Resolution. My prayers and best wishes are
there for your successful career here as it has always been wherever you have served. The
MOTOR WAY from Lahore to Islamabad, Yellow Cab Scheme which had a record loan
repayment of more than 80%, IPPs are definitely something you can be rightly proud. At least I
am proud of it for the role you played because I was a part of the Government in one way or the
other at that point of time. Very few civil servants may have been able to achieve such success as
you did and overcome the problems, difficulties and the opposition in the way of these Projects.
But you know how to solve them and handle them and you did it. Well done, Sir as always and
keep it up!
With best regards and all the good wishes,
Sincerely yours,
Sd/(Muhammad Saeed Mehdi)
M. Salman Faruqui,
Federal Ombudsman of Pakistan,
Constitution Avenue, Islamabad

62

Annual Report of the Federal Ombudsman 2014

63

Annual Report of the Federal Ombudsman 2014

64

Annual Report of the Federal Ombudsman 2014

Extracts from Ministry of Commerce letter No.14(1)/2014.EU-II dated 25.02.2015
While issuing Notice for the meeting of Federal Treaty Implementation Cell, the Ministry
of Commerce appreciated the role of Wafaqi Mohtasib in providing relief to the citizens. Para-2
of Ministry of Commerce above mentioned letter is reproduced below:
“A meeting of the Federal TIC is scheduled to be held on 2nd March, 2015 at 1100 hours
in the Committee Room, Ministry of Commerce, 4th Floor, Block ‘A’, Pak Secretariat,
Islamabad. The role of the Ombudsman in providing relief to the general public specially
for grievances against the government machinery has always been lauded and showcased
by the Government as an example of ensuring good governance. It would, therefore, be
in the interest of the members of TIC to have inputs/suggestions from your esteemed
Secretariats on this subject.”
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Comments by the Complainants
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Chapter 17
Comments by the Complainants
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Clippings from the Media
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Clippings from the Media
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Daily Times
Lahore, 27.01.2015
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Part VI

CITIZEN COMPLAINTS, PROCESSING
SYSTEM & DISPOSAL WITHIN 60 DAYS

Chapter 19:

Receipt, Registration and Processing of
Complaints

Chapter 20:

Disposal Timelines for Complaints, Review
Petitions and Representations

Chapter 21:

Cognizance and Investigation of Matters of
Public Importance

Chapter 22:

Some Typical Findings

Chapter 23:

Implementation of Findings

Chapter 24:

Some Decisions of the Honourable President on
Representations Made Against the Findings
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Chapter 19
Receipt, Registration and Processing of Complaints
An elaborate mechanism for complaint handling has been put in place in the form of
Complaint Management Information System (CMIS). It is an online activity that facilitates an
organized and rapid processing of the complaints.

Statutory Provisions
Chapter II & III of Wafaqi Mohtasib (Investigation and Disposal of Complaints)
Regulations, 2013 describe the procedure for receipt, registration and processing of complaints.

Processing of the Complaint
steps.

Efficient and timely management of complaints is achieved by the following essential

Receipt of Complaint: A complaint may be lodged in a number of ways. Complainant
may file it personally or through his representative or may send it by post, courier service or fax.
It may also be registered through email or can be filed online using the direct link to CMIS
provided on the website of the Secretariat against maladministration of Federal Agencies. Upon
receipt, the Registrar uploads the complaint on CMIS and allocates a unique number to each
case.
Initial Scrutiny: Initial scrutiny is undertaken by the Investigating Officer who
determines its admissibility according to the procedure laid down in Articles 9 and 10 of P.O.
No.1 of 1983. After admitting complaint, acknowledgement is sent to the complainant via CMIS
generated letter to the designated Investigation Officer. The complainants are encouraged to
furnish all relevant documents along with the complaint. The complaints are disposed of within
the stipulated period of 60 days.
Investigation. The Investigation Officer proceeds with investigation as follows:








Calls for Report from the concerned Government Agency
Receives response from the Agency and sends copy to the complainant for
rejoinder.
Peruses the rejoinder, if any, from the complainant.
Conducts hearing
Carries out onsite inspection (if required)
Prepares draft findings
Submits draft findings for appraisal by Regional Head and subsequent reappraisal by
the Senior Advisor (Appraisal) through Regional Coordinator followed by the
approval by the Honourable Wafaqi Mohtasib The Investigating Officers at Head
Office forward draft findings to DCO for vetting by the Appraisal Wing before
approved by Wafaqi Mohtasib.
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The CMIS generates letters to the complainant and the Agency as well as uploads the
status of the complaint which can be seen using a link provided on the website of the Wafaqi
Mohtasib Secretariat.

Senior Advisor, Mr. Ayub Tareen Conducting Hearing

Final Disposal. After approval by the Honourable Federal Ombudsman, the findings
are conveyed to the complainant for information and to the Agency for information or
implementation, as the case may be.

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

Representation
Any person/Agency 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.

Volume and Causes of Complaints against Major Agencies
Maximum number of complaints during the year under review fell in the following
sectors.





Energy Sector
National Database Registration Sector
Higher Education Sector
Insurance Sector
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Volume of Complaints against Power Distribution Companies (DISCOs)
Wafaqi Mohtasib Secretariat admitted 19,752 complaints against Power Distribution
Companies. The Table below reflects the number of complaints against each distribution
company.
Name of the Company

No. of Complaints

Lahore Electric Supply Company (LESCO)

7,834

Peshawar Electric Supply Company (PESCO)

3,284

Multan Electric Power Company (MEPCO)

2,164

K-Electric

1,898

Sukkur Electric Supply Company (SESCO)

1,452

Faisalabad Electric Supply Company (FESCO)

1,220

Hyderabad Electric Supply Company (HESCO)

717

Gujranwala Electric Power Company (GEPCO)

603

Islamabad Electric Supply Company (IESCO)

542

Quetta Electric Supply Company (QESCO)

38

Total

19,752

Causes of Complaints against DISCOs

369

355

1,603

1,243

19,699

19,101

Others
Total

12,234

12,170

14,943

519

346

343

462

427

523

491

366

364

383

382

437

398

554

497

1,033

1,024

964

940

903

523

1,870

1,352

21,285 21,256

13,927

13,835

16,745

16,042 20,781

19,752
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14,694 17,834

Admitted

Delay in
replacement of
defective meter/
Delay in installation
of poles /
transformers

Received

520

2014
Admitted

572

Received

591

2013
Admitted

Disconnection/
Delay in providing
connection

19,366 19,349

Received

16,931

Excessive/Wrong/i
nflated
billing/imposition of
penalty

2012
Admitted

17,136

Causes of
Complaints

Received

Admitted

2011

Received

2010

17,412
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Causes of Complaints against SNGPL and SSGCL

Causes of Complaints

Received

Admitted

Received

Admitted

Received

Admitted

2014

Admitted

2013

Received

2012

Admitted

2011

Received

2010

Delay in providing
connection

1,494

1,469

1,832

1,798

1,724

1,693

1,854

1,796

1,974

1,864

Excessive/wrong/
inflated billing

1,404

1,397

1,663

1,637

1,544

1,522

1,640

1,609

1,343

1,305

56

51

68

63

52

49

131

127

118

107

639

598

1,241

1,170

979

912

1,285

1,133

1,819

1,703

3,593

3,515

4,804

4,668

4,299

4,176

4,910

4,665

5,254

4,979

Disconnection
Others
Total

NADRA
Causes of Complaints against NADRA

Received

Admitted

Received

Admitted

Received

Admitted

2014

Admitted

2013

Received

2012

Admitted

2011

Received

2010

1,249

1,206

1,687

1,646

1,475

1,422

1,466

1,421

1,863

1,811

Administrative
Irregularities

23

18

93

91

116

109

54

39

12

10

Pension/GPF

6

5

3

3

4

4

2

2

6

5

201

177

265

229

363

322

419

376

1,314

1,229

1,479

1,406

2,048

1,969

1,958

1,857

1,941

1,838

3,195

3,055

Causes of
Complaints
Delay/Non-issuance
of ID Card

Others
Total

Allama Iqbal Open University (AIOU)
Causes of Complaints against AIOU

Causes of Complaints

Received

Admitted

Received

Admitted

Received

Admitted

2014

Admitted

2013

Received

2012

Admitted

2011

Received

2010

Non-issuance of
Degrees/
Certificates/Results

877

874

808

783

770

756

851

825

644

636

Failure to give admission

89

88

72

71

111

107

116

113

141

137

Administrative
irregularities

9

8

2

2

2

2

-

-

3

3

148

140

183

170

531

504

426

373

612

553

1,123

1,110

1,065

1,026

1,414

1,369

1,393

1,311

1,400

1,329

Others
Total
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State Life Insurance Corporation (SLIC)
Causes of Complaints against SLIC

Received

Admitted

Received

Admitted

Received

Admitted

2014

Admitted

2013

Received

2012

Admitted

2011

Received

2010

Non-payment of Insurance
claims

61

55

59

58

72

68

84

84

72

69

Delay/non-payment of
death claims

112

111

118

117

134

134

141

137

195

193

Administrative
irregularities

6

4

4

3

5

5

13

1

9

7

Others

76

68

71

59

137

118

118

113

168

133

Total

255

238

252

237

348

325

356

335

444

402

Causes of Complaints

Reviews to the Wafaqi Mohtasib
Description

2014

Total Reviews Filed

1,010

Decided

772

Accepted

96

Representation to the President
Description

2014

Total Representations Filed

371

Accepted by the President

26

Upheld

17

Remanded Back to WM

4

The Overall Performance of the Year 2014
Description

2014

Total Decision

77,311
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Chapter 20
Disposal Timelines for Complaints, Review Petitions and
Representations
Speedy Justice: a Vision, a Dream and a Reality
Dispensation of speedy and fair justice is usually a time consuming and expensive
activity. The institution of Federal Ombudsman had no time line and such complaints used to
take years for disposal.
The situation improved dramatically and qualitatively with the promulgation of Federal
Ombudsmen Institutional Reforms Act, 2013. Three major factors have brought about the big
change:
a. All complaints, by law, are to be disposed of within a period of 60 days.
b. All review petitions shall be decided within 45 days.
c. Representation to the President shall be decided within 90 days.
d. The Office of Federal Ombudsman would not remain vacant for any period of time.
Either, the present Mohtasib would continue till a new one is appointed, or another
Ombudsman i.e. Federal Tax Ombudsman will assume acting charge, automatically.
The entire backlog of complaints was cleared by 31.12.2014 and all new complaints are
now being decided within 60 days.
At the heart of this development is the Complaint Management Information System. Its
special features include:
a. Online Complaint Registration using internet
b. Online Complaint Status Tracking System.
c. Defined process of complaint resolution
d. Clear boundary definition of every process in the system.
e. SMS Complaint Status Tracking System
f. Centralized Monitoring and Evaluation System.
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The investigation process would be clear from the following figure:

The implementation process in the CMIS is depicted below:
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The time line given in the CMIS for the Investigation process can be seen below:

The Office of the Federal Ombudsman has a state-of-the-art Information Management
System. The Provincial Mohtasibs are also keen to adopt this system in their offices. Punjab has
already done it and it is being operationalized in KPK and Balochistan through the technical
assistance made available by the Federal Ombudsman.
The Provincial Mohtasibs are benefiting from our CMIS due to its following unique and
cost effective features:


No running cost of the CMIS as it is hosted in WMS



Saves time of software development



Saved initial cost of Rs.20 million, which would have been incurred on establishment
of data centre



Free of cost training in operating CMIS.
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The online CMIS functioning in the WMS and sharing with Provincial Ombudsmen is
shown below:

We have converted CMIS System into French and Arabic languages. Several countries
(Particularly those in OIC countries) are being provided this software by us.
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Chapter 21
Cognizance and Investigation of Matters of
Public Importance
Wafaqi Mohtasib was prompt in taking cognizance of cases of crucial management lapses and
matters of public interest.

Capital Development Authority and Civic Agencies
Cases relating to Capital Development Authority (CDA), Ministry of Health, Regulation
and Coordination, Capital Administration & Development Division and regulatory authorities
under Cabinet Division, need special attention as these agencies are involved in sensitive matters
of public importance. CDA being the premier municipal authority of the Capital City handles a
large number of matters of public importance. Complaints pertaining to CDA mostly relate to
maintenance of government houses, roads, street lights, water supply, green areas and general
up-keep of the city and payment of compensation for the acquired land.

Khairpur Bus Accident
A tragic incident of collision took place between a Karachi bound bus originating from
Bahrain in Swat and a truck near Theri bypass, Kahirpur Sindh in the early hours of Tuesday 11 th
November 2014. The accident resulted in death of 57 passengers including the driver and
injuries to 21 others. The Wafaqi Mohtasib took notice, of the incident and ordered suo moto
action under Article 9(1) of the President’s Order No. 1 of 1983, read with Federal Ombudsmen
Institutional Reforms Act, 2013. An inquiry committee was constituted to look into the causes of
this tragic incident and to suggest recommendations to avert such occurrences in future. The
inquiry report has highlighted serious lapses in the working of National Highway Authority and
suggested measures pertaining to public transportation, road infrastructure, vehicle safety
legislation/regulation and hospital/emergency response issues.

Report on Railways Pension Cases
The Wafaqi Mohtasib took cognizance of a news item appearing in the daily Dunya,
Islamabad, issue of 14.02.2014, regarding death of a retired employee of Pakistan Railways, in
pursuit of his pension case. The Railway authorities had required him to frequently visit the
Railways Headquarters, Lahore, from his native town, Pakpattan. The Wafaqi Mohtasib called
for a report from the General Manager (Operations) Pakistan Railways Headquarters, Lahore.
Wafaqi Mohtasib conducted two hearings of this case, the first in Islamabad on 07.03.2014 and
the second in Lahore on 19.03.2014.
During these hearings the need for improvement in the system of finalization of pension
cases of Railway employees was strongly felt so as to avoid such tragic incidents in future.
Accordingly, the Wafaqi Mohtasib constituted a Committee, comprising the senior
officers/advisors of the Secretariat, to look into the causes of inordinate delay in finalization of
this case, suggest remedial measures and also recommend improvements in the overall system of
payment of pensionary benefits.
Upon examination, the Committee observed that despite existence of detailed rules and
regulations, inordinate delay in finalization of pension cases occur primarily due to:
(a) inadequate safeguards to protect pensioner’s interests, (b) lack of an effective enforcement
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mechanism and supervisory checks, (c) ineffective record keeping, (d) lengthy and cumbersome
procedure involved in pension cases, and (e) lack of automation etc.
In order to streamline the existing system of pensionary benefits to all retired officials of
the federal government, in general, and of the Pakistan Railways in particular, the committee
recommended that:
i.

The Agency should maintain a computerized list showing the dates of retirement of
all their officers and staff who are due to retire within a financial year, and review
progress of those cases on quarterly basis.

ii.

