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More than 200 years after it was first established, the
ombudsman (meaning 'agent or representative of the
people') is a significantly different institution from its
ancestor.

Till 2013, in Pakistan, the role of ombudsmen remained
largely confined to redressal of complaints of
maladministration. Though inexpensive for complainants,
redressal of complaints generally took several months, and
sometimes years. Ombudsmen only had recommendatory
powers in case of defiance of their findings. There was no
enabling provision for ombudsman to review his findings
on application by the complainant. Vacancy of ombudsman
remained unfilled for long durations resulting in
suspension of ombudsman work for several months or
years, or the position of ombudsman used to be filled on
officiating basis, and such arrangement too sometimes
continued for years. Representations to the president were
required to be routed through Ministry of Law (in case of
Federal Ombudsman and Federal Tax Ombudsman) and
processing used to take several months, even years.
Representations against other ombudsmen were required to
be submitted to State Bank, Securities and Exchange
Commission (SECP) etc.

Most countries now have ombudsmen, some with different
titles, which include: People's Advocate, Public Defender,
Mediator and Commissioner for Human Rights. The
institution of ombudsman is often provided in the
constitution. Ombudsmen are mandated to be independent
and non-partisan.
Their fundamental duty is the same: To protect individuals
against unlawful, unfair, and unreasonable treatment by
their public authorities. And, in so doing, they promote and
protect human rights, the rule of law and good governance,
and make government more fair, consistent, reasonable and
humane.
Ombudsmen are often appointed by and report to the
Parliament. They are increasingly becoming defining
characteristics of modern democracy. The ombudsman,
who addresses governmental maladministration, is no
longer the only, or even primary, way he fulfills his
responsibilities. Focus has shifted to include emphasis on
human rights, civil rights, anti-corruption and topical
specialisation, for example child rights and welfare,
prisons, housing. The scope of the ombudsman's
jurisdiction has also moved beyond what only
encompassed governmental maladministration, as will be
described later.

When the incumbent Federal Ombudsman, M. Salman
Faruqui, assumed acting charge as Federal Ombudsman,
75,000 complaints were lying un-disposed for two years or
more (some of them 2 to 10 years old), largely because the
position of ombudsman remained unfilled for almost two
years. Contracts given to Advisers/Investigating Officers
(mostly retired BS-18 and 19 civil servants) by the
previous Ombudsman had expired in 2010. For the first
time these positions were advertised, and an external
committee headed by Federal Tax Ombudsman and
including federal secretaries selected their successors.

Pakistan was the first country in the Asian continent to
establish the institution of Wafaqi Mohtasib (Federal
Ombudsman), in 1983. It followed the mention of the
institution of ombudsman in the 1973 Constitution. A
provision in the principles of the state policy in the said
Constitution required the state to ensure inexpensive and
expeditious justice.

In dealing with complaints of maladministration the
incumbent Federal Ombudsman laid emphasis on
mediation, instead of “bullying”, to redress complaints,
based on the intellectual logic of reasons, experience and
goodwill. WMS advisers are generally retired judges and
public servants, with 25 to more than 35 years’ experience
in public administration. It was also discussed and decided
that investigation on a complaint or own-initiative should
not be denied on the ground of time bar because of general
lack of awareness about the existence of Federal
Ombudsman and his charter to redress maladministration.

The establishment of the office of Federal Ombudsman in
Pakistan was followed by the establishment of offices of
Ombudsmen for Tax, 4 provinces and Azad Jammu and
Kashmir. Pakistan also took the lead in establishing offices
of what is known as hybrid ombudsmen for private banks
and insurance companies. Three offices of ombudsmen for
protection of women against harassment at work places
also have jurisdiction over private workplaces. In 2013, the
jurisdiction of Federal Ombudsman was also extended to
private agencies licensed or registered by the federal
government, and to agencies with minority shares owned
by the government.

The incumbent Federal Ombudsman extensively consulted
several serving and retired ombudsmen and civil society,
and studied ombudsmen practices elsewhere, and moved a
summary for the Cabinet to promulgate a new law to
reform the existing federal legislations for all the five
federal ombudsmen, to lay down timelines for disposal of
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complaints, empower ombudsmen to entertain review
applications and to implement their findings, etc.

public administration and leaders of civil society to advice
on swift complaint resolution and extension of
Ombudsman’s outreach closer to the doorsteps of the
complainants. The Government Agenda for Change, 2013
also emphasised extension of the outreach. Pursuant to the
committee's recommendations, Federal Ombudsman
moved the Council of Common Interest and Inter
Provincial Coordination Committee to authorise the federal
and provincial ombudsmen to hear and decide complaints
against federal, provincial and local public administrations
under the same roof at district/tehsil headquarters, closer to
the doorsteps of the complainants, and redress the
complaints within fifteen days.

Ordinance 1 of 2013 was promulgated on February 12 to
give legal cover to the proposals, after they were approved
by the Cabinet. After extensive discussions on incumbent
Federal Ombudsman’s reform proposals as contained in the
Ordinance, by the parliamentary committees, the Reforms
Bill was passed in record time, and the Federal
Ombudsmen Institutional Reforms Act 2013 was
promulgated on March 20, 2013.
Some of the salient features of the Reforms Act are: The
position of Ombudsman will not remain vacant at any time,
ombudsman has been authorised to exercise powers of a
civil court to implement his orders and decisions, and to
punish for contempt under the Contempt of Court
Ordinance 2003, allowed complete administrative and
financial autonomy, given the power to enforce any
finding, order or decision and appoint grievance
commissioners or commissioners with such powers as
specified by him.

While IPCC or CCI decision is awaited, the Federal
Ombudsman launched on his own-initiative a pilot project
on January 27 this year, and successfully started hearing
and deciding complaints in 36 district headquarters and 90
tehsils, within 15 days, in phases 1 and 2. His Advisers are
currently visiting as many of the 138 districts and 435
tehsils as possible, and hearing and deciding complaints,
wherever temporary make-shift infrastructure is available.
However, they are handicapped due to lack of government
owned transport vehicles, and necessary infrastructure.

Pursuant to the Principles of Policy in the Constitution,
provisions have been made for the first time, through the
Reforms Act 2013, for expeditious disposal of complaints.
The agencies are required to submit written comments in a
complaint within fifteen days, and the ombudsman is
required to dispose of complaints within sixty days, and
review petitions within forty five days. Unprecedentedly,
representation filed with the president must be decided
within ninety days, after processing by a person who has
been or is qualified to be a judge of the Supreme Court.

The average annual disposal of complaints in the previous
thirty years used to be about 16,500. During the current
tenure of Salman Faruqui 2,59,209 complaints have been
redressed, and thus relief provided to as many families,
without any cost to them, and without making them to wait
for more than forty five days, and in several cases only 15
days, to get relief. This is perhaps the largest number of
resolved formal complaints for any ombudsman elsewhere.

The WMS team of Advisers under leadership of current
Federal Ombudsman, Salman Faruqui, disposed of the
entire backlog of 75,000 complaints, and every fresh
complaint was redressed within sixty days. There was zero
backlog by the end of the year 2014.

On the proposal of incumbent Federal Ombudsman, the
government has extended his jurisdiction to Fata tribal
areas. For the first time in history, residents of Fata are able
to complain even against political agents, and get relief
within days. Three grievance commissioners designated by
the Federal Ombudsman and belonging to Fata hear and
decide Fata complaints.

WMS Advisers voluntarily decided to further reduce the
disposal time for complaints, and successfully brought it
down to forty five days during 2015. This was an
unprecedented system achievement for any ombudsman.

As stated above, advisers are no more confining
themselves to complaint resolution.

In 2015, the Supreme Court of Pakistan ruled as follows:

Children population in Pakistan constitutes about 50% of
our population. In 2015, Federal Ombudsman carried out
an extensive study, and issued a well-researched ‘State of
Children Report,’ in collaboration with Unicef. The 45
countries have child ombudsmen. In the absence of such an
institution in Pakistan, the Federal Ombudsman arranged
consultancy, and on the report of the former child
ombudsman of Norway, he appointed a National
Commissioner for Children, and with the co-operation of
provincial ombudsmen, notified Provincial Child
Commissioners (including for AJK). He also constituted a
National Committee for Children headed by former
president of the Human Rights Society and Supreme Court
Bar Association, SM Zafar.

“In view of the Ombudsman offices mandate, it is not
sufficient to just address individual complaints, the
Ombudsman offices must address systemic failures that are
the root causes of “maladministration” and formulate and
enforce standards of “good administration” as envisaged by
the law.”
Though a provincial subject, the Supreme Court directed
the Federal Ombudsman to examine the working of police
stations and the prisons in Pakistan and to give suggestions
on how to make the police stations citizen-friendly, and
require the prisons to deal with inmates fairly, and to
provide them skills and training, so that when they return
to the society, they are useful citizens. Federal
Ombudsman’s reports, based on extensive research and
input by very experienced public administrators and civil
society, are now under consideration of the Supreme Court
of Pakistan, and the concerned government agencies.
Another committee has since been constituted to undertake
prisoners’ welfare through philanthropy.

On the recommendation of the National Committee,
Federal Ombudsman constituted 13 committees of
commissioners (similar to High Court benches) comprising
one representative each of the civil society, and that of
Federal Ombudsman and the concerned provincial
ombudsman to hear and decide complaints by and on
behalf of children, and suo moto issues identified by the
committees. Children complaints can also be lodged on
dedicated phone number 1056.

The Federal Ombudsman constituted a committee
comprising the country's top experts in legal fields and
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Pakistanis living and working overseas exceed 8 million,
and had no formal recourse for redressal of
maladministration by government agencies against them
and their families living in Pakistan, as also when traveling
through Pakistan international airports, and in respect of
their properties. Federal Ombudsman appointed a
dedicated Grievance Commissioner to redress their
complaints, and constituted a committee to recommend
measures for looking after them. His efforts have borne
fruit. Grievance Commissioner was able to persuade the
dealing agencies at the airports, and opened nine
Facilitation Desks at the international airports in Pakistan
which function round the clock, manned by the
representatives of all the agencies working at the airports,
to instantly resolve complaints and ensure that travelling
overseas Pakistanis are not unduly inconvenienced.

1. Report on Measles Outbreak in Pakistan Vol-I & Vol-II.
2. Report of the Inquiry Committee into the Causes of
Delay in Issuance of Machine Readable Passports (volumeI& II). 3. Interim Report on the working of Civic Agencies.
4. Report of the Investigating Committee for Investigation
and Suggesting reforms in the Pension System of Pakistan
Railways. 5. Report on the Cognizance of Tragic Incident
of Death of 57 Persons in Bus-Truck Accident Near
Khairpur – Sindh.
6. Alternate Dispute Resolution at the grassroots Level
within 60 days by joint teams of federal and provincial
Ombudsman (Mohtasib). 7. Report on Public Complaints
of Maladministration and Deficiencies in Pakistan Post
Office Department and Suggested Remedial Measures.
8. Report on Pakistan Railways in regard to
Maladministration in Settlement of Pension Claims and
Allotment of Accommodation to its Employees and
Suggested Measures for Improvement. 9. Wafaqi Mohtasib
Reports on Prisoners with Special Reference to Children
and Women Prisoners. 10. Proposal for free and speedy
resolution of citizen complaints against maladministration
of federal, provincial and local government agencies under
one roof at the grassroots. 11. A study of Accountant
General of Pakistan Revenues (AGPR) Lahore by the
office of Wafaqi Mohtasib.

Federal Ombudsman’s exclusive website for overseas
Pakistanis has interface with websites of all dealing and
draws attention to and requires urgent processing of
complaints of overseas Pakistanis. Pakistan ambassadors
abroad are required to allocate one day in a week to meet
with complainant overseas Pakistanis, without prior
appointment, and to pay more attention to Pakistani
prisoners.
Pakistan has more than 2.5 million pensioners. There were
reports of long delays and maladministration in sanction
and payment of pensions. Few died in pursuit of their
pensions. Federal Ombudsman appointed dedicated
Grievance Commissioners for Pensioners, and constituted a
committee chaired by the former Auditor General. Pension
papers are now being finalised before retirement and
pension payments have started within 30 days of
retirement. Pensioners are now allowed to draw their
pension through any bank of their choice. Federal agencies
are required to notify focal persons to deal with pension
matters.

12. Committee Report for Transforming Pakistan Institute
of Medical Sciences (PIMS) Islamabad into a Leading
Centre of Excellence. 13. Federal Ombudsman of Pakistan
complaints Resolution Mechanism for Overseas Pakistanis
in their Country of Residence and in Pakistan and their
Facilitation at Airports in Pakistan: 14th Asian
Ombudsman Association Conference in Islamabad,
Pakistan (24-25 November 2015). 14. Federal Ombudsman
of Pakistan Speedy complaint resolution: Extending
outreach of alternate dispute resolution (ADR) Mechanism
for federal and provincial Ombudsmen to the grass roots
level: An independent study conducted by The World
Bank. 15. Federal Ombudsman of Pakistan Report of the
National Committee on Prisons Constituted by the Federal
Ombudsman of Pakistan pursuance of the orders of The
Honourable Supreme Court of Pakistan. 16. Report on the
functioning of National Database and Registration
Authority: Federal Ombudsman of Pakistan (Dr Tariq
Sardar Director General (Incharge) Regional Office
Faisalabad.) 17. Federal Ombudsman of Pakistan Citizen
Report Card of the institution of Wafaqi Mohtasib (Federal
Ombudsman) of Pakistan (An independent study
conducted by The World Bank). 18. Federal Ombudsman.

Federal Ombudsman’s offices take notice of persistent
systemic failures in any agency, and constitute expert
committees to recommend measures to eliminate/reduce
complaints of maladministration and enforce standards of
good administration. They have been quite successful. A
brief list of committees, including some currently engaged
in preparing their recommendations, is as follows:
Committees formed by the Honourable Wafaqi Mohtasib
which have already submitted their Reports/Studies
Title of the report

7

Annual Report of the Federal Ombudsman 2016

8

Annual Report of the Federal Ombudsman 2016

i

Annual Report of the Federal Ombudsman 2016

Nawa-i-Waqt
16-10-2016

ii

Annual Report of the Federal Ombudsman 2016

01.07.2016

iii

Annual Report of the Federal Ombudsman 2016

Contents
Introduction/Foreword By Hwm ........................................................................................................... 3
Interaction Of Wafaqi Mohtasib Staff With Dignitaries And Civil Society .................................................. 1
Media Comments On Working Of The Institution Of Federal Ombudsman ...................................... 25
Federal Ombudsman’s Innovative Initiatives To Expedite Disposal Of Complaints Against
Maladministration Through Speedy, Swift And Instant Redressal Mechanisms .......................................... 37
Instant Complaint Resolution Within The Agency Itself Through Grievance Liaison Officers Within
15 Days .................................................................................................................................................. 55
Instant Resolution Of Individual And Collective Complaints Of Maladministration Faced By Trade
And Industry ......................................................................................................................................... 63
Innovative Initiative By Federal Ombudsman To Include Fata In His Jurisdiction And Appoint 3
Grievance Commissioners To Exclusively Redress Complaints Of Residents Of Federally Administered
Tribal Area ............................................................................................................................................ 79
Proceedings Of Radio Pakistan Function For Redress Of Overseas Pakistanis Complaints ................. 85
Instant Redressal Of Complaints By 8.4 Million Overseas Pakistanis ................................................... 88
Child Ombuds Of Pakistan – Major Initiatives For Children ...................................................................111
Access To Information – Federal Ombudsman’s Role As Final Appellate Authority Under Freedom Of
Information Ordinance, 2002 ...............................................................................................................135
Supreme Court’s Observation ..............................................................................................................141
Reports Of Committees Constituted By Federal Ombudsman To Propose Good Administrative
Standards For Government Agencies ...................................................................................................143
REPORT TO REFORM ADMINISTRATION OF PRISONS ................................................................................ 145
FEDERAL OMBUDSMAN’S COMMITTEE REPORT ON GOOD ADMINISTRATION STANDARDS FOR POLICE
STATIONS....................................................................................................................................................... 183
FEDERAL OMBUDSMAN’S COMMITTEE REPORT ON GOOD ADMINISTRATION STANDARDS FOR
PROCUREMENT SYSTEM OF THE GOVERNMENT ........................................................................................ 207
Committee Report On Pension System For Federal Government Employees And Proposal For
Finalization Of Pension Papers Before Retirement And Payment Of Pension Starting Within One
Month After Retirement By The Bank Chosen By The Pensioner ......................................................223
FEDERAL OMBUDSMAN’S COMMITTEE REPORT ON ORGANIZATION ROLE SYSTEM, PROCEDURE AND
CAUSES OF MAL-AADMINISTRATION AND MAL-FUNCTIONING OF CENTRAL DIRECTORATE OF
NATIONAL SAVINGS ..................................................................................................................................... 257
Federal Ombudsman's Committee Report On The Working Of Employees Old-Age Benefits
Institution ............................................................................................................................................269
Federal Ombudsman’s Committee Report For Transforming Pakistan Institute Of Medical Sciences
(Pims) ...................................................................................................................................................291
FEDERAL OMBUDSMAN’S COMMITTEE REPORT ON MEASLES OUTBREAK IN PAKISTAN AND PROPOSAL
FOR GOOD ADMINISTRATION STANDARDS FOR VACCINATION IN PAKISTAN ........................................ 303
FEDERAL OMBUDSMAN’S COMMITTEE REPORT ON UNACCEPTABLE DELAYS IN ISSUANCE OF MACHINE
READABLE PASSPORTS AND PROPOSALS FOR PROMPT ISSUE AND DELIVERY OF PASSPORTS ................ 315
REPORT OF THE INQUIRY COMMITTEE INTO THE CAUSES OF DELAY IN ISSUANCE OF MACHINE
READABLE PASSPORTS .................................................................................................................................. 320

v

Annual Report of the Federal Ombudsman 2016
Federal Ombudsman Committee For Ensuring Availability Of Essential Drugs Having High
Standards In Terms Of Efficacy, Safety And Quality At Affordable Prices (Report Under Final Stages
Of Discussion) ......................................................................................................................................323
FEDERAL OMBUDSMAN’S COMMITTEE REPORT ON REGULATORY REGIME AND PROPOSALS TO MAKE
THEM INDEPENDENT AND TRANSPARENT ................................................................................................. 331
Federal Ombudsman's Committee Report On Maladministration Faced By Government Servants
After Their Retirement ........................................................................................................................341
FEDERAL OMBUDSMAN’S COMMITTEE REPORT ON TRAINING OF GOVERNMENT SERVANTS TO MEET
CHALLENGES OF 21ST CENTURY (REPORT UNDER FINAL DISCUSSION) .......................................................... 347
FEDERAL OMBUDSMAN’S COMMITTEE REPORT ON PAKISTAN POST ....................................................... 351
FEDERAL OMBUDSMAN’S COMMITTEE REPORT FOR INVESTIGATION AND SUGGESTING REFORMS IN THE
PENSION SYSTEM OF PAKISTAN RAILWAYS................................................................................................. 359
FEDERAL OMBUDSMAN’S COMMITTEE REPORT ON STATE LIFE INSURANCE CORPORATION OF
PAKISTAN ...................................................................................................................................................... 365
FEDERAL OMBUDSMAN’S COMMITTEE REPORT ON GOOD ADMINISTRATIVE STANDARD FOR PAKISTAN
POST OFFICE ................................................................................................................................................. 373
FDERAL OMBUDSMAN'S COMMITTEE REPORT ON THE OFFICE OF ACCOUNTANT GENERAL PAKISTAN
REVENUES, LAHORE ..................................................................................................................................... 381
FEDERAL OMBUDSMAN'S INTERIM COMMITTEE REPORT ON GOOD ADMINISTRATIVE STANDARDS FOR
CAPITAL DEVELOPMENT AUTHORITY, ISLAMABAD ................................................................................... 387
Wafaqi Mohtasib Secretariat Facilitation Initiatives For Complainants ..............................................405
Pakistan's Role In Promoting Ombudsmanship At Home, In Asia, Oic And In The World ..............421
Complainants’ Feedback.......................................................................................................................553
Our Team - Profiles Of Honourable Federal Ombudsman Advisors And Investigating Officers In The
Wafaqi Mohtasib (Ombudsman) Secretariat ........................................................................................599

vi

Annual Report of the Federal Ombudsman 2016

Interaction
of
Wafaqi Mohtasib Staff
with Dignitaries and Civil Society

1

Annual Report of the Federal Ombudsman 2016

Visit of dignitaries to Honourable Wafaqi Mohtasib
A number of dignitaries and senior officers participating in management courses
etc. visited the Federal Ombudsman Secretariat and, in some cases, Honourable Federal
Ombudsman or/and Senior Advisors called on/had audience with dignitaries concerned to
discuss issues or/and the dignitaries chaired/attended ceremonies arranged by the Federal
Ombudsman.
The dignitaries included the Honourable President of Pakistan, Chief Justice of
Pakistan, Speaker National Assembly, Chief Justice and Judges of the Honourable Shariat
Court, Minister for Inter-Provincial Coordination, Governor of KPK, Chairman of the
Human Rights Commission of Pakistan, Chairman of the National Commission for
Human Development, Attorney General of Pakistan, Advisor to the Prime Minister on
National History and Literary Heritage, Special Assistants to the Prime Minister, Mayor
of Islamabad, President, FPCCI and the Presidents of the Chambers of Commerce and
Industry in Karachi, Faisalabad and Sheikhupura etc.
The Honourable President Mr. Mamnoon Hussain visited the office of the Federal
Ombudsman. He lauded the efforts of the Federal Ombudsman, since assumption of office
in 2013, for disposal of record number of complaints of the citizens suffering due to
maladministration by the Government Agencies and their functionaries. The President
also appreciated the accomplishments of the Federal Ombudsman and the lead role played
by the Federal Ombudsman and his team in reinvigorating the institution by greatly
increasing its efficiency and efficacy. The President also appreciated the new initiative and
the future plans for enhancing the outreach of the Office of the Federal Ombudsman.
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Visit of the Honourable President of Islamic Republic of Pakistan
to Federal Ombudsman Secretariat

26th January, 2015

Mr. Mamnoon Hussain,
President of the Islamic
Republic of Pakistan

It is indeed a pleasure for me to visit the
Wafaqi Mohtasib Secretariat to see its
working. It is encouraging to note that
Mr. M. Salman Faruqui, Wafaqi Mohtasib
has been able to dispose of record number
of complaints since his appointment.
I am confident that this institution will
fulfil its constitutional obligations and will
continue to make new initiatives to
redress the grievances of the public with
the same zeal in future.
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The President was also pleased to chair a meeting of the National Committee on
Children, constituted by the Federal Ombudsman, at the President Secretariat. He
appreciated the role being played by the committee in addressing the maladies of the
children and the Federal Ombudsman Committee Reports for reforms of PIMS in
Islamabad, Prisons and Police Stations. He also offered his full support to the committee
chaired by Ms Asma Jahangir which is taking steps to promote philanthropy for women
and children in jails.

Members of Federal Ombudsman’s National Committee on Children with the
President of Pakistan

The President was pleased to chair a meeting of the Federal Advisory Committee
on Reforms and Swift Complaint Resolution in May, 2015. The President stated that the
members of the Committee commanded great respect from the society for their noble
endeavours and lauded their advice to extend outreach of Ombudsmen to districts and
tehsil levels at the doorsteps of complainants.

Members of the Federal Ombudsman Committees at President House in Islamabad

5

Annual Report of the Federal Ombudsman 2016

The President chaired a meeting of the Federal Ombudsman Committee for
providing relief to prisoners, which was attended, among others, by Philanthropists,
representatives of trade and industry, Chairman HEC and Vice Chancellors of universities
and Chairman and Members of Committees for Reforms of Prisons and Police Stations.
He appreciated the initiative of Ombudsman and the offers made by academia to provide
education and skills to prisoners, Sweet Homes to look after juveniles in jails and donors
offers to pay fines of children in jails who have completed their prison term.

President of Pakistan with the members of the Committees on Prison Reforms and
Prisoners Relief

The President was pleased to inaugurate the Asian Ombudsman Association
Conference held in November, 2015 at the President’s Secretariat, Islamabad. He advised
the participants of the conference to benefit from innovative initiatives taken by the
Federal Ombudsman of Pakistan.

Asian Ombudsmen with the President and First Lady
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President of Pakistan addressing Asian Ombudsmen

Asian Ombudsmen at Lunch hosted by the President and First Lady
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The Honourable Chief Justice of Pakistan addressed the concluding session of the
Asian Ombudsman Association Conference held in Islamabad where he gave a
comprehensive analysis of the status of ombudsmanship in Pakistan and expressed his
confidence in the institution in addressing the common man’s problems. He lauded the
efforts of the Federal Ombudsman to decide every complaint within 60 and maintaining
zero pendency.

Honourable Chief Justice addressing Asian Ombudsmen

Ombudsmen of Asian continent with Chief Justice Supreme Court and
Justice Mrs. Anwar Zaheer Jamali

8

Annual Report of the Federal Ombudsman 2016

The Honourable Chief Justice also subsequently gave three audiences to the Federal
Ombudsman and his colleagues in the Supreme Court Building. He greatly appreciated the
efforts of the Federal Ombudsman in providing swift administrative justice to the citizens
at their door steps and, specially, hailed the Federal Ombudsman’s Committee Reports on
Reforms of Prisons and Police Stations which were taken up by Bench No. 1 of the
Supreme Court on December 13, 2016.