Head of Department for officers in BS-16 and above and Head of Office for
officials in BS 1-15 should monitor and ensure fast track completion of service
records and their entries in computerized system since it is essential for calculating
qualifying service, which then forms the basis to work out the pension.

iii.

Focal persons within the Agency, not below BS-20, with support staff be appointed
to conclusively monitor and resolve pension matters immediately, completion of
service record of officers and staff and its regular updation, and liaise with
audit/accounts office for finalization of pension cases. The Accounts offices shall
also nominate their focal persons.

iv.

Keep the pensioner updated with regard to his pension case through
communication with him at least three months before his date of retirement and his
acknowledgement for having seen his papers be obtained.

v.

Within Wafaqi Mohtasib’s Secretariat, an Advisor would be appointed as the focal
person to promptly attend to complaints relating to pension.

vi.

Infrastructure for pension payment needs to be upgraded.

vii.

Computerized service record of all employees including entering the service books
in the system be started immediately and completed by 31st December 2014. The
PIFRA authorities may be approached for assistance since they have configured it
in their system.

viii. Switchover from manual to system-based pension payment i.e. direct monthly credit
to pensioner’s bank account and withdrawal through ATM and, at a later stage,
arrange use of biometrics with the concerned bank branches to facilitate the
pensioners and eliminate any ghost pensioners.
ix.

Disseminate information about Direct Credit System and take steps to popularize it
in order to universalize its use in the organization.

x.

The computerized system should introduce Online Alert System, which shall keep
issuing “warning alerts” to the employees (with a copy to the focal person) six
months before their retirement so as to enable them to get their own data updated.

xi.

The cheques once issued to the employees for payment of their settlement dues,
must be honoured by the banks and the Railway Administration shall ensure that
there is no excuse for any budgetary constraint whatsoever so that no single case is
delayed on this account.

xii.

Pension case may be sent to the Accounts Office complete in all respects according
to a checklist containing all necessary items.

xiii. The Agency should adopt a de-centralized system for processing pension cases.
xiv. In order to curb corrupt practices, the Agency should process the pension cases in
an open/transparent manner.
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xv.

Disposal of pension cases may not be left to the operational level only; it may be
supplemented by appropriate supervisory level checks.

xvi. All ministries/divisions/departments must follow the guidelines given in “A Manual
of Pension Procedures” issued by PPARC, Establishment Division in 2006.
xvii. The General Manager Railways, or the CEO, if any, at a later stage, should be
personally responsible to ensure implementation and compliance of these
instructions.
Report of the Committee was sent to Pakistan Railways, Headquarters, Lahore, for
implementation of the recommendations of the Committee. Copies of the report
were also sent to all concerned for similar action.

Report of the Inquiry Committee into the Causes of Delay in Issuance of
Passport
The Wafaqi Mohtasib constituted a Committee on 11th April, 2013 under Article 18 of
the Establishment of Office of Wafaqi Mohtasib Order 1983 (President’s Order No.1 of 1983)
to inquire into the causes of delay in issuance of about 7,50,000 Machine Readable Passports
(MRPs). Tens of thousands of people had been facing great hardship due to extraordinary delays
in the issuance of their passports. Each day about 15,000 to 20,000 Pakistanis then applied for
passports but only about 5000 passports were issued, mainly due to the shortage of lamination
papers.
The Committee looked into the deficiencies in the working of Directorate of
Immigration and Passport and made recommendations for improvement. These
recommendations were fully endorsed by the Principle Secretary to the Prime Minister, Secretary
Interior and Director General, Immigration and Passports. Salient points of the
recommendations were as follows:The Establishment of a Passport and Immigration Authority on the pattern of
a.
NADRA
b.
Those applicants who had paid urgent fees, but were not provided passports
within the prescribed period deserve refund of the difference in the Passport fee.
c.
Probe by NAB to establish criminality and prosecution of the real culprits who
were responsible for the delays in the issuance of the Passports.
As a follow up of the Inquiry Committee’s report, the Director General, Directorate of
Immigration and Passport took prompt administrative actions and succeeded in clearing the
backlog of pending Passport applications within weeks.
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Chapter 22
Some Typical Findings
Central Directorate of National Savings (CDNS)
“These Findings analyse working of National Saving Organization and make recommendations as to
how to modernize it and make its operations more efficient and customer friendly”.
It was reported in the National Press that National Savings Organization, despite
manifold increase in its customers, deposits and saving schemes, was following work processes
which were sluggish, out-dated and not customer friendly. As a result, there are long queues and
inordinate delay in dealing with general public many of whom are senior citizens. This is due to
the fact that operations of the Organization are still ledger based and transactions are handled
manually. Moreover, National Savings Organization (NSO) is not a member of Clearing House
due to which clearing and settlement is not as efficient as in commercial banks and its
instruments i.e. withdrawal/payment coupon slips and certificates, are not negotiable and,
therefore, the same cannot be deposited in banks for collection of profit/payments.
It was recommended that the Agency should prepare an action plan containing shortand long-term measures with specific time-lines, addressing the areas of public concern e.g.
i)

Redesign and simplify work processes to make them efficient and customer
friendly, such as crediting profit of various Saving Schemes in Saving Account of
the investors at the same Centre and payment on presentation of cheque, or
through ATM.

ii)

There should be complete switch-over from manual to computer based
transactions.

iii)

Feasibility study should be carried out for making the NSO a Member of
Clearing House and making National Savings Instruments negotiable so that
these can be deposited in Banks for collection of profit/payments.
HQR/7151/2014

Finance Division
“In these Findings flaws in government policy with regard to privatization of Habib Bank Limited have
been mentioned as safeguards to protect pensioners’ interest were not provided. Due to this lacuna, pensioners of the
Bank were in extreme financial distress”.
Complainant retired as Vice President from Habib Bank Limited (HBL) in 1996. He was
given pension based on the recommendation of the Pay Commission constituted by the Federal
Government in 1977 that stated that officers and executives of HBL would get pension on the
same lines as obtaining on the side of Federal Government. After the amendment made in 1997
by the Federal Government in Banks Nationalization Act 1974, government did not issue
directive to Banks regarding increase in pension and there was no alternative policy of the Bank
to compensate for the loss on account of non-implementation of Finance Division’s letter dated
30.11.1977. Due to this, the pension of the complainant did not increase after December 2000
till date and remained pathetically low at around Rs.8,000/- per month.
Share purchase agreement (Para 5.2.1) protects existing benefits and facilities of staff
of HBL. But such protection was not available to pensioners. They, therefore, were
discriminated, outcome of which caused extreme financial distress to them.
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Policies of the Agency of not caring for the pensioner, who was covered under its rules,
but was left high and dry in the wake of changes of laws in the Banking industry are unjust legally
as well as morally and correction of the wrong is required from legal point of view as well as
from human angle. It was, therefore, recommended that:
i)

The Agency should revisit the case of non-increase in pension of the complainant
after December, 2000 for redressing his grievance.

ii)

Revisit all similar cases addressing the systemic issues to see as to what went
wrong during transition of the Bank that led to deprivation of ex-employees for
so long and take corrective steps.
HQR/6044/2013

“Former East Pakistan pensioner was being given family pension of Rs.1,000/- per month. The
complainant contested this saying that being citizen of Pakistan she was entitled to the same pension being given to
the same category of government pensioners”.
Complainant was a former East Pakistan pensioner whose family pension was fixed at
Rs.1,000/- per month under Finance Division orders. She stated that pensioners of former East
Pakistan were employees of one Pakistan and not of Bangladesh. They took oath under the
Constitution of Pakistan. Placing them under a separate category was not only against their
fundamental rights but was also contrary to the provisions of the Constitution of Pakistan.
Orders of the Finance Division are not sustainable as these are contrary to Article 25 of
the Constitution which guarantee equality of all citizens before law and their entitlement to equal
protection of law. Stance of the Agency is contradictory: one, declaring them as citizens of
Pakistan but saying that they cannot be compared with civil pensioners; and two, stating that the
pension is given on humanitarian grounds but forgetting the harsh ground reality of survival of a
person on Rs.1,000/- (family pension) or Rs.2,000/ (pension) per month.
It was, therefore, recommended that the Agency should revise the pension by suitably
amending its orders on the subject.

HQR/6868/2014

“This is a case of discrimination where civilian doctors of a hospital were not being given Health
Allowance for the reason that they were serving in a Hospital under the Control of Armed Forces”.
Federal Government, vide its O.M. dated 06.02.2012, allowed Health Allowance to the
health personnel in the employment of federal government and who were in Basic Pay Scales
Scheme. The complainants were not considered entitled to the said allowance for the reason that
they were working in a Hospital under the control of the Armed Forces. But the status of Armed
Forces Institute of Cardiology and National Institute of Heart Diseases (AFIC – NIHD) was
unique from other Military Hospitals as its expenditure was shared by both Ministry of Defence
and Ministry of Health on 50: 50 basis and the complainants were its civilian employees. On the
other hand they were not given any increase which Army doctors enjoyed in the Hospital. Hence
they faced discrimination from both sides. Since it is a hospital jointly funded by Ministry of
Defence and Ministry of Health, civilian doctors and staff of the hospital are entitled to the
benefits allowed to doctors and staff of Federal Government hospitals.
It was recommended that the Agency should grant Health Allowance to the civilian
doctors and staff of AFIC – NIHD in terms of Finance Division’s O.M. dated 06.02.2012.
HQR/4750/2014

“The Agency was found guilty of discriminatory practice when it rejected the case of pay of the higher post
of certain officers while approving identical case of a group of other officers, although both the cases were covered
under the Federal Service Tribunal (FST) and Supreme Court orders”.
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The Agency took different position in dealing with identical cases. When initial list
comprising 144 “ex-special officers” of Income Tax Department was sent by FBR, the Agency
conveyed its approval vide O.Ms dated 08.01.2013 and 08.04.2013. But later, when another list
of the remaining 56 “ex-special officers” was sent by FBR on 22.07.2013, the same was rejected
by the Agency vide its O.M. dated 06.03.2014 despite the fact that the latter cases were also
covered under the FST judgement dated 23.01.2010 which was upheld by the Supreme Court of
Pakistan Order dated 21.07.2010. Thus the Agency’s O.M. dated 06.03.2014 was not only
violation of FST judgement and Supreme Court Order referred to above but it also contravened
constitutional provisions that guarantee equality of all before law.
It was, therefore, recommended that pay of the higher post may be given to the
complainant and other officers recommended by Federal Board of Revenue vide its O.M. dated
22.07.2013, after necessary verification.
HQR/4917/2014

Privatization Commission
“In this case, the Agency delayed payment of refund of Rs.2.5 million to the complainant for years. Its
representative agreed to pay but later did not honour its commitment.”
Subject of the complaint was non-refund of Rs.2.5 million payable to the complainant
since the deal for the purchase of Malam Jabba Resort had not materialized. In the Supreme
Court of Pakistan, Agency’s Counsel stated that the petitioner (complainant) had withdrawn the
1st instalment. But this fact was not mentioned in the comments of the Agency nor was any proof
of payment provided. Hence, prima facie, a wrong statement was made in the Court. In the
Hearing dated 03.10.2014, the Agency did not contest the claim given in the complaint regarding
non-refund of Rs.2.5 million to the complainant. Rather the Agency agreed to work out, in
consultation with the complainant, present value of the amount of 1st instalment paid by the
complainant. But they did not honour their commitment and failed to attend the hearing on
23.10.2014.
It was, therefore, recommended that the Agency should refund to the complainant the
amount of 1st instalment of Rs.2.5 million along with interest at the prevalent bank rate from the
date it was kept by the Agency in the interest bearing account.
HQR/1701/2014

CADD & NFS&R
“This is a typical case of red-tapism and administrative delays because of which the complainants ran
from pillar to post for payment of their dues. They started pursuance of their case in December 2010 and
approached all possible forums. Since their grievances were not redressed till January 2014, they lodged a
complaint in Wafaqi Mohtasib (Ombudsman)’s Secretariat”.
The complainants stated that their invoices, duly verified by Press Information
Department, were submitted to the Agency in December 2010 but their payment was still
outstanding and the outcome was uncertain despite lapse of many years. Many internal meetings
between the Ministries were held in which the issues were identified and the course of action to
resolve the issues was decided and agreed to by all but still things did not move to their logical
end, with the result that payment of legitimate dues of the complainants got inordinately delayed.
Through intervention of Wafaqi Mohtasib Secretariat, the Agencies were required to
complete the process and make payment to the complainants within 30 days.
HQR/494/2014
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Pakistan Post Office Department
“This case is about discrimination and administrative injustice done to a low paid employee of Pakistan
Post Office Department by refusing him the re-imbursement of medical charges incurred by him on the treatment of
his wife”.
The complainant who was working as DMO in Pakistan Post Office Department stated
that his wife was in family way. She was getting regular treatment from government hospital but
suddenly her condition became worse and he had to take her to a private hospital in a state of
emergency. She was operated upon in that private hospital because he could not shift her to
government hospital in that critical condition. When he submitted claim for re-imbursement of
Rs.15024/- incurred by him on the treatment of his wife, the department refused to reimburse
the amount on the ground that he should have gone to some government hospital. He alleged
that in a similar case the agency had admitted claim of another employee but he was
discriminated.
The complaint was heard in the Regional Office Lahore. The perusal of the documents
revealed that the complainant took his wife to the nearest private hospital i.e. Society Hospital
Nabi Pura, Lahore in an emergency due to high blood pressure. The said private hospital also
issued an emergency certificate. The medical claim had also been verified by the civil surgeon,
medical centre for Federal Government Servants. As the refusal to reimburse the amount was
found discriminatory and unjust, the agency was directed to reimburse the medical claim to the
complainant.
LHR/1685/2014

Lahore Electric Supply Company (LESCO)
“This complaint is about unjust billing charged to Dr. Mian Mahmood-ul-Hasan the
complainant and subsequent disconnection of the electricity supply”.
The complainant stated that when his meter became defective, he approached the
LESCO office for replacement of the meter. Instead of changing of meter, the agency charged
him an unjustified detection bill amounting to Rs.49192/- during the month of February, 2013.
The complaint was heard in the Regional Office Lahore. The Record revealed that on checking
during November, 2012 the meter was found tilted stop. In fact he was being charged on
estimated basis since May, 2012. There was no allegation that the complainant had tampered
with the meter. After perusal of the relevant record, the agency was directed to withdraw the
detection bill of 3151 units unjustly charged to the complainant. The agency was further directed
to restore the electricity supply of the complainant.
.LHR/9096/2013

Promoting Transparency – Relief Provided Under the Freedom of
Information Ordinance
A special feature of complaints received and redressed during the year related to the
implementation of the Freedom of Information Ordinance, 2002 under which, the Office of the
Wafaqi Mohtasib is the appellate authority in cases where the information requested under the
law is not provided. The Office of the Wafaqi Mohtasib can take much satisfaction in the fact
that it received a large number of complaints/appeals from different organizations/individuals
seeking intervention and relief and in all but eight complaints, relief was provided to the
complainants/appellants. Of the eight cases in which relief could not be provided, four (4)
related to the Federal Board of Revenue and, therefore, were affected by the law of jurisdiction
as appeal in those cases lies with the Federal Tax Ombudsman. One case was closed in the light
of the decision passed by the President against the Findings of the Wafaqi Mohtasib in an
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identical case. Two cases were closed as the complainants had filed appeals against an Agency
that was not concerned with the complaints and another case was closed as the Agency
complained against was not at fault.
Prompt and effective disposal of these complaints and provision of information by
different Agencies on the intervention of the Wafaqi Mohtasib is indeed an important milestone
for this Office and indeed for the supremacy of law and transparency in Pakistan. It reflects
strongly on the healthy and positive role this Office continues to play in aid of the civil society.
Clearly, this could not have been achieved without the equally positive attitude of the different
Agencies against whom the appeals had been filed. Now that the confidence of the appellants
has been established in the appeal mechanism provided for under the Freedom of Information
Ordinance, more such appeals are likely to be received in the future but more importantly,
different Agencies of the Government stand equally sensitized on the issue and are now
expected to treat requests for information received under this law with greater sensitivity and
care.
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Chapter 23
Implementation of Findings
Implementation of the Findings/Recommendations
The process of a complaint registered with the Wafaqi Mohtasib Secretariat does not
attain finality until it is disposed of by the Implementation Wing established at the Head Office
and the Regional Offices. The Findings approved by the Honourable Wafaqi Mohtasib
specifically under clause 23(1) (e, f, & h) of the Wafaqi Mohtasib (Investigation and Disposal of
Complaints) Regulations, 2013 are placed on the CMIS and the record is retained within the
Implementation Wing of the concerned region. It continues to be incomplete until the Agencies
categorically submit that the recommendations have been implemented in terms of Article 11(2)
of the President’s Order No. 1 of 1983.
The Implementation Wing was activated on the direction of the HWM and a Senior
Advisor was appointed to oversee and manage the Wing. By the end of the year 2014
approximately 83% of the findings stood implemented. The remaining number includes several
cases in which the given timeframe for implementation had not passed.

Implementation Mechanism
The Ombudsman Secretariat has Implementation Interface on the Complaint
Management Information System (CMIS). The implementable findings with recommendation
and timeline/due date for implementation are automatically uploaded on this interface, as shown
in the Figure below:

130

Annual Report of the Federal Ombudsman 2014

Chapter 24
Some Decisions of the Honourable President on
Representations Made Against the Findings
The decisions of the President on representations made against recommendations/
findings of the Wafaqi Mohtasib constitute an important source of establishing principles and
determining the direction of systemic modification and change for a more just governance
process. Examples of the President’s decisions, mentioned below illustrate the kind of
determinations given by him on important issues that have bearing on better standards of
governance in public agencies. As in the previous year, it is encouraging to note that three fourth
of WMS findings continue to be upheld by the President.
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Chapter 25
Grievance Commissioner for Overseas Pakistanis
At present, 7.5 million Pakistanis are living and working in 70 different countries of the
World. Despite their remittances of around 16 billion US dollar per annum, they have frequent
complaints against the attitude of various federal government agencies. They find the state
functionaries to be generally non-responsive and not forthcoming at the time of need. It was in
this back-ground that the Grievance Commissioner was appointed for quick redressal of the
problems being faced by overseas Pakistanis
Federal Ombudsman appointed Hafiz Ahsan Ahmed Khokhar, Senior Advisor (Law), as
the Grievance Commissioner for the Overseas Pakistanis under Section (7) of the Federal
Ombudsmen Institutional Reforms Act, 2013 with the following objectives:
i.

ii.

To advance the welfare of Pakistanis working or settled abroad and their families
living in Pakistan by identifying their systemic problems against the state
functionaries and by contributing to their solutions within the scope of Wafaqi
Mohtasib Secretariat.
To evolve internal mechanism in the Ministries/Divisions/Organizations of the
Government of Pakistan for resolution of the individual and collective problems
of Overseas Pakistanis.

Agencies/Departments on board:
The Grievance Commissioner initiated a consultative process by taking all the relevant
agencies on board which included Ministry of Foreign Affairs, Ministry of Parliamentary Affairs,
Federal Board of Revenue, Federal Investigation Agency, Overseas Pakistanis Foundation,
Overseas Pakistanis Employment Corporation, Ministry of Overseas Pakistanis & Human
Resource Development, Directorate General of Immigration and Passports, Associated Press of
Pakistan Corporation, Pakistan Broadcasting Corporation, Civil Aviation Authority, National
Database and Registration Authority, Board of Investment, Pakistan International Airlines
Corporation, Ministry of Information, Broadcasting & National Heritage and Co-operatives
Department, Islamabad.
Meetings have been held for evolving mechanism for redressal of complaints of overseas
Pakistanis against Federal Government Agencies. With the cooperation of the Agencies
important steps have been taken which include establishment of Advisory Council, installation of
toll free universal telephone complaint line and setting up of dedicated desks on international
airports in Pakistan for attending to the overseas Pakistanis.
Moreover, the working on the online complaint system for Overseas Pakistanis has
reached its final stage along with the mechanism for online verification of documents. The
progress on establishment of one window facilitation centre for overseas Pakistanis at airports of
Islamabad, Karachi and Lahore is satisfactory and these centres would be functional by April,
2015.
Federal Ombudsman is committed to the well-being of overseas Pakistanis.
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Chapter 26
Grievance Commissioner for Federally Administered
Tribal Areas
The highland forming a belt between the Khyber Pakhtunkhwa province and the Afghan
border commonly known as Federally Administered Tribal Areas (FATA) is an integral unit of
the federation with a unique governance and adjudication mechanism. Covering a geographical
area of over 27,000 square kilometres, only 8% of the area comprises roads, government
installations, buildings and offices etc. where the government or political administration can take
cognizance of offences while the remaining is non-cognizable territory where the local tribes,
through “jirga” system, keep peace and resolve disputes.
In line with the above mentioned status, formal and informal justice systems run parallel
in the area. Under the formal system, the settlement of criminal and civil disputes takes place in
terms of Frontier Crimes Regulations, and hierarchy of courts has been established while
disputes originating outside the cognizable area are informally settled by the people themselves
according to their “riwaj”, customs and traditions.
In 1983, the Federal government and subsequently, in the succeeding years, all the four
provinces of the country created Mohtasib/Ombudsman Forums in their respective jurisdictions
for redressal of public grievances arising out of mal-administration of federal and provincial
government agencies. However, due to constitutional restrictions the Ombudsman system could
not be extended to FATA. Recently owing to keen interest and untiring efforts of the Federal
Ombudsman, the jurisdiction of Wafaqi Mohtasib (Ombudsman) has been extended to FATA
which paved the way for the creation of an office of grievance commissioner for FATA.
With a view to operationalize this office; the Wafaqi Mohtasib (Ombudsman) has
appointed a Grievance Commissioner and an Associate Grievance Commissioner for FATA. At
present, Mr. Badshah Gul Wazir, Ex-Ombudsman for KPK is appointed as Grievance
Commissioner FATA and Dr. Begum Jaan as Associate Grievance Commissioner for FATA.
Thus establishment of these offices at the Regional Office, Peshawar provide the locals of FATA
with an independent forum where they can lodge their complaints against mal-administration of
government agencies and can seek redressal of their grievances on a fast track basis within sixty
days. So far 32 complaints were received against FATA administration and all of those were
disposed of. These complaints mainly pertained to the non-implementation of Govt. funded
projects by the political agents, up-gradation of schools and non-implementation of “jirga”
decisions.
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Chapter 27
Grievance Commissioner for Pensioners
Wafaqi Mohtasib’s Secretariat has been in constant receipt of complaints from
pensioners regarding the mal-administration of Federal Government Agencies in disbursement
of pension to them. By and large, the nature of ‘mal-administration’ in disbursement of pension
pertains to poor supervisory checks, ineffective record keeping, lack of coordination between
government agencies and the delivery institutions, lengthy and cumbersome procedural
formalities as well as the absence of any mechanism to protect the interests of the pensioners.
In response to this chronically simmering issue and to redress the grievances of senior
citizens/pensioners, who have spent the most productive years of their life in public service,
Wafaqi Mohtasib appointed Capt. (Retd) Agha Nadeem, Senior Advisor as Grievance
Commissioner for pensioners of Federal Government Agencies. Subsequently, the responsibility
was assigned to Mr. Haseeb Athar, Secretary, Wafaqi Mohtasib Secretariat. The Grievance
Commissioner for pensioners not only facilitates the pensioners in sorting out their problems
with respective agencies of the federal government but also acts as a watch dog in safeguarding
the pensioner’s interest.
In the year, 2014 the Grievance Commissioner (Pension) of Wafaqi Mohtasib Secretariat
received 1168 complaints out of which 835 were admitted for further investigation. Eventually,
relief was provided to 502 complainants, whereas 320 cases were closed or rejected as they were
not found to be based on merit or there were technical deficiencies. The Commissioner is also
pro-actively trying to bridge the coordination gaps between the pensioners, their parent offices
and the disbursement agencies like banks. Ministries like Railways are being encouraged to create
pensioner support system and facilitate the sizeable chunk of their pensioners.
It is hoped that this newly sown sapling will grow into a full-fledged shady tree to
provide protective umbrella to the pensioners in future.

Senior Advisors/Grievance Commissioners
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Chapter 28
Grievance Commissioner for CDA and Civic Agencies
There is also a Grievance Commissioner for CDA, Islamabad and Civil Agencies. He
investigates a large number of individual complaints and has produced a comprehensive report
to overhaul the organization by studying and analyzing the systemic problems faced by it.
Concrete proposals were developed in consultation with previous and present managements,
citizens and experts. These have been shared with CDA as well as higher decision-making levels
i.e. the President, Prime Minister, Interior Minister, and the Cabinet Division. It is believed that
implementation of the report will greatly improve the governance issues in CDA.
CDA being the premier municipal authority of the Capital City handles large number of
matters of public importance. Complaints pertaining to CDA mostly relate to maintenance of
government houses, roads, street lights, water supply, green areas and general up-keep of the city,
allotment of plots and payment of compensation for the acquired land. It has been observed that
invariably, the complaints received against CDA do not pertain to just one matter but numerous
issues are highlighted in a single complaint. Thus handling of complaints against CDA becomes
very complex and time consuming which requires a deft handling by the Grievance
Commissioner who should be knowledgeable about the CDA’s Regulations and Bye-laws.
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Chapter 29
Implementation of Freedom of Information
Ordinance, 2002
The Federal Government has promulgated an Ordinance titled “The Freedom of
Information Ordinance, 2002” which came into force with effect from October 26, 2002, and
extends to the whole of Pakistan. The purpose of the enactment is that the citizens of the
country should have access to public record so as to make the Federal Government more
accountable and ensure transparency in transactions. The Ordinance defines “record” as record
in any form, whether printed form or in writing and includes any map, diagram, photograph,
film, microfilm, which is used for official purpose by the public body which holds it. The public
record declared accessible by citizens includes policies and guidelines; transactions involving
acquisition and disposal of property and expenditure undertaken by a public body in the
performance of its duties; information regarding grant of licenses, allotments, benefits and
privileges, contracts and agreements made by a public body; final orders and decisions; and any
other record which may be notified by the Federal Government as ‘public record’ for the
purpose of the Ordinance.(Section 7)
The Ordinance further provides that no requester is to be denied access to any official
record, other than the indicated exemptions such as: noting on the files; minutes of meetings; any
intermediary opinion or recommendation; record of the banking companies and financial institutions
relating to the accounts of their customers; record relating to defence forces, defence installations or
connected therewith or ancillary to defence and national security; record declared as classified; record
relating to personal privacy of an individual; record of private documents furnished to a public body
about which information is not to be disclosed to a third person.(Section 8) Under these, the head
of every public body is required to designate a senior official, not below BPS-19, under his
administrative control for the purpose of providing duly attested photocopies of the public record to
the applicant in accordance with the provisions of sections 7, 11, 12 and 13 of the Ordinance. In case
no such official is designated the person Incharge of the public body is deemed to be the designated
official. Application form is also part of the rules to facilitate the applicant to apply for obtaining a
photocopy of the available public record. Every public body is also required to make available the
Application Form on its website.

Procedure for Processing of Complaints under Section 19(1) of the Ordinance

In terms of Section 19(1) of the Freedom of Information Ordinance, 2002, if the
information to the applicant is not provided within prescribed period, the applicant can file a
complaint with the Wafaqi Mohtasib who may, after hearing him and the representative of the
Agency concerned, direct that the information in question be provided or he may reject the
complaint. This procedure has worked extremely well and all cases that were registered during
the course of the years were disposed of within the prescribed period.