Members of Committee on Prisons and Police Stations with Honourable Chief Justice of Pakistan
at Supreme Court Building

Reports on Prions and Police Stations being presented to Honourable Chief Justice of Pakistan

9

Annual Report of the Federal Ombudsman 2016

The Honourable Speaker of the National Assembly addressed functions arranged
by Federal Ombudsman and UNICEF. He reminded that his father-in-law, Chief Justice
Sardar Muhammad Iqbal was the first Ombudsman who helped promote the office of
Ombudsman as a dynamic entity for redressing the grievances of the public against
maladministration by the government agencies. He also appreciated the extraordinary role
being played by the current Federal Ombudsman for swift disposal of complaints and
expanding its outreach. He recalled that the Parliament has unanimously passed the Bill to
reform Ombudsman institutions.

Group Photo of the representatives of winning NGOs with
Mr. Ayaz Sadiq, Speaker National Assembly

Mr. Riaz Pirzada, Minister for Inter-Provincial Coordination visited the Federal
Ombudsman Office in July 2016. He also greatly appreciated the multifarious activities of
the Federal Ombudsman’s Office. He complimented the Federal Ombudsman for his able
and dynamic leadership which has greatly enhanced the role of the Office of the Federal
Ombudsman for good governance and lauded the summary submitted by him for
consideration of CCI and IPCC for Swift Redressal of citizen complaints in 133 districts
and 511 Tehsils, within 25 days. He particularly appreciated that this initiative to redress
complaints against local, provincial and federal agencies jointly by Federal and Provincial
Ombudsmen near the doorsteps of the complainant will revolutionize the administrative
judicial system. He promised urgent consideration.

Minister for IPC at Federal Ombudsman Secretariat
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Mr. Ashtar Ausaf Ali, Attorney General of Pakistan visited the Federal
Ombudsman Secretariat in May 2015 in his earlier capacity as the Special Assistant to the
Prime Minister. He was also accompanied by Mr. Irfan Siddiqui, Advisor to the Prime
Minister and Khwaja Zaheer, Special Assistant to the Prime Minister. They lauded the
efforts of the Federal Ombudsman for extending outreach and promptly. He categorized
the Federal Ombudsman’s proposal regarding Swift Complaint Resolution and urgent
need of the time. Appreciating in particular the efforts made by the Office of the Federal
Ombudsman to redress the grievance of the overseas Pakistanis, they suggested numerous
steps to facilitate the overseas Pakistanis. They assured full support to the proposal
regarding Swift Complaint Resolution.

Special Assistants to Prime Minister of Pakistan at Federal Ombudsman Secretariat

The Honourable Chief Justice of the Shariat Court accompanied by Hon’ble
Judges visited the Wafaqi Mohtasib Secretariat in October, 2016. He observed that the
institution of Ombudsman was best suited to address common man’s grievances and a
comprehensive and positive change in the governance was being brought by the Federal
Ombudsman through Swift Resolution of Complaints and reports for enforcing standards
of good governance in Government Agencies.

Honourable Judges of Federal Shariat Court with Advisors of Federal Ombudsman
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Honourable Chief Justice and Judges of Federal Shariat Court at Federal Ombudsman Secretariat

Chief Justice (R) Mr. Ali Nawaz Chowhan, Chairman National Commission for
Human Rights and Mrs. Razina Alam Khan, Chairperson of the Commission for Human
Development visited the Office of the Federal Ombudsman in November 2016. He
recalled his old association with the institution of Federal Ombudsman and lauded the
current Federal Ombudsman for enforcing innovative measures to extend the outreach in
deciding complaints swiftly and implementing his decisions effectively and efficiently.

Chief Justice (R) Mr. Ali Nawaz Chowhan and Mrs Rozina Khan at Federal Ombudsman
Secretariat
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Mr. Sartaj Aziz, Advisor to the Prime Minister on Foreign Affairs addressed the
inaugural session of the Asian Ombudsman Association Conference in November, 2015.
He lauded prompt disposal of complaints by the Federal Ombudsman in Pakistan which
could be considered for adoption by Asian Ombudsmen.
In his subsequent address in a function jointly arranged by the UNICEF and
Federal Ombudsman, he expressed delight that the institution of Ombudsman has
emerged as a dynamic entity for redressing the grievances of the public against
maladministration by the government Agencies and has also established international
linkages that are beneficial especially for promotion of the concept of Ombudsmanship.
He lauded the efforts of the UNICEF and Federal Ombudsman to promote rights of
children.

Mr. Sartaj Aziz, Advisor on Foreign Affairs and Ms Raheela Durrani, Speaker Balochistan
Assembly on World Day against Child Labour

Mr. Najam Saeed, Provincial Ombudsman, Punjab visited the Federal Ombudsman
Secretariat in October 2016. He also lauded the efforts of the Federal Ombudsman to look
into the systemic issues and extending outreach to districts and tehsil levels.
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Ombudsman Punjab receiving presentation on the working of Wafaqi Mohtasib Office

Ombudsman Punjab with Federal Ombudsman during meeting

Sheikh Ansar Aziz, Mayor of Islamabad visited the Federal Ombudsman Office in
May 2016. He listened to the proposals made by the committee constituted by the Federal
14
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Ombudsman for improvement of service delivery and highlighting the systemic issues
concerning the CDA.

Mayor of Islamabad at Federal Ombudsman Secretariat

The Federal Ombudsman and his Advisors as well as the Federal Tax Ombudsman
visited the Federation of Pakistan Chambers of Commerce and Industry, Islamabad in
December, 2016 to sign a Memorandum of Understanding whereby the Federal
Ombudsman Office, Federal Tax Ombudsman and FPCCI pledged to jointly identify
systemic issues that cause complaints by the business community; and conduct in-depth
study for redressing maladministration.
During a press conference Mr. Abdul Rauf Alam, President and also the Vice
President, FPCCI paid rich tributes to the Federal Ombudsman and the FTO for their
untiring efforts to resolve the problems of the public at large and now, specially, of the
business community. They hope that MOU will greatly facilitate trade and industry to
redress their individual and collective grievances against maladministration by public
administrators.
Federal Ombudsman had earlier visited the Federation office in Karachi, Chambers
of Commerce and Industry in Karachi, Faisalabad ad Sheikhupura.
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MoU signing Ceremony between FPCCI and Federal Ombudsman

Group photograph at FPCCI headquarters
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Federal Ombudsman and Federal Tax Ombudsman with President and Vice President of FPCCI

Federal Ombudsman and FPCCI opening Ombudsman Facilitation Desk at FPCCI headquartes
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Federal Ombudsman addressing Executive Committee of FPCCI

Federal Ombudsman and Advisors at Faisalabad Chamber of Commerce and Industry
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The following delegations visited the Federal Ombudsman Secretariat during the
period under report:
The Rector, National School of Public Policy, accompanied by the faculty
members and 69 participants of the 105th National Management Course who were within
the promotion zone of BS-21 visited in October, 2016.

Mr. Ismail Qureshi, Rector NSPP and participants of 105th NMC at Federal Ombudsman
Secretariat

NSPP delegation at Federal Ombudsman Secretariat
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The Vice Chancellor accompanied by an entourage comprising 84 persons
including Deans of Faculties, Directors, staff and students, who were participating in the
First National Leadership Program (NLP) 2016 of Sindh Madressatul Islam University,
Karachi visited in January, 2016.

Group photo of participants from Sindh Madressatul Islam University, Karachi at Federal
Ombudsman Secretariat

Director General, National Institute of Management, Peshawar, accompanied by
the faculty members and 58 participants of the Mid-Career Management Course visited in
September, 2016.

Participants of NIM at Federal Ombudsman Secretariat
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The Director General, Secretariat Training Institute alongwith faculty members
and probationers of Secretariat group visited in 2014.

Group photograph of probationer officers with Federal Ombudsman and DG STI

The delegations evinced keen interest in the functioning of the institution and its
strategic view in public service delivery. They expressed appreciation for the initiatives
taken by the Federal Ombudsman Secretariat for redressing complaints of the public at
large. Terming the presentations as inspiring and insightful, the delegations especially
appreciated the forward looking and innovative approach of the Federal Ombudsman in
providing inexpensive and expeditious administrative justice to the complainants closer to
their doorsteps; the initiatives taken by him to look after the overseas Pakistanis; and for
looking into the systemic issues to eradicate mal-administration by the government
Agencies.
Malik Khuda Bakhsh Awan, Chairman, National Commission for Governmental
Reforms (Former Inspector General of Police) visited the Wafaqi Mohtasib Secretariat in
December, 2016. Mentioning the policy of the NCGR to keep close liaison with other
organizations working for monitoring and improvement in the performance of
government institutions, the Chairman stated that the institution of Federal Ombudsman
is playing an effective role in addressing the public grievances caused due to flaws in
governance / public service delivery system of government organizations. He added that
the initiatives taken by the Federal Ombudsman such as Swift Complaint Resolution
system, establishment of website, One Window Facilitation Desks at international airports
in Pakistan & other steps for overseas Pakistanis, helplines, facilitation in issuance of
NICOP at the airports and resolution of issues of pensioners have been portrayed
positively by the electronic and print media.
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Chairman National Commission for Government Reforms at Federal Ombudsman Secretariat

Addressing a seminar in December, 2016, Senator Professor Sajid Mir, renowned
scholar categorized the Wafaqi Mohtasib Secretariat as a role model for other institutions
of the government which reflects the spirit demonstrated at the time of establishment of
institutions immediately after the country's inception. He stated that on observing the
performance of the Wafaqi Mohtasib Secretariat his confidence in the institutions in
Pakistan has strengthened. He further stated that in case other institutions also function on
the pattern of the Wafaqi Mohtasib Secretariat, the problems faced by the country will be
resolved.

Senator Professor Sajid Mir addressing the audience during Seminar on Overseas Pakistanis issues
at Pakistan Broadcasting Headquarter
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Mr. M. Salman Faruqui, Federal Ombudsman addressing the audience during Seminar on Federal
Ombudsman Initiative & Recognition of Services of Overseas Pakistanis

At the function of Overseas Pakistanis
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At the function of Overseas Pakistanis

Community Welfare Attaches call on the Federal Ombudsman
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Media Comments
on
Working of the Institution
of
Federal Ombudsman

25

Annual Report of the Federal Ombudsman 2016

27-01-2015

President Mamnoon lauds office of Wafaqi Mohtasib

* Appreciates institution for providing expeditious relief to people for grievances against
government departments

ISLAMABAD: President Mamnoon Hussain on Monday lauded the office of Wafaqi Mohtasib for providing free of cost
justice to the common man who had fallen prey to official apathy, incompetence and maladministration.
Chairing a meeting at the Federal Ombudsman Secretariat, the president particularly appreciated the institution for providing
expeditious relief to the people for their grievances against government departments. He acknowledged the special initiatives
taken by the Wafaqi Mohtasib for appointment of Grievance Commissioners for ‘overseas Pakistanis, civic agencies and
FATA’.
Mamnoon commended 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. The president noted
the inquiry into the Khairpur bus accident in which 57 precious human lives were lost, and particularly mentioned the
initiative of Ombudsman Salman Faruqui and his team in this regard.
He also mentioned the initiatives pertaining to the Alternate Dispute Resolution (ADR) by taking the administrative justice
to the grass root level, and said it would provide fresh impetus to the efforts for providing relief to the poorest of the poor.
He urged the officers and staff of Wafaqi Mohtasib Secretariat to enhance their efforts for providing relief to common man
which is tantamount to serving the cause of humanity.
Mamnoon commended the performance of the Wafaqi Mohtasib and showed confidence that he would continue to enjoy the
trust and confidence of the complainants who see him as a symbol for hassle-free, cost-free, easy and quick relief.
Earlier in a briefing, Ombudsman M Salman Faruqui informed the president that the office of Wafaqi Mohtasib resolved
153,582 cases over a period of two years - an average of 76,791 annually. He said clear instructions had been given to resolve
all cases within a stipulated period of 60 days. The president was informed that under the Ombudsman’s Law, the office of
Wafaqi Mohtasib has the power to initiate contempt of court proceedings; can order spot inspection where required; can
effectively enforce its recommendations; has the powers to grant compensation; authority to recommend criminal or
disciplinary action; and has jurisdiction over agencies and their functionaries.
The federal ombudsman also has the powers for suo moto cognizance, right to undertake research and studies on issues of
public interest, authority of informal resolution of disputes, interim relief to complainant etc. The president was informed
that the Wafaqi Mohtasib was working towards ensuring speedy and inexpensive justice through eliminating huge backlog of
cases, providing justice at the proverbial “door steps”.
Mamnoon was also informed of the special initiatives taken by the ombudsman that included: legislation of new Federal
Ombudsmen Institutional Reforms Act, 2013; appointment of Grievance Commissioners for Capital Development
Authority (CDA), overseas Pakistanis and FATA; establishment of the Office of National Commissioner for Children in
WMS; Measles Report; Passport Scam; Report on CDA, SNGPL and SSGC.
The ombudsman said that 70 percent of the cases pertained to the government departments and sought support of the
president in reaching out to the common man at the Union Council level.
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13-02-2015
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Federal Ombudsman’s Innovative Initiatives
to
Expedite Disposal of Complaints
against Maladministration
through Speedy, Swift and Instant
Redressal Mechanisms
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Speedy Complaint Resolution – An Ombudsman’s
Perspective from Pakistan
Address by
Mr. M. Salman Faruqui, Honourable Federal Ombudsman of Pakistan,
President, Asian Ombudsman Association (AOA) and
President for Asian Region,
International Ombudsman Institute (IOI)
at the I.O.I. World Conference, Bangkok – 17 November, 2016
Before I take up my presentation on Speedy Complaint Resolution I would like to
inform this august gathering that the Office of the Federal Ombudsman of Pakistan finds a
mention in the 1973 Constitution of the Islamic Republic of Pakistan. The Principles of
Policy set out in the Constitution bind the State to, inter alia, ensure inexpensive and
expeditious justice to the people of Pakistan. As a corollary to this Constitutional
obligation, the Office of Federal Ombudsman was established in 1983 under a Presidential
Order with the objectives to diagnose, investigate, redress and rectify any injustice done to
a person through mal-administration. The term “Mal-administration”, as defined in our
law, includes 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 is based on irrelevant
grounds; or 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.
In order to perform our functions in a scientific manner, we have refined and finetuned a state-of-the art Complaint Management Information System (CMIS). A complaint
can be lodged online, in person, by post, through e-mail or through dedicated telephone
line and is immediately registered through this System. This CMIS tracks each case,
through all its stages, from first registration to final disposal; it juxtaposes each stage
against its stipulated time-line and alerts delays through a colour-coded warning system.
The CMIS can be accessed by the complainant and the Agency. Thus, there is instant
check-back in real time and full transparency. This CMIS keeps everyone on the straight
and narrow. The complainants get SMS alert at the time of registration of complaints,
scheduling of hearing and final disposal of their complaints. The CMIS has been shared
with some other ombudsman institutions as well the Supreme Court of Pakistan and its
Arabic and French version has been offered for sharing with the OIC countries.
All complaints are heard either at the Headquarters or 10 Regional Offices or even
at District or Sub-district level closer to the door steps of the complainant, subject to his
convenience. This facility is unique with us as it is not available in any domestic
quasi-judicial forum.
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Since 1983, when the office of the Federal Ombudsman was created, the law
envisaged dispensation of inexpensive justice but there was no time line provided for
expeditious justice. On my initiative soon after I assumed the present position, a major
Parliamentary intervention in 2013, has substantially improved the efficiency and efficacy
of the institution. Prior to 2013, the average annual disposal of complaints was
approximately 16,500 per annum and it sometimes used to take many months to several
years to bring any case to its logical conclusion. With the introduction of the new law, the
time for disposal of every complaint has been fixed to a maximum of 60 days; and all
appeals to be decided in 45 days. Besides, it is mandatory for the Hon’ble President of
Pakistan who is the appellate authority against the decisions of the Federal Ombudsman to
decide on the representations made to him within a period of 90 days. This is simply
unprecedented.
May I add that some three hundred thousand cases have been disposed of during
my tenure so far. So, more and more people are turning to the Federal Ombudsman as his
publicity spreads through word of mouth. It is also worth mentioning that only 0.37% of
our decisions are appealed which is a measure of public trust; and of this over 90% of the
representations to the President are upheld in our favour which is an indication of the
importance we attach to thoroughness and quality.
Previously, the office of Ombudsman had inadequate powers to get its
recommendations implemented. By virtue of the new law, powers of a civil court have
been vested in the Federal Ombudsman which include attachment of property, arrest and
detention in prison, appointment of receiver and in any other such manner as the nature
of relief granted may require. The Federal Ombudsman can stay operation of the
impugned order or decision and can also punish for contempt as provided in the
Contempt of Court Ordinance for non-implementation of his decisions. These powers
entail punishment with imprisonment which may extend to six months simple
imprisonment, or with fine which may extend to one hundred thousand rupees, or with
both.
The new law has also empowered the Federal Ombudsman to appoint Grievance
Commissioners in an Agency against which complaints are received persistently. Pursuant
to this provision, Grievance Commissioners for an estimated 8.1 million Overseas
Pakistanis, 2.5 million Pensioners and for the Federally Administered Tribal Areas having
a population of around 5 million have been appointed. Previously, these tribal areas were
outside the jurisdiction of the Federal Ombudsman.
The mandate of the Federal Ombudsman has been further expanded under the new
law to include an Agency in which the Federal Government has any shareholding or
which have been licensed or registered and notified by the Federal Government.
We have taken a fundamental and far reaching new initiative. We notify Grievance
Officers in all the Agencies of the Federal Government from amongst the senior officers
working in the respective Agencies nominated by their Heads to instantly investigate and
redress complaints of maladministration within their respective agencies. They have the
authority under the Ombudsman’s laws to informally conciliate, amicably resolve,
stipulate, settle or ameliorate, without written memorandum and without the necessity of
docketing, any complaint or issuing any official notice.

40

Annual Report of the Federal Ombudsman 2016

Our experience has been most encouraging. On-the-spot complaints - without any
docketing let alone the other formal procedures – are being resolved instantly. We tried
this at all international airports in Pakistan by establishing One Window Facilitation
Desks having representation from all the concerned Agencies. The Civil Aviation
Authority of Pakistan has informed us that 85% of complaints of overseas Pakistanis were
instantly resolved during the last 6 months.
A major new initiative has been taken to more speedily resolve citizens’
complaints. Under this dispensation, our Investigating Officers hear, and decide,
complaints in 150 district headquarter locations, and 586 sub-district locations and prepare
on-the-spot findings. Salient features of the mechanism are as follows:i)

Extending the outreach of current system of administrative justice to the
district and sub-district levels.

ii)

Provision of speedy and free-of-cost redress to the grievances of the citizens.

iii)

Provision of this service closer to the citizens’ doorsteps.

iv)

Provision of one-window services closest to the citizens across the
governmental and jurisdictional divide and under the same roof.

v)

Promotion of harmonious and functional integration in the operations of
various tiers of Ombudsman offices for efficient disposal of cases.

vi)

Reducing the burden on the courts.

vii)

Swift processing of the complaints, with the help of state-of- the art
Complaint Management Information System (CMIS) and the online
facilities; a reduction in decision time from 60 to 25 days.

The SCR system entails the following arrangements:
i)

Complaints are received and scrutinized by the Registrar and Agencies and
complainants are informed about complaint Registration Number, date and
place of hearing within 24 hours.

ii)

Visits: An Advisor or a team of Advisors, depending on the number of cases
to be heard, from the respective office of the Federal Ombudsman is
designated for visiting a particular district or sub-district.

iii)

Venue: The hearings are conducted at the district headquarters or in the
offices of the Federal or Provincial Ombudsman, where available.
Otherwise the hearings are held in the office of the District or Sub-District
Commissioner.

iv)

Prior information and publicity: The program of the teams is planned and
advertised in advance in the press and the websites of the Ombudsman’s
Offices.

v)

Method: Each member of the team adopts the procedure provided in the
law/regulations. In general, the method of mediation and reconciliation is
adopted.

vi)

Time limit for Investigation: Investigation Officers are required to complete
the investigation process not later than 15 days.
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vii)

Preparation and uploading of Findings: Findings are prepared by the
Investigation Officer and uploaded on the CMIS within 48 hours of the
hearing i.e. not later than the 17th day of registration.

viii)

Appraisal: Findings are appraised by the respective members of the
Appraisal Teams in Regional and Head Offices not later than the 21st day of
registration of complaint; and finally by the Senior Advisor Incharge
(Appraisal-SCR) soon thereafter.

ix)

Approval of Findings: The appraised findings are approved by the Federal
Ombudsman; and issued by the Incharge CMIS to the Agency and the
complainant not later than the 24th day of registration of complaint.

A recent research study carried out under the auspices of the World Bank has spelt
out in detail, and fully endorsed the implementation and modus-operandi of the SCR.
Another independent survey carried out by the World Bank of the working of the
institution of the Federal Ombudsman of Pakistan (2013-2015),with a large sample size,
has shown that 89% of complainants rated the performance of my Secretariat, as
good, or very good. Besides, praising the fact that 100% of findings are finalised in less than
60 days, the study categorized the Federal Ombudsman Secretariat as being one of the
most efficient and responsive institutions in the country. This is ample evidence of the
ability of the institution of the Ombudsmen of Pakistan, to fully assimilate, and
implement, the concept of the SCR. In fact, its working has already won accolades and
kudos of the people of Pakistan from all walks of life, ranging from the President, and
Chief Justice of Pakistan, to its common man and civil society organisations.
After thorough research, we have submitted a proposal to the government for
extension of the SCR in respect of complaints against federal, provincial and local
government agencies to sub-districts and ultimately to more than 6000 Union Councils
(lowest tier of local government) all over the country where decisions on all such
complaints will be taken under respective ombudsman laws under the same roof.
Let me conclude by saying that the SCR promises to be beneficial, too, for the
‘global Ombudsman village’, for it is unique and implementable in its lateral and
horizontal and intensive and extensive coverage. It is especially suited for big countries
with large populations. We nurture the hope and expectation that the SCR could bring
significant and irreversible socio-economic change across-the-board, and be a game-changer
for the underprivileged in our less than fair social order. That, my dear colleagues, is the
trophy we may all aspire for – serving the less privileged of our world.
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The Concept of Swift Complaint Resolution Closer to
the Doorsteps of the Complainant
The Office of the Federal Ombudsman, since its creation, has provided relief to
over a million complainants yet lack of timely justice for the common man has always
remained a huge challenge for our society and government. In Pakistan, with over 100
million people facing poverty, denied education and skills for a decent livelihood, access to
timely justice becomes all the more difficult. Moreover, knowing the constraints of the
existing judicial system, it seemed imperative to devise a more workable system to provide
justice to the common man. The dream of providing larger access to justice to the
common man, at their doorsteps in the far-flung areas could be achieved through the
combined efforts of Federal and Provincial Ombudsmen and their ingenuity and creativity
to find ‘out of box’ solutions.
The Office of Federal Ombudsman, therefore, decided to seek advice and expert
input from the luminaries of our society and constituted a Federal Advisory Committee
on overall functions of this office in general and Alternate Dispute Resolution System in
particular, for speedy resolution of complaints. The following are the members of the
Federal Advisory Committee:•

Dr. Ms. Asma Jahangir, S.I., Advocate Supreme Court of Pakistan, Former
President Supreme Court Bar Association and Chairperson Human Rights
Commission of Pakistan.

•

Barrister Mr. Waseem Sajjad, N.I., Advocate Supreme Court of Pakistan, Former
Chancellor, National University of Computer and Engineering Sciences, Former
Acting President of Pakistan, Chairman Senate of Pakistan and Minister for Law,
Justice and Human Rights.

•

Senator Farooq H. Naik N.I, Advocate Supreme Court of Pakistan, Former
Chairman Senate of Pakistan and Former Minister for Law, Justice and Human
Rights.

•

Mr. Hameed Haroon, H.I., Chief Executive Officer, Pakistan Herald Publication
(Pvt.) Limited (Publisher of Dawn, Herald and Spider), President of All Pakistan
Newspaper Society and Member, Executive Committee of Mohatta Palace Gallery
and Committee for Preservation of Cultural Heritage Monuments.

•

Prof. Dr. Ijaz Nabi, Country Director, International Growth Centre of the
Consortium of the London School of Economics and Oxford University and
Advisor Economic Affairs to the Chief Minister of Punjab and former Manager
Economic Policy for South Asia at The World Bank.

•

Dr. U.A.G. Isani, President, Iqra University, Former Chairman University Grants
Commission and Secretary General to the Government of Pakistan and Principal
Secretary to the Prime Minister and Chief Secretary, N.W.F.P.
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•

Dr. Ishrat Hussain H.I., Dean, Institute of Business Administration, Former
Governor State Bank of Pakistan, Chairman Commission for Government
Reforms and Senior Executive World Bank.