Data of Freedom of Information Cases in 2014
Received

Rejected
in limine

Admitted

Disposed

Relief

Rejected

Closed

127

26

101

94

16

2

76
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Chapter 30
Complaints Management Information System (CMIS)
Technology has brought about ease and style in the life. It is the technology that aligns
the processes of the organization with its aims and objective and facilitates improving the
efficiency of organization. The Secretariat has greatly benefited from the technology in the form
of Online Complaint Management Information System. CMIS is the centre piece of IT based
operations in the Wafaqi Mohtasib Secretariat. This has enabled the Wafaqi Mohtasib Secretariat
to switch over to a state-of-the-art system of processing complaints in a scientific manner. Now
the core process of complaint handling is fully computerized. CMIS connects the Head Office
and Regional Offices for centralized complaint handling. A complainant can lodge a complaint
and know the latest status through CMIS from all over the world using internet. It has served as
a strong monitoring and communication tool for complaint handling. The appraisement and
implementation modules of CMIS also provide effective mechanism to monitor the appraisal,
approval and implementation of the findings of the Wafaqi Mohtasib.
A value addition was made in the CMIS by introducing ‘Time profile of Pendency’. This
module calculates the time consumed from registration to disposal of complaints. It also
identifies the delay in processing and disposal of complaints beyond 60 days.
A database replica was established in Data Centre at the Headquarters. The other
services include Push SMS alert system. An online complaint status finder is also available on the
website of the Wafaqi Mohtasib Secretariat.
The Online complaint registration module of CMIS provides direct line to the
complainant for his/her complaint. The number of online complaints is beginning to pick up
with the rise in awareness and the growing use of information technology in the country.
This Secretariat is providing assistance, technical support and training to the other
Ombudsman Institutions in the country to enable them to adopt the system in their respective
offices. We have shared our CMIS with Provincial Ombudsman Punjab and KPK. These offices
are using this CMIS free of cost. This technological collaboration has resulted in considerable
savings to the public exchequer. The sharing of CMIS with provincial Ombudsmen Sindh,
Balochistan and AJK is currently under process.
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CMIS- Complaint Flow Chart
Complaint No Given by CMIS
Complaint
By Fax, mail, by hand

CR/R&I Section

Online Complaint

Registrar/ Authorized Officer

For Scrutiny
Acknowledgement Letters
Form B

Detailed Investigation
Inv. Officer
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Admissibility

Appraisal Wing
Send SMS Alert to Complainant

Report/Comments/Hearing
Send SMS Alert to Complainant

Admissible-Accept for Investigation

Ombudsman

Reply From Agency

Agency

Findings Type

Implementable

Implementation Wing / Impl-O
For Implementation

Rejected/Closure
Not Admissible

Implemented

Implementation

Agency

Not Implemented
Fill Form R
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Consign to Record

Consign to Recod

Record Section

Agency /Complainant may filed Representation

CMIS – Complaint Flow Chart
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Chapter 31
Instant Information through Text Messages
The Wafaqi Mohtasib Office has adopted state-of-the-art technology to keep the
complainants abreast of the progress on processing of their complaints. After the successful
development and operationalization of the Complaint Management Information System (CMIS),
advanced technology features were introduced in the CMIS for establishing prompt linkage with
the public. One such feature is the SMS alert system which conveys through a text message the
latest status of the complaint on the complainant’s Mobile phone. When an internal activity takes
place on a complaint, the SMS Status Alert System automatically sends a message instantly to the
complainant to update him accordingly. The messages are sent to the complainants at the
following three stages:



Registration of complaint
Postponement of hearing
Approval of Findings

The SMS Status Alert is in operation since November 2014.
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Chapter 32
Opening of Regional Office at Hyderabad
New Regional Office at Hyderabad
In order to extend timely and inexpensive relief to the citizens a new Regional Office has
been inaugurated in Hyderabad on 12th November, 2014 by the Federal Ombudsman. The
Office is situated in the State Life Insurance Building which is an easily accessible and a
well-known location. The Regional Office has jurisdiction over 14 districts, namely: Hyderabad,
Dadu, Matiari, TandoAllahyar, Tando Muhammad Khan, Jamshoro, Benazirabad (Nawabshah),
Thatta, Badin, Sujawal, Mirpurkhas, Umarkot, Tharparkar and Sanghar. Thus, a large segment of
the population of Sindh which, before now, had to travel to Karachi at considerable discomfort
and expense is conveniently benefitting from the services of the Regional Office, Hyderabad.

Federal Ombudsman with Commissioner Hyderabad, Syed Asif Shah and Senior Advisor, Ambassador (R) Mr. Aneesuddin

154

Annual Report of the Federal Ombudsman 2014

Chapter 33
Expansion of Regional Office Building, Lahore
The available space at Regional Office, Lahore had become insufficient due to the ever
increasing workload. The number of visitors/complainants had also increased manifold due to
enhanced volume of work. The visitors and investigating officers faced considerable difficulty
and inconvenience due to the paucity of space and lack of infrastructure.
Extension in the building of Regional Office, Lahore has, therefore, been carried out and
the newly created as well as upgraded office space has been inaugurated by the Federal
Ombudsman.

Inauguration of the extension at Regional Office Lahore

Group photo of the Officers of the Regional Office Lahore
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Proposed Regional Offices
Main objective of the institution of Wafaqi Mohtasib is to provide immediate and
inexpensive relief to the common man, at the grassroots level, against the mal-administration of
various federal government agencies, as enshrined in Article 9 of the Establishment of the Office
of Wafaqi Mohtasib (Ombudsman) Order, 1983 (P.O. No. 1 of 1983). Accordingly, it is
imperative that possibilities be explored to set up new offices of Wafaqi Mohtasib
(Ombudsman)’s Secretariat in different far-flung areas of the country. Hence, during the year
2015, the establishment/functioning of new offices in Gilgit, Abbottabad and Gawadar/Hub
have been planned and measures are being taken to set up the same at the earliest.
Presently the complaints from Hazara Division of KPK, comprising Abbottabad,
Mansehra, Batagram and Haripur districts and Gwadar/Hub districts of Balochistan are being
dealt with in Head Office, Islamabad and Regional Office, Quetta respectively. The total
population of Hazara Division of KPK was estimated to be 4.5 million in 2005 (Wikipedia). The
distance from Head Office, Islamabad to the aforementioned districts of Hazara Division varies
from 70 to 300 kilometres. Likewise Gwadar district of Balochistan comprising five tehsils or
sub-districts i.e. Gwadar, Jiwani, Ormara, Pasni and Suntsar is 1,100 kilometres away from
Regional Office in Quetta. The people residing in these areas find it difficult to approach the
respective Regional Offices. It is, therefore, proposed to set up a Regional Office each in
Abbottabad and Gwadar/Hub to ensure easy, prompt and free of cost provision of relief against
maladministration on the part of different Federal Government Agencies.

Functionalizing the Regional Office in Gilgit
The need for opening of an office in Gilgit was felt as early as the year 2000, when the
then Chief Executive of Pakistan, during his visit to Wafaqi Mohtasib Secretariat, inter alia,
approved establishment of this office. However, despite creation of a number of posts and
allocation of funds, this office could not be made functional for one reason or the other. There
are seven districts in Gilgit-Baltistan namely, Skardu, Gilgit, Ghanche, Diamer, Ghizer and
Astore having total population of 1.301 million projected in 2013 (official website of
Government of GB). The complaints pertaining to Gilgit-Baltistan are presently being dealt in
the Head Office being a remote and mountainous region of the country. After establishment of a
separate Government of Gilgit-Baltistan under Giglt-Baltistan (Empowerment and Self
Governance) Order, 2009 the requirement to functionalize the regional office in Gilgit is
considered necessary. In 2015, the office in Gilgit is, therefore, proposed to be made functional
to provide services to the people of that area.
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Chapter 34
Facilities at the Head Office
A number of facilities have been provided at the Head Office, which include the
following: A Facilitation Centre has been set up to assist and guide the complainants visiting the
office of the Wafaqi Mohtasib.
 Court Room has been set up for holding the hearing of Review Petitions by the
Review Committees.
 Biometric System has been installed to ensure punctuality of the officers and staff of
the Secretariat as also to monitor the complainants and other visitors for the purpose
of security.

Group Photo of Officials of the Federal Ombudsman Secretariat

Get together of Federal Ombudsman Staff
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Get together of Federal Ombudsman Staff

Tree Plantation Ceremony at Federal Ombudsman Secretariat
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Chapter 35
Federal Ombudsman’s Website
The website is an easy mode to connect people to the internet world. The website of the
Wafaqi Mohtasib Secretariat is operational since the year 2000 and provides online interface to
the public. The Secretariat is using this site for dissemination of information on the overall
functioning of the Wafaqi Mohtasib Secretariat to the general public. The website is connected
to a state-of-the-art online Complaint Management Information System (CMIS). Links have
been provided for online complaint registration, updated status and the schedules of the
hearings, under the following alpha iconic headings:

Make a Complaint’



Check Complaint Status



Hearing in next week

This up-to-date information is provided by CMIS which is also used for internal
complaint handling. Other information such as legal framework, Acts, forms and members of
team etc. is also available on the website.
A complaint can now be directly registered on-line through website without visiting this
office. The status of the complaint could be checked from the website, which is linked with
CMIS. A newly designed separate web page has been provided especially for overseas Pakistanis,
who can now file their complaints directly to the Secretariat using online form, which is
connected to CMIS.
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Chapter 36
Video Conferencing Facilities in Head Office and
Regional Offices
The past couple of years not only witnessed unprecedented usage in the number of cases
processed/registered with record number of disposal, but also saw the introduction of much
needed amendments to the Mohtasib Law, making this Office even more sensitive and
responsive to the complaints of the aggrieved. Amongst these, the ones binding this Office to
finalize its findings within 60 days and for the President to decide a representation within 90 days
are the most important features. The Wafaqi Mohtasib has also documented some unique
interventions to make certain public sector organizations more alive and sensitive to the needs of
the people.
To ensure compliance of law and to dispose of Review Petition in 45 days the Wafaqi
Mohtasib deputed a number of Senior Advisors from the Head Office to hold hearings at the
Regional Offices. The Senior Advisors with the assistance of the Regional Officers have
disposed of almost all the review cases pertaining to the year 2014. This arrangement no doubt,
caused heavy financial burden on the budget of this office.
Apart from the above, the Regional Offices, for ensuring regular and quick contact with
the Head Office Islamabad, are using telephone, letters, faxes and despatch correspondence
through courier service in some cases because the time now stands curtailed in view of the
requirements laid down in the law for deciding the cases in a period of 60 days.
The Wafaqi Mohtasib Office is also establishing a vibrant I.T. infrastructure to keep pace
with the latest technological developments with a view to meeting the requirements of computer
based administrative and financial activities. It is intended to provide modern and state-of-the-art
facilities and services to the complainants as well as the concerned staff. This requirement can
only be met through the extensive use of I.T.
The Office is presently receiving about 35 to 40 thousand complaints in a year from the
common citizens against the Federal Agencies. It is expected that with the proposed expanded role of
the Wafaqi Mohtasib, this Office will receive more than 50,000 complaints in a year from the
population of 180 million living in different parts of the country. Most of the complaints, it is believed
will be received from the remote and under developed areas against the offices of NADRA, BISP,
Pakistan Post, AIOU, DISCOs etc. after opening of Federal Ombudsman nucleus offices at District
and Tehsil level and due to common citizens awareness about this Office, which is acting as a poor
man’s court.
In most cases, complainants and agency representatives have to travel hundreds of
kilometres to appear before the Investigating Officer. In some cases, appearance may be required
more than once. This entails large expenditure on their part. The Wafaqi Mohtasib Secretariat is
planning to open satellite offices in the following cities with the facility of video conferencing:
1.

Sialkot (Punjab)

7.

Mirpur Khas (Sind)

2.

Gujrat (Punjab)

8.

Turbat (Balochistan)

3.

Swat (KPK)

9.

Naseerabad (Balochistan)

4.

Gilgit (GB)

10. Zhob (Balochistan)
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5.

Muzaffarabad (AJ&K)

11. Gwader (Balochistan)

6.

Nawabshah (Sind)

12. Hub (Balochistan)

The proposed project is aimed at connecting all the Regional and Satellite Offices of
Wafaqi Mohtasib at different locations throughout Pakistan with headquarter at Islamabad by
setting up video conferencing facility for online hearings and discussions. This will reduce and in
some cases eliminate the requirement of physical movement of officials and logistics between
different offices and will thus prove cost effective. At the same time, with this facility, meetings
and training sessions could be held more frequently as the officials will interface with each other
while sitting in their respective offices. With the placement of this system the Regional Offices
will be able to share among themselves all the useful information and views. Thus, equipping the
Office of Federal Ombudsman with the 21st century facility which will greatly help in achieving
its goal of dispensing speedy and cost free justice to aggrieved citizens.
The Federal Ombudsman also hears the complainants across the country at different
given times to resolve their issues and problems. Video Conference is an effective and efficient
mode of communication to fulfil the task of grievance redressal in a short time.
As physical meetings in Pakistan’s current security situation are considered difficult to be
arranged, this system will enable the institution to work without fear and regardless of security
concerns.
The Head Office Islamabad is now linked up with Regional Offices at Karachi, Lahore
and Peshawar through the Video Conferencing System and the Wafaqi Mohtasib and Officers of
the Regional Offices frequently interact with one another for taking decisions and resolving
problems.
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Chapter 37
Transparent Recruitment Process
In order to ensure transparency and merit in appointment of Advisors/Consultants, the
positions were advertised on the website of the Wafaqi Mohtasib Secretariat. Initially, in 2013, a
Selection Committee comprising Federal Tax Ombudsman, Establishment Secretary, Finance
Secretary, Cabinet secretary and Secretary Wafaqi Mohtasib Secretariat scrutinized applications
and made recommendations. Currently, the Selection Committee comprising Federal Tax
Ombudsman Mr. Abdur Rauf Chaudhry and Federal Ombudsman against Harassment of
Women at Workplace Justice (R) Yasmin Abbassey, Secretary Law & Justice Division, Justice (R)
Muhammad Raza Khan, four Senior Advisors and Secretary, Wafaqi Mohtasib Secretariat makes
recommendations for selection.

Up-gradation
Previously, the retired officers appointed under Article 20 equivalent to BS-22 were
designated as Advisors while that equivalent to BS-21 & 20 as Associate Advisors/Consultants.
The nomenclature of these positions has been changed. Those equivalent to BS-22 are
designated as Senior Advisors, BS-21 as Advisors and BS-20 as Associate Advisors, respectively.
The contracts of the majority of Senior Advisors, Advisors, Associate Advisors and Consultants
have been extended up to 30.06.2015.
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Chapter 38
Career Planning
Although the Wafaqi Mohtasib (Ombudsman) Officers and Ministerial Staff Service
Rules, 2009 were in place, the promotion of various categories of staff was blocked for many
years due to lack of career planning, non-availability of sufficient posts in the higher grade or
lack of opportunity for promotion due to absence of higher post in the cadre. Many employees
in various grades were, therefore, demoralized and were under the impression that they might
retire in the same post. A comprehensive exercise was, therefore, undertaken in 2014 to have an
overview of the situation and to create prospects of promotion for the officers and staff while
remaining within the ambit of the Service Rules 2009 and budget allocation for the current
financial year 2014-15. The exercise facilitated promotion of officers/officials through creation
or up-gradation of posts. New avenues were also opened up for promotion of the employees of
this Secretariat in future.
For capacity building purpose, all the promoted Private Secretaries were deputed for
comprehensive computer training in the Pakistan Computer Bureau. An officer of Wafaqi
Mohtasib Secretariat was nominated for Senior Management Course at National School of
Public Policy, Lahore. Similarly, computer training with the cooperation of HRDN was given to
the Senior Advisors, Advisors, Associate Advisors, Consultants, regular Officers and staff of
this Secretariat.

Secretariat Group officers on a visit to Federal Ombudsman Secretariat

Group Photo of Secretariat Group Officers on a visit to Federal Ombudsman Secretariat
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Chapter 39
Institutional Reforms
The Federal Ombudsman after assuming the charge on 12.12.2012 has brought following
institutional reforms for smooth functioning of this Secretariat and for facilitating the public:i)

Has achieved the milestone of disposal of complaints within 60 days from the date of
registration of complaints as required under Section 9 of the Reforms Act, 2013.
Now up to 31.12.2014 all complaints have been disposed of and Findings uploaded
on Complaints Management Information System (CMIS).

ii)

Constituted Appraisement Wing comprising senior advisors for vetting of findings
before approval.

iii)

Established legal cell for advice on court matters and internal legal issues. The Cell is
headed by an Advocate of Supreme Court of Pakistan.

iv)

Appointed Grievance Commissioners for different Federal Agencies against whom a
large number of complaints are received. Presently such Commissioners have been
appointed for Overseas Pakistanis, FATA, Civic agencies and pensioners.

v)

Constituted Review Committees at Head Office and all Regional Office for hearing
of Review Cases filed by aggrieved party against the findings of Wafaqi Mohtasib for
disposal within 45 days.

vi)

Streamlined the process of pending cases filed under Freedom of Information
Ordinance, 2002 where the Wafaqi Mohtasib is an appellate body, for their disposal
within the prescribed statutory period

vii)

Brought FATA, K-Electric under the jurisdiction of Wafaqi Mohtasib with the
approval of federal government.

viii)

Started SMS alert system for informing to complainants of all stages of their
complaints i.e. registration, hearing and issuance of findings.

ix)

Opened new Regional Office at Hyderabad.

x)

Strengthened the Implementation Wing of this Secretariat due to which almost 81%
complaints have been implemented.

xi)

Streamlined the system of registration of complaints. Now the complainants are
informed about the status of their complaints i.e. admissibility or non-admissibility
through SMS, within 24 hours.

xii)

Constituted Federal Advisory Committee on Reforms & Speedy Complaint
Resolution.
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Chapter 40
Inclusion and Exclusion of Jurisdiction
The Office of the Federal Ombudsman works under two legal instruments.
o President’s Order No. 1 of 1983
o The Federal Ombudsmen Institutional Reforms Act, 2013
Under these laws the jurisdiction of WM includes the following:


A Ministry, Division, Department, Commission or Office of the Federal
Government or Statutory Body.



Corporation or other institutions established or controlled by the Federal
Government.



An agency in which the Federal Government has any share or which has been
licensed or registered by the Federal Government.

Jurisdiction of WM is barred in respect of:


Cases falling within the jurisdiction of Federal Ombudsmen for Tax, Banking, Private
Insurance and Harassment of Women at Workplace.



The Supreme Court, Supreme Judicial Council, Federal Shariat Court or a High
Court.



Sub-judice cases



Matters relating to external affairs



Matters relating to defence



Service matters of public servants.

The President of Pakistan has recently included FATA and K-Electric in WM’s
jurisdiction, while summaries regarding PTCL and Cantonment Boards are pending.
A few recent developments regarding the jurisdiction of the Wafaqi Mohtasib are
indicated below:


Single bench of the Honourable Lahore High Court has on 12th December, 2014
excluded the jurisdiction of the Wafaqi Mohtasib in respect of SNGPL (Punjab) and
LESCO on the writ petitions of SNGPL and LESCO.



Single bench of Islamabad High Court has granted stay order in respect of
jurisdiction of Wafaqi Mohtasib in dealing with complaints against National
Assembly Housing Society, Islamabad.



Election Commission has approached the court to exclude its administrative matters
from Wafaqi Mohtasib jurisdiction.

It would be noticed that while the law unanimously passed by the Parliament had
broadened the scope to provide relief to the common man, some of the above developments
have imposed constraints affecting thousands of complainants who have no other feasible and
affordable recourse.
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Chapter 41
Federal Ombudsman and his Predecessors
Profile of the Federal Ombudsman of Pakistan
Mr. M. Salman Faruqui,
Nishan-e-Imtiaz

Mr. M. Salman Faruqui took oath of office as Wafaqi Mohtasib (Federal Ombudsman) in
March, 2013.In appreciation of his dedicated and exemplary public service of over half a century,
the Government of Pakistan conferred on him the highest public service award of Nishan-iImtiaz.
Mr. Faruqui earlier served as Secretary General to the President of Pakistan and Deputy
Chairman Planning Commission (with the rank of Federal Minister). He was promoted as
Secretary General to the Government with the rank of Minister of State in 1993, and held the
positions of Ambassador-at-large in the Ministry of Foreign Affairs and Secretary General in
charge of Ministries of Communications, Water and Power and Food & Agriculture.
Mr. Faruqui also served as Secretary to the Prime Minister (Mohtarma Benazir Bhutto,
Prime Minister) and Additional Secretary to the Prime Minister (Mr. Muhammad Khan Junejo,
Prime Minister).
He also served as Secretary to the Government of Pakistan, in charge of several
Ministries. Mr. Faruqui also headed several public sector corporations.
Mr. Faruqui is or has been Vice Chairman of the Board of Governors of National School
of Public Policy and Member of the syndicate/Senate of the International Islamic University, the
University of Karachi, Quaid-e-Azam University and SMI University. He led/represented
Pakistan as a member of delegations (as a student) to Asian Study Seminar in Kandi, Sri Lanka,
World Youth Conference in Behamdoun, Lebanon, 6th International Student Conference in
Peradeniya, Sri Lanka and 7th International Student Conference in Ibadan, Nigeria.
He served in the Province of Sindh for 12 years as a Provincial Secretary.
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Mr. Faruqui was involved in revolutionizing telecommunication sector and introducing
optic fibre, digital phones (through highly acclaimed BLT system) and mobile phones in
Pakistan. He also initiated international direct dialling for all telephone subscribers. He initiated
Peshawar to Karachi Indus Highway and implemented dualization of large section of GT Road
(N-5) and the first ever Motorway in Pakistan (M-2). In the Water & Power Sector, he initiated
Ghazi Brotha project (the first hydel project after Tarbela Dam) and also implemented the
renowned 1994 IPP policy which for the first time introduced private sector in power sector and
eliminated outrages throughout Pakistan. In the field of Human Rights, Mr. Faruqui started
scores of Model Special Education Centres throughout the country for all disabilities. He
successfully implemented ban on man-plied cycle rickshaws throughout the country. He also
launched the experimental green channel system at Karachi Airport and initiated schemes of Dry
Ports and Export Processing Zones. Mr. Faruqui also completed mini Port at Gwadar and
initiated scheme for deep seaport project there. He introduced private sector in the Ports and
Shipping sectors and added Terminals for Container Traffic at both the Ports in Karachi and
initiated and completed exclusive Oil and Export Terminals.
Mr. Faruqui has a law degree and a postgraduate degree in Political Science and
International Relations. He also has a postgraduate degree in Public Administration from United
States of America.
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Previous Federal Ombudsmen
Mr. Justice (R) Sardar Muhammad Iqbal, Ombudsman (1983-87)
Chief Justice (R) Sardar Muhammad Iqbal of Lahore High Court was the First
Ombudsman of Pakistan. He taught at the Punjab University Law College for
two decades. He was conferred with the civil award of Sitara-e-Pakistan in
1957. He was elected in 1979 as Chairman, International Appellate Court
Judges Division, of the World Association of Judges.

Mr. Justice (R) Shafi ur Rehman, Acting Ombudsman (1987-88)
Mr. Justice (R) Shafi ur Rehman was one of the longest serving judges of the
Supreme Court of Pakistan. He was conferred Nishan-i-Imtiaz for his
meritorious services in the field of Human Rights. He also served as
Chairman, Commission on Eradication of Corruption and Chairman, Central
Zakat Council.

Mr. Justice (R) Aslam Riaz Hussain, Bar-at-Law, Acting Ombudsman
(1988-91)
Mr. Justice (R) Aslam Riaz Hussain was appointed Chief Justice of the Lahore
High Court in 1976. He was appointed as permanent Judge of the Supreme
Court in 1978 while acting as the Governor of Punjab. He did Diploma in
Fine Arts from Slade School of Arts of London.

Mr. Justice (R) S. Usman Ali Shah, Ombudsman (1991-95)
Mr. Justice S. Usman Ali Shah, a Judge of the Supreme Court, was appointed
as Chief Justice of Peshawar High Court in 1981. He also acted as the
Governor of Khyber Pakhtunkhwa (former NWFP) during 1986. He
remained a Member on the Panel of the Permanent International Court of
Arbitration at the Hague for a 6-year tenure in 1983. He was elevated as Judge
of the Supreme Court in 1987. He was unanimously elected to the Board of
Directors of the International Ombudsman Institute in October 1993 to
represent the Asian Region.

Mr. Justice (R) Abdul Shakurul Salam, Ombudsman (1995-99)
Mr. Justice (R) Abdul Shakurul Salam, a Judge of the Supreme Court, acted as
the Governor of Punjab during 1988. He also held the office of Minister of
Law, Justice and Parliamentary Affairs, Religious Affairs and Minorities. As
Ombudsman he hosted the Board of Directors of IOI during 1998 in
Islamabad.
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Mr. Justice (R) Khalil ur Rehman Khan, Acting Ombudsman (19992000)
Mr. Justice Khalil ur Rehman Khan, a Judge of the Supreme Court, compiled
commentary on “Qanun-e-Shahadat, 1984” (Law of Evidence) adapted from
Justice Monir’s Principles and Digest of the Law of Evidence. As
Ombudsman he was elected as Director on the Board of International
Ombudsman Institute (IOI) to represent the Asian Region.

Mr. Justice (R) Muhammad Bashir Jehangiri, Acting Ombudsman
(2000-2002)
As Acting Ombudsman, Mr. Justice Muhammad Bashir Jehangiri, Chief
Justice of the Supreme Court, hosted the meeting of the Board of Directors
of the Asian Ombudsmen Association (AOA) in Islamabad during 2000. As
President of the AOA, he chaired the fifth Asian Ombudsmen Conference
held in Manila (Philippines) where he was unanimously elected as President
of AOA for the next two years. He chaired the sixth Asian Ombudsmen
Conference held in Tokyo during 2001.

Mr. Imtiaz Ahmad Sahibzada, Ombudsman (2002-2006)
Before his appointment as Ombudsman, Mr. Imtiaz Ahmad Sahibzada served
as Cabinet Secretary and as a member of the National Security Council. He
also served as a Member of the Federal Public Service Commission and
Chairman of the Federal Land Commission.

Mr. Javed Sadiq Malik, Ombudsman (2006-2010)
Mr. Javed Sadiq Malik was serving as Principal Secretary to the Prime Minister
when he was appointed as Ombudsman. He was also elected as the President
of the Asian Ombudsmen Association (AOA). During his tenure, the
construction of the Secretariat building of the Ombudsman was undertaken.
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Chapter 42
Forum of Pakistan Ombudsmen (FPO)
Forum of Pakistan Ombudsmen (FPO), a professional network of independent and
non-political Ombudsmen in Pakistan including the Federal Ombudsman, was established in
2011 to advance good governance across Pakistan and Azad State of Jammu & Kashmir. The
FPO supports the Ombudsmen and their organizations in improving their operations, service
delivery and effectiveness. The FPO also dedicates itself by social, educational, training and
research means to promote Ombudsmanship at the national, provincial and local levels, and to
establish professional linkages internationally.
The year 2014 saw the following two significant activities for the promotion of
Ombudsmanship within Pakistan:
(i)
(ii)

The holding of the Conference on Networking of Ombudsman in OIC Member
States from 28-29 April, 2014 at Islamabad under the aegis of the FPO; and
13th meeting of FPO held on 22nd October, 2014 in Karachi.

Conference on Networking of Ombudsman in OIC Member States
The decisions of the Conference, called “Islamabad Declaration” have been complied
with as per following details:
i)

An OIC Ombudsman Association has been formed with its Secretariat, for the
present, at Islamabad, Pakistan till such time that a permanent venue is selected.
Mr. Abdur Rauf Chaudhry is the convener.

ii)

A Steering Committee consisting of Guinea, Indonesia, Iran, Jordan, Morocco,
Niger, Sudan, Pakistan and Turkey has also been set up to draft constitution,
Bye-laws, rules and procedure to govern the business of the Association. The
Committee will be chaired by Mr. Abdur Rauf Chaudhry, Federal Tax
Ombudsman and President of the FPO.

The Complaint Management Information System (CMIS), governing the computerized
modus-operandi of the Office of the Federal Ombudsman, was translated into Arabic, French
and Spanish for the convenience of the participating countries speaking these languages.

Ombudsmen of Organization of Islamic Countries at Federal Ombudsman Secretariat
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13TH Meeting of Forum of Pakistan Ombudsman
A gist of the important proceedings of the meeting is as follows:i)

The Forum was updated on the IDF-World Bank Project in detail, about the
objectives, targets along with funds availability for the implementation phase.

ii)

A concept paper for development partners was presented in the meeting. The
Federal Ombudsman of Pakistan desired the participants to peruse the
framework contained in the paper so that a unified policy could be adopted while
negotiating financial assistance from the donors.

iii)

Discussion on implementation of Federal Ombudsmen Institutional Reforms
(FOIR) Act, 2013 and enactment of similar legislation by the Provinces.

Review of twenty six recommendations, framed in the workshop arranged by FPO from 25-26
September, 2013 in Islamabad on the “Challenges of Ombudsmanship”.

Ombudsmen of Organization of Islamic Countries on Visit to Federal Ombudsman Secretariat

Visit of the Ombudsmen of the Organization of Islamic Countries
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Chapter 43
Asian Ombudsman Association (AOA)
As a result of global recognition of the concept of the Ombudsman-system and its
usefulness for speedy and inexpensive resolution of public complaints, there had also been a
commendable exercise at IOI of providing a common platform on the regional basis to share
experiences and chart roadmap for the future. Pakistan, supported by China, took initiative to
establish the AOA. Accordingly, the forum of AOA was established on April 16, 1996 as a nongovernmental, non-political and professional forum for Ombudsmen in Asia. The Federal
Ombudsman of Pakistan became the founding member of AOA. It is a singular honour for
Pakistan that the Secretariat of this Association is located within the premises of the Wafaqi
Mohtasib Secretariat in Islamabad.
The then Wafaqi Mohtasib of Pakistan was elected as the first President of the Board of
AOA. Pakistan, being one of its founding members, continues to play a lead role ever since.
AOA currently has 34 members from 19 countries including Islamic Republic of Pakistan,
People’s Republic of China, Japan, Hong Kong, Thailand, Indonesia, Islamic Republic of Iran,
Malaysia and Republic of Korea and is governed by a nine-member Board of Directors.
The Presidentship of AOA is presently with Thailand. Its tenure is for four years and the
next election is due during a meeting of the Board of Directors of AOA and General Assembly
which is scheduled for November, 2015 in Islamabad. Among others, the main functions are to
promote concept of Ombudsmanship in Asia, develop professionalism in discharge of functions,
support research regarding the institution of Ombudsman, capacity building and training of
personnel for delivery of quality services and, above all, share experiences for the benefit of
Ombudsmanship to reach the aggrieved citizens.
During the year 2014 the following events took place:-

16th Annual Meeting of the Board of Directors of AOA held in Seoul, South
Korea
16th Annual Meeting of the Board of Directors of AOA was held in Seoul on 1.7.2014,
under the aegis of Anti-Corruption & Civil Rights Commission (ACRC) Korea, where the
following decisions were taken for promotion of Ombudsmanship in the Asian Region and
within AOA:
i)

The voting rights of the Founding Members should be respected and the status
quo maintained, thereby meaning that there was no need to amend the Bye-Laws
in this respect.

ii)

The Board approved the application of the Commission of Gangwon-do
Province, Republic of Korea for full membership for ratification by its General
Assembly.