•

Malik Asif Hayat, H.I., Former Chairman Federal Public Service Commission,
Secretary to the President of Pakistan and former Chairman Pakistan Railways,
Inspector General of Police Province of Punjab and Azad Jamu & Kashmir and
D.G, FIA.

•

Prof. Dr. Masoom Yasinzai, Rector, International Islamic University, and former
Vice Chancellor, Quaid-e-Azam University and the University of Balochistan.

•

Mr. Mueen Afzal, H.I., Former Secretary General, Ministry of Finance.

•

Justice (R) Muhammad Raza Khan, Secretary, Ministry of Law, Justice and
Human Rights, and former Chief Justice Peshawar High Court and Member
Federal Service Tribunal.

•

Mr. S.M. Muneer, S.I, CEO Trade Development Authority of Pakistan and
former President of Federation of Pakistan Chambers of Commerce and Industry
and President of India-Pakistan Chamber of Commerce and Industry.

•

Mr. Muhammad Saeed Mehdi, Chairman, Sui Northern Gas Pipe Line Limited,
President Admore Gas Ltd. and former Principal Secretary to the Prime Minister
of Pakistan, Advisor to Chief Minister Punjab and Chief Secretary Sindh.

•

Mr. Shakil Durani, former Chairman Water and Power Development Authority,
Chairman Pakistan Railways and Chief Secretary Provinces of Sindh, NWFP and
Azad Jammu and Kashmir.

•

Senator (R )Mrs. Shama Perveen Magsi, former Minister for Social Welfare,
Woman Development, Special Education, Information Technology, Law and
Parliamentary Affairs, Government of Balochistan and Honorary Counsel of
Republic of Korea at Quetta.

•

Mr. Shoaib Sultan Khan, H.I, Chairman, Board of Directors of Rural Support
Programme and AKRSP and former Senior Advisor UNDP South Asia Poverty
Alleviation Programme Network.
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Salient Features of Swift Complaint Resolution
Lack of timely justice for the common man, has become a huge challenge for
Pakistani state and society. Therefore, in line with the “National Agenda for Change”’ and
after seeking advice and professional input from the Federal Advisory Committee on
Reforms consisting of eminent professional who have distinguished themselves in major
fields of public life including former Chairman Senate of Pakistan Barrister Waseem Sajjad
and Senator Farooq H. Naik, etc., a major innovative initiative has been launched to
speedily resolve citizens’ complaints. Under this dispensation, Investigating Officers of
Ombudsman Secretariat hear and decide complaints at the doorsteps of complainants.
It is pertinent to mention that collaboration of World Bank was also sought to
assess the feasibility for extending the outreach of offices of Wafaqi Mohtasib down to
grass-root level and to develop a robust mechanism for swift resolution of complaints of
citizens’ at their doorstep. The study involved literature review and consultation with the
Chief Secretaries and Ombudsmen of the provinces. Subsequently, a team of Advisors
separately met the Chief Ministers who endorsed the concept and assured their full
support and cooperation. It was strongly felt that political will/blessings and ownership of
this initiative by the Federal and Provincial Governments and Mohtasibs were essentially
required. Consequently, a summary for seeking approval of the Council of Common
Interest (CCI) was moved in early April, 2016. A presentation was also arranged for Mr.
Riaz Hussain Pirzada, Minister for IPC. The Minister lauded the concept of SCR and a
fresh summary was submitted to IPC in July 2016. The approval of the summary is
awaited.
Based on the outcome of the above efforts and to determine the feasibility and
public response to this initiative, the first phase of the project titled as “Swift Complaint
Resolution (SCR)” was formally launched on 27th January, 2016 under which 36 districts
were covered within our limited resources. Learning from the success of the Pilot Project
which was evident from the overwhelming response of the general public, print and
electronic media, the operation was enhanced to 90 sub-divisions in the second phase of
the project which was started in April, 2016. The outreach of current system of
administrative justice has been further extended to 138 districts and 435 sub-divisions
throughout the country in the third phase of SCR.
Salient features of the mechanism are as follows:i)

Extending the outreach of the current system of administrative justice to the
district and sub-district levels.

ii)

Provision of speedy and free-of-cost redress to the grievances of the citizens.

iii)

Provision of this service almost at the citizens’ doorstep.

iv)

Provision of one-window services to the citizens across the governmental
and jurisdictional divide and under the same roof.

v)

Promotion of harmonious and functional integration in the operations of
the various tiers of Ombudsman offices for the efficient disposal of cases
relating to Federal, Provincial, and Local Administration through the joint
efforts of Ombudsman Offices all over the country.
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vi)

Reducing the burden on the courts.

vii)

Decision within 25 days of filing the complaint, with the help of state-of-the
art online facilities; a reduction in decision time from 60 to 25 days.

viii)

Bringing into play, the concept of Informal ‘Resolution of Disputes’ which
will enable the Ombudsmen of Pakistan to even resolve matters outside
their jurisdiction, like disputes between individuals, with the mutual
consent of the parties involved, thus alleviating the burden on courts which
normally handle such disputes.

So far following arrangements have been made for successful implementation of the
SCR initiative;
a)

Composing joint teams: One member from each Ombudsman’s Office is
deputed to be a part of a joint team meant for one particular district.

b)

Hearing at common venue: These teams conduct hearings at the assigned
district headquarters.

c)

Prior information and publicity: The program of the team is planned and
advertised in advanced in the press and the websites of the Ombudsman’s
Offices.

d)

Venue: These hearings are conducted at the district headquarters or in the
offices of the Ombudsman, wherever the offices exist; otherwise the
hearings are held in the office of the DCO/Deputy Commissioner.

e)

Method: each member of the team adopts the procedure provided in the
law/regulations of the respective organization. In general, the method of
mediation and reconciliation is adopted.

The above facts show that SCR project has been met huge success, however to
sustain the project on long term basis would require political will and provincial
agreements so that teams constituted jointly by Federal and Provincial Ombudsmen visit
districts and tehsils on regular basis, and hear and decide complaints against
maladministration by federal, provincial and local government agencies at one stop, under
the same roof and under their respective laws. It is hoped that the initiative will ultimately
be extended to Union Councils, closest to the doorsteps of complaints. Copy of the
summary submitted to the Council of Common Interest is enclosed in Volume II of this
Report.
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Speedy Complaint Resolution (SCR) of Complaints
at the Proverbial Doorsteps
Legal Frame Work
Article 33 of P.O. No. 1 of 1983 provides:
“(1) The Mohtasib shall have the authority to informally conciliate, amicably
resolve, stipulate, settle or ameliorate any grievance without written
memorandum and without docketing any complaint or issuing any official
notice.
(2) The Mohtasib may appoint for purposes of liaison, councillors, whether
honorary or otherwise, at local levels on such terms and conditions as the
Mohtasib may deem proper.”
In 2013, the Parliament of Pakistan passed the Federal Ombudsman Institutional
Reforms Act, 2013, which gave more powers to the Institutions to enforce their Findings.
It laid down time limits for disposal of complaints, review petitions and representations.

Offices and Staffing of Federal and Provincial Ombudsman
Presently, Federal Ombudsman operates with 12 offices nationwide, which include
Head Office at Islamabad and Regional Offices at Lahore, Faisalabad, Multan, Karachi,
Sukkur, Hyderabad, Peshawar, D. I. Khan, Quetta, Swat and Hub. New offices are being
set up at Bahawalpur and Gujranwala. Former Federal Secretaries/Additional Secretaries,
Judges and others with 25 to 35 years’ experience are working as Investigating Officers and
Advisors for relief and speedy redressal of citizen‘s complaints.

The Concept
The institution of Ombudsman (Mohtasib), referred to in the vernacular as the
“poor man’s court,” is serving the people of Pakistan in a significant manner.
Now the delivery of this service is more accessible to the people at their doorstep
through free, simplified and swift delivery relief. It is now proposed to “bundle up” the
whole range of extended functions of both the Wafaqi and Provincial Mohtasib Offices in
such a manner that the citizen clients may approach them with the ease of a one-window
delivery of services under the same roof, without sacrificing the autonomy of any of these
offices.
It is proposed that joint teams from the Wafaqi Mohtasib and Provincial Mohtasib
Offices should move to the district headquarters and the sub-district level (on pre-planned
and pre-advertised dates) to conduct hearings and take on-the-spot decisions. In this regard
Federal Ombudsman had submitted a summary for consideration and approval of the
Council of Common Interest in July 2016. Decision of the CCI is awaited.
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Rationale
The complexities, as well as the costs and time involved in administering justice
under the formal judicial system, makes it but logical to think of quicker and simpler ways
of achieving the same goal in respect of mal-administration.
The experience of the Wafaqi Mohtasib Office demonstrates that a substantial
quantum of litigation arises out of the maladministration of government agencies. If the
flood of bad administrative practices is checked and filtered at adequately empowered
forums such as the Ombudsman Offices, as exhibited since 2013 by the office of Federal
Ombudsman, an appreciable reduction in long and cumbersome litigation is almost
certain. The average civil criminal cases take years, sometimes decades to finalize.

Wafaqi Mohtasib at Work
i)

Relief provided to over 300,000 complainants against mal-administration by
government agencies.

ii)

All Citizen’s complaints decided in 60 days, mostly in 25 or 45 days.

iii)

All Appeals /reviews are decided within 45 days.

iv)

Implementation ratio of over 90% of decisions.

v)

Less than 1% representations submitted to the President of Pakistan against
findings approved by the Federal Ombudsman. The Hon’ble President upheld
90% findings.

vi)

Cognizance taken of major and persistent complaints through suo-moto action
and relief provided after proper investigation.

vii)

Special Committees comprising eminent personalities constituted to study
systemic failures in government agencies, and for suggesting remedial measures.

viii)

Jurisdiction extended to Federally Administered Tribal Areas and three
Grievance Commissioners appointed to decide complaints from 5 million
people belonging to FATA.

ix)

Grievance Commissioners appointed for dealing with complaints from 8.4
million overseas Pakistanis on fast track basis through Pakistan Embassies
abroad and in Pakistan through concerned government agencies. Focal persons
notified. Facilitation Desks established at International Airports on 24/7 basis.

x)

Grievance Commissioners appointed for resolving complaints by 2.5 million
pensioners.

Salient Features
i)

Extended the outreach of the current system of administrative justice to the
district and sub-district level through pilot project.

ii)

Provision of speedy and free-of-cost redress to the grievances of citizens.

Essential Requirements to Implement
i)

Political will and blessing.
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ii)

Ownership of the initiative by the participating Mohtasibs, particularly the
Provincial Mohtasibs.

Proposed Steps/Consultative Meetings
Extensive consultations were held between a team of Senior Advisors of the Wafaqi
Mohtasib Secretariat with the Chief Ministers, Provincial Mohtasibs and Chief Secretaries
of the provinces to take them on board and they have generally supported the proposal, in
principle.

World Bank Reports
Extending Outreach to the Proverbial Doorsteps of the Complainants
In order to implement the National Agenda for real Change 2013 for speedy and
inexpensive justice to the people at their doorstep and to their satisfaction; and realizing
the inconvenience faced by the masses in approaching the Federal Ombudsman for redress
of their grievances, the Honourable Wafaqi Mohtasib, on the advice of the Federal
Advisory Committee on Reforms and Speedy Complaint Resolution (SCR) to, inter alia,
expand the area of operation, prepared a concept paper for speedy resolution of
complaints. Subsequently, the World Bank hired the services of a Consultant to carry out
a study with the specific objective of determining the viability of extending the outreach of
Ombudsman Offices, especially Wafaqi Mohtasib, down to grassroots level and to develop
a robust mechanism for speedy resolution of complaints of citizens, at their doorsteps.
The Consultant carried out an extensive study in consultation with the
stakeholders at Federal and Provincial level, taking into account the policy and legal
framework as well as the available literature, including the annual reports of Federal and
Provincial Ombudsmen, Law and Justice Commission (LJCP) and reports relating to
international models of complaint redress mechanisms and arrangements, and strongly
endorsed the Federal Ombudsman’s proposal to extend outreach and redressal of
complaints against maladministration by local, provincial and federal public
administrations under one roof. The proposal will provide instant redressal of citizen
grievances. Hundreds of such officers are redressing grievances of complaints against
agencies, overseas Pakistanis and pensioners.

Follow up of the Report:
Instant Informal Resolution of Disputes and Mechanism for Enforcement of
Decisions
Referring to the Article 33(1) of the Presidential Order 1983, the report highlights
the powers of the Federal Ombudsman to decide cases through an informal mechanism
without docketing any complaint or issuing official notices.
Conclusions Drawn and the Way Forward Suggested in the Study
The study concludes that the people from far-flung areas have difficulties in
approaching the Federal Ombudsman in the absence of regional offices in most of the
districts and there is a need to extend the service delivery of Federal Ombudsman.
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Consultations held at provincial level strongly supported the proposal for extending the
outreach of Federal Ombudsman at the grassroots level across the country on the basis of
the existence of facilities at district level and the willingness of provinces, in principle.
The study indicates that in order to ensure political buy-in and smooth
collaboration, it is pertinent that the proposal is discussed at the CCI or IPCC that is
chaired by the Prime Minister and attended, among others, by the Chief Ministers and
other important officials in order to build consensus on the proposal. The study also
describes the political, social, institutional, financial and technical sustainability of the
proposal and recommends a phased implementation thereof.

Citizen Report Card of the Institution of Wafaqi Mohtasib (Federal
Ombudsman) of Pakistan
Under the sponsorship of the World Bank, NCBMS Consulting (Private) Limited
carried out the analytical exercise to evaluate the performance of Wafaqi Mohtasib
Secretariat (WMS) in the light of opinion of the complainants logged with WMS in last
three (3) years.
In order to achieve the desired objectives Citizen Report Card Study/Survey was
conducted for collecting citizens feedbacks on the adequacy and effectiveness of the
services provided by WMS.
A.

Citizens Report Card Analysis

The agreed upon sample size was 3,000 complainants out of a population of 6,000
complaints from past three years with the proposed distribution of sample size among all
provinces namely: Punjab 50%, Sindh 25%, KPK 20% and Baluchistan 5%. On the basis of
Citizen Card Report, the study made the following key findings:Awareness about WMS
The majority of the respondents i.e. 81% came to know about the existence and
operation of Wafaqi Mohtasib Secretariat from friends and family, 12% through
Newspapers and other mediums (i.e. television, internet and radio) contributed
about 7%.
Complaint Status
100% complaints were decided and judgments were pronounced. It is a big
accomplishment that currently there is no backlog of complaints.
Reason behind positive experience
About 89% of the respondents were satisfied about the overall performance as very
good, good and fair.
Complainants rating
1263 complainants rated the performance of WM’s office as very good, 1229 rated it
as good and 176 rated it as fair.
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Time taken by WMS to finalize findings
100% of the complaints were decided / disposed off in less than 60 days.

Satisfaction about timely disposal of complaints
86% of the complainants were satisfied with the process whereas 14% were of the
opinion that the complaints should be resolved more quickly (consequently
complaints are now being decided in 25 or 45 days).

Findings against Complaints
In 90% of the complaints, relief was provided to complainants.

Implementation of WMS’ findings
85% decision were implemented by the department / agency in letter and spirit,
13% of decisions are in the process and in 1% of decisions the agencies filed
representations against the findings and in about 1% of decisions the complainants
decided to file a review petition.
B.

Over all Findings by the Consultant:

Overall the study indicates that the Wafaqi Mohtasib Secretariat is doing
commendable job in fulfilling its duty to the public by providing speedy redress to
citizens against all forms of maladministration. It has become one of the most
efficient and responsive institutions in the country. It is a big achievement for a
public sector body to have such a positive feedback from its stakeholders. WMS is the
leader in providing speedy and inexpensive justice when compared to the judicial
system and even other leading Ombudsman offices.
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No. 2(SCR)/WMS/2015
WAFAQI MOHTASIB (OMBUDSMAN)’S SECRETARIAT
ISLAMABAD
SUMMARY FOR COUNCIL OF COMMON INTEREST
Subject: Proposal for Free and Speedy Resolution of Citizen Complaints against
Mal-Administration by Federal and Provincial Governments/Local Agencies
under One Roof at Grassroots Level
When Mr. M. Salman Faruqui took charge of the office of Wafaqi Mohtasib
(Federal Ombudsman)there were around 75,000 complaints, 90% pending for more than 2
years and some as old as 10 years which were disposed of in the shortest possible period in
2014. During the same year, a proposal was voluntarily submitted to the Cabinet by
Wafaqi Mohtasib office to reform the working of the Federal Ombudsman and reduce the
decision time to 60 days, and review time to 45 days. This was duly approved by the
Cabinet. Subsequently, the Parliament also gave its assent and the Federal Ombudsmen
Institutional Reforms Act 2013 was promulgated. Accordingly, the institution of Federal
Ombudsman has not only ensured disposal of all complaints within the stipulated time
period but further succeeded to reduce the decision time to 45 days during the year 2015.
2.
An independent survey carried out under the auspices of the World Bank on the
working of the institution of Wafaqi Mohtasib of Pakistan (2013-2015) has confirmed that
every complaint included in the survey sample of 3000 complaints was decided in 60 days.
The study categorized the WMS as one of the most efficient and responsive institutions in
the country.
3.
Notwithstanding the efforts to reduce the processing time for disposal of
complaints to 45 days, a need was felt to devise even more efficient and speedy system to
provide justice to the common man at their proverbial doorsteps. A proposal was,
therefore, developed in consultation with the Federal Advisory Committee (FAC) on
Reforms and Speedy Complaints Resolution comprising eminent members of the civil
society, legal experts, media persons, professionals, public representatives and senior civil
servants.
4.
The proposal envisages decisions on citizens’ complaints of mal-administration
against federal, provincial and local government agencies at the proverbial doorsteps of the
complainants so that complaints are decided under one roof as per respective laws and
procedures of federal and provincial ombudsman within the reduced time of 15 days. The
proposal is in conformity with the Government’s National Agenda for Change which,
inter alia, stipulates that:
a) The role of the Ombudsman will be strengthened and enhanced, to provide
speedy relief in respect of public complaints regarding maladministration;
b) Justice will be brought closer to the proverbial doorsteps of the complainants.
c) Justice dispensed without financial and time cost.
5.
Keeping the National Agenda for Change in view, a Pilot Project to extend the
outreach of the Federal Ombudsman to district and tehsil level was launched on 27th
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January, 2016. Visits are being undertaken by Investigating Officers of Wafaqi Mohtasib in
36 districts and complaints are being decided within 15 days. The pilot project has earned
wide acclaim from the public and received extensive coverage in the print and electronic
media both at national and regional levels. The credibility and efficacy of the pilot project
can be gauged from the fact that only 5 cases of review have been received against 1000
decisions so far made under the project.
6.
A research study carried out under the auspices of the World Bank has spelt out in
detail and fully endorsed the implementation mechanism for extending the outreach of the
ombudsmen offices in Pakistan to district and tehsil levels. The World Bank Consultant
discussed the proposal with the Provincial Mohtasibs and Chief Secretaries of the
provinces to take them on board. They have generally supported the proposal, in
principle, to extend outreach of Wafaqi Mohtasib.
7.
In view of the position explained in Paras 3-6, the following proposals are
submitted:
(a) The Investigating Officers of the concerned Federal and Provincial Mohtasibs
may hold hearings in districts in Phase I and in tehsils in Phase II to be
followed in the Union Councils in Phase-III;
(b) E-System based on modern Complaint Management Information System
(CMIS) and SMS system in vogue in Wafaqi Mohtasib Secretariat may be used
to register complaints, obtain e-approval of the respective Mohtasib before
announcing on-the-spot decisions where possible and for formal despatch of
findings;
(c) All decisions under the new scheme will be expected to be taken within 15
days for which necessary infrastructure needs to be made available.
8.
The administrative arrangements alongwith the proposed expenditure for coverage
of all the 138 districts of the country in Phase I will be worked out for the next financial
year (2016-17) after the proposed scheme/project is approved, in principle, by the Council
of Common Interest. For its successful implementation, the political will/blessings and
ownership of this initiative by the Federal and Provincial Governments and Mohtasibs are
essentially required.
9.
Approval of the Inter Provincial Coordination Committee is solicited to the
proposal at para 7-8 above.
Dated:

(Pir Bakhsh Jamali)
Secretary
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Instant Complaint Resolution
within the Agency
itself
through
Grievance Liaison Officers
within 15 days
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Instant Public Complaints Resolution Mechanism
through Grievance Offices in Federal Agencies
Address by Hon’ble Wafaqi Mohtasib, Mr. M. Salman Faruqui

On 24 November 2016 at ‘P’ Block, Pakistan Secretariat
I am pleased to directly speak to you, the Focal Persons (Markazi Shakhsiat)
appointed by your supervisors for serving as a bridge between your respective Agency and
the Office of Federal Ombudsman. I propose to assign you additional responsibilities
which will Insha Allah transform and quicken complaint handling and redressal system in
our federation.
2.
The forum of Ombudsman is of Swedish origin. In its ordinary dictionary
meaning it denotes “an official who is appointed to investigate complaints against the
Administration”. The primary and pivotal function of the institution of Ombudsman all
over the world is to secure redressal and rectification of injustice by government agencies
or their functionaries. Injustice resulting from maladministration which may be caused
due to a variety of acts of commissions and omissions. These manifest as arbitrary,
unreasonable, biased, unfair, discriminatory acts and may include delay, inattention,
incompetence, ineptitude in the administration or discharge of duties. Public
Administrations have common maladies such as obsessive adherence to old practices,
excessive sense of self-importance, indifference to the feelings and convenience of ordinary
citizens, and sometimes result in blatant examples of carelessness, ignorance of rules and
heartlessness. This state of affairs generates a vast number of complaints against public
administration, and the offices of Ombudsmen are being required to promptly rectify
wrongs, unhampered with technicalities and strict adherence to past practices.
3.
In Pakistan, the office of the Federal Ombudsman was created in 1983, the first in
the Asian continent. Till 2012 an average of 16500 complaints were redressed every year,
but there was no time limit for providing relief. After a thorough study of the
shortcomings in 1983 Presidential Order, and extensive consultations with practitioners
and the civil society, I had the privilege of proposing reforms in the laws relating to
5 federal ombudsmen, which were considered in depth by the Parliament and the new law
was promulgated in March 2013. Among various reforms, Ombudsmen were mandated to
decide complaints in no more than 60 days, appeals in 45 days, and even the Hon’ble
President has to decide representations within 90 days. Ombudsmen have been conferred
with the powers of civil courts to implement their findings.
4.
By 2014, we were deciding every complaint in 60 days and had cleared the backlog
of 75000 complaints inherited in 2013 which were 2 to 10 years old, 2 years because there
was no Ombudsman. By 2015, every complaint was being decided in 45 days and we
named the process as “Speedy Complaint Resolution”.
5.
Our commitment to make justice available at the doorsteps of the people has made
us commission new regional offices in Hyderabad, Swat and Hub and we are about to start
a new office each at Gujranwala and Bahawalpur. This has augmented our instigative
capacity. The pace of complaint handling as a consequence has been accelerated.
Encouraged by the results, we are now going to 133 districts and 511 sub-districts, and
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deciding every complaint in 25 days. This is unprecedented for any ombudsman
elsewhere. This expedited process at the doorstep of the complainants is called Swift
Complaint Resolution System.
6.
We are also hearing and deciding complaints of overseas Pakistan through Skype or
video conferencing facilities.
7.
Alhamdulillah, we have provided relief to almost 300,000 families during my tenure
so far, and there is zero pendency.
8.
An independent survey funded by The World Bank has described the office of
Federal Ombudsman as being one of the most efficient and responsive institutions in the
country.
9.
The same survey noted that, despite our existence of 33 years, most beneficiaries of
our system learnt about our existence through other beneficiaries or through hearsay. The
survey noted that there was general ignorance of our existence. The survey recommended
a concerted campaign to find ways to promote awareness so that 195 million people have
instant recourse to redressal of their bottled up grievances.
10.
It is our view that every government Agency should install an in-house
institutional system for redressal of grievances. Self-accountability of public administration
institutions in the developed countries is an integral part of their democratic systems. At
various steps in government organizations there exist effective arrangements for the
rectification of wrongs done to the citizen clients. The administrators by and large exhibit
a high sense of responsibility and respect for laws, rules and procedures. The result is that a
majority of cases that go up to the Ombudsman “pertain to finer points of rules,
procedures and principles of administrative ethics.” We propose that with the concurrence
of your superiors you may be vested with role envisaged in Article 33 of President’s Order
No. 1 of 1983 to “informally conciliate, amicably resolve, stipulate, settle or ameliorate
any grievance (reported to you by any person dealing with your agency) without the
necessity of docketing any complaint or issuing any official notice.” This is a salutary
provision in our law which enhances your capability to provide relief, with the permission
and under the supervision of your superiors.
11.
We are barred by law to take cognizance of any complaint requiring investigation
of service matters including post retirement, pension and gratuity issues etc. pertaining to
the government employees. However, there is no bar on you to ensure that your
colleagues do not face any discrimination or deprived of any right in the context of their
service and, especially, on their retirement.
12.
It is my view that your accessibility to the complainants as Grievance Officer of
your agency could make a great difference. But accessibility will have to be ensured in
actual fact, on the ground. It should be realized that the foremost duty of any functionary
of the government is to serve the public and satisfy the citizen. The governments exist for
the people and not vice versa.
13.
We hope your agency will display charts at the main entrance gate indicating your
name, office address, phone and fax number and also place there a Complaint Box under
your charge. I suggest that all complaints received by you should be promptly
acknowledged and their result clearly explained to the complainant without any evasion or
incomplete communication.
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14.
It is my hope that once you have cognizance of any complaint, the complainant can
totally put his mind at rest about its further progress. He need not be concerned whether
it is being pursued by you. All these things are your responsibility and I am sure you will
discharge this responsibility most conscientiously I also hope that you will redress every
complaint within 15 days, with the approval of the competent authority in your Agency.
15.
Let me conclude by saying that it is our collective responsibility to address maladministration, increase efficiency and bring transparency in the operation of the
government machinery as a whole. In this era of globalization, the nations are closely
watched by the international community, especially in the context of human rights
violations. Let us all commit ourselves and work hard to improve our image as a country
guaranteeing fundamental and human rights of our citizens, at all levels. I wish you all
good luck in your careers and success in instantly redressing citizen complaints.

View of meeting with Focal Persons/Grievance Liaison Officers for instant resolution of
complaints at P Block Auditorium
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Distribution of Certificates to the focal persons of Agencies

Chief Justice (R) Ali Nawaz Chowhan handing over Notification to Focal Person

Secretary Law and Justice Commission handing over Notification to Focal Person
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Grievance Commissioner Hafiz Ahsaan Ahmad Khokhar handing over Notification to
Focal Person of ASF
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Instant Resolution
of
Individual and Collective Complaints
of
Maladministration Faced by
Trade and Industry
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Background of Linkages with Trade and
Industry in Pakistan
Minutes of the Press Conference Held on 7th December, 2016 to
Highlight the Signing of MoU with the FPCCI for Resolution of
Problems of the Business Community
A press conference was held on 7th December, 2016 at 1500 hours in the Conference
Room of the WMS to highlight the signing of the MoU with the Federation of Chambers
of Commerce and Industry, with a view to enabling the trade and industry complainants
to also approach 5 Federal Ombudsmen through the FPCCI and other Chambers of
Commerce and Industry for the purpose of speedy resolution of their complaints against
the federal government Agencies. The conference started with recitation from holy Quran.
List of participants is annexed.
2.
At the very outset, the HWM welcomed the President, FPCCI, the Federal Tax
Ombudsman and other participants and then invited Hafiz Ahsaan Khokhar, Senior
Advisor and Grievance Commissioner for Overseas Pakistanis to brief the participants on
the background of the interaction between the WMS and FPCCI. The Senior Advisor
stated that during the meeting of the HWM and the Ombudsmen for Tax, Banking and
Protection against Harassment of Women at Work Place with the Managing Committee of
the FPCCI in the latter’s office at Karachi, the issues faced by the business community
were highlighted by FPCCI. It was suggested that the Ombudsman may also interact with
trade and Industry through Chambers of Commerce& Industry; and, for this purpose, an
MoU may be signed with the FPCCI. Subsequently, on 1st December, 2016, the MoU was
signed and WMS, FTO and FPCCI pledged to jointly identify systemic issues that cause
complaints by the business community; and conduct in-depth study for addressing
maladministration.
3.
The Senior Advisor stated that when the incumbent Federal Ombudsman joined in
the year 2013, around 75,000 complaints were lying pending — some of those for several
years. In order to address this situation, a proposal for more efficient working of the WMS
was developed by the HWM which was approved by the Federal Cabinet on the basis of
which the Federal Ombudsmen Institutional Reforms Act, 2013 was passed by the
Parliament which makes it mandatory on the part of the WMS to dispose of each
complaint within 60 days of its registration; and all appeals within 45 days. He went on to
state that the entire backlog of complaints was cleared quickly and, by the year 2014, all
complaints were being decided within 60 days. This period was further reduced to 45 days
in the year 2015. Subsequently, in the beginning of 2016, a Swift Complaint Resolution
system was introduced through which the complaints are now being decided within 25
days in 133 districts and 511 sub-districts of the country closer to the doorsteps of the
complainants.
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4.
The Senior Advisor also briefed the participants on the other initiatives taken by
the WMS for the citizens with the help of philanthropists largely from trade & industry
who are voluntarily providing better facilities for the women prisoners and their
accompanying children in jails, establishment of Sweet Homes in some prisons, arranging
payment of petty fines for the release of prisoners. WMS has also initiated measures to
curb maladministration in respect of 8.4 million overseas Pakistanis through establishment
of One Window Facilitation Desks at all international airports in Pakistan that function
24/7 to facilitate them. He stated that, so far, more than 39,000 such complaints have been
redressed by the aforesaid desks instantly. He also stated that besides his appointment as
the Grievance Commissioner for overseas Pakistanis, focal persons have been appointed in
all Pakistan Missions abroad to especially redress the grievances of the Pakistani Diaspora.
He also mentioned about the recent appointment of Grievance Officers in all agencies of
the federal government for instant resolution of complaints against their respective
Agencies. These Grievance Officers nominated by their agency heads are required to
resolve complaints relating to their agencies instantly, within 15 days.
5.
The President FPCCI thanked the HWM for inviting him on the occasion and
stated that the FPCCI was, for quite some time, coordinating with the Senior Advisor
(Law) of the WMS and, ultimately, under the guidance of the HWM, an MoU has been
finalized and signed between WMS, FTO and the FPCCI. He stated that this was a
historic moment for the business community and would always be remembered. He
expressed the confidence that the problems of the business community would henceforth
be expeditiously resolved and the businessmen would no more be subjected to the
inconvenience and inordinate delays in settlement of their issues in the courts. He further
stated that the country’s economy is largely dependent on exports and facilitating the
businessmen would have a salutary effect on foreign exchange earnings from exports.
Describing the shortcomings of the legal system, he stated that resolution of complaints in
45 days would be a great help to the business community, their confidence will get a boost
and their day to day problems would be easier to resolve due to intervention of the
Grievance Commissioner. He greatly appreciated and welcomed sustainable and
revolutionary steps taken by Federal Ombudsman, Mr. Faruqui to redress more than 3 lac
complaints and, more importantly addressing systemic failures of government agencies
through expert committees.
6.
The Vice President of the FPCCI paid rich tributes to the HWM and the FTO for
their untiring efforts to resolve the problems of the public at large; and now, especially, for
the business community. He also recalled the visit of the HWM and FTO to Karachi
where extensive consultation was held to address the issues of the businessmen. He
expressed his full confidence in the institutional capacity of the WMS and FTO and stated
that the business activity would be augmented after the signing of the MoU between the
Institution of Ombudsmen and the FPCCI. He expressed the view that 99% problems of
the business community are with the CDA and in case the business community starts
getting inexpensive and expeditious justice at their doorsteps as a result of signing of the
MoU, it would certainly be a great service to them.
7.
The Federal Tax Ombudsman stated that the number of complaints received in his
office is comparatively low but every effort is made to dispose of all complaints within 60
days. He informed that around 75% complaints are decided in favour of the complainant
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through a simple, efficient and cost free system and appeals are to be decided by the
Honourable President within 90 days. He assured that his office would fully implement
the MoU signed with the FPCCI for which modalities would be worked out very shortly
for resolution of the complaints of the business community even in the respective
Chamber of Commerce and Industry. He stated that this was the right of the business
community that their problems were duly heard, investigated and redressed quickly.
8.
The HWM appreciated the opening of the FPCCI’s office in Islamabad.
Recounting the significance and importance of the Federation of Chamber of Commerce
and Industry in India, the HWM stated the said chamber is duly consulted by the Indian
government while framing policies with regard to trade and industry and even during
budget preparation. He hoped that with the opening of the FPCCI office in Islamabad, it
would be easier for the government to work with it closely to redress the problems of the
business community. He assured that the Ombudsman would make extra efforts to
provide expeditious and cost free relief to the businessmen. He recalled that prior to 2013;
the WMS had the system for providing inexpensive relief to the complainants. However,
in order to provide expeditious justice in accordance with the relevant provision of the
Constitution, a provision was made in the 2013 Act so that all complaints could be
resolved within 60 days and appeals within 45 days. Even the President is required to
dispose of all representations against the decisions of the Wafaqi Mohtasib within 90 days
which is unprecedented in any ombudsman system in the world. He further informed that
new Regional Offices of the WMS have been opened in Hyderabad, Hub, Gujranwala,
Bahawalpur and Swat; and since January, 2016, the Advisors of the WMS have been
visiting the entire 133 district headquarters and 511 sub-districts to resolve the complaints
closer to doorsteps of the complainants, which is also a unique phenomenon. He further
informed that the findings are issued within 25 days.
9.
The HWM also stated that on receipt of some proposals for instant resolution of
complaints by the Agencies themselves, Focal Persons were appointed in all the federal
Agencies from amongst their own officers; and were empowered under the law to act as
Grievance Officer who can be approached by the complainant to have his complaint
against their respective Agency redressed instantly. Complete details about these Grievance
Officers are available on the website of the WMS and that of the FPCCI. He stated that
the Grievance Officers for the Chambers of Commerce and Industry have now been
appointed after extensive consultation with the chamber during his visits to its offices at
Karachi, Faisalabad, Sheikhupura and Peshawar.
10.
The HWM also informed that services of retired Senior Officers of BS-21 & 22
were hired to facilitate quick disposal of complaints and to ensure quality of findings.
These officers make special efforts to resolve the complaints through mediation due to
which incidents of appeals are very rare and implementation of our recommendations is
also easier. He further informed that the ratio of representations to the President is just
0.37% as compared to that of 20-30% in respect of other such institutions. He also stated
that a World Bank sponsored survey report based on a sample size of 3000 has categorized
the functioning of the WMS as very good or good. According to the survey, majority of
the people came to know about the existence of this institution through a news item in the
press or through the neighbour. Highlighting the need for creation of greater awareness
about the institution of ombudsmen among the public at large, he termed the signing of
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the MoU with the FPCCI a major initiative as it would create awareness and would
facilitate resolution of the complaints of the business community within days in their
respective chamber if so considered expedient and would also enable the institution of
ombudsmen to carry out research on the functioning of the chambers; and suggest
measures for improvement and good administration standards. He stated that the Agencies
generally appreciate the studies aimed at bringing about constructive changes in the
systems and improvement in their efficiency and efficacy. He sought the assistance of
FPCCI in lodging of complaints by the business community with the Ombudsman. In the
context of the point raised by the Vice President FPCCI regarding the difficulties the
business community is facing in dealing with the CDA, the HWM stated that the WMS
has invited the Mayor, Islamabad, who is also the Chairman CDA, to a meeting wherein
the President and the Vice President FPCCI would also be invited to flag the issues
relating to the CDA.
11.
Responding to a question about the problems being faced by the public at Karachi
in getting the WMS findings implemented by the K-Electric, the HWM stated that the
implementation rate of findings is satisfactory and the few unimplemented cases are the
ones where lack of infrastructure is creating problems. He further informed that the
management of K. Electric is being changed and the new management is poised to invest
huge amounts where after the situation would be much better.
12.
On a question regarding outstanding refund claims of the business community in
the FBR, the FTO stated that 250 complaints of non-refund of withholding tax are
pending with his office. He informed that, in this context, a meeting is being scheduled
with the chairman of the respective Standing Committee of the National Assembly to sort
out the issue. He also stated that there is a higher incidence of refund claims of Advance
Tax or Withholding Tax and the FTO’s previous decisions entailed a refund of
Rs. 6-7 billion. The FBR acknowledges that there is a long queue of complainants waiting
for settlement of their refund claims and the claims are being settled gradually. He also
acknowledged that the policy to project higher revenue through imposition of
withholding and advance tax needs a review.
13.
On a question that whether the decisions on appeals / representations against the
decisions of the Wafaqi Mohtasib attain finality or either party could challenge those
decisions in the court of law, it was clarified that any complainant or Agency has the right
to file a representation with the President within 30 days. The Cabinet Division has
circulated instructions to all the Agencies that once a decision is taken by the President, it
would not be contested by any Agency. A copy of the circular was available on WMS
website. The President FPCCI stated that the business community will be greatly satisfied
to learn that the decisions in their favour will not be challenged in any court of law. It was,
however, clarified that individuals cannot be debarred from challenging the President’s
decision in a court of law.
In the end, the HWM thanked all the participants for attending the press
conference.
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Group photo of Federal Ombudsman and Federal Tax Ombudsman visit to
FPCCI, Islamabad to sign MoU

Federal Ombudsman with President FPCCI inaugurating Ombudsman
Facilitation Desk at FPCCI Building in Islamabad
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MoU being signed at FPCCI Islamabad between Federal Ombudsman, Federal Tax Ombudsman
and President FPCCI

Federal Ombudsman addressing the Executive Members of FPCCI at Islamabad
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Federal Ombudsmen with President and Vice President of FPCCI at Islamabad

Federal Ombudsman addressing Faisalabad Chamber of Commerce and Industry
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December 8, 2016

February 4, 2016

FPCCI, Wafaqi Mohtasib to
mark govt agencies’ grey areas

Ombudsman visits FPCCI
KARACHI: The office of Federal Ombudsman
(FO) is running a pilot project in Dera Ghazi
Khan to provide relief to people who earlier had
to go to Multan for putting up their cases and
complaints, Federal Ombudsman Salman Faruqui
said.
During a visit to the Federation of Pakistan
Chambers of Commerce and Industry (FPCCI)
on Wednesday, he said presently there were
ombudsman offices in 28 districts only but the
FO was keen on reaching people at district and
union council level.
Mr Faruqui said that when he took over the
charge of Ombudsman office there were around
75,000 pending cases which now stood at zero.
Federal Ombudsman receives approximately
16,500 cases per annum and decides each case in
45 days, instead of the officially mandated 60-day
period, he said adding the office gave decisions on
around 207,000 cases with only 7,000 going for
appeal.
“Around 92 per cent of Ombudsman decisions are
upheld by the Supreme Court. Up to 87pc of the
decisions are based on mediation which is reached
in a few days,” he said.
Businessmen at the FPCCI drew Mr Faruqui’s
attention towards the huge outstanding amount
against duty drawback, sales tax and local levies.
Mr Faruqui urged the businessmen to approach
Federal Tax Ombudsman Abdul Rauf Chaudhry
in this regard.

Our Staff Reporter
ISLAMABAD - In a bid to give a boost to trade
and business activities in the country, Federal
Ombudsman M. Salman Faruqui yesterday said
that in coordination with the Federation of
Pakistan Chambers of Commerce and Industry
(FPCCI), Wafaqi Mohtasib was jointly
conducting a comprehensive study in order to
identify issues of maladministration at the level of
government agencies.
“While the option for availing five-tier grievance
redress mechanism is available to businessmen, a
special dispensation for resolving their complaints
has also been put in place whereby five designated
grievance officers would be visiting the chambers’
secretariat in all the provinces to listen to the
problems and provide speedy solution of their
complaints,” he added.
Addressing a joint press conference with Abdur
Rauf Alam, President FPCCI and Chaudhry
Abdul Rauf, Federal Tax Ombudsman here at the
Wafaqi Mohtasib Secretariat, Faruqui apprised
that it has been decided by the Federation and the
Ombudsman Secretariat to conduct joint
study/research
for
identifying
systemic
maladministration issues facing the FPCCI and
make suitable and doable recommendations for
their resolution.
Federal Ombudsman was of the view that he has
always given great importance to trade and
industry as the development in this sector would
lead the country on the path of progress and
prosperity, adding that for the purpose a
Memorandum of Understanding (MoU) has
recently been signed with the FPCCI Islamabad,
which also envisaged resolution of collective
issues of the business community with the
intervention of the Wafaqi Mohtasib. Salman
Faruqui asked media to play its proactive role for
creating awareness among masses in order to pass
on the message of free and speedy justice to all
and sundry.
Faruqui said that an Instant Redress System has
been designed to resolve citizen’s problems on the
spot and for this purpose Federal Ombudsman
Liaison Officers have been designated at different
ministries and departments to dispose of the
complaints within 15 days.
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Wafaqi Mohtasib while highlighting the process
of Swift Complaint Mechanism process said,
Wafaqi
Mohtasib
has
undertaken
an
unprecedented and new Swift Redressal System
closest to the doorsteps of the complainants at
Tehsil or District headquarters in 515 Tehsils and
133 districts. Findings are issued within 25 days
of the registration of complaints, he said and
added that this new initiative was started as a pilot
project in January this year.
Abdur Rauf Alam, President, FPCCI termed the
occasion a moment of great pleasure for the
whole business community as the appointment of
exclusive grievance commissioners would not
only help curtailing people’s complaints but also
to improve the confidence of business
community.
He thanked Salman Faruqui for focusing on the
issues of trade community and said that the
community was playing its due role in uplifting
the economic situation of the country.
Chaudhry Abdul Rauf, Federal Tax Ombudsman
said that the Tax Mohtasib was also deciding
complaints within a period of 45 days and since
taking the charge of his office, the number of
resolved complaints has increased up to 70 per
cent.
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former president KCCI Siraj Kassam Teli and
other office bearers KCCI were present on the
occasion.
Commenting on the overall performance of
Federal Ombudsman, Salman Faruqui informed
that around 16,000 complaints were being
received at the Federal Ombudsman every year
and the decision against each complaint is taken
within 60 days.
He pointed out that during the last two-and-a-half
years, a total of 207,000 complaints were decided
and there was absolutely no backlog.
Moreover, during the last three months of 2015,
all the complaints were being resolved within 45
days which clearly indicates the improved
performance of Federal Ombudsman”, he added.
He further told the business and industrial
community that Federal Ombudsman will soon
be undertaking a campaign on experimental basis
in which they plan to decide cases within 15 days
by sending FO teams to around 500 districts and
tehsils across Pakistan.
Salman Faruqui said that Federal Ombudsman
was fully authorized to take suo moto notice and
hundreds of suo moto notices have been taken
during his tenure as Federal Ombudsman.

January 9, 2016

Refund claims issue: Businessmen
advised to approach tax
ombudsman
KARACHI - Federal Ombudsman Salman
Faruqui has advised the business community of
Karachi to take up the issue of pending refund
claims of genuine cases with the Tax Ombudsman
who is empowered to take decision within 60
days.
Exchanging views during his visit to Karachi
Chamber of Commerce and Industry (KCCI),
Federal Ombudsman reiterated that the business
and industrial community must submit their
formal complaints pertaining to refund claims to
tax ombudsman who has powers equivalent to the
judge of Supreme Court and is authorized to take
suo moto notice to deal with such matters.
Tax Ombudsman Abdul Rauf Chaudhry,
Banking Ombudsman Anisul Hasnain, Federal
Ombudsperson
for
Protection
against
Harassment of Women Justice (Retd.) Yasmin
Abbasey, Chairman Businessmen Group and
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Innovative Initiative by
Federal Ombudsman
To
Include FATA in his Jurisdiction and
Appoint 3 Grievance Commissioners to
Exclusively Redress Complaints of
Residents of
Federally Administered Tribal Areas
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Speedy Grievance Resolution Mechanism for
Federally Administered Tribal Areas
The area lying North South between the western administrative border of Khyber
Pakhtunkhwa Province and the Durand Line, known as “the area beyond frontiers”
during the British rule and after independence first named as “Centrally Administered
Tribal Area” (CATA) and later renamed as “Federally Administered Tribal Area” (FATA),
in terms of Article 1 of the Constitution of Islamic Republic of Pakistan is an integral unit
of our homeland. However, due to its special status, its governance and judicial system is
different from the rest of the country. It is administered under the Frontier Crimes
Regulation (FCR) and criminal and civil disputes of the people of the area are adjudicated
through a hierarchy of Frontier Crimes Regulation (FCR) courts. Normal courts are
constitutionally and legally barred to entertain and decide criminal and civil disputes of the
people of the area. Even, the superior courts have constitutionally and legally no
jurisdiction to entertain and hear Petitions of the people of the area for enforcement of
their fundamental rights guaranteed in the constitution.
Federally Administered Tribal Area (FATA) consists of seven tribal agencies
(Bajaur Agency, Mohmand Agency, Khyber Agency, Orakzai Agency, Kurram Agency,
North Waziristan Agency and South Waziristan Agency) and six Frontier Regions (FR
Peshawar, FR Kohat, FR Bannu, FR Lakki, FR D.I. Khan and FR Tank). It covers the
geographical area of 27,000 Square Kilometres and is a home to more than four million
people.
The administration of Federally Administered Tribal Area (FATA) rests on four
pillars (Frontier Crimes Regulation (FCR), Political Agents, Maliks and Khasadars) and
Frontier Crops is called in aid of political administration in critical law and order
situations. Its governance system is unique in the sense that it is administered through the
indirect system of administration which means administration through Maliks and
Khasadars and for an offence of an individual, the whole tribe to which the offender
belongs is held responsible.
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As highlighted in the preceding lines, being a special area and having different
governance structure and judicial system, formal and informal justice system run parallel
in the area. Under the formal system, for settlement of criminal and civil disputes
occurring in the area where government can take cognizance of offences, a hierarchy of
courts has been established under the FCR. Whereas, disputes originating inside the tribal
territory are settled by the people themselves according to their own Riwaj, Customs and
traditions.
FATA, throughout its existence has remained out of focus of an effective grievance
resolution system and the cost free grievance redressal mechanism of Wafaqi Mohtasib
established in 1983, during all these years have not been extended to FATA. As such, the
people of FATA till 2013 had no independent forum for resolution of their grievances
arising out of maladministration of Government Agencies working in FATA. However, in
August 2013, due to dedicated and untiring efforts of Honourable Mr. M. Salman Faruqui,
Federal Ombudsman of Pakistan, the jurisdiction of Wafaqi Mohtasib was extended to
FATA which paved way for the creation of the forum of Grievance Commissioner for
FATA and Mr. Badshah Gul Wazir and Mr. Abdul Karim Qasuria were appointed as
Grievance Commissioners and Dr. Begum Jan, a member of the Human Rights
Commission of Pakistan, as Associate Grievance Commissioner for FATA in the Wafaqi
Mohtasib, Regional Offices, Peshawar and D. I. Khan where they are currently performing
their functions under the supervision and guidance of Wafaqi Mohtasib for speedy
resolution of grievances of the people of FATA. The creation of the forum of Grievance
Commissioner for FATA at Regional Offices, Peshawar and D. I. Khan has opened up an
avenue for the people of FATA where they can now file complaints against the
maladministration of Government Agencies and their functionaries working in FATA and
can seek resolution of their grievances on fast track basis within sixty days.
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Letter from Director General Inter Services Intelligence
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Daily Awareness, Peshawar
15.03.2014
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Proceedings
of
Radio Pakistan Function
for Redress of
Overseas Pakistanis Complaints
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Proceedings of Radio Pakistan function for Redress of
Overseas Pakistanis Complaints
On direction of the Wafaqi Mohtasib, for the first time in the history a seminar
was arranged at the Z. A. Bukhari Auditorium of Radio Pakistan on 20th December, 2016.
Dignitaries from all walks of life were present to pay tributes to the Overseas Pakistanis.
Some of the notable overseas Pakistanis from USA, Canada, Spain, KSA and UAE were
present at the occasion. The seminar was presided by Hon’able Wafaqi Mohtasib. Senator
Sajid Mir also graced the occasion by his presence. The Wafaqi Mohtasib, Grievance
Commissioner for Overseas Pakistani and other government department dealing with the
overseas Pakistanis participated.
Hafiz Ahsaan Ahmad Khokhar, Grievance Commissioner for overseas Pakistanis
highlighted the initiatives taken by the Wafaqi Mohtasib in the country. He said that
average annual disposal from 1983-2013 was 16,500 complaints in a year. Average time
taken for disposal ranged from 6 months to 10 years. In 2013 the backlog was 75000 cases.
However thereafter with the special initiative by the Ombudsman 74,748 cases were
decided in 2013. In 2014 the figure rose to 76,878 and from 2015-upto 20 Dec 2016 it
touched the figure of 1,26,451. 80,164 cases of Overseas Pakistanis were resolved under Art
33 (P.O. No1 of 1983). Thus the total figure comes to 3,58,241.
Continuing the new initiatives of the Ombudsman he said that now time limit for
Disposal of complaints has been fixed to 45 days only. An Implementation Cell has been
established in the secretariat. The Investigation officers are asked for encouragement to
mediation. For effective redressal of complaints Grievance Commissioners for Overseas,
FATA, Pensioners, Commerce and Children have been appointed. Special Committees
have appointed for systemic issues in various departments.
Hafiz Ahsaan Ahmad Khokhar, Grievance Commissioner for overseas Pakistanis
further informed the audience that with the efforts of the Waffaqi Mohtasib Secretariat an
Automated E-Pension system for government employees have been introduced. Outreach
of Wafaqi Mohtasib has been established to Sub Division and District level, where
resolution of Complaints are being made within 15 days.
Hafiz Ahsaan Ahmad Khokhar further said that Systemic Issues of NADRA,
Passport Department, Foreign Office, OPF, Bureau etc have been resolved. Hearing of
Complaints through video link is established. Resolution of issues through Helpline,
mobile and emails is also provided. Unified Scanning Policy at International Airports of
Pakistan/ Grievances of Overseas Pakistanis living in Italy is started. Automation and
Early Processing of Renunciation of Citizenship Cases is being done. Pending Cases of
Passports and NICOP are resolved. Awareness Campaign through Print and Electronic
Media is underway so that large number of citizen could avail the opportunity for speedy
redressal of their grievances. Foreign Missions are requested to hold Seerat Seminars in
Pak. Mission in connection with Birth Day of Holy Prophet (P.B.U.H). Facilitation in
Home Remittances and issuances of FERC Card is in process. Toll free numbers have been
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activated at different Agencies for Overseas Pakistanis. Advisory Councils have been
established in Government Departments.
Senator Sajjid Mir in his special address warmly appreciated the initiative taken by
the Wafaqi Mohtasib for the welfare of the Overseas Pakistanis. He said that it was also
unbelievable in a country like Pakistan, where the Oversea Pakistanis remained a neglected
class. He hoped that the Mohtasib Office would also initiate various activities for the
citizen in the country.
Heads of Overseas Pakistanis Foundation, Overseas Employment Corporation,
Bureau of Emigration & Obverses Employment appreciated the initiatives taken by the
Wafaqi Mohtasib Secretariat. They assured that all such initiatives would be religiously
observed by the respective department. These steps should not only boost the reliance of
Pakistani citizen on their departments but also raise confidence of the officers/official
working therein.
Mr. Salman Faruqi, Wafaqi Mohtasib said that the organization of the Mohtasib is
in fact citizen advocate. The very purpose of creation of the office is to diagnose,
investigate, redress and ratify any injustice done to a person. The Ombudsman said that
around 8.4 Million Overseas Pakistanis are living and working in around 124 different
countries of the World. Theses Overseas Pakistanis are remitting around 20 billion US
Dollars to national economy. For benefit of the Pakistani Diaspora a dedicated Website for
Overseas Pakistanis Complaints has been provided which is connected with 40 Federal
Government Departments. Focal Persons in 116 Missions have been appointed in addition
to one such person in every government department in the country. Ambassadors are now
hearing Overseas Pakistanis complaints once a week without any appointment. Counsellor
and legal assistance to Overseas Pakistanis Prisoners is being provided. He emphasized that
the Overseas Pakistanis should regularly remain in touch with the Ombudsman Secretariat
so that their grievances should be redressed and they could work there in peace of mind.
At the end of the function certificates were distributed in recognition of their
service to Overseas Pakistanis. The officers/official of various department engaged in
service of Pakistani Diaspora, like OPF, OEC, FIA, CAA, Custom, PIA, Police, BE&OE
etc. were also recognized through award of certificates.
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Instant Redressal
of
Complaints by
8.4 Million
Overseas Pakistanis
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Grievance Commissioner for Overseas Pakistanis
Welfare of Pakistani diaspora is under special attention of the Government as they
not only provide considerable support to their families back home for their socio
economic uplift but also contribute meaningfully for the economic stability of the country
through substantial remittance from abroad.
At present 8.4 million Pakistanis are living and working in different countries of
the world and are contributing to the economy of the country in the shape of huge
remittances of around 16 billion US dollars per annum. They have to interact with the
state functionaries in various government agencies to have their problems addressed.
Federal Ombudsman is committed to their well-being. In consonance with this
commitment, Federal Ombudsman appointed Hafiz Ahsan Ahmad Khokhar, Senior
Advisor Law as the Grievance Commissioner for Overseas Pakistanis under Section (7) of
the Federal Ombudsman Institutional Reforms Act, 2013.
A detailed study of the problems of overseas Pakistanis was carried out and
extensive discussions were undertaken with all the relevant agencies to redress the
complaints of overseas Pakistanis through a multi-pronged strategy. This strategy
envisaged some immediate measures aimed at resolving individual and systemic issues of
overseas Pakistanis and to ensure their welfare and that of their families living in or outside
Pakistan. The response of the Pakistani diaspora to the strategy was very encouraging and
some useful proposals were received from them for improvement of the system.
A number of initiatives have accordingly been taken for the welfare of overseas
Pakistanis, details of which are given below:
One Window Facilitation Desks
Establishment of One Window Facilitation Desks at 8 International Airports in
Islamabad, Lahore, Karachi, Peshawar, Quetta, Multan, Sialkot and Faisalabad has helped
in instant resolution of complaints at the Airports through close coordination among the
concerned departments. 12 Federal Agencies are represented on these desks. Since
establishment of the first One Window Facilitation Desk at Islamabad on 19th May, 2015, a
total number of 38536 passengers have been facilitated in one way or the other. During
this period 976 complaints were received all of which were resolved on the spot.
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Mr. M. Salman Faruqui, Wafaqi Mohtasib inaugurating One Window Facilitation Desk at
Benazir Bhutto International Airport, Islamabad