Apart from the above meeting, ACRC Korea also hosted the Asian Global Ombudsman
Conference from 2-3 July, 2014 in Seoul. The Conference covered wide range of topics such as
the challenges currently faced by Ombudsmen worldwide, the role of new technologies to make
the work of Ombudsmen Institutions more effective and the introduction of applied measures
for sharing functions of Asian Ombudsman Institutions.
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During the 13th Conference of AOA held in Tehran (Iran) in October, 2013, Pakistan
offered to host the 14th AOA Conference and 17th meeting of the Board of Directors of AOA in
Islamabad. In keeping with the democratic norms, the member countries were consulted who
agreed to the offer made by Pakistan. The event will now be hosted by Pakistan in Islamabad
from24-26 November, 2015. The Conference will provide a unique opportunity to the
Ombudsmen of the member countries to learn from each other’s experiences and also to arrive
at final decision on issues regarding amendment in the rules for Asian Region of IOI to bring
those in conformity with the Bye-Laws of IOI and finalization of the proposed MoU between
IOI and AOA.
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Chapter 44
International Ombudsman Institute (IOI)
The International Ombudsman Institute (IOI), a non-governmental and non-profit
organization, was established in 1978 with its Headquarters in the University of Alberta,
Edmonton, Canada. It was incorporated as a non-profit organization under the Canada
Corporation Act. In 2009, when the University authorities declined to further host the IOI
headquarters, it was shifted to Vienna, Austria, with effect from 1st September 2009. Its
objectives include promotion of concept of Ombudsmanship and to encourage its development
throughout the world, encourage and support study and research; develop and operate
educational programmes associated with Ombudsmanship and collect/store/ disseminate
information about the Ombudsman institutions.
Presently, the IOI has 166 members from 90 countries and is divided into six regions:
Africa, Asia, Australasia & Pacific, Europe and North America. Each region has Regional
President and Directors. The Executive Committee of the IOI consists of five members.
The Federal Ombudsman of Pakistan became a member of IOI in 1986. The incumbent
Federal Ombudsman of Pakistan, Mr. M. Salman Faruqui was elected as Regional President of
IOI Asian Region in 2013.

Meeting of IOI Asian Directors
The ACRC Korea hosted the meeting of the IOI’s Asian Region Directors on 1 st July,
2014 in Seoul to discuss important issues including, inter-alia, revision of the rules for the Asian
Region of the IOI, measures for the operation of regional training programs, development of the
Asian Region of IOI and regular hosting of the regional conference.

IOI Board of Directors (BoD) Meeting held in Vienna
The IOI Board of Directors (BoD) Meeting was held in Vienna from 27-29 October,
2014. The Federal Ombudsman of Pakistan participated in the meeting as Asian Region
President of IOI. The decisions pertaining to Asian Region are as follows:i)

The IOI Secretariat was tasked to draft a proposal on the next steps to be taken
with regard to future cooperation with regional ombudsman associations
considering AOA as a possible next partner.

ii)

The Board agreed to grant the Lokayukt Organization (Ombudsman) of Madhya
Pradesh, India (Asian Region) full voting membership.

iii)

A special report shall be submitted to the General Assembly to be held in
Thailand in 2016 evaluating the progress made among voting members in
fulfilling the requirements of the International Ombudsman Standards as
expressed in Article 2 of the IOI Bye-laws.

iv)

The Board approved the creation of an IOI Pool of Experts with the terms and
conditions of its functioning. The President also asked all members of the Board
to provide names and contact details of people who could be a part of this expert
pool, to the Secretariat.

v)

The Board noted and acknowledged the progress report from the University of
Vienna on the project of a comparative study for Ombudsman institutions in the
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Asian Region. The Board furthermore requested for the active support from the
Regional Presidents as well as the Asian Directors to the Board in calling on the
region’s members to contribute to the success of the project by answering the
pre-formulated questionnaires.
vi)

The Board also decided to amend the IOI Asian Region Rules to bring those in
conformity with IOI By-laws.

Meeting of IOI Asian Directors held on 27th October, 2014 at Vienna under
the Chairmanship of Mr. M. Salman Faruqui, IOI Asian Region President
At the side-lines of the Board of Directors meeting of IOI held from 27-29 October,
2014 at Vienna, the Asian Region President held a meeting with the two Honourable Directors
of IOI Asian Region viz Mr. Sungbo Lee, Chairman, Anti-Corruption and Civil Rights
Commission (ACRC) Republic of Korea and Prof. Siracha CHAROENPANIJ, Ombudsman,
Bangkok, Thailand.
The following recommendations were made during the above meeting:i)

With regard to bringing the IOI Asian Region rules in conformity with the byelaws of IOI, the existing position of Vice President may be substituted with that
of a President.

ii)

The Asian Region should play more active role in the deliberations of IOI.

iii)

The Regional Directors of Asia should meet at least twice a year to deliberate
upon various activities of the Region. In 2015, the first meeting would be held in
Bangkok in March and the second in November, the latter coinciding with the
AOA BoD/General Assembly meetings in Islamabad.

iv)

On the analogy of United Nations, the President of IOI should also be appointed
on rotation basis.

An MOU needs to be signed between AOA and IOI for joint efforts towards achievement of
the common goal of good governance and grievance redressal of the people, on the lines of
MoU between the IOI and the Institute of Latin-American Ombudsman.
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Annex-I

President’s Order No 1 of 1983
GOVERNMENT OF PAKISTAN
MINISTRY OF LAW AND PARLIAMENTARY AFFAIRS
(Law Division)
Islamabad, the 24th January, 1983
No. F. 17(2)/83-Pub.—The following Order made by the President is hereby published
for general information :—
ESTABLISHMENT OF THE OFFICE OF
WAFAQI MOHTASIB (OMBUDSMAN) ORDER, 1983

PRESIDENT’S ORDER NO. 1 OF 1983
WHEREAS it is expedient to provide for the appointment of the Wafaqi Mohtasib
(Ombudsman) to diagnose, investigate, redress and rectify any injustice done to a person through
mal-administration;
NOW, THEREFORE, in pursuance of the Proclamation of the fifth day of July, 1977,
and in exercise of all powers enabling him in that behalf, the President and Chief Martial Law
Administrator is pleased to make following order:
1.
Short title, extent and commencement.—(1) This Order may be called the
Establishment of the Office of Wafaqi Mohtasib (Ombudsman) Order, 1983.
(2)

It extends to the whole of Pakistan.

(3)

It shall come into force at once.

2.
Definitions.──In this Order, unless there is anything repugnant in the subject
or context,—
(1)
“Agency” means a Ministry, Division, Department, Commission or office of the
Federal Government or statutory body corporation or other institution established or
controlled by the Federal Government but does not include the Supreme Court, the
Supreme Judicial Council, the Federal Shariat Court or a High Court;
(2)

“Mal-administration” includes:
(i)

a decision, process, recommendation, act of omission or commission
which:
(a)

is contrary to law, rules or regulations or is a departure from
established practice or procedure, unless it is bona fide and for
valid reasons; or

(b)

is perverse, arbitrary or unreasonable, unjust, biased, oppressive,
or discriminatory; or
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(ii)

(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

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 coopted members of the staff, consultants, advisers, bailiffs, liaison officers and experts.
3.
Appointment of Mohtasib.—(1) There shall be a Wafaqi Mohtasib
(Ombudsman), who shall be appointed by the President.
(2)
Before entering upon office, the Mohtasib shall take an oath before the President
in the form set out in the First Schedule.
(3)
The Mohtasib shall, in all matters, perform his functions and exercise his powers
fairly, honestly, diligently and independently of the executive; and all executive authorities
throughout Pakistan shall act in aid of the Mohtasib.
4.
Tenure of the Mohtasib.— (1) The Mohtasib shall hold office for a period of
four years and shall not be eligible for any extension of tenure or re-appointment as Mohtasib
under any circumstances.
(2)
President.
5.

The Mohtasib may resign his office by writing under his hand addressed to the
Mohtasib not to hold any other office of profit, etc.—(1) The Mohtasib shall

not—
(a)

hold any other office of profit in the service of Pakistan; or

(b)

occupy any other position carrying the right to remuneration for
rendering of services.

(2)
The Mohtasib shall not hold any office of profit in the service of Pakistan before
the expiration of two years after he has ceased to hold that office; nor shall he be eligible during
the tenure of office and for period of two years thereafter for election as a member of Parliament
or a Provincial Assembly or any local body or take part in any political activity.
6.
Terms and conditions of service and remuneration of Mohtasib.— (1) The
Mohtasib shall be entitled to such salary, allowances and privileges and other terms and
conditions of service as the President may determine and these terms shall not be varied during
the term of office of a Mohtasib.
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(2)
The Mohtasib may be removed from office by the President on the ground of
misconduct or of being incapable of properly performing the duties of his office by reasons of
physical or mental incapacity:
Provided that the Mohtasib may, if he sees fit and appropriate to refute any charges, request
an open public evidentiary hearing before the Supreme Judicial Council and, if such a hearing is
not held within thirty days of receipt of such request or not concluded within ninety days of its
receipt, the Mohtasib will be absolved of any and all stigma whatever. In such circumstances, the
Mohtasib may choose to leave his office and shall be entitled to receive full remuneration and
benefits for the rest of his term.
(3)
If the Mohtasib makes a request under the proviso to clause (2), he shall not
perform his functions under this Order until the hearing before the Supreme Judicial Council has
concluded.
(4)
A Mohtasib removed from office on the ground of misconduct shall not be
eligible to hold any office of profit in the service of Pakistan or for election as member of
Parliament or a Provincial Assembly or any local body.
7.
Acting Mohtasib.—At any time when the Office of Mohtasib is vacant, or the
Mohtasib is absent or is unable to perform his functions due to any cause, the President shall
appoint an acting Mohtasib.
8.
Appointment and terms and conditions of service of staff.— (1) The
members of the staff, other than those mentioned in Article 20, shall be appointed by the
President, or by a person authorised by him, in such manner as may be prescribed by the Federal
Government.
(2)
It shall not be necessary to consult the Federal Public Service Commission for
making appointment of the members of the staff or on matters relating to qualification for such
appointment and methods of their recruitment.
(3)
The members of the staff shall be entitled to such salary, allowances and other
terms and conditions of service as may be prescribed having regard to the salary, allowances and
other terms and conditions of service that may for the time being be admissible to other
employees of the Federal Government in the corresponding Grades in the National Pay Scales.
(4)
Before entering upon office a member of the staff mentioned in clause (1) shall
take an oath before the Mohtasib in the form set out in the Second Schedule.
9.
Jurisdiction, functions and power of the Mohtasib.—(1) The Mohtasib may,
on a complaint by any aggrieved person, on a reference by the President, the Federal Council or
the National Assembly, as the case may be, or on a motion of the Supreme Court or a High
Court made during the course of any proceedings before it or of his own motion, undertake any
investigation into any allegation of mal-administration on the part of any Agency or any of its
officers or employees;
Provided that the Mohtasib shall not have any jurisdiction to investigate or inquire into
any matters which:
(a)

are sub-judice before a court of competent jurisdiction or tribunal or board in
Pakistan on the date of the receipt of a complaint, reference or motion by him; or

(b)

relate to the external affairs of Pakistan or the relations or dealing of Pakistan
with any foreign state or government; or

(c)

relate to, or are connected with the defence of Pakistan or any part thereof, the
military, naval and air forces of Pakistan, or the matters covered by the laws
relating to those forces.
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(2)
Notwithstanding anything contained in clause (1), the Mohtasib shall not accept
for investigation any complaint by or on behalf of a public servant or functionary concerning any
matters relating to the Agency in which he is, or has been, working in respect of any personal
grievance relating to his service therein.
(3)
For carrying out the objectives of this Order and, in particular for ascertaining
the root causes of corrupt practices and injustice, the Mohtasib may arrange for studies to be
made or research to be conducted and may recommend appropriate steps for their eradication.
(4)

The Mohtasib may set up regional offices as, when and where required.

10.
Procedure and evidence.—(1) A complaint shall be made on solemn
affirmation or oath and in writing addressed to the Mohtasib by the person aggrieved or, in the
case of his death, by his legal representative and may be lodged in person at the office or handed
over to the Mohtasib in person or sent by any other means of communication to the office.
(2)

No anonymous or pseudonymous complaints shall be entertained.

(3)
A complaint shall be made not later than three months from the day on which
the person aggrieved first had the notice of the matter alleged in the complaint, but the Mohtasib
may conduct any investigation pursuant to a complaint which is not within time if he considers
that there are special circumstances which make it proper for him to do so.
(4)
When the Mohtasib proposes to conduct an investigation he shall issue to the
principal officer of the Agency concerned, and to any other person who is alleged in the
complaint to have taken or authorised the action complained of, a notice calling upon him to
meet the allegations contained in the complaint, including rebuttal;
Provided that the Mohtasib may proceed with the investigation if no response to the
notice is received by him from such principal officer or other person within thirty days of the
receipt of the notice or within such longer period as may have been allowed by the Mohtasib.
(5)
Every investigation shall be conducted in private, but the Mohtasib may adopt
such procedure as he considers appropriate for such investigation and he may obtain
information from such persons and in such manner and make such inquiries as he thinks fit.
(6)
Mohtasib.

A person shall be entitled to appear in person or be represented before the

(7)
The Mohtasib shall, in accordance with the rules made under this Order, pay
expenses and allowances to any person who attends or furnishes information for the purposes of
any investigation.
(8)
The conduct of an investigation shall not affect any action taken by the Agency
concerned, or any power or duty of that Agency to take further action with respect to any matter
subject to the investigation.
(9)
For the purposes of an investigation under this Order, the Mohtasib may require
any office or member of the Agency concerned to furnish any information or to produce any
document which in the opinion of the Mohtasib is relevant and helpful in the conduct of the
investigation, and there shall be no obligation to maintain secrecy in respect of disclosure of any
information or document for the purposes of such investigation:
Provided that the President may, in his discretion, on grounds of its being a State secret,
allow claim of privilege with respect to any information or document.
(10)
In any case where the Mohtasib decides not to conduct an investigation, he shall send to
the complainant a statement of his reasons for not conducting the investigation.
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(11)
Save as provided in this order, the Mohtasib shall regulate the procedure for the
conduct of business or the exercise of powers under this Order.
11.
Recommendations for implementation.—(1) If, after having considered a matter
on his own motion, or on a complaint or on a reference by the President, the Federal Council or the
National Assembly, or on a motion by the Supreme Court or a High Court, as the case may be, the
Mohtasib is of the opinion that the matter considered amounts to mal-administration, he shall
communicate his findings to the Agency concerned:
(a)

to consider the matter further,

(b)

to modify or cancel the decision, process, recommendation, act or omission;

(c)

to explain more carefully the act or decision in question;

(d)

to take disciplinary action against any public servant of any Agency under the
relevant laws applicable to him;

(e)

to dispose of the matter or case within a specified time;

(f)

to take action on his findings and recommendations to improve the working and
efficiency of the Agency within a specified time; or

(g)

to take any other step specified by the Mohtasib.

(2)
The Agency shall, within such time as may be specified by the Mohtasib, inform him
about the action taken on his recommendations or the reasons for not complying with the same.
(2A) If after considering the reasons of the Agency in respect of his recommendations
under clause (2), the Wafaqi Mohtasib is satisfied that no case of mal-administration is made out he
may alter, modify, amend or recall the recommendations made under clause (1).
Provided that where the order is made on a complaint, no order shall be passed unless
the complainant is given an opportunity of being heard.
(3)
In any case where the Mohtasib has considered a matter, or conducted an
investigation, on a complaint or on a reference by the President, the Federal Council or the National
Assembly or on a motion by the Supreme Court or a High Court, the Mohtasib shall forward a copy
of the communication received by him from the Agency in pursuance of clause (2) to the
complainant or, as the case may be, the President, the Federal Council, the National Assembly, the
Supreme Court or the High Court.
(4)
If, after conducting an investigation, it appears to the Mohtasib that an injustice has
been caused to the person aggrieved in consequence of mal-administration and that the injustice
has not been or will not be remedied, he may, if he thinks fit, lay a special report on the case
before the President.
(5)
If the Agency concerned does not comply with the recommendations of the
Mohtasib or does not give reasons to the satisfaction of the Mohtasib for non-compliance, it
shall be treated as “Defiance of Recommendations” and shall be dealt with as hereinafter
provided.
12.
Defiance of Recommendations.—(1) If there is a “Defiance of
Recommendations” by the public servant in any Agency with regard to the implementation of a
recommendation given by the Mohtasib, the Mohtasib may refer the matter to the President who
may, in his discretion, direct the Agency to implement the recommendation and inform the
Mohtasib accordingly.
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(2)
In each instance of “Defiance of Recommendations” a report by the Mohtasib
shall become a part of the personal file or Character Roll of the public servant primarily
responsible for the defiance:
Provided that the public servant concerned had been granted an opportunity to be heard
in the matter.
13.
Reference by Mohtasib.—Where, during or after an inspection or an
investigation, the Mohtasib is satisfied that any person is guilty of any allegations as referred to
clause (1) of Article 9 the Mohtasib may refer the case to the concerned authority for appropriate
corrective or disciplinary action, or both corrective and disciplinary action, and the said authority
shall inform the Mohtasib within thirty days of the receipt of reference of the action taken. If no
information is received within this period, the Mohtasib may bring the matter to the notice of
the President for such action as he may deem fit.
14.
Powers of the Mohtasib.—(1) The Mohtasib shall, for the purposes of this
Order, have the same powers as are vested in a Civil Court under the Code of Civil Procedure,
1908 (Act V of 1908), in respect of the following matters, namely:—
(a)

summoning and enforcing the attendance of any person and examining him on
oath;

(b)

compelling the production of documents;

(c)

receiving evidence on affidavits; and

(d)

issuing commission for the examination of witnesses.

(2)
The Mohtasib shall have the power to require any person to furnish information
on such points or matters as, in the opinion of the Mohtasib, may be useful for, or relevant to,
the subject matter of any inspection or investigation.
(3)
The powers referred to in clause (1) may be exercised by the Mohtasib or any
person authorised in writing by the Mohtasib in this behalf while carrying out an inspection or
investigation under the provisions of this Order.
(4)
Where the Mohtasib finds the complaint referred to in clause (1) of Article 9 to
be false, frivolous or vexatious, he may award reasonable compensation to the Agency, public
servant or other functionary against whom the complaint was made; and the amount of such
compensation shall be recoverable from the complainant as an arrears of land revenue:
Provided that the award of compensation under this clause shall not debar the aggrieved
person from seeking civil and criminal remedy.
(5)
If any Agency, public servant or other functionary fails to comply with a
direction of the Mohtasib, he may, in addition to taking other actions under this Order, refer the
matter to the appropriate authority for taking disciplinary action against the person who
disregarded the direction of the Mohtasib.
(6)
If the Mohtasib has reason to believe that any Public servant or other functionary
has acted in a manner warranting criminal or disciplinary proceedings against him, he may refer
the matter to the appropriate authority for necessary action to be taken within the time specified
by the Mohtasib.
(7)
The staff and the nominees of the Office may be commissioned by the Mohtasib
to administer oaths for the purposes of this order and to attest various affidavits, affirmations or
declarations which shall be admitted in evidence in all proceedings under this Order without
proof of the signature or seal or official character of such person.
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15.
Power to enter and search any premises.—(1) The Mohtasib, or any member
of the staff authorised in this behalf, may, for the purpose of making any inspection or
investigation, enter any premises where the Mohtasib or, as the case may be, such member has
reason to believe that any article, book of accounts, or any other document relating to the subject
matter of inspection or investigation may be found, and may:
(a)

search such premises and inspect any article, book of accounts or other
documents;

(b)

take extract or copies of such books of accounts and documents;

(c)

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

(d)

make an inventory of such articles, books of accounts and other documents
found in such premises.

(2)
All searches made under clause (1) shall be carried out, mutatis mutandis, in
accordance with the provisions of the Code of Criminal Procedure, 1898 (Act V of 1898).
16.
Power to punish for contempt.—(1) The Mohtasib shall have same powers,
mutatis mutandis, as the Supreme Court has to punish any person for its contempt who:
(a)

abuses, interferes with, impedes, imperils, or obstructs the process of the
Mohtasib in any way or disobeys any order of the Mohtasib;

(b)

scandalises the Mohtasib or otherwise does anything which tends to bring the
Mohtasib, his staff or nominees or any person authorised by the Mohtasib in relation
to his office, into hatred, ridicule or contempt;

(c)

does anything which tends to prejudice the determination of a matter pending
before the Mohtasib; or

(d)

does any other thing which, by any other law, constitutes contempt of court:

Provided that fair comments made in good faith and in public interest on the working of
the Mohtasib or any of his staff, or on final report of the Mohtasib after the completion of the
investigation shall not constitute contempt of the Mohtasib or his Office.
(2)
Any person sentenced under clause (1) may, notwithstanding anything herein
contained, within thirty days of the passing of the order, appeal to the Supreme Court.
(3)
Nothing in this Article takes away from the power of the President to grant
pardon, reprieve or respite and to remit, suspend or commute any sentence passed by any court,
tribunal or other authority.
17.
Inspection Team.— (1) The Mohtasib may constitute an Inspection Team for
the performance of any of the functions of the Mohtasib.
(2)
An Inspection Team shall consist of one or more members of the staff and shall
be assisted by such other person or persons as the Mohtasib may consider necessary.
(3)
An Inspection Team shall exercise such of the powers of the Mohtasib as he may
specify by order in writing and every report of the Inspection Team shall first be submitted to
the Mohtasib with its recommendations for appropriate action.
18.
Standing Committees, etc.—The Mohtasib may, whenever he thinks fit,
establish standing or advisory committees at specified places with specified jurisdiction for
performing such functions of the Mohtasib as are assigned to them from time to time, and every
report of such committee shall first be submitted to the Mohtasib with its recommendations for
appropriate action.
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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 Mohtasib with his or its
recommendations for appropriate action.
20.
Appointment of advisers, etc.—The Mohtasib may appoint advisers,
consultants, fellows, bailiffs, interns, commissioners and experts or ministerial staff with or
without remuneration, to assist him in the discharge of his duties under this Order.
21.
Authorisation of Provincial functionaries, etc.—The Mohtasib may, if he
considers it expedient, authorise, with the consent of a Provincial Government, any agency,
public servant or other functionary working under the administrative control of the Provincial
Government to undertake the functions of the Mohtasib under clause (1) or clause (2) of Article
14 in respect of any matter falling within the jurisdiction of the Mohtasib; and it shall be the duty
of the agency, public servant or other functionary so authorised to undertake such functions to
such extent and subject to such conditions as the Mohtasib may specify.
22.
Award of costs and compensation and refunds of amounts.—(1) The
Mohtasib may, where he deems necessary, call upon a public servant, other functionary or any
Agency to show cause why compensation be not awarded to an aggrieved party for any loss or
damage suffered by him on account of any mal-administration committed by such public
servant, other functionary or agency, and after considering the explanation, and hearing such
public servant, other functionary or Agency, award reasonable costs or compensation and the
same shall be recoverable as arrears of land revenue from the public servant, functionary or
Agency.
(2)
In cases involving payment of illegal gratification by any employee of any Agency,
or to any other person on his behalf, or misappropriation, criminal breach of trust or cheating,
the Mohtasib may order the payment thereof for credit to the government or pass such other
order as he may deem fit.
(3)
An order made under clause (2) against any person shall not absolve such person
of any liability under any other law.
23.
Assistance and advice to Mohtasib.—(1) The Mohtasib may seek the
assistance of any person or authority for the performance of his functions under this Order.
(2)
All officers of an Agency and any person whose assistance has been sought by
the Mohtasib in the performance of his functions shall render such assistance to the extent it is
within their power or capacity.
(3)
No statement made by a person or authority in the course of giving evidence
before the Mohtasib or his staff shall subject him to, or be used against him in any civil or
criminal proceedings except for prosecution of such person for giving false evidence.
24.
Conduct of business.—(1) The Mohtasib shall be the Chief Executive of the
Office and shall enjoy administrative and financial autonomy as may be
prescribed by the Federal Government.
(2)
The Mohtasib shall be the Principal Accounting Officer of the Office in respect
of the expenditure incurred against budget grant or grants controlled by the Mohtasib and shall,
for this purpose, exercise all the financial and administrative powers delegated to him.
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
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affidavit attested or notarised before any competent authority in that behalf within the time
prescribed by the Mohtasib or his staff.
(2)
The Mohtasib may take evidence without technicalities and may also require
complainants or witnesses to take lie detection tests to examine their veracity and credibility and
draw such inferences that are reasonable in all circumstances of the case, especially when a
person refuses, without reasonable justification, to submit to such tests.
26.
Remuneration of advisers, consultants etc.—(1) The Mohtasib may, in his
discretion, fix an honorarium or remuneration of advisers, consultants, experts and interns
engaged by him from time to time for the services rendered.
(2)
The Mohtasib may, in his discretion, fix a reward or remuneration to any person
for exceptional services rendered, or valuable assistance given to the Mohtasib in carrying out his
functions:
Provided that the Mohtasib shall withhold the identity of that person, if so requested by
the person concerned, and take steps to provide due protection under the law to such person
against harassment, victimisation, retribution, reprisals or retaliation.
27.
Mohtasib and staff to be public servants.—The Mohtasib, the employees,
officers and all other staff of the Office shall be deemed to be public servants within the
meaning of Section 21 of the Pakistan Penal Code (Act XLV of 1860).
28.
Annual and other reports.—(1) Within three months of conclusion of the
calendar year to which the report pertains, the Mohtasib shall submit an Annual Report to the
President.
(2)
The Mohtasib may, from time to time, lay before the President such other
reports relating to his functions as he may think proper or as may be desired by the President.
(3)
Simultaneously, such reports shall be released by the Mohtasib for publication
and copies thereof shall be provided to the public at reasonable cost.
(4)
The Mohtasib may also, from time to time, make public any of his studies,
research, conclusions, recommendations, ideas or suggestions in respect of any matters being
dealt with by the Office.
(5)
The report and other documents mentioned in this Article shall be placed before
the Federal Council or the National Assembly, as the case may be.
29.

Bar of jurisdiction.—No court or other authority shall have jurisdiction—

(1)

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

(2)

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

30.
Immunity.—No suit, prosecution or other legal proceeding shall lie against the
Mohtasib, his Staff, Inspection Team, nominees, member of a Standing or Advisory Committee
or any person authorised by the Mohtasib for anything which is in good faith done or intended
to be done under this Order.
31.
Reference by the President.—(1) The President may refer any matter, report or
complaint for investigation and independent recommendations by the Mohtasib.
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(2)
The Mohtasib shall promptly investigate any such matter, report or complaint
and submit his findings or opinion within a reasonable time.
(3)
The President may, by notification in the official Gazette, exclude specified
matters, public functionaries or Agency from the operation and purview of all or any of the
provisions of this Order.
32.
Representation to President.—Any person aggrieved by a decision or order of
the Mohtasib may, within thirty days of the decision or order, make a representation to the
President, who may pass such order thereon as he may deem fit.
33.
Informal resolution of disputes.—(1) Notwithstanding any thing contained in
this Order, the Mohtasib and a member of the Staff shall have the authority to informally
conciliate, amicably resolve, stipulate, settle or ameliorate any grievance without written
memorandum and without the necessity of docketing any complaint or issuing any official
notice.
(2)
The Mohtasib may appoint for purposes of liaison counsellors, whether honorary
or otherwise, at local levels on such terms and conditions as the Mohtasib may deem proper.
34.
Service of process.—(1) For the purposes of this Order, a written process or
communication from the Office shall be deemed to have been duly served upon a respondent or
any other person by, inter alia, any one or more of the following methods, namely:
(i)

by service in person through any employee of the Office or by any special
process-server appointed in the name of the Mohtasib by any authorised staff of
the Office, or any other person authorised in this behalf;

(ii)

by depositing in any mail box or posting in any Post Office a postage-prepaid copy
of the process, or any other document under certificate of posting or by registered
post acknowledgement due to the last known address of the respondent or person
concerned in the record of the Office in which case service shall be deemed to have
been effected ten days after the aforesaid mailing;

(iii)

by a police officer or any employee or nominee of the Office leaving the process
or document at the last known address, abode or place of business of the
respondent or person concerned and, if no one is available at the aforementioned
address, premises or place, by affixing a copy of the process or other document
to the main entrance of such address; and

(iv)

by publishing the process or document through any newspaper and sending a
copy thereof to the respondent or the person concerned through ordinary mail,
in which case service shall be deemed to have been effected on the day of the
publication of the newspaper.