View of One Window Facilitation Desk at Benazir Bhutto International Airport, Islamabad
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Mr. M. Salman Faruqui, Wafaqi Mohtasib chairing meeting at Benazir Bhutto International
Airport, Islamabad in connection with One Window Facilitation Desk

Mr. M. Salman Faruqui, Wafaqi Mohtasib inaugurating One Window Facilitation Desk at
Allama Iqbal International Airport, Lahore
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View of One Window Facilitation Desk at Allama Iqbal International Airport, Lahore

Mr. M. Salman Faruqui, Wafaqi Mohtasib inagurating One Window Facilitation Desk at Jinnah
International Airport, Karachi
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View of One Window Facilitation Desk at Jinnah International Airport, Karachi

Mr. M Salman Faruqui, Wafaqi Mohtasib at the occasion of inauguration of One Window
Facilitation Desk at Jinnah International Airport, Karachi
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Mr. M. Salman Faruqui, Wafaqi Mohtasib inaugurating One Window Facilitation Desk at Bacha
Khan International Airport, Peshawar

View of One Window Facilitation Desk at Bacha Khan International Airport, Peshawar
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Inaguration of One Window Facilitation Desk at International Airport, Quetta

View of One Window Facilitation Desk at International Airport, Quetta
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One Window Facilitation Desk at International Airport, Sialkot
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Hearing of Complaints of Overseas Pakistanis by
Ambassadors/High Commissioners Once A Week
without any Appointment
On the initiative of this Secretariat, the Ministry of Foreign Affairs has written to
all the Missions abroad that the Ambassadors/High Commissioners must fix a day in a
week for hearing of complaints of Overseas Pakistanis in their respective missions without
fail. Ministry of Foreign Affairs has also asked the Ambassadors/High Commissioners to
give their suggestions on all issues related to NADRA, IMPASS and Ministry of Interior in
respect of the services being provided to the Overseas Pakistanis.

Arrangements for Hearing of Complaints in Federal Ombudsman
Secretariat through Video Link/Skype
Arrangements have been made for hearing complaints in Federal Ombudsman
Secretariat through Video link/Skype ‘on fortnightly basis’ from those countries where
Community Welfare Attaches are posted so that the grievances of Overseas Pakistanis are
resolved in the minimum possible time. The Overseas Pakistanis Foundation has been
tasked to design a mechanism for and schedule hearing of complaints through Video
link/Skype in the Federal Ombudsman Secretariat.

Overseas Pakistanis Day
It is proposed that Overseas Pakistanis Day may be celebrated in December every
year for showcasing the soft image of the country and boosting the morale of the Pakistani
diaspora.

Focal Persons in Pakistan Missions Abroad for Overseas Pakistanis
Focal Persons have been appointed in 85 Pakistani Missions abroad for redressal of
grievances of the Overseas Pakistanis on the spot.

Legal and Consular Assistance for Overseas Pakistani Prisoners
The Ministry of Foreign Affairs has asked the Pakistan Missions abroad to compile
the details of Overseas Pakistani prisoners languishing in foreign jails and provide a
mechanism for legal and Consular assistance to Pakistani prisoners on case to case basis.

Establishment of NADRA Swift Centers and Machine Readable Passport
Facility Abroad
Steps have been taken to establish NADRA Swift Centre and Machine Readable
Passport Facility in those countries where at least 10000 Pakistanis are present.

Other Miscellaneous Facilities
i)

Independent Website for Overseas Pakistanis has been established
(www.overseaspakistanis.ombudsman.gov.pk) which is connected with 40
Federal Government departments.
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ii)

Resolution of issues regarding Renunciation of Citizenship, attestation of
Documents from HEC and Police Clearance Certificates.

iii)

Issuance and Renewal of NICOP at airports.

iv)

Monitoring of Monthly Reports received from Missions/Community Welfare
Attaches on the issues of overseas Pakistanis.

v)

Facilitation in Home Remittances and issuances of FERC Card.

vi)

Settlement of Workers Insurance Claim and Increase in period of coverage from
two years to five years in coordination with OPF.

vii)

Toll Free Numbers for resolving the issues of Overseas Pakistanis in all federal
ministries.

viii)

Working of all relevant Ministries/Departments has been linked through
internal mechanism for handling of complaints of overseas Pakistanis. Overseas
Pakistanis’ systemic issues are taken up by the Grievance Commissioner with
the relevant authorities, such as National Database & Registration Authority
(NADRA), D.G. Passport, Federal Investigation Agency (FIA), Overseas
Pakistanis Foundation (OPF), Pakistan International Airlines (PIA), Customs,
Civil Aviation Authority (CAA), etc. for urgent resolution.

ix)

Missions/Community Welfare Attaches (CWA) and Information Officers
posted abroad are now working together and keeping liaison with overseas
Pakistanis Associations and media of Pakistanis abroad.

x)

Xvii) All Federal Agencies have constituted Advisory Councils comprising
senior officers and civil society members to identify and resolve systemic issues
relating to overseas Pakistanis.

xi)

XVIII) Agencies have developed online system for lodging and tracking of
complaints. These are being integrated with the Grievance Commissioner and
other agencies.

xii)

XIX) Pakistan Missions have maintained liaison with the local Agencies in
foreign countries for the purpose of resolving the problems of overseas
Pakistanis such as non-payment of wages, disputes with the sponsors, nonavailability of medical and legal aid etc.

xiii)

XX) Surveillance cameras for security purpose have been installed by Civil
Aviation Authority at One Window Facilitation Desks which will be
controlled by Airport Security Force.

xiv)

XXI) Complaints of overseas Pakistanis reported by the Media are being duly
attended to by the Agencies concerned.

xv)

XXII) Special Branch personnel monitoring cabs outside the airports and
keeping surveillance of roads all along the airport area for the purpose of
security.

xvi)

XXIII) Ministry of Health has arranged for immunization of overseas Pakistani
passengers at the airports.
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Child Ombuds
of Pakistan
Major Initiatives
for
Children
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Initiatives taken as Child Ombuds of Pakistan
Rationale
In Pakistan, for population of more than 180 million, 50% of which are children,
there were no public forums to provide an opportunity to the children to raise the voice in
matters relating to them. Taking cognizance of the deficiency, Wafaqi Mohtasib Secretariat
(WMS) and United Nations Children’s 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.
Having fulfilled its initial objectives and after endorsement of 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 by Federal Ombudsman, Mr. M. Salman Faruqui to the National
Commissioner for Children’s Office. The Head of Federal CCO, Mr. Ejaz Ahmad
Qureshi, former Chief Secretary Sindh and Khyber Pakhtunkhwa, was appointed as the
National Commissioner for Children and Ms. Nasreen Farooq Ayub, Mr. Abdul Sattar
Khan, Syed Munawar Ahmed Shah, Mr. Muhammad Naseer Jamali, Mr. Absar Hussain
Jarral, Child Commissioner were notified as Provincial Child Commissioners.
National Commissioner for Children’s Office; since its inception, has worked as
Ombudsman for Children by undertaking steps to raise the profile of child rights and
devise mechanism for redressal of children complaints both at the federal and provincial
level.
Consequently, critical issues to bring relief to children of Pakistan, both individual
complaints and systemic issues are addressed through creative institutional arrangements
among all the ombudsmen in Pakistan. In all these endeavours, UNICEF support has been
steadfast.

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 the
protection of the rights of children in the country.
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•

To develop and implement a programme for the 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
stake holders.

•

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 Wafaqi Mohtasib secretariat.

•

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

Constitution of National Committee on Children
Presently there is no Children Ombudsman in Pakistan yet, the Honourable
Wafaqi Mohtasib Mr. M. Salman Faruqui constituted National Committee for Children
comprising Mr. S. M. Zafar, former Federal Minister for Law, Justice, Parliamentary
Affairs and Human Rights, Ms. Raheela Hameed Durrani, Speaker Balochistan Assembly,
former Minister Ms. Shaheen Attique ur Rehman, Vice Chairperson Bunyad Foundation,
former Chairperson Higher Education Commission Ms. Shehnaz Wazir Ali, Chairperson
SZABIST, Dr. Farzana Bari, Director, Center of Excellence in Gender Studies, Quaid-eAzam University, Professor Taqdees Gillani, Chairperson, Kashmir Cultural Academy,
Dr. Tufail Muhammad, Children (Paeds) Specialist, Ms. Samar Minallah Khan,
Anthropologist/Documentarian, Dr. Begum Jaan, founder of the Tribal Women Welfare
Association, Member National Commission for Human Rights, Mr. Zia Ahmed Awan,
Founder of Madadgaar and others.
Several meetings of National Committee on Children have been held with the
objective to formulate proposals to ameliorate conditions of children who are disabled,
forced to work, made to beg on the streets, in jails, sexually abused and subject to child
trafficking. Ms. Sarah Coleman, Chief Child Protection UNICEF also attended the
meeting.

114

Annual Report of the Federal Ombudsman 2016

A view of the Meeting of National Committee on Children, being chaired by
Senator (R) S. M. Zafar in Lahore.

Members of the National Committee on Children during meeting in Islamabad Club.
The Standard Operating Procedures (SOPs) have been developed to ensure smooth
functioning of the Committees and the helpline # 1056 is dedicated for children’s
complaints, presently functioning during office hours.

Performance of Commissioner for Children
The Commissioners for Children are working effectively across the country. Some of the
important actions in this regard include:
• The suo moto notice on rise of crimes against children
115

Annual Report of the Federal Ombudsman 2016

•
•
•
•
•
•

Recovery of minor girls who are kidnapped
Trafficking of children in packed cartons to Thailand
Inordinate delay by Police in lodging the FIR and arrest of accused in heinous
offence against minor girls
Investigation into the allegation made against Darul Aman
Admissions in the Federal Colleges without merit
Outbreak of mysterious disease in Shangla village of Upper Dir, Khyber
Pakhtunkhwa

Members of the National Committee on Children and Provincial Mohtasibs during the
meeting in Wafaqi Mohtasib Secretariat, Islamabad
Ombudsman Committees including eminent civil society members (as
Chairpersons) hear and decide individual and combined maladministration complaints by
and on behalf children. Dedicated phone number 1056 is additional facility for
complainants relating to children. The committees are as follows:-

Committee No.1
1. Mr. S.M. Zafar, Former Chairman of Human Rights Society of Pakistan, Federal
Minister for Law and Justice and President Supreme Court Bar Association
2. Mr. Abdul Basit Khan, Advisor - Wafaqi Mohtasib Regional Office Lahore
3. Ms. Nasreen Farooque Ayub, Chief Child Commissioner – Provincial Mohtasib,
Punjab Lahore

Committee No.2
1. Ms. Shaheen Attique ur Rehman, Vice Chairperson – Bunyad Foundation and former
Minister Social Welfare, Punjab
2. Ms. Mobashrah Nighat Bajwa, Advisor - Wafaqi Mohtasib Regional Office Lahore
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3. Ms. Nasreen Farooque Ayub, Chief Child Commissioner – Provincial Mohtasib,
Punjab Lahore

Committee No.3
1. Mr. Zia Ahmed Awan, Founder of Madadgaar National Helpline, Karachi
2. Mr. M. Ishaque Lashari, Advisor - Wafaqi Mohtasib Regional Office Karachi
3. Mr. M. Naseer Jamali, Provincial Child Commissioner – Provincial Mohtasib, Sindh
(relating to Provincial Mohtasib, Sindh)

Committee No.4
1. Ms. Shahnaz Wazir Ali, President, SZABIST and former Chairman Higher Education
Commission of Pakistan, Karachi
2. Ms. Yasmin Saud, Senior Advisor - Wafaqi Mohtasib Regional Office Karachi
3. Mr. M. Naseer Jamali, Provincial Child Commissioner – Provincial Mohtasib, Sindh
(relating to Provincial Mohtasib, Sindh)

Committee No.5
1. Ms. Huma Baqai, Associate Professor (Social Sciences)
2. & Director Communication and Public Affair, Institute of Business Administration
(IBA), Karachi
3. Mr. Siraj Saleem Shamsuddin, Senior Advisor - Wafaqi Mohtasib Regional Office
Karachi
4. Mr. M. Naseer Jamali, Provincial Child Commissioner – Provincial Mohtasib, Sindh
(relating to Provincial Mohtasib, Sindh)

Committee No.6
1. Ms. Raheela Hameed Durrani, Speaker Balochistan Assembly, Quetta
2. Mr. Ghulam Sarwar Brohi, Associate Advisor - Wafaqi Mohtasib Regional Office,
Quetta
3. Mr. Syed Munawar Ahmed Shah, Provincial Child Commissioner — Provincial
Mohtasib, Balochistan, Quetta

Committee No.7
1. Ms. Shama Parveen Magsi, Former Minister Information Technology & Provincial
Coordination and Law & Parliamentary Affairs, Balochistan, Quetta
2. Mr. Usman Ali Marwat, Regional Head - Wafaqi Mohtasib Regional Office, Quetta
3. Mr. Syed Munawar Ahmed Shah, Provincial Child Commissioner — Provincial
Mohtasib, Balochistan, Quetta
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Committee No.8
1. Mr. Chief Justice (Retired) Justice Manzoor Hussain Gillani - Chairman Association
for the Rights of the People of Jammu and Kashmir and Retired Chief Justice of the
Supreme Court of Azad Jammu and Kashmir
2. Syed Mumtaz Hussain Naqvi - Honourable Provincial Mohtasib – Azad Jammu &
Kashmir (AJK)

Committee No.9
1. Mr. Justice (Retired) Shah Ji Rehman, Advisor — Wafaqi Mohtasib Regional Office,
Peshawar
2. Dr. Begum Jan, Chairperson Tribal Women Welfare Association (TWWA) and
Member Human Rights Commission of Pakistan, Peshawar
3. Mr. Abdul Sattar Khan Provincial Child Commissioner, KPK Peshawar

Committee No.10
1. Mr. Hifz-ur-Rehman, Managing Director Frontier Education Foundation and former
Secretary Government of KPK Peshawar
2. Mr. Jahanzeb Latif, Consultant - Wafaqi Mohtasib Regional Office, Peshawar
3. Mr. Abdul Sattar Khan Provincial Child Commissioner, KPK Peshawar

Committee No.11
1. Dr. Farzana Bari - Commissioner for Children, Director Centre of Excellence in
Gender Studies, Quaid-e-Azam University, Islamabad
2. Hafiz Ahsan Ahmad
Islamabad

Khokar, Senior Advisor - Wafaqi Mohtasib Head Office

3. Mr. Rao Iqbal – Head Rawalpindi Office, Provincial Mohtasib, Punjab

Committee No.12
1. Mrs. Samar Minallah, Commissioner for Children, Anthropologist/Documentarian
2. Ms. Zaryab Mussarat, Commissioner, Dy. Director Wafaqi Mohtasib Head Office
Islamabad
3. Mr. Rao Muhammad Iqbal Khan, Head Rawalpindi Office - Provincial Mohtasib,
Punjab

Committee No.13
1. Syeda Viquar un Nisa Hashmi – Commissioner for Children
Attorney at Law

& Focal Person

2. Mr. Shah Mehboob Alam, Advisor Wafaqi Mohtasib Head Office Islamabad
3. Mr. Rao Iqbal – Head Rawalpindi Office - Provincial Mohtasib, Punjab
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Constitution of the Committee on Prisons with Special Reference to
Children
In pursuance of the direction of the Hon’ble Supreme Court, Mr. M. Salman
Faruqui, Federal Ombudsman (Wafaqi Mohtasib) constituted an “Advisory Committee
with Special Reference to Children and Women Prisoners” under the provisions of Article
18 of Establishment of the Office of Wafaqi Mohtasib Order of 1983.
The members of the Committee were mandated to visit different jails all over
Pakistan and in this respect visits have been conducted of Adiala Jail Rawalpindi, Haripur
Jail, Central Jail Karachi, Quetta Jail, Kot Lakhpat Jail Lahore and Macch Jail. The
members of the Committee were mandated to observe the following aspects of the jail and
the prisoners:a) The plight of prisoners, especially children and women prisoners languishing in
jails.
b) The provision of facilities in accordance with law and jail manual for children
and women prisoners.
The members of the National Committee on Children had also been associated in
the visits for taking necessary follow up actions for the betterment of women and children.
In this connection, a team of officers visited important jails in all the provinces to get
factual and first-hand information not only about the living conditions of prisoners in jails,
particularly the women and children including juvenile prisoners but also to report on
overall condition of jails including quality of food, sanitary, cleanliness, medical and
clinical facilities etc.
Pursuant to a directive of the Hon’ble Supreme Court, Federal Ombudsman
constituted two Prison Reforms Committees under the Chairmanship of former Law
Minister, Mr. S. M. Zafar, former Chairman of Human Rights Commission, Ms. Asma
Jahangir and Chairman of Punjab Red Crescent Society, Mian Muhammad Hanif. Their
reports were submitted to the Hon’ble Supreme Court. A bench of the Supreme Court
headed by Hon’ble Chief Justice of Pakistan appreciated the work done by Federal
Ombudsman’s Committees, and directed the Provincial Governments to submit their
comments and report on follow up in January 2017.

Members of the Wafaqi Mohtasib Committee on Prisons
during the visit to Haripur Jail.
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Appointment of Investigating Officers/Advisors
The ten regional offices of WMS in Peshawar, Dera Ismail Khan, Lahore,
Faisalabad, Multan, Quetta, Sukkur, Hyderabad, Karachi and Swat have designated Senior
Investigating Officers/Advisors for handling complaints pertaining to children for their
swift redressal.

Provincial Child Rights Standing Committees
To address the systemic issues in education, health and labour etc., Child Rights
Standing Committees (CRSC) in Punjab, Khyber Pakhtunkhwa and in Balochistan have
been notified. The rationale of CRSC is to protect and promote children's rights in
Pakistan and ensure swift redressal of their complaints. These committees review the
reports elicited from relevant ministries on the progress of State of Children in Pakistan
Report. Senior officials from concerned provincial agencies i.e. education, health, labour,
social welfare and CSOs attend these meetings.

Commemoration of World Day against Child Labour (2016)
To eradicate menace of child labour; during the past 25 years, several initiatives
were taken by the Government of Pakistan. In 2016 a major initiative by National
Commissioner for Children was to encourage the role of civil society. So, the focus of this
year’s World Day Against Child Labour was through a Cash Grant Competition;
recognize those projects with maximum impact in addressing multi-dimensional child
labour issues. Interventions are to address any form of child labour including domestic
child labour, street children, in agriculture, hazardous professions, leather tanning, sports
goods and in carpet weaving.
In this connection, a competition was launched by the National Commissioner’s
Office between Non-Governmental Organizations (NGOs) and after a due diligence and
scrutiny, to appreciate the efforts of winning NGOs. Cash grants have been awarded of
worth USD 40,000, USD 25,000 and USD 15,000 respectively in a ceremony held in
Islamabad. The Office of the Federal Ombudsman, with the collaboration of UNICEF,
has disbursed the grants under a work plan agreed with the four grantees for undertaking
the activities for the betterment of children.

Group Photo of the representatives of winning NGOs with
Mr. Ayaz Sadiq, Speaker National Assembly
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A view of participants of the event of World Day against Child Labour with
Advisor on Foreign Affairs Mr. Sartaj Aziz

Mr. Mehtab Abbasi, Governor, KPK with the participants of World Day
against Children Labour.
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Ms Shaheen Atiqu-ur-Rehman, Vice Chairperson of Bunyad, receiving Guarantor Award
from Speaker National Assembly

Study on On-line Sexual Exploitation of Children

A view of meeting of the officers of Federal Government Agencies on
Online Sexual Exploitation of Children at Federal Ombudsman Secretariat

National Commissioner’s Office in collaboration with UNICEF conducted a study
through international consultants to eradicate the menace on “On-line Sexual Exploitation
of Children”. In this connection, a meeting was arranged and attended by UNICEF
representatives and participants from government agencies (Federal Investigation Agency,
National Telecommunication Corporation, Pakistan Electronic Media Regulatory
Authority, Pakistan Telecommunication Authority, Ministry of Law and Justice, Federal
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Directorate of Education, Ministry of Human Rights, Ministry of Religious Affairs,
National Commission for Human Development), civil society (Madadgaar, Rozan, PLAN,
Sahil, SPARC) and multi-national/private organizations (Mobilink, Nayatel) etc. The aim
of the meeting was to practically move ahead on the study and to identify focal persons in
government agencies, civil society and multi-national/private organizations for future
liaison. The participants of the meeting gave their substantial input for the betterment of
children.
The final report which would be shared by the international consultants gives a
more holistic picture in safe-guarding children from on-line sexual exploitation.

Open Kucheri at School Level
National Commissioner’s Office has initiated visits to conduct “Open Kucheri at
School Level”. The objective of this activity is to create awareness among the children,
parents and local people about our working and Wafaqi Mohtasib and listen to their
grievances against govt. agencies and register complaints on the spot for redressal. Till now
eight visits have been conducted in different areas located in Islamabad Capital Territory.
More than 3000 students and locals directly participated in these Open Kucharies. Apart
from this awareness material i.e. posters, flyers and banners were also distributed.

Open Kucheri at Model Village Saidpur, organized by the Office of National
Commissioner for Children, Wafaqi Mohtasib

Co-ordination Visits/Meetings in Provinces
After 18th Amendment, in order to monitor the situation of child rights in Pakistan
and to ensure accountability of federal agencies assigned with the task of compliance with
the UNCRC, it became necessary that CRSC should be created at the provincial level. In
this regard Khyber Pakhtunkhwa, Punjab and Balochistan Ombudsman have been
persuaded and they have notified CRSCs. Sindh and Azad Jammu & Kashmir are in the
process of notifying CRSCs. This Office continues to interact with Ombudsmen and
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Child Commissioners/focal persons of Sindh and Azad Jammu & Kashmir and would
remain engaged till they succeed.

Redressal of Complaints
To date, this office has received 1,036 children complaints against various
government agencies. Out of the total, 521 complaints falling in federal jurisdiction had
been resolved, while the remaining relating to the provincial domain were sent to
Provincial Ombudsmen for action. From the beginning of 2016, National Commissioner’s
Office has received a total of 92 complaints from which 32 were admissible and resolved.
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Fundamental Rights of Children
Contributed By Senator (R) Dr. S. M. Zafar, Chairman of Federal Ombudsman’s
National Committee on Children and former Minister for Law & Justice and
Chairman, Commission for Human Right
The object of establishment Federal Ombudsman inter-alia is to provide alternative
and cheaper as well as quicker relief and people suffering due to mail administration,
apathy of civil services responsible to deliver relief to the people and the disregard of the
police organization to provide safety and honour to the citizens of Pakistan.
Worst victims of this neglect and indifference are the children who can neither
complain nor go for strike and depend entirely either on parents or the society to give
them their inherent right as children.

Background
The children comprise a big segment of population. Owing to the constitutional
obligations and the international commitments by virtue of the ratification of the United
Nations Convention on Child Rights (UNCRC), the International Covenant on Civil and
Political Rights (ICCPR) and the International Covenant on Economic, Social and Cultural
Rights (ICESCR), the Government of Pakistan is under an obligation to take special
measures for the protection and care of the children.
Constitution of Pakistan declares the right of education for every child from 5-15;
laws to enforce the fundamental right has also been passed by Provincial Assemblies.
The ground realities reflect inefficient mechanism for the protection of children at
present. An overwhelming majority of the children is deprived of their fundamental rights
to inter alia education, health and security. Pakistan failed to meet its target set under
Millennium Development Goal (MDG) 2 to achieve universal primary education.
Children are victimized of physical and sexual abuse due to gaps in the policy, legal
framework and enforcement mechanism. The most alarming incidents include the case of
Ganda Singh Wala area of Kasur (surfaced in August 2015), followed by recent Kot Addu’s
case involving sexual abuse of the scores of children and frequently reported cases of
kidnappings in the Punjab and many such cases in other provinces too.
The State of Pakistan’s Children 2014, a report released by the Society for the
Protection of the Rights of the Child (SPARC) recorded over 70,000 cases of violence
against children in 2014.
The Human Rights Commission of Pakistan Report 2015 indicates corporal
punishment in educational institutes is continued as a norm leading to serious harm to the
children. The incident of torture by the teacher to a student in Larkana Cadet School is an
unfortunate example as how damaging corporal punishment is afflicted by teachers to their
pupils.
Child labour is rampant in the country. The estimates of ILO, UNICEF and the
Child Rights Movement maintain 12 million, 10 million and 9.89 million child workers in
the country.
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According to US Department of State’s Trafficking in Person report 2015, children
of even five years old were sold or kidnapped for forced labour in brick kilns. Some brick
kilns owner were even government officials who misused their authority to carryout
illegal activities.
Street children and children with disabilities is another serious concern that
requires intervention of the stakeholders including government, civil society
organizations/ non-governmental organization and activists.

Constitution of National Committee for Children
Backed by the decision of the Supreme Court, Honourable Wafaqi Mohtasib has
taken cognizance of the issues and constituted National Committee for Children
comprising members - the persons of integrity, belonging to civil society with diverse
professional background and extensive experience in field. This initiative has an effect of
ensuring consorted efforts of the stakeholders in prevention and control of violence against
children.

Appointment of National Commissioners for Children
A National Committee on Children was constituted by the Federal Ombudsman
which had its first meeting on 16th April, 2016 at Islamabad and decided to constitute
National Committee for Children as Commission for Children in all Provinces and
Islamabad Capital Territory. Stand Operating Procedures (SOPs) have been developed to
ensure smooth function of the Committee and a Help line 1056 is dedicated for childrens’
complaints, presently function during office hours.
I am pleased to share that despite impediments and some jurisdictional issues, the
Commissioners for Children are working effectively across the country. Some of the
glaring example in this regard includes, inter alia:
-

Recovery of minor girls who were kidnapped from Karachi and taken to Dera
Murad Jamali

-

Trafficking of children in packed cartons to Thailand

-

Inordinate delay by Islamabad Police in lodging the FIR and arrest of accused in
heinous offence against minor girls

-

Investigation into the allegation made against Darul Aman in Rawalpindi

-

Admissions in the Federal Colleges without merit

-

Outbreak of mysterious disease in Shangla village of Upper Dir, Khyber
Pakhtunkhwa

Suo-moto notice was taken by me on rise of crimes against children in Punjab in
which reports have been sought and received from Home Department Punjab, Additional
Advocate General Punjab, Child Protection and Welfare Bureau and Inspector General of
Police Punjab.
Meeting of Child Commissioners consisting of Mr. Abdul Basit, Ch. Badaruddin,
Ms Shaheen Ateeq-ur-Rehman, Ms Nighat Bajwa and Syeda Vaquar-un-Nisa Hashmi will
now consider these reports and the state of affairs of children in Punjab and in view
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thereof formulate what needs to be done by various organization and by the Government
of Punjab.
The issue of free and compulsory education for children will be the next item to be
taken again through suo-moto notice by the Committee of Child Commissioners
I am confident that this initiative will be instrumental in redressing the grievance of
children in the country.

Participants on the occasion of World Day against Child Labour

Participants on the occasion of World Day against Child Labour
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Participants on the occasion of World Day against Child Labour

Ms Shaheen Atiq-ur-Rehman, Vice Chairperson of Bunyad receiving Award from
Sardar Ayaz Sadiq, Speaker National Assembly in the presence of
Federal Ombudsman of Pakistan and representatives of UNICEF
on the occasion of World Day against Child Labour
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Access to Information

Federal Ombudsman’s Role
as
Final Appellate Authority
under
Freedom of Information Ordinance, 2002
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Freedom of Information Ordinance 2002
Ombudsman’s Role as Appellate Authority
An effective complaint resolution mechanism based more on persuasion than
coercion is giving rise to a new culture of sharing information of public interest with
citizens seeking such information. Being the appellate forum under the Freedom of
Information Ordinance for complaints arising from non-provision of information, the
Office of the Wafaqi Mohtasib (Federal Ombudsman) has tried, and largely succeeded, in
changing a mind-set in the bureaucracy that has, for decades, been taught not to part with
information even though it may not be of a secret nature or relate to national security or
public order.
Effective manner in which appeals under the Freedom of Information Ordinance
for non-provision of information were resolved in the year 2013 and 2014 has given
confidence to the people in the working of the appellate mechanism. The Federal
bureaucracy has demonstrated an admirable quality to adapt to the new demands of a
democratic order which gains strength from transparency in governance. The success we
refer to is, in our view, a success of the country’s democratic order, aided and assisted by
the civil bureaucracy.
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Supreme Court’s Observation

“We are compelled to make the point that, in
view of the Ombudsman office mandate, it is
not sufficient to just address individual
complaints, the Ombudsman offices must
address systemic failures that are the
root causes of ‘maladministration’ and
formulate and enforce standards of
‘good administration’ as envisaged
by the law”
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Reports of
Committees
Constituted by
Federal Ombudsman
to
Propose
Good Administrative Standards
for
Government Agencies
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Report to Reform
Administration of Prisons
in Pakistan
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Summary of Proposed Action on Wafaqi Mohtasib’s
Report of the Committee to Examine the Systemic
Failures in the Administration of Prisons and to
Recommend Good Administration Standards
1.

External Oversight Committees for Jails
a. Provincial Governments may be directed to constitute and notify Oversight
Committee for every jail, headed by District and Session Judge and including
district heads of prisons, police and the local administration, besides prominent
members of the civil society and philanthropists. Committee members will be
authorized to inspect jails at any time, without prior notice, and will have an
office premises in the jail (Recommendation No. 1 of the Committee report,
page No. 23).
b. Provincial Ombudsmen to facilitate and monitor the working of the Oversight
Committees of Jails.

2.

Overcrowding of Prisons
a. Law and Justice Commission together with Advocates General and expansion
of probation/ parole facilities to reduce pressure on accommodation facilities in
jails. (21,000 prisoners are on parole in Punjab alone). (Recommendation No. II
g, h and j of the Committee report, page 25)
b. Provincial governments should build jails in every district headquarter, and the
Federal Government in Islamabad. Every jail should have separate and
independent portions for women and juvenile prisoners, with sleeping space for
every prisoner with adequate toilet and hygiene facilities.
c. Drug users and mentally insane prisoners to be kept outside the premises of the
jail in drug clinics/homes for mentally retarded prisoners and provided medical
treatment. (Recommendation No. II (e) of the Committee report, page No. 24.

3.

Visiting Rights
a. The kith and kin/family members of prisoners, particularly women and
children, in jails should have right to once a week visit to jails on pre-notified
days.
b. Provincial Government should ensure that there is proper facility in visitor
rooms of the jails including sufficient chairs, drinking water and toilet facilities.
(Recommendation No. IV of the Committee report, pages 25-26)

4.

Production of Under Trial Prisoners in Courts
a. Provincial Government should review and enhance the transportation and
escorting facilities for prisoners to the premises of courts so that prisoners are
produced on every date of hearing, without fail.

153

Annual Report of the Federal Ombudsman 2016

b. Provincial Governments should provide basic facilities in “Bakhsi Khanas” in
the court premises where prisoners have to wait for hours.

5.

Provision of Education and Skill Training to Prisoners
As a moral duty, Higher Education Commission of Pakistan should allocate every
jail to nearby university or a major educational institution for providing free
education to the prisoners, particularly women and children, and impart skill
training to them with the help of TEVTA and other skill training institutions.
Libraries should also be upgraded by the concerned universities. No fee should be
charged from the prisoners intending to appear in examinations.

6.

Computerization of Record of Prisoners
Provincial Governments should computerize data of all accused as swell as under
trial prisoners, particularly women and children, and update it on daily basis, and
ensure biometric verification by NADRA. This small investment on jails will help
the District Committees to monitor and ensure that prisoners are produced before
the courts on due dates, and released when their jail term is completed.

7.

Philanthropic Assistance for Prisoners
The Committee set up by the Federal Ombudsman under the chairmanship of Ms.
Asma Jehangir is providing assistance to prisoners through philanthropists. Such
Committees may be encouraged by the prison administrations, and allowed to
ensure that the assistance in kind or cash is personally delivered to prisoners by
donors or committees.
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Progress Report on Voluntary Services Provided to
Prisoners through the Committee Constituted by the
Federal Ombudsman Pursuant to the Report of the
Federal Ombudsman Committee to Examine the
Systemic Failures in the Administration of Prisons and
to Recommend Good Administration Standards
In pursuance of the directives of the Honourable Supreme Court of Pakistan in
suo-moto case No 1 of 2006, Honourable Wafaqi Mohtasib (HWM) constituted a
committee On 21st June 2016 under the Chairmanship of Senator (R) Mr. S. M. Zafar
former Minister for Law & Justice. It included the heads of HEC, COMSATS, AIOU,
representatives of Provincial Home Departments, IG Prisons and eminent members of
civil society and philanthropists. The relevant part of the orders of the Honourable
Supreme Court is reproduced below:
“We are therefore, compelled to make the point that, in view of the Ombudsman
office’ mandate, it is not sufficient to just address individual complaints, the
Ombudsman offices must address systemic failure that are the root causes of
“maladministration” and formulate and enforce standards of “good administration”
as envisaged by the law”.
2.
Three sub-committees were constituted under the chairmanship of Justice (Retd)
Pir Ali Shah of Sindh High Court, Provincial Ombudsman for Protection Against
Harassment of Women at Work Place, Sindh, Prof. Justice ® Shahzado Sheikh, former
Judge, Federal Shariat Court/Senior Advisor, Wafaqi Mohtasib Secretariat and Mr. Shakil
Durrani, former Chief Secretary, Sindh, KPK, AJ&K and GB and Chairman WAPDA
with the mandate to highlight systemic failures in administration of prisons.
3.
After going through the reports of the sub-committees, the Committee noted that
the following core issues were commonly highlighted by the sub-committees:
•

Shortage of staff in jails;

•

Over-crowdedness;

•

Lack of sanitation and health facilities;

•

Violence on prisoners particularly women and children;

•

Lack of proper food, external oversight mechanism;

•

Non-production of under-trial prisoners to courts;

•

Un-necessary/illegal detention of under-trial prisoners involved in petty
crimes like stealing of small amounts, scuffles; and

•

Lack of educational and skill training facilities etc.

4.
Pursuant to the presentation to the Honorable President and decision taken to
undertake vulnerable practical steps to ameliorate the condition of prisoners particularly
women and children.
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5.
The Committee enlisted support from members from civil society, including
philanthropists, Chambers of Commerce, Industry and Agriculture, NGOs, professionals
and senior retired public servants, heads of HEC, COMSATS, Institute of Information
Technology and Allama Iqbal Open University, Mr. Zamurrad Khan, Patron-in-Chief of
Pakistan Sweet Homes and the Inspector Generals of Prisons and representative of
Provincial Governments. An MOU was also signed to extend all possible support for
improving the conditions of prisoners in jails and to make efforts to provide them
education and skills. The Committee finalized its report on 17.05.2016 which was
presented to Chairman, members of the Committee and the Honorable President of
Pakistan. Copies of the reports were widely circulated (the report is available on website
www.ombudsman.gov.pk.
6.

The following practical steps were reported on this occasion to have been taken;
•

The Vice Chancellor, Allama Iqbal Open University upgraded the libraries in
Central Jail Adiala and District Jail Quetta by providing books which could be
useful for the prisoners for improving their educational levels.

•

COMSATS University provided books and beds to Central Jail Haripur and
also expressed commitment to establish computer lab in that jail.

•

Pursuant to the presentation to the Hon’ble President and decisions taken to
vulnerable

7.
The Committee then compiled a complete report for submission to the
Honourable President of Islamic Republic of Pakistan and the Honourable Chief Justice of
Pakistan. Accordingly the reports were sent to both of them. On 25th February 2016, a
meeting was held in Aiwan-i-Sadr in which Mr. S. M. Zafar gave a detailed presentation.
He gave an overview of conditions of the jails in Pakistan and placed before the
Honourable President the recommendations made by the Committee. The meeting was
attended by large number of philanthropists and eminent members of civil society
including Ms. Asma Jahangir, former President of Human Rights Commission.
8.
Both the President and the Chief Justice appreciated the work done by the
Committee and the Committee was advised to carry on the reform process with the help
of Government, philanthropists, NGOs, social activists and civil Society. The Honourable
Chief Justice was pleased to indicate that the report of the Committee will be taken up in
court hearing.
9.
In line with the directives of the Honourable President and Chief Justice of
Pakistan, a “National Committee to Ameliorate the Condition of Women and
Children in Prisons” was constituted under the co-chairmanship of Ms. Asma Jahangir
former President of Human Rights Commission and Supreme Court Bar Association and
Mian Mohammad Hanif, Chairman, Punjab Red Crescent Society.
10.
As a follow up to the recommendations, a meeting on 21st June 2016 of the donors,
civil society, philanthropists, social activists and NGOs was held in the President
Secretariat, which was chaired by the Honourable President of Islamic Republic of
Pakistan. In the meeting, various donors made pledges for donations in jails across the
country. The President expressed whole hearted support and appreciated the donors who
made generous offers. Alhamdolillah it is a matter of great pride that commitments made
by the donors were honoured before Eid-ul-Fitr.
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11.
The Members of the committee visited several jails including Borstal Jail,
Faisalabad. COMSATs Institute, Islamabad Campus volunteered to analyze educational as
we well as mental/wellness needs of the inmates. Their architects and engineers provided
consultancy services and assessed needs of infra-structure, up-gradation and renovation of
Borstal Jail. Comsats University along with NCHD is making a boarding school in
Boarstal Jail, Faisalabad. This is the first of its kind boarding school to be set up in any
prison in Pakistan where more than 150 children will get a chance to be educated inside
the walls of prison. A special comprehensive curriculum has been designed for these
children through which, they will be able to complete grade 1 level to grade 5 level within
2 years.
12.
New Barracks are being built in the Peshawar Jail to accommodate the over
flooding of inmates in prison. At present there are about 6 times more than capacity
inmates living in cramped inhumane conditions. The situation is so bad that these poor
prisoners are forced to sleep in washrooms. Privacy is a thing not known to these people.
In the women’s barrack that can accommodate 40 female inmates there are 150 females
residing with their children, some who are above the age of 7. These children are legally
not allowed to be with their mothers after this age. The vast majority of women in prison
have committed non-violent offences, and six in 10 have dependent children who suffer
with their mothers for no reason. It is heartrending to mention that the shameful plight of
juveniles in jails in Pakistan cannot be described in words, especially the brutal sexual
abuses by adult criminals as well as police staff posted there. It is essential to mention here
that juveniles are also rented out for Rs.5000-6000 per night. Though it is true that not
every child can be rehabilitated, but it is still unwise to ignore their education and training
to convert them into good citizens. Treating Juvenile delinquents in the same way as adults
will not end the cycle of criminal behavior rather it will only strengthen it. The only
positive solution to limit juvenile delinquency will be to treat them as per Juvenile Justice
System Ordinance, JJSO 2000. There is a need to increase juvenile jails and juvenile courts,
in all the districts of Pakistan, and to monitor and improve the conditions of juvenile jails
as per requirements of Juvenile Justice System Ordinance but the sad part is that there is
no implementation of the Juvenile Justice System.
13.
In continuation of the Jail Reform Process, a meeting of the National Committee
to Ameliorate the Condition of Women and Children in Prisons was held on 5th August,
2016 under the chairmanship of Ms. Asma Jahangir, and co-Chairmanship of Mian
Mohammad Hanif, Chairman, Punjab Red Crescent Society.
14.
The Chairperson gave a comprehensive briefing and expressed her pleasure that the
WMS has focused its attention on prisons reforms. She stated that the prison system will
function in a far better way if the required staff and budget is provided. Therefore, it
would be advisable to keep the convicted as well as the Under Trial Women Prisoners in
the same city from where they were arrested and imprisoned. She further stated that the
prisoners were generally under great psychological pressure and eagerly wanted to know
about their date of release. They do not know about the availability of their lawyers at the
time of hearing. They keep on asking about the status of their case and also about the next
date of hearing. Sometimes they are not produced before the court just because of nonavailability of transport. She further stated that because of these circumstances, some
prisoners feel disgruntled and tends to become criminal minded.
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15.
The Chairperson expressed the view that for every prison there should be a Legal
Advisor to complete the paper work and monitor the legal status of the cases in the
respective prison. However, he should not be allowed to plead the case of the prisoners
himself. She stated that torture is endemic in Police Stations and its intensity is much
higher than in prisons. She also opined that all the prisoners coming from the police
stations should be completely medically examined and in case they claim to have been
tortured then they should be sent to Forensic Laboratory for examination. Pointing out
the difficulties in getting bail in the case of minor offences, she stressed the need for
corrective measures to ensure that no one is caught on wrong allegations. She also
emphasized the need for early hearing of appeals and capacity building of the judges to
facilitate quick dispensation of justice.
She also stressed promulgation of realistic laws which would bring about a
positive change. She concluded by saying that the mentally deranged people should be
given special treatment and there should be a system of immediate and automatic grant of
bails in petty crimes.
16.

The following views and comments were also offered during the meeting:
•

There is a need for diagnostics tests and treatment of the women prisoners and
their vitamin D deficiency should be made up.

•

Efforts should be made to bring the women prisoners in the main stream of the
society after their completion of term in prisons. Steps should also be taken for
their greater acceptability in their own families and affording them due
opportunities for proper jobs.

•

To prevent the women from being stigmatized, their parole should be ensured
in less serious offences.

•

The courts should be more favourably disposed towards the prison’s
authorities.

•

The committee should identify the laws governing the prisoners and propose
the necessary amendments in the relevant laws, policy and procedures for the
betterment of the system governing the prisoners. Instead of recommending
construction of more and more jails, the crime rate needs to be brought down.

•

The committee should think out-of-box to ensure dispensation of expeditious
justice. Punishment should only be given as a matter of justice rather than
revenge.

•

The WMS has taken a big and multidimensional initiative for the welfare of the
prisoners and the voice raised from this forum will be heard more attentively.

17.
The Supreme Court of Pakistan fixed the hearing on December 13th, 2016 to
consider the report submitted by Wafaqi Mohtasib. A three-judge bench of the Court
headed by Honorable Chief Justice Anwar Zaheer Jamali appreciated the Federal
Ombudsman’s report on jails and the Bench passed the following order:
“Today, when this suo motu case has been taken up, C.M.As No.8149 and 8150 of
2016 have been submitted by the office of Federal Ombudsman of Pakistan, which
respectively relate to the Report of the Committee to Examine the Systematic Failure in
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Administration of Prisons and to Recommend Good Administration Standards; and the
Report on Addressing Mal-Administration in Police Station. We appreciate the efforts
made by the office of Federal Ombudsman, as depicted from these two reports submitted
in the form of C.M.As. Office is directed to supply copies of these two C.M.As to the
Advocate Generals and the Prosecutor Generals of all the Four Provinces, and the
Advocate General, Islamabad, so that they may come out with some concrete proposal on
behalf of their respective governments to address the issues highlighted in these two
reports. The learned Legal Advisor from the office of Federal Ombudsman, for
convenience of the Court, has also submitted summary gist of these two reports, such
concise statements are also taken on record.
The hearing of this case is adjourned to a date in the second week of January, 2017,
when in depth examination of these reports and its response from the Provincial
Governments will be made by the Court.
Ms. Asma Jehangir, who is appearing in these proceedings as pro bono public, has
also brought to our notice the difficulties faced by the mentally challenged prisoners. She
may submit proper application giving particulars of mentally challenged prisoners, so that
their cases may be taken up on priority basis to address their genuine grievance”.
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MOU to Look After Women and Children in Prisons
Memorandum of Understanding Signed between Office of the
Federal Ombudsman and Universities of Pakistan and the
Institution of Pakistan Sweet Homes
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Daily Nawa-i-Waq
11-09-2016
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Police and Prison Reforms Reports presented to the President and decision to provide
relief and education and skills to prisoners particularly women and children.
Committee co-chaired by Ms Asma Jehangir and Mian Muhammad Hanif

Members of Federal Ombudsman’s Prison Reforms Committee with Honourable
Chief Justice of Pakistan
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Honourable Wafaqi Mohtasib during visit to Pakistan Sweet Home, Islamabad.

Mr. Salman Faruqui, Federal Ombudsman of Pakistan discussing the issues relating to
Women and Children in Jail with Ms Asma Jahangir, Chairman, Committee on
Relief for Prisoners and former President of Supreme Court Bar Association
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Federal Ombudsman’s Committee Report
on
Good Administration Standards
for
Police Stations
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Summary of Proposed Actions on Wafaqi Mohtasib’s
Report of the Committee on Addressing
Maladministration in Police Stations
External Police Stations Complaint Committees
Provincial Governments should constitute and notify District Committees headed
by District and Session Judge, and including district heads of local administration and
representatives of Provincial Mohtasib to monitor policing in the districts and to prevent
abuse of authority in the police stations. These committees will function under the Home
Departmer.t.

Registration of FIRs
a) Every FIR must be registered. Police Access Service (PAS) on the pattern of
KPK Police may be introduced in all provinces to ensure registration of every
FIR. Persons lodging false FIR should be awarded 5 years’ imprisonment.
b) No arrest be made without due deliberation at the police station by the senior
police station staff and proceeding minuted. SHO will be accountable for abuse
of authority.
c) The position of SHO in urban areas should be upgraded to BS-17/ASP.
d) Number of posts of Constables may be reduced. Ratio of officers with better
education and training should be enhanced. Out of turn promotions should not
be allowed. Minimum tenure of posting of police station staff at a police station
should be 2 years. This tenure could only be curtailed on the basis of reasons to
be recorded, and the same will be subject to review by the Home Department.
Adequate number of lady police officers should be appointed.

Budget Allocation
Police Stations should have non-transferable budget allocation sufficient for their
operations including transport and investigation infrastructure. "Off-the-ground"
collection of funds must be punished.

Location of Police Stations
Location and building plans of police stations, particularly in urban areas, should
be reviewed to bring them in conformity with the current needs.

Forensic Services and Specialized Investigation Centres
Every province should establish forensic service on the pattern of Punjab. Cases
involving serious offenses should be transferred to specialized Investigating Centres which
should be set up in every district.
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Transparency
To ensure transparency, CCTV cameras are recommended for reporting rooms,
investigation rooms, lockups and police mobile vans. FIRs. crime diaries and 26 Register
should also be computerized in Urdu, under the charge of IT trained police officer

Facilities for Police Station Staff
Career planning and housing, transportation and medical facilities of police station
staff should be ensured.
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Recommendations for Good Administrations Standards
in Police Stations
The Honorable Supreme Court of Pakistan in its judgment passed in Civil Petition
No. 1282/20 14-SCJ ordered that "The Federal & Provincial Ombudsman should submit
in Court ‘good administrations standards for police stations’ and also submit a report
which outlines the ‘measures being taken to curb maladministration in police stations’.
2.
It may be mentioned that since 1960, there have been 11 separate committees or
commissions established by government in Pakistan and 4 international commissions
requested by the government of Pakistan which have recommended major reforms of
Policing in Pakistan. These reports have for the most part been ignored and the remedies
suggested have gone unimplemented.
3.
In the light of the observations of the Apex Court, Mr. M. Salman Faruqui, Federal
Ombudsman formed a Committee headed by Mr. Abbas Khan, former Federal Secretary
and Inspector General of Police, Punjab and KPK provinces, and including Mr. Afzal Ali
Shigri, former Inspector General of Police, Mr. Shakil Durrani, former chief Secretary
Sindh, KPK, AJK and GB among others was constituted. Eminent professionals, serving
and retired public officials and Ombudsmen of provinces and their representatives actively
participated in formulating recommendations of this committee. Some of the Committee
meetings were also attended by Mr. Abdul Rauf Chaudhry, Federal Tax Ombudsman, Mr.
Arif Ahmed Khan, Secretary, Ministry of Interior, Mr. Shoaib Siddiqui, Special Secretary,
Ministry of Interior and former Commissioner, Karachi, Malik Asif Hayat, Former
Federal Secretary and D.G, FIA, Mr. Akbar Khan Hoti, D.G, FIA, Mr. Shams-ul-Mulk,
President, Ghulam Ishaq Khan Institute of Science & Technology, former Caretaker Chief
Minister KPK and Chairman, W APDA, Mr. Iftikhar Rasheed, former Federal Secretary
and Chairman, PEMRA and IGP, Mr. Saeed Mehdi, Chairman SNGPL and former
Principal Secretary to the Prime Minister and Chief Secretary, Sindh, Mr. Ejaz Ahmed
Qureshi, former Chief Secretary, KPK and Sindh, Mr. Imtiaz Inayat Elahi, former Chief
Commissioner, Islamabad Capital Territory and Federal Secretary, Mr. Raffat Pasha,
former Federal Secretary and IGP, Mr. Hamid Ali Khan, former Federal Secretary and
DG, NACT A, Hafiz Ahsaan Ahmed Khokhar, Advocate Supreme Court, Senior Advisor
(Law) and Grievance Commissioner for Overseas Pakistanis, Malik Muhammad Iqbal,
former DG, FIA and Maj Gen (Retd) Haroon Sikandar Pasha, former D.G, NAB Sindh,
Ms. Zoha Waseem, a doctoral candidate in King's College, London also provided her
research work to the Committee. Without their valuable contribution, the formulation of
this report would not have been possible.
4.
In its proceedings the members of the Committee felt that there is an urgent need
to initiate and implement policies to make our police stations citizen friendly, since in
recent years, working of police stations has caused undue hardship and anguish to the
common man. It was also noted that the changes in the police order, notwithstanding, the
culture of police stations has remained oppressive and callous. To change the police
culture, there was need for a “Police for the people” rather than a "Police for the
Government" which is democratically controlled, politically neutral and professional.
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5.
The Committee identified and analyzed in depth the systemic issues which require
to be urgently addressed to improve the performance of our police stations in a meaningful
way and to satisfy our citizens suffering for long under apathy, insensitivity and inaction
at various levels of authority.
6.
During the Committee meetings, there was consensus among the members that to
change the police culture nurtured under the Police Act 1861, it is necessary to carry out
far reaching structural reforms so that instead of having a "Police for the Government" we
should have a "Police for the people". A Police which is accountable, politically neutral
and professional. The need for urgently carrying out reforms of the Police was
emphasized.
7.

Salient recommendations of the Committee are as under:
I.

External Police Stations Complaint Committees
Provincial Governments should constitute and notify District Committees
headed by District and Session Judge, and including district heads of local
administration and representatives of Provincial Mohtasib to monitor
policing in the districts and to prevent abuse of authority in the police
stations. These committees will function under the Home Department.

II.

Registration of FIRs
a. Every FIR must be registered. Police Access Service (PAS) on the
pattern of KPK Police may be introduced in all provinces to ensure
registration of every FIR. Persons lodging false FIR should be awarded 5
years' imprisonment.
b. No arrest be made without due deliberation at the police station by the
senior police station staff and proceeding minuted. SHO will be
accountable for abuse of authority.
c. The position of SHO in urban areas should be upgraded to BS- I 7/
ASP.
d. Number of posts of Constables may be reduced. Ratio of officers with
better education and training should be enhanced. Out of turn
promotions should not be allowed. Minimum tenure of posting of
police station staff at a police station should be 2 years. This tenure
could only be curtailed on the basis of reasons to be recorded, and the
same will be subject to review by the Home Department. Adequate
number of lady police officers should be appointed.

III.

Budget allocation
Police Stations should have non-transferable budget allocation sufficient for
their operations including transport and investigation infrastructure.
"Off-the-ground" collection of funds must be punished.
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IV.

Location of Police Stations
Location and building plans of police stations, particularly in urban areas,
should be reviewed to bring them in conformity with the current needs.

V.

Forensic services and specialized Investigation Centres
Every province should establish forensic service on the pattern of Punjab.
Cases involving serious offenses should be transferred to specialized
Investigating Centres which should be set up in every district.

VI.

Transparency
To ensure transparency, CCTV cameras are recommended for reporting
rooms, investigation rooms, lockups and police mobile vans. FIRs, crime
diaries and 26 Register should also be computerized in Urdu, under the
charge of IT trained police officer

VII.

Facilities for Police Station Staff
Career planning and housing, transportation and medical facilities of police
station staff should be ensured.
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Federal Ombudsman presenting Report of the Committee on Police Reforms to the
Honourable Chief Justice of Pakistan.

Participants of the Committees on Reforms in Prisons and Police Stations during meeting
with the Honourable Chief Justice of Pakistan
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Federal Ombudsman’s
Committee Report
on
Good Administration Standards
for
Procurement System
of
the Government
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Major Recommendations of the Committee on
Government Procurement System to Address
Maladministration and Ensure Transparency
Federal Ombudsman constituted a committee to study and propose
recommendations for redressing maladministration and for ensuring transparency in
Government Procurement System. The committee was chaired by Mr. Shams-ul-Mulk,
Former Caretaker Chief Minister, Khyber Pakhtunkhawa and Chairman WAPDA and
Mr. Shams ul Mulk, Mr. Salman Bashir, former Secretary, Ministry of Foreign Affairs,
Mr. Mian Muhammad Javed, former chairman PTCL, PEMRA and PTA, Mr. Iftikhar Rashid,
former Secretary Communications and Inspector General of Motorway Police and Chairman
PEMRA, Mr. Zafarullah Khan, former Secretary Water & Power, Maj Gen (Retd)
Hidayatullah Khan Niazi, former chairman, National Highway Authority, Maj Gen (Retd)
Farrukh Javed, former chairman, National Highway Authority, Mr. Ashfaq Mehmood, former
Secretary Water and Power, Mr. Najeeb Ullah Malik, former Secretary IT and former Chief
Secretary, Punjab, Mr. Abdul Wajid Rana, Former Secretary, Finance & Economic Affairs,
Mrs. Farah Ayub Tarin, former Controller General Accounts & Accountant General, Mr.
Tahir Shamshad, Vice President, NESPAK House and Ms. Nazrat Bashir, former Managing
Director, PPRA – Member/Secretary of the Committee, as Members.
The TOR’s of the Committee were as follows:
•

Review of Legal regime relating to public procurement in Pakistan.

•

Difficulties faced by the government and the suppliers in conforming with
and implementing public procurement laws and procedures given the
imperatives of good governance and development.

•

International best practices in public procurement including principles,
procedures and practices and scope of adopting these in Pakistan

•

Recommendations for improving the procurement regime in Pakistan with
a view to addressing mal-administration and ensure transparency.

The public procurement is an essential component of governance and is integral to
all activities, programs and projects related to the administration that promote economic
and social development. To spend public funds by the government departments must meet
the criteria of the optimal and fair utilization, equity, fairness, transparency and the
quality in the procurement of the goods and services.
The public procurement is estimated by the World Bank as ranging between 1520% of GDP. In view of the huge amount involved, it is imperative to avoid wasteful
expenditure and ensure the quality and timely delivery of the projects and programs. It is
thus directly related to the development and the public welfare.
As an emerging economy, committed to the delivering on national development
and the public welfare, Pakistan needs to continually evaluate its public procurement
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regime and the processes. Avoidance of the waste and even minor savings resulting from
better procurement practices could make a huge difference to the economy as well as
improve operational efficiency and in achieving the development goals in a timely manner.
The report has addressed the systemic issues involved in the public procurement and will
go a long way in improving the government procurement system in Pakistan.
The final recommendations covered governance Issues, Suggestions for
improvement in public procurement Rules 2004, formulation of standard bidding
documents, developing standards for common use items, consolidated procurement,
revamping board of members, granting of exemptions, meeting of time lines for projects,
Capacity Building and introduction of e-procurement in Phases.
The report was highly appreciated by General Raheel Sharif, Former Chief of
Army Staff, who directed its circulation to army formations, and Speaker National
Assembly.
The report can
www.mohtasib.gov.pk

be

accessed
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Comments from Speaker,
National Assembly of Pakistan

214

Annual Report of the Federal Ombudsman 2016

Communication in Response to Telephonic Message
from the Office of Chief of Army Staff
(General Raheel Sharif)
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Communication from Chief of the Naval Staff
(Admiral Muhammad Zakaullah)
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Communication from Director General Inter-Services
Intelligence (Lt. General Rizwan Akhtar)
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Communication from Honourable President of AJK
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Communication from Senator (R) Dr. S. M. Zafar,
former Minister for Law and Justice
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Communication from Governor, State Bank of Pakistan
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Federal Ombudsman’s
Committee Report
on Pension System for
Federal Government Employees
and
Proposal for Finalization of Pension
Papers before Retirement and
Payment of Pension Starting within
One Month after Retirement by the
Bank Chosen by the Pensioner
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Report of Federal Ombudsman Committee to Conduct a
Study of Federal Government Pension System and to
Suggest Reforms
The Wafaqi Mohtasib, taking cognizance of the growing number of complaints
regarding delay in grant of pension to retirees as well as media reports relating to problems
faced by pensioners in receiving pension from National Bank of Pakistan, constituted a
Committee to conduct a study of Federal Government pension system and to suggest
reforms to make it more efficient, effective and transparent. Chairman of the Committee
was Mr. Tanvir Ali Agha, former Auditor General of Pakistan and Members were former
Federal Secretaries. Controller General of Accounts was ex-officio Member of the
Committee. Accountant General Pakistan Revenues (AGPR), Ministry of Finance,
Establishment Division, Ministry of Railways, Pakistan Post, Federal Directorate of
Education (FDE) and the Association for Welfare of Retired Persons (AWRP) were coopted.

Methodology Adopted by the Committee was to:
a. assess magnitude of the problem.
b. determine nature of the problem and identify impediments.
c. deliberate on and recommend remedial measures.

Magnitude of the Problem
a)

i)

Accountant General Pakistan Revenues (AGPR) Islamabad, which deals
with major bulk of pension cases of Federal Government Employees,
reported that, during the year 2015 (01.01.2015 to 31.12.2015), only 5% cases
were received according to the laid down time-lines. The rest (95% cases)
were received with a delay of one month to more than a year.

ii)

Pakistan Railways, which is one of the major Departments in terms of
number of employees, reported that in 12% pension cases the delay beyond
30 days was attributable to executive departments.

iii)

Wafaqi Mohtasib (Ombudsman)’s Secretariat received 520 pension-related
complaints during the year 2015.

iv)

Many instances came to notice where family pension was delayed on
account of delayed return of disburser half by National Bank of Pakistan
(NBP) to AGPR.

v)

Certain autonomous bodies e.g. PTV, APP & Heritage etc. do not make
timely payment of pension, as funds are utilized to meet their operational
needs.

b) The Committee observed that despite Supreme Court Orders and executive
instructions, inordinate delays in the payment of pension continue to be frequently
reported. This is a deep rooted chronic problem that results in great difficulties for
the retiring officials and their families.
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Nature of the Problem:
There are multi-dimensional aspects of the problem. These can be divided into four
broad categories:

a)

•

Procedural.

•

Lack of monitoring & inadequate Supervisory Checks.

•

Lack of accountability.

•

Capacity issues.

Procedural:
The delays in payment of pension are mainly on account of deficiencies in service
related documents, delay in verification of pay fixation, lack of timely verification
of service and lack of simplified pension application form and procedure. The
requirement of providing No Objection Certificate (NOC) from the Estate Office,
which becomes quite an exacting task when the parent office does not take the
responsibility and the pensioner has to run from pillar to post to obtain the NOC.
The same applies to the departmental No Demand Certificate (NDC). In many
cases of delay, service records are found incomplete at the time of preparation of
pension papers and in other cases where records/service statements are awaited
from other offices/stations, protracted inter office correspondence causes delay.
These delays would not happen if:

b)

•

The requirement of periodic verification of service is met as soon as a government
servant has completed 10 years’ service, then on completion of 25 years’ service
and finally before the date of retirement/superannuation.

•

The laid down schedule for initiation of pension papers one year prior to the date
of retirement is followed and the various stages prescribed both for the
administrative department and the accounts offices are adhered to.

Lack of Monitoring & Inadequate Supervisory Checks:

Things do not move in the right direction since there is little ownership at the top
level, as a result of which progress of work of pension section is not reviewed on a regular
basis by the Senior Management. Since structured supervision is not in place, various issues
do not get resolved under an institutionalized arrangement.

c)

Lack of Accountability:

There is no accountability for inordinate delays in pension payment. Delays in
disbursement of pension continue to occur not-withstanding repeated instructions issued
by the government to finalize pension cases on priority. Even the Supreme Court of
Pakistan took cognizance of delay in pension payments and directed government agencies
to ensure timely payment of pension. However, the problem has so far defied solution.
The Committee, therefore, is of the considered view that an element of punishment will
have to be introduced to save retiring civil servants from the agony of delay in payment of
pension. The Law empowers the Mohtasib to award compensation against the delinquent
government servants, responsible for causing delay in prompt payment of pension.
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d)

Capacity Issues:

Lack of capacity, particularly in the administrative departments, is another factor
that contributes to delay in pension. Not only are the sections dealing with pension
inadequately staffed but the staff posted there do not have the necessary know how and
training to properly process the cases.

Recommendations:
i)

Implementation of all prescribed rules and procedures has to be ensured through an
effective enforcement mechanism.

ii)

The level of supervisory checks and reviews need to be upgraded, structured and
institutionalized. To this end, Pension Committees be constituted in
Divisions/Departments/Accounts Offices to hold monthly meetings to review
progress of pension cases.

iii)

Secretaries and Heads of Accounts Offices to hold joint meetings, when required,
communicate regularly and take remedial measures where required.

iv)

Pension Welfare Cell with dedicated Pension Welfare Officer having clear job
description be set up in every Division/Department.

v)

Placing properly trained dedicated human resource in pension branch of the
Divisions/Departments. For this the AGPR should launch an expanded training
program for relevant officers. This will take care of the capacity deficit and will also
ensure sufficient awareness of the rules and their universal applicability.
Appropriate staff strength in Administrative Departments/Accounts Offices needs
to be provided for pension matters.

vi)

Head of Deptt/Office responsible in case of BS.1-15 officials, must ensure that
prescribed procedure of verifying qualifying service at a particular time each year
and recording necessary entries in service book of official is followed and got
confirmed from Accounts office after 10 years, 25 years and before retirement of
the government servant.

vii)

The Accounts Offices who are responsible to compile History of Services of
BS 16-22 officers must keep them up-to-date and send a list of officials retiring in
next six month/one year to department concerned, and relevant Accounts Office
to ensure that missing periods in history of service, if any, are completed before the
retirement of officer.

viii)

Grant of Anticipatory pension a mandatory provision: Sub-section (4) of Section 19
of Civil Servant Act 1973 requires that when a government servant’s pension is likely
to be delayed beyond 30 days of his retirement/death, action shall be taken for grant
of anticipatory pension; however, this mandatory provision is rarely followed. Head
of Department, Accounts Office must follow this provision.

ix)

Further simplification of existing pension application form and procedures need to
be done to avoid the delay in processing of pension papers.

x)

Providing No Objection Certificate (NOC), No Demand Certificate (NDC)
should be the responsibility of Administrative Departments. Pension should not be

230

Annual Report of the Federal Ombudsman 2016

held up on account of disciplinary proceedings/audit paras/NOC/NDC except for
personal recoveries on account of Pay, Allowances and Advances.
xi)

Wafaqi Mohtasib may award compensation to the aggrieved retired civil servant for
the period of delay in payment of pension and commutation in terms of Article-22
of President’s Order No.1 of 1983. In addition, disciplinary action be initiated
against officials responsible for delays in processing pension cases in the
department, Accounts Office or the paying bank.

xii)

Accounts Offices should not start, at the time of retirement, re-calculation of pay
fixation from day one of service. However, they may re-open only those few cases
which are of doubtful nature.

xiii)

Since pension is exempt from income tax, government may exempt withdrawals
from bank account of pensioners to the extent of amount of pension from levy of
withholding tax.

xiv)

Where the sanction of family pension is likely to be delayed, the Department shall
sanction provisional payment of family pension.

xv)

An orderly transition to Direct Credit System (DCS) to be made.

xvi)

Delay in re-imbursement of medical expenses is a cause of financial hardship to the
pensioner. Medical re-imbursement to be made promptly, preferably within one
month of presentation of claim by the pensioner. Government may consider
adapting best practices as in place in certain autonomous bodies e.g., PTV.

xvii)

National Bank of Pakistan (NBP) and disbursing Banks to ensure prompt payment
as per authorization and reconcile payments with authorizing office. They must
also ensure that no delays occur in sending Disburser’s Half to Accounts Offices in
case of family pension.

xviii)

National Bank of Pakistan (NBP) to take special measures for ensuring payments
exactly in terms of pension entitlements and increases allowed by Government
from time to time and investigate the cases of over-payments/under-payments
referred to at Para-26 of the Report.

xix)

Special Counters in Banks during the pension payment days should be opened on a
regular basis.

xx)

Establishment Division also created Standardized Templates corresponding to
different steps described in Manual of Pension Procedures. These, alongwith
TORs/job description of Pension Welfare Officer, was examined by Finance
Division, AGPR and Establishment Division on the direction of the Committee.
The Committee approved their recommendations for adoption by the
Ministries/Divisions/Departments.

xxi)

All retirees be required to give particulars of eligible family member (and an
alternate if that member pre-deceases the retiree) to whom family pension may be
transferred. The nomination may be confirmed/reviewed by the pensioner every
year.

xxii)

A system of on-line verification of Last Pay Certificate (LPC) and service
statement, related to other accounts office, needs to be introduced in order to avoid
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delay in finalization of pension cases because of non-availability/non- verification
of these documents.
xxiii)

Demand for allowing joint accounts in Direct Credit System (DCS) needs to be
considered.

xxiv)

Government may consider giving to the pensioner copy of his Pension Payment
Order (PPO) bearing stamp, “Not valid for payment -- only for pensioner’s
identity”, or alternatively, the Accounts Office may issue a pension card to the
pensioner containing his relevant particulars.

The report can
www.mohtasib.gov.pk

be
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List of Focal Persons of Federal Government Agencies
for Timely Disposal of Pension Cases
S.N
o

Name of
Name of
Ministry
Focal Person
/Div./Deptt. along with
post.

Contact
No./ Mob.
No.

Pensioner’s
Cell
Established
by the
deptt.

Status

1.

Cabinet
Division

M.Hassan
Khan Niazi,
JS(Admn)
(Focal person)
& Mr.
Shamim ur
Rehman
Dy.Secy &(Q.
Nasir S.O.
Actt )

9208369
Mob.
03005050681
(S.O. 9202805
& 9208369)
Fax No.
9207930 &
9203906

AccountsIII section
of Cabinet
Div.

Received

2.

Establishmen
t Division

Masood
9103673
Akhtar Ch. JS,
Establishment
Division.

DS (Admn)
& S.O
(Comm)

Received

3.

Finance
Division

Iftikhar
Ahmed, Joint
Secretary
(HRM) & M.
Shahid Ahmed

9245839

Received

9245857

B&A
section

ICT Police.

Mr. M. Ali,
Director
(Finance) &
M. Akram
Awan Chief
Commissioner
ICT,
Islamabad

9108105 Mob
03215155719

(Dev./Finan Received
ce) of ICT.

03009722809

(Asstt. Inch.
With LDC
& UDC)

Joint Secretary

9202060

(Admn/Securi
ty)

9201213

(Cash/Acctt Received
Section).

Mr. M. Nasir
Khan,Dy.
Secretary,

9207608
03335243538

4.

5.

6.

M/O Interior

M/O
Industries &
Production

Report
received/ Not
received

Fax-9206380
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of DS(B&C)
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(B&C)
7.

Board of
Investment
(BOI)

Mr. Abdul
9244535
Sattar Director
(Admn) BS-19

Director
(Admn)&
Dy.
Director
(Accounts).

Received

8.

M/O Foreign
Affairs.

Mr. Khayyam
Akbar, D.G.
(Personnel)

9202362
03315111108

Personnel
Received
Division/A
dministratio
n Wing

9.

M/O Textile
Industry.

Mr. G. Hassan
Baig, JS
(Admn)

Ph.9204283
03335296288

Established
Pensioners
cell
comprising
JS(Admn)
& Accounts
Section

Received

10.

Revenue
Division,
Islamabad.

Mr. Skindar
Aqeel Ansari,
Sr. J.S.
Revenue Div.,
IBD. &

9205451

-

Received

Joint
Secretary
office.

Received

(Nawab Khan,
Chief FBR,)

11.

(Chief
Commissione
r
(03015252446
)

M/O
Overseas
Pakistanis &
Human
Resource &
Development
.

Mr. M. Amir
Sial, JS
(Admn) Ph.

12.

M/O Bureau
of Emigration
and Overseas
Employment.

Mr. Ali Bux,
Director
Finance (BS19),

9107261
9107276
03002781158
& Fax9107270

Established
pensioner’s
cell
(Directorate
of Finance)

Received

13.

M/O
Housing &
Works

Mr. Akkter
Jan Wazir,Sr.
Joint
Secretary(H&
W)

Ph.

Admn-I
section will
also be
worked in
Pensioner’s

Received

Mr. Zakaullah
khan Khalil
(BS-19)

051-9103862
& 9213552
03335534119
Fax No.
9201088
9205920
03335173098

9217157
Mobile.
03115552992
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14.

15.

2. Miraj M.
Khan

Fax No.
9203819

S.O.

03325000398

M/O
Communication

Ms. Amna
Imran Khan,
JS(Admn)
Focal person
& Dr. Rehan
Rauf,
S.O.(Admn)

Ph. 0519202535

M/O
Petroleum
And Natural
Resources.

Mr. Sabino
Sikandar Jalal,
JS (A

Ph.

CA)

Fax-9217768
& 9209973
S.O. Admn.
03003223999

9103988
Mobile.
03000514000
Fax No.

cell

Joint
Secretary
Office
worked as
Pension
cell.

Received

Joint
Secretary
Office will
also worked
as pension
cell.

Received

Pensioners
Cell
Consisting
of Director
(Admn) &
Account
Officer

Received

Pensioner
Facilitation
Committee

Received

-

Received

9205437
16.

17.

Directorate
General
Immigration
and Passport

Auditor
General of
Pakistan

Mr. Altaf
Khan,
Assistant
Director
(Admn) & M.
Younus
Accounts
OfficerShahid
Nadeem
D.G. (HRM)

Mobile: 03009737419
9107047
0333552305
9107056

9221951
Mobile.
03215006628
Fax No.
9207924

18.

Accountant
General of
Pakistan

Hafiz
Muhammad
Tahir AGRP
& Mr.
Muhammad
Yahya, D.G.
Mr. Aitizaz
Ahmad, DAG
Pension

03004331796
9260304
03335249127
Fax No.
9260891
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19.

20.

Pakistan Post
Office

Economic
Affairs
Division

Mr. M. Yamin
Dy.Director
General (SI)
& Tooba
Batool, Asstt.
Dy. Director
(Focal Person)

9260036

S-Joint
Secretary
(Admin),

Ph.

Mr Aizaz Ali
21.

Planning and
Development
Division

Mr. Nusrat
Khan Chief
Finance &
Account
Officer (BS-20)

Mobile: 03339103433
9261573
03328759464

9202429
03002103754
9205451
Fax No.
9215215

Received
Dy.
Director
General
(QS)

Pension
Cell (B &
C)

Received

Pension
Cell
Established

Received

Received

S.O.No.
9201449

22.

Scientific &
Technological
Research
Division

Mr. M. Naeem
Sr. Joint
Secretary &
Mr. Bakhat
Nawaz A.O

9211177,
9205209 &
Mob. (JS)
03321781007
(A.O)
03345040992

JS(A)
MOST

23.

National
Food Security
& Research
Division

Mr. Khalid
Javed Deputy
Secretary
(FBC) BS-19,
& M. Rafique
S.O.

051-9208116
03218560968
&

M/O NFSR Received
& (B&C)

Narcotics
Control
Division

Mr.
Mohammad
Hafeez, Joint
Secretary,
NCD &
Shahid Shah,
Joint Director
(ANF)

03315880007

Mr. Khalid
Mahmood
Khan, Deputy

9213557

24.

25.

Ports &
Shipping

9209109(S.O)
fax no.
9210616

03325137961

Joint
Director
(ANF)

Received

Dy. Secy
(Admn
section

Received

(Emigration
Tower Move
Area G-8/1)

Fax No.
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26.

Privatization
Commission
of Pakistan

Secretary
(Admn)

9204067

Joint Secretary
(Admn) &
Welfare
Officer

9205146

Saad Fazal
Abbasi

03455171127

9208510
03335230101
FAX no.

Pension
Cell
established
under the
supervision
of JS
(Admn)

Received

Received

9211692
9203076
27.

28.

29.

Water &
Power
Division

Mr.M. Saleem
JS (Admn)

9244607
03125437810

Chief
(A&A) &
Accounts
Section

Parliamentar
y Affairs,
Division

Mr. Mushtaq
Ahmed, J.S
(Admn)

9202847
03138868814

Admn
Wing

Received

Law Justice &
Human
Rights,
Division

Mr. M. Shahid
Hussain, Joint
Secretary (BS20)

9208816

JS Office

Received

-

Received

-

Received

Pension
Cell
established.

Received

(Fax) 9223145
9201367
Fax No.
9202628

30.

31.

32.

33.

Kashmir
Affairs &
Gilgit
Baltistan

Joint Secretary
(Admn) &

Senate
Secretariat

Maj. (R) Syed
Hasnain
Haider, Joint
Secretary

9103156

National
Assembly
Secretariat

Mr. Sher Dil
Khan,
Director
(Budget)

9201516

Managing
Director,
SNGPL

No.Need of
Focal Person
as stated by
the company’s
G.M.(Mr. Asif

04299082000
04299082006

, Gas House
21-Kashmir

Mr. Hamid
Mahmood
Rana Dy.
Secretary.

9208843
9202969
03025141516

0300-8505539

03005241872
9022841

04299201565
Fax No.
04299203605
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Road, P.O.B.
56 Lahore.

Iqbal Qureshi,
Treasury for
Managing
Director.
Mr Amjad
Latif
(M.D)
Zia Awan
SNGPL

34.

Managing
Director,
SSGC

-

pension cell.

99201277
03214027373

021992316023

-

Received

091-9212025

-

Received

- MCA

Received

-

Received

Karachi
35.

36.

Chief
Noorul Basar
Executive,
Dy. Manager
PESCO,
Pension
Wapda House
Shami Road,
Peshawar.
Chief
Executive,
GEPCO

Mr. Iyaz
Ahmed
Finance
Director Mr.
M. Masud,
GEPCO

37.

Chief
Executive,
IESCO

38.

39.

Managing
Director,
LESCO

Chief
Executive,
FESCO

Fax.9212335
03005966086

055-920051926
055-9200529
Fax ; 0559200530

Mr. M. Abid,
Additional
Director
General
(Admn)

9252414

Usman-eGhani, Joint
Commissioner
for Indus
water & Mr.
Tariq Wahid
Khan Director
General

04299212790

Mr. Nasar
Hayat Maken

041-9220247

Adl. D.G.

Fax: 9252415
& 9252131
Received

0429212786
03470010102

03004545485
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(Admn)
40.

Chief
Executive,
MEPCO

Mr. Imtiaz
Ahmed Jigri,
Finance
Director

061-9220117

41.

Chief
Executive,
QESCO

Mr. Asghar
Ali Mengal,
Finance
Director (BS20)

Phone:
081-9203308
Mobile:
0300-3632106
E-Mail: FD
QUESCO@
Yahoo.com

Received

42.

Chief
Executive,
SESCO

Mr.Imdad Ali
Mirani,
Finance
Director
SEPCO
Sukkur

Ph No :

Received

43.

Capital
Development
Authority
(CDA)

Dr. Sheikh
9261786
Suleman,
03345059166
Director
General
(Environment)

Received

44.

Pakistan
Railways

Mr. M. Farooq 0519201995
Iqbal Malik
9203068
Dy. CPO-II

Received

Mr Sheraz
Manzar
Haider
Chief Finance
45.

Managing
Director
Associate
Press of
Pakistan

Mr.Ghawas
Khan
Director-IT
Focal Person
APPC &

Received

03450201111

071-93 10465
Fax No :
071-5621633

03335101779
03018566128
0315050506

APP’s
Pensioners
Cell
established.

Received

Mr. Usman
Younas,
Welfare
Officer
46.

Ministry of
Climate
Change

Mr. M. Salim
Khattak
Deputy

9245891
03445037964
9245563
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Secretary &
Mr. Manzar
Bashir Supt.
(B&C)

03315016933

47.

Prime
Minister’s
Office

Mr. Abrar
Ahmed Mirza
JS (Admn)

9008553

Received

48.

The
Controller
General of
Accounts
(CGA)

Mr. M Yahya,
Director
General

9206404

Received

49.

Ministry of
Commerce

Altaf Asghar,
Joint Secretary
(Admn)

9103931

Received

50.

Ministry of
Religious
Affairs
Interfaith
Harmony,
Near GPO,
Ibd

Mr. Noor
Zaman Joint
Secretary
(A/F)

Ph. 9201674
Cell No
03335685268.
Email
Address.
noorzamanen
v@yahoo.co
m.

Mr. Sardar
Ali, Asstt.
Accounts
Officer (BS17) Welfare
Officer and
one Asstt.
Of Admn
Section

Received

51.

Ministry of
Civil
Aviation
Authority

Anees ur
Rahman

021-99072031

-

Received

Ministry of
Information,
Broadcasting
& National
Heritage 4th
floor Cabinet
Block, Sectt.

Ms. Zahida
Parveen D.G
Cyber Wing
Phone:920617
0

Established
pension cell
under
supervision
of DG,
Cyber
Wing.

Received

Ministry of
Information
Technology
&
Telecommuni
cation

Syed Khalid
Gardezi, Joint
Secretary,
(Admn)

52.

53.

(Director
CAA)

Fax: 9207629

9201858

021-99072157

03315107232
9201089
Fax: 9205229
(03425552222
DD)

(Khizar
Iqbal)DD
051-9206277
9209785
Fax. 9207074
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54.

Pakistan
International
Airline
Corporation

Dr HR

021-99242078

Received

021-99242070
Fax No.
99242071

55.

Ministry of
Health
Services &
Regulation

Mr. Sana-ulIslam Deputy
Secretary
(Admn)

9245620

National
Highway
Authority
(NHA)

Lt. Col (Retd)
Pervaz Iqbal
Sulehri, GM
(P&CA)

9032727

57.

Federal
Investigation
Agency (FIA)

Mr. Mohsin
Hassan
Butt/DIG,
Director/Adm
n

03335610802

58.

Securities &
Exchange
commission
of Pakistan

Mr. Bilal Rasul 9100453
Executive
0333555022
Director, IFD
& CS

56.

Received

0333-5140912
Received

0300-8551846
Fax.9260419
Received

Received

Email.
bilal.rasul
&secp.gor.pk
59.

Higher
Education
Commission

Hazrat Bilal
Director
(BPS-20)

60.

Managing
Director,
Overseas
Pakistan
foundation

Syed Khalid
9203267
Ali Shah Addl. Fax No.
Director
9211613
(W&F)

Received

61.

Managing
Director,
Pakistan
Television
Corporation

Mr. Izhar
Mohammad
Deputy
Controller
(A&P)

920189899

Received

Inspector

Assistant

9259387-88

62.

90401404
03335240994

Pension
Cell
Established

Received

03009786086
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General,
Islamabad
Police

Inspector
General of
Police
(General) &
Senior
Superintenden
t

051-9209191

PIA
63.

Civil
Aviation
Authority

Additional
Director
(Personnel)

092-02199242070
Fax No.09202199242071

Received

64.

Airports
Security
Force

Mr. Khalid
Waqar Chief
ASF

9280413

Received

Nazir Ahmed
Awan,
Deputy
Director

99242589
03003541689
9280411
03442936045

65.

Anti
Narcotics
Force

Dr. Iftikhar
Ahmed
Director
(P&D) BS-20

051-9286006

Received

66.

State Life
Insurance
Corporation
of

Mr. Shahid
Hashmi,
General
Manager/
Divisional
Head (P&GS)

02199204926

Received

Syed Imran
Haider
Deputy
Director

90391927

Pakistan
67.

NADRA

03332316160

Received

03085550770
Email.
Imran.haider
@nadra.gov.p
k

00

000

0

00

Received

69.

Ministry of
National
Health
Services,
Regulations
&

Mr. M. Bashir
Khetran,
Deputy
Secretary
(Budget)

9216280

Received

Mr. Abdul

0301-841999
Email.
abdulghaffark
han19@gmail

242

Annual Report of the Federal Ombudsman 2016

70

71.

72.

Coordination

Ghaffar Khan,
Director
General

.com

Ministry of
Federal
Education &
Profession
Training

Joint Secretary
(Admn)

9201833

Received

Fax. 9204216

Federal
Mr. Tahir
Directorate of Mustafa
Education
Khosa,
Director
(Budget &
Finance)

03465312290

Federal Board Mr. M. Sarwar
(BFISE)
Secretary
(BPS-19)

9269501

Received

Email.
Tahirmustafa
14@gmail.co
m
Received

032152029502
Fax No.
9269502

73.

Ministry of
inter
provincial
Coordination

Additional
Secretary
(Admn)

74.

Meteorologic
al
Department

Mr. Hazrat
Mir Chief
Meteorologist

75.

Federal
Employees
Benevolent
and Group
Insurance
Fund

Deputy
Managing
Director
(Operations)

76.

Security &
Exchange
Commission
of Pakistan

Mr. Bilal Rasul 9100453

Chairman,
Flood
Commission

Mr. M.Zahid
Mehmood,
Director

9244606

03015252446

FBR,
Islamabad.

Mr. Nawab
Khan, Chief
Pensioners
Cell

77.

78.

9103526

Received

03009687787
Received

051-9252354

Received

Received

03335550222
Received

03345324779
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(Admn)FBR
79.

Pak. Public
Works
Department

80.

President
Secretariat
(Public)
Aiwan-e-Sadr

Mr. Umar
Zaman Sheikh
(Director
General
Admn &
Cool)

Phone:
9010122

Ministry of
Defence

Mr. Ehsan-urRahim (Joint
Secretary)

Phone:
9270980

81.

Not Received

Not Received

Fax: 9221388

Not Received

Fax: 9270231

82.

National
History &
Literary
Heritage
Division

Mr. Mashhood Phone:
Ahmad Mirza 9222755
(Joint
Fax 9222753
Secretary)
Mobile: 03339203379

Not Received

83.

Ministry of
Human
Rights

Joint Secretary
(A)

Not Received

84

Ms. Kanwal
Ali Khan,

Estate Office

Phone.
9212284
Mobile
0336-5942385

JEO
85

Capital
Administratio
n&
Development
Division Isb
(CADD)

1.Mr. Salman
Phone:
Qayyum Khan 051-9208278
Joint Sec
Fax:
(Admin)
9210915
2. Aftab
9107538
Ahmad,
Director (SE)
03228050743
(Spl
Education)

Received

86

Pakistan
Electric
Power
Company

Mr. Tahir
Yousaf Dy.
Director
(Admn)

04299202211/
2059

Not Received

Mr.

9209026

(PEPCO)
87

Natural
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88.

Energy
Conservation
Center
(ENERCON

Muhammad
Saleem,

Hyderabad
Electric
Supply Com.
(HESCO)

Syed Imran
Ali Askari,
D.G/Admn &
HR Director
HESCO

Chief (A&A)

89.

Ministry of
States and
frontier
Region
(SAFRN)

90.

Agriculture
Mr.
Policy
Muhammad
Institute M/o Saleem But
National
Food Security
& Research

022-9260161

Not received

Fax. 0229260361
Not received

J Phone
9242380
Mobile
03235415266
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Advice by Renowned Entrepreneur Mr. Mian Muhammad Mansha
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Recommendations of the Committee on
Central Directorate of National Savings
National Savings, comprising Private Savings, Corporate savings and Public Savings
has always been considered vital for economic growth and sustainable development. The
efforts for mobilizing National Savings in the Sub-Continent can be traced in 1873 when
Government Savings Bank Act was promulgated. The British Government launched this
as an instrument to collect funds from its colonies to meet War expenditures, through Post
Office, Cash Certificates in 1916 and Post Office Defense Certificates in 1942-43. After
independence in 1947 Central National Savings Bureau was established in Pakistan. This
institution was headed by Central National Savings Officer with far less administrative as
well as operational freedom. Later on, it was renamed as Central Directorate of National
Savings in 1953 with the status of an attached department of Ministry of Finance. CDNS
was entrusted with the responsibility of all policy matters and execution of various
National Savings Schemes.
Mobilization of funds through National Savings Schemes increased from Rs. 132
billion to Rs. 634 billion in 2000 which later on reached Rs. 2417 billion in financial year
2015, but declined to 10.7% of GDP. The savings to GDP ratio in Pakistan has therefore
been quite low as it declined from 20.8% in FY 2003 to 11% of GDP in FY 2008.
Many complaints were registered in the Offices of Wafaqi Mohtasib and stories
about maladministration in the Central Directorate of National Savings were also
appearing in the print and electronic media. The Honourable Wafaqi Mohtasib, taking
cognizance of this state of affairs constituted a Committee to study the organization, role,
systems, procedures and causes of alleged maladministration and malfunctioning in CDNS
under the Chairmanship of Mr. Abdul Wajid Rana, Member Federal Public Service
Commission and former Secretary, Ministry of Finance and Economic Affairs Division.
The Committee included Mr. Shahid Rashid, former Secretary Establishment Division,
Mr. M. Ayub Khan Tarin, former Additional Auditor General of Pakistan and Additional
Finance Secretary, Mr. Ahmed Owais Pirzada, Member Competition Appellate Tribunal,
former Additional Finance Secretary and former Director General CDNS, Mr. Waqar
Ahmed Joint Secretary Finance Division/Acting Director General CDNS and
Mr. S. M. Tahir, Senior Advisor and former Secretary Wafaqi Mohtasib Secretariat as
members.
The TORs of the committee were as under:
i)

To study organizational setup of CDNS.

ii)

To identify institutional, procedural and systemic weaknesses which hinder
the efficient delivery of service to the clients.

iii)

To look into the causes of mal-administration and mal-functioning within
the department.

iv)

To make recommendations for smooth, effective and efficient functioning
of the department in accordance with the objectives for which it was
established and to improve service delivery.
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The committee was briefed extensively by the senior officers of Ministry of
Finance as well as the CDNS. The committee also benefited from previous studies
conducted about the department in addition to the comprehensive feedback given by its
employees. The members of the committee paid a surprise visit to a model branch of
CDNS to obtain the first hand information about the working as well as the infrastructure
and staffing facilities available in the branch.
The committee observed that CDNS is playing a vital role in the financial sector of
Pakistan and its economy since independence. The outstanding stock of NSS is presently
around 3000 billion inclusive of Bearer Bonds. By June 2015 the investment in NSS
constituted 9% of GDP, 19.1% of domestic debts, 70.1% of non-bank borrowings, 18% of
deficit financing and 25% of bank deposits. Presently it is dealing with more than 7 million
clients including pensioners, widows, senior citizens and other investors. The Committee
further observed that CDNS as it exists today it does not seem to be a result of planned,
systemic and scientific construction nor serious thinking and strategy. The current
organization structure has evolved over a time as a result of patch work as and when
needed rather than a consequence of any management study or scientific analysis. The
members observed with concern that CDNS is not getting due attention and focus of the
policy makers because of perceived captive investment and absence of strategy to accelerate
rate of savings in Pakistan. Good governance of a financial institution like CDNS requires
checks and balances on the power and rights accorded to it.
While NSS play a vital role in mobilizing financial savings in the economy and is
also one of the major instruments for deficit financing, there is an urgent need for
introducing reforms in this area for making the department more viable and responsive to
the expectations of its clients and to ensure better service delivery. Thus keeping in view
the growing NSS portfolio, governance, organizational, managerial and procedural
weaknesses and also the complaints of mal-administration against the department, the
committee made the following recommendations which if implemented will go a long way
in transforming the CDNS into a modern, effective and efficient national savings
organization.
i)

The CDNS must be made an autonomous organization to be managed by a
Board of Governors having necessary administrative and financial powers.

ii)

Major restructuring of CDNS at all levels is necessary to align them with
modern management principals.

iii)

Full automation of all systems and allocation of resources as well as
providing ATM facilities to its clients throughout Pakistan.

iv)

Revival of schemes for investment by Pakistani expatriates particularly
those living in Middle East and Gulf Countries as was done in 2004-2005.

v)

Internal audit must be made answerable to the Board of Governors. It has
also been proposed to put in place an effective external audit too.

vi)

An effective Complaints Management System as well as performance
mechanism of the employees should be introduced to make the organization
more efficient and to minimize the complaints.

263

Annual Report of the Federal Ombudsman 2016

vii)

Administrative system of the CDNS should be transformed including
various incentives for the employees of the organization. It has been
proposed to redesign various positions, a revision of pay scales and
incentives and also making provision for external hiring at various stages to
make the organization more attractive for fresh graduates and professionals.

In pursuance of the recommendations of the committee, the management of CDNS
has made the following major developments for restructuring of the department, with the
assumption of charge by the new Director General. The office of Federal Ombudsman
greatly appreciates the improvements made since submission of its report.
i)

Restructuring the CDNS into Vibrant Autonomous Organization
For the purpose of transforming CDNS into Autonomous entity draft
“Pakistan Savings Bill” has been drafted and submitted to Finance Division.

ii)

Improvement in Service Delivery by Introducing Alternate Delivery
Channels
In order to provide improved customer services to valued clients of
National Savings Centres, CDNS has been granted Full Membership of
NIFT by SBP. This will enable NSS investors to collect their
monthly/periodical profits into their bank accounts through clearing. This
is a leap forward towards integration of NSS with Banking Channels of the
country.

iii)

Automation of National Savings
The pace of automation has also been accelerated and all NSCs shall be
computerized by 2017. Further, different proposals are also under
consideration for acquiring a centralized solution (software) in order to shift
the architect of automation from decentralized to centralized one. This
would be a milestone towards provision of modern facilities to investors i.e.
ATM, Mobile Banking, online investment etc.

iv)

Establishment of Centralized Complaint Cell in the Office of DG
A central complaint management cell has been established in Director
General Office and all complaints are being resolved on immediate basis.

v)

New Savings Products
a)

Registered Prize Bond
The CDNS is considering launching Registered Prize Bonds, offering
both prizes and periodical coupons. The product is being launched
to phase out bearer bonds. The launch of Registered Prize Bond has
been agreed between Ministry of Finance and World Bank. CDNS
will make all out efforts to launch the product w.e.f. 15.01.2017.

b)

Shariah Compliant Instrument
Keeping in view the huge appetite among the retail investors for
Shariah Compliant accounts, CDNS is actively evaluating the
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prospect to launch Shariah Compliant Product to general public.
The idea is being discussed with local Shariah Scholars.
c)

Specialized produce for NRPs
The CDNS in consultation with Pakistan Remittance Initiatives
(PRI) and Internal Finance Wing is working to launch a specialized
product exclusively for non-residential Pakistanis. Product Concept
has been submitted to Internal Finance Wing.

vi)

Re-organization of CDNS, Headquarter, Directorate of Inspection and
Audit and field offices

The setup of CDNS was devised almost three decades back in 1980s which has been
restructured by creation of four new wings at CDNS, Headquarter, breaking up the
formal Administration Wing. Further, Inspection and Accounts has been separated and
Directorate of Inspection and Audit (Formerly Directorate of Inspection and Accounts) is
now responsible only for internal audit and control, while Regional Account Offices are
now reporting to F&A Wing working under the DG. For the purpose of decentralization,
efficiency and better internal control, 12 Regional Directorates have been further
bifurcated into four zones without creating new positions.
Name of Zone

RDSNs

South

Karachi, Quetta and Hyderabad

South (Central)

Multan, Sukkur and Bahawalpur

Central

Lahore, Gujranwala and Faisalabad

North

Islamabad, Abbottabad and Peshawar

The report can be accessed on Federal Ombudsman’s website www.mohtasib.gov.pk
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The NEWS
Ombudsman’s body outlines four options to tackle National Savings issue
By Mehtab Haider
March 05, 2016

ISLAMABAD: A high-powered committee constituted by Federal Ombudsman has outlined four options available with the
government to tackle Central Directorate of National Savings (CDNS).
The options are: complete phasing out of entity in 10 years, maintaining status quo, corporatisation and fourthly granting autonomous
status which is currently dealing with Rs3,000 billion portfolio.
The Wafaqi Mohtasib (Federal Ombudsman), taking cognisance under Article 2 (2) of the Establishment of the Office of Wafaqi
Mohtasib (Federal Ombudsman)’s Order, 1983 of large number of complaints against CDNS constituted a committee under Article 9
(1) read with Articles 18 and 19 of the said Order on July 29, 2015. The committee headed by former federal finance secretary Abdul
Wajid Rana and comprised of Mr. Shahid Rashid, Mr. M. Ayub Khan Tarin, Mr. Ahmad Owais Pirzada, Mr. Waqar Ahmad, Joint
Secretary Finance Division, Mr. S.M.Tahir and Zafar Sheikh former DG CDNS.
The 176- pages report exclusively available with The News reads out that strategically, four options are available for the Government
for CDNS: (a) Phasing-Out Option where CDNS may be completely phased-out over a period of 10 years and its functions may be
transferred to Banks and their Asset Management Companies and Primary and Secondary Dealers in the Market (US Model); (b)
Status Quo Option where CDNS may continue business as usual operating like an ordinary poor organization; (c) Corporatisation of
CDNS transforming CDNS into a Savings Bank incorporated under the Banking Companies Ordinance, 1962, as a financial institution
managed by an independent Board of Directors (Malaysia and Sri Lanka Model) or incorporating it under the Companies Ordinance
regulated by the SECP or converting it into an Authority; and (d) Autonomous CDNS which remains fully owned Federal Government
entity under the Ministry of Finance with full autonomy in its management and day to day operations (UK Model) and no change in
employees’ status.
The Committee strongly recommends that given the current administrative and financial state of affairs, Autonomous CDNS is the
“Way Forward” to provide necessary autonomy and professionalize its management.
The draft Bill 2016 may provide legal cover to transformation of CDNS, responsibilities of the Ministry of Finance, governance
structure and the management of CDNS and other details in a comprehensive manner.
However, the organisation, as it exists today, does not seem to be a result of planned, systemic and scientific construction nor serious
thinking and strategy. The current organisational structure has evolved over time as a result of ‘patch-work as and when needed’ rather
than a consequence of any management study or scientific analysis.
The appraisal of CDNS, unmistakably, brings out the following facts and weaknesses: the portfolio of CDNS has increased from Rs
760 million in 1961 to Rs 3,000 billion; it continues to be functioning as an Attached Department of the Ministry of Finance, as it was
at the time of independence, being managed through a conservative moribund managerial structure. Its leadership and management
continue to look towards the Ministry of Finance for all policy and operational matters. Effectively, the CDNS is dealt, managed and
controlled by the Budget Wing of the Ministry of Finance. All proposals, be it policy or operational, are at the mercy of concerned
Section Officer/Deputy Secretary dealing with the CDNS.
The seriousness of the Ministry of Finance to manage this important financial institution is reflected from the fact that CDNS is
without a regular Director General of BPS-21 for the last two years. Internally, no one qualifies for the job. Consequently, the CDNS is
now being managed by Joint Secretary (Budget) of the Ministry on part-time basis as additional charge.
The supervisors in the Ministry perceive it as one of the Wings of the Ministry, therefore, the interaction is quite informal and need
and demand based, generally for some appointments or financing