(2)
In all matters involving service the burden of proof shall be upon a respondent to
credibly demonstrate by assigning sufficient cause that he, in fact, had absolutely no knowledge
of the process, and that he actually acted in good faith.
(3)
Whenever a document or process from the Office is mailed, the envelope or the
package shall clearly bear the legend that it is from the Office.
35.
Expenditure to be charged on Federal Consolidated Fund.—The
remuneration payable to the Mohtasib and the administrative expenses of the Office, including
the remuneration payable to staff, nominees and grantees, shall be an expenditure charged upon
the Federal Consolidated Fund.
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36.
Rules.—The Mohtasib may, with the approval of the President, make rules for
carrying out the purposes of the Order.
37.
Order to override other laws.—The provisions of this Order shall have effect
notwithstanding any thing contained in any other law for the time being in force.
38.
Removal of difficulties.—If any difficulty arises in giving effect to any
provision of this Order, the President may make such order, not inconsistent with the provisions
of this Order, as may appear to him to be necessary for the purpose of removing such difficulty.
THE FIRST SCHEDULE
[See Article 3 (2)]
I, ......................do solemnly swear that I will bear true faith and allegiance to Pakistan;
That as Wafaqi Mohtasib, I will discharge my duties and perform my functions honestly, to
the best of my ability, faithfully in accordance with the laws of the Islamic Republic of Pakistan,
and without fear or favour, affection or ill-will;
That I will not allow my personal interest to influence my official conduct or my official
decisions;
That I shall do my best to promote the best interest of Pakistan;
And that I will not directly or indirectly communicate, or reveal to any person any matter
which shall be brought under my consideration, or shall become known to me, as Wafaqi
Mohtasib, except as may be required for the due discharge of my duties as Wafaqi Mohtasib.
May Allah Almighty help and guide me (Ameen).
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THE SECOND SCHEDULE
[See Article 8 (4)]
I, ......................do solemnly swear that I will bear true faith and allegiance to Pakistan;
That as an employee of the office of the Wafaqi Mohtasib, I will discharge my duties and
perform my functions honestly, to the best of my ability, faithfully in accordance with the Laws
of the Islamic Republic of Pakistan and without fear or favour, affection, or ill-will.
That I will not allow my personal interest to influence my official conduct or my official
decisions;
And that I will not directly or indirectly communicate or reveal to any person any matter
which shall be brought under my consideration, or shall become known to me, as an employee
of the office of the Wafaqi Mohtasib.
May Allah Almighty help and guide me (Ameen).

GENERAL
M. ZIA-UL-HAQ,
President and Chief Martial Law Administrator.

CHIEF MARTIAL LAW ADMINISTRATOR'S SECRETARIAT PAKISTAN
NOTIFICATION
Rawalpindi, the 13th August, 1984
No.57/104(15)/ML-IB/CMLA.──In exercise of the powers conferred by clause (3) of
Article 31 of the Establishment of the Office of Wafaqi Mohtasib (Ombudsman) Order, 1983
(P.O. No. 1 of 1983), the President is pleased to exclude any matter relating to, or connected
directly or indirectly with the Federally Administered Tribal Areas from the operation and
purview of all the provisions of the said Order.
By order of the President.

MAJ. GEN. MALIK ABDUL WAHEED,
COS to the President and CMLA.

CHIEF MARTIAL LAW ADMINISTRATOR'S SECRETARIAT PAKISTAN
ORDER
1.
In response to the representation made by the Ministry of Defence, the President in
exercise of powers conferred by Article 32 of the Establishment of the Office of Wafaqi
Mohtasib (Ombudsman) Order, 1983 (P.O. 1 of 1983) is pleased to order, to remove all doubts
in this behalf, that the ouster of jurisdiction contained in paragraph (c) of proviso to clause (1) of
Article 9 of the aforesaid President's Order is absolute with respect to the following matters :the Defence Division, the Defence Production Division and the military, naval or air forces
of Pakistan, and any department, body, authority or organisation directly or indirectly under
the management or control of, or in any manner connected with, either of the said Divisions
or the said forces.
2.

By order of the President.

MAJ. GEN.
MALIK ABDUL WAHEED,
COS to the President and CMLA

Rawalpindi:
13th August, 1984.
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Annex-II

Federal Ombudsmen Institutional Reforms Act, 2013
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Annex-III

Freedom of Information Ordinance, 2002
ORDINANCE NO. XCVI OF 2002
AN
ORDINANCE
To provide for transparency and freedom of information;- WHEREAS it is expedient to
provide for transparency and freedom of information to ensure that the citizens of Pakistan have
improved access to public records and for the purpose to make the Federal Government more
accountable to its citizens, and for matters connected therewith or incidental thereto;
AND WHEREAS the President is satisfied that circumstances exist which render it
necessary to take immediate action;
NOW, THEREFORE, in pursuance of the Proclamation of Emergency of the
fourteenth day of October, 1999, and the Provincial Constitution Order No. 1 of 1999, read with
the Provisional Constitution (Amendment) Order No. 9 of 1999, and in exercise of all powers
enabling him in that behalf, the President of the Islamic Republic of Pakistan is pleased to make
and promulgate the following Ordinance:1.
Short title, extent and commencement.- (1) This Ordinance may be called the
Freedom of Information Ordinance, 2002.
(2)

It extends to the whole of Pakistan.

(3)

It shall come into force at once.

2.
or context,(a)

(b)

Definition.- In this Ordinance, unless there is anything repugnant in the subject
"complainant" means
(i)

a requester, or

(ii)

any person acting for and on behalf of requester;

"complaint" means any allegation in writing made by a complainant;
(i)

where he is a requester, that access to record has been wrongfully denied
to him by a public body;

(ii)

where he is a requester, that access to and/or correction of his personal
information has been wrongfully denied to him by a public body having
the custody or control of the record;

(iii)

where is a requester that the information requested by him has been
unduly delayed by a public body;
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(c)

"designated official" means an official of a public body designated under section
10;

(d)

"employee", in relation to a public body, means a person employed in a public
body whether permanently or temporary;

(e)

"Federal Tax Ombudsman" means Federal Tax Ombudsman under section 3 of
the Establishment of the Office of Federal Tax Ombudsman Ordinance, 2000
(XXXV of 2000);

(f)

"Mohtasib" means the Wafaqi Mohtasib (Ombudsman) appointed under Article
3 of the Establishment of the office of the Wafaqi Mohtasib (Ombudsman)
Order, 1983 (P.O.NO. I of 1983);

(g)

"prescribed" means prescribed by rules made under this Ordinance;

(h)

"public body" means;
(i)

any Ministry, Division or attached department of the Federal
Government;

(ii)

Secretariat of Majlis-e-Shoora (Parliament)

(iii) any office of any Board, Commission, Council, or other body established
by, or under, a Federal law;
(iv) courts and tribunals;
(i)

"record" means record in any form, whether printed or in writing and includes
any map, diagram, photography, film, microfilm, which is used for official
purpose by the public body which holds the record;

3.
Access to information not to be denied.- (1) Notwithstanding anything
contained in any other law for the time being in force, and subject to the provisions of this
Ordinance, no requester shall be denied access to any official record other than exemptions as
provided in section 15.
(2)

This Ordinance shall be interpreted so as—

(i)

to facilitate and encourage, promptly and at the lowest reasonable cost, the
disclosure of information;

4.
Maintenance and indexing of records.- Subject to provisions of this
Ordinance and in accordance with the rules that may be prescribed, each public body shall
ensure that all records covered under clause (i) of section 2 of this Ordinance are properly
maintained.
5.
Publication and availability of records.- The acts and subordinate legislation
such as rules and regulations, notifications, by-laws, manuals, orders having the force of law in
Pakistan shall be duly, published and made available at a reasonable price at an adequate number
of outlets so that access thereof is easier, less time-consuming and less expensive.

206

Annual Report of the Federal Ombudsman 2014

6.
Computerisation of records.- Each public body shall endeavour within
reasonable time and subject to availability of resources that all records covered by the provisions
of this Ordinance are computerised and connected through a network all over the country on
different system so that authorised access to such records is facilitated.
7.
Declaration of public record.- Subject to the provision of section 8, the
following record of all public bodies are hereby declared to be the public record, namely:(b)

transactions involving acquisition and disposal of properly and expenditure
undertaken by a public body in the performance of its duties;

(c)

information regarding grant of licenses, allotments and other benefits and
privileges and contract and agreements made by a public body;

(d)

final orders and decisions, including decisions relating to members of public; and

(e)

any other record which may be notified by the Federal Government as public
record 'for the purposes of this Ordinance,

8.
Exclusion of certain record.- Nothing contained in section 7 shall apply to the
following record of all public bodies, namely:(a)

nothing on the files;

(b)

minutes of meetings;

(c)

any intermediary opinion or recommendation;

(d)

record of the banking companies and financial institutions relating to the
accounts of their customers;

(e)

record relating to defence forces, defence installations or connected therewith or
ancillary to defence and national security;

(f)

record declared as classified by the Federal Government;

(g)

record relating to the personal privacy of any individual ;

(h)

record of private documents furnished to a public body either on an express or
implied condition that information contained in any much documents shall not
be disclosed to a third person; and

(i)

any other record which the Federal Government may, in public interest, exclude
from the purview of this Ordinance.

9.
Duty to assist requesters.- A public body shall take necessary steps as may be
prescribed to assist any requester under this Ordinance.
10.
Designation of official.- (1) A public body shall designate and notify an officer
or employee to whom requests under this Ordinance are to be made. These officials will be
designated to ensure easy public access to information.
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(2)
in case no such official has been designated or in the event of the absence or
non-availability of the designated officials, the person in-charge of the public body shall be the
designated official.
11.
Functions of designated official.- Subject to the provisions of this Ordinance
and the rules made thereunder and the instruction if any, of the Federal Government, the
designated official shall provide the information contained in any public record or, as the case
may be, a copy of any such record.
12.
Applications for obtaining information, etc.- (1) Subject to the sub-section
(2), any citizen of Pakistan may make an application to the designated official in the form as may
be prescribed and shall with his application, furnish necessary particulars, pay such fee and at
such time as may be prescribed
(2)
Nothing contained in sub-section (1) shall apply to such public record as has
been published in the official Gazette or in the form of a book offered for sale.
13.
Procedure for disposal of applications.- (1) Subject to sub-section (2), on
receiving an application under section 12, the designated official shall, within twenty-one days of
the receipt of request, supply to the applicant the required information or, as the case may be, a
copy of any public record.
(2)

In case the designated official is of the opinion that-

(a)

the application is not in the form as has been

(b)

the applicant has not furnished necessary particulars or has not paid such fee as
has been prescribed;

(c)

the applicant is not entitled to receive such information;

(d)

the required information or, as the case may, be the required record does not
constitute a public record under section 7;

(e)

the required information or, as the case may be, the required record constitutes -a
record which is excluded under section 8;

He shall record his decision in writing and the applicant shall be informed about such
decision within twenty-one days of the receipt of the application.
(3)
The information from, or the copy of, any public record supplied to the applicant
under subsection (1), shall contain a certificate at the foot thereof that the information is correct
or, as the case may be, the copy is a true copy of such public record, and such certificate shall be
dated and signed by the designated official.
14.
Exempt information from disclosure.- Subject to the provisions of this
Ordinance, a public body shall not be required to disclose exempt information.
15.
International relations.- (1) Information may be exempt if its disclosure would
be likely to cause grave and significant damage to the interests of Pakistan in the conduct of
international relations.
(2)

In the Section, "international relations" means relations between Pakistan and
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(a)

the government of any other foreign State; or

(b)

an organisation of which only States are members.

16.
Disclosure harmful to law enforcement.- Information may be exempt if its
disclosure is likely to—
(a)

result in the commission of an of fences

(b)

harm the detection, prevention, investigation or inquiry in a particular case;

(c)

reveal the identity of a confidential source of information;

(d)

facilitate an escape from legal custody;

(e)

harm the security of any property or system, including a building, a vehicle, a
computer system or communications system.

17.
Privacy and personal information.- Information is exempt if its disclosure
under this ordinance would involve the invasion of the privacy of an identifiable, individual
(including individual) other than the requester.
18.
Economic and commercial affairs.- Information is exempt if and so long as its
disclosure:—
(a)

would be likely to cause grave and significant damage to the economy as a result
of the premature disclosure of the proposed introduction, abolition of variation
of any tax, duty, interest rate, exchange rate or any other instrument of economic
management;

(b)

would be likely to cause significant damage to the financial interests of the public
body by giving an unreasonable advantage to any person in relation to a contract
which that person is seeking to enter into with the public body for the
acquisition? Or disposal of property or the supply of goods or services, or

(c)

by revealing information to a competitor of the public body, would be likely to
cause significant damage to the lawful commercial activities of the public body.

19.
Recourse of the Mohtasib and Federal Tax Ombudsman.- (1) If the
applicant is not provided the information or copy of the record declared public record under
section 7 within the prescribed time or the designated official refuses to give-such information
or, as the case may be, copy of such record, on the ground that the applicant is not entitled to
receive such information or copy of such record, the applicant may, within thirty days of the last
date of the prescribed time for giving such information or, as the case may be, of such record, or
the communication of the order of the designated official declining to give such information or
copy of such record, file a complaint with the head of the public body and on failing to get the
requested information from him within the prescribed time may file a complaint with the
Mohtasib and in cases relating to Revenue Division, it subordinate departments, offices and
agencies with the Federal Tax Ombudsman.
(2)
The Mohtasib or the Federal Tax Ombudsman, as the case may be, may, after
hearing the applicant and the designated official, direct the designated official to give the
information or, as the case may be, the copy of the record or may reject the complaint.
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20.
Dismissal of frivolous, vexations and malicious complaint.- Where a
complaint instituted is found to be malicious, frivolous or vexatious, the complaint may be
dismissed by Mohtasib, and fine may be imposed on the complainant up to an amount not
extending ten thousands rupees.
21.
Offence.- Any person who destroys a record which at the time it was destroyed
was the subject of a request, or of a complaint with the intention of preventing its disclosure
under this Ordinance, commits an offence punishable with imprisonment for, a term not
exceeding two years, or with fine, or with both.
22.
Indemnity.- No suit, prosecution or other legal proceedings shall lie against any
person for anything which is done in good faith or intended to be done in pursuance of -this
Ordinance or any rules made thereunder.
23.
Ordinance not to derogate other laws.- The provisions of this Ordinance shall
be in addition to, and not in derogation of, anything contained in any other law for the time
being in force.
24.
Power to remove difficulties.- If any difficulty arises in giving effect to the
provisions of this Ordinance, the Federal Government may, by order in the official Gazette,
make such provisions not inconsistent with the provisions of this Ordinance as appear to it to be
necessary or expedient for removing the difficulty.
25.
Power to make rules.- (1) The Federal Government may, by notification in the
official Gazette, make rules for carrying out the purposes of this Ordinance.
In particular and without prejudice to the generality of the foregoing powers,
(2)
such rules may provide for(a)

the fee payable for obtaining information from, and copies of the public record;

(b)

the form of application for obtaining information from, and copies of, the public
record; and

(c)

the form in which information from public record shall be furnished."

General Pervez Musharraf
President

Justice Mansoor Ahmed
Secretary
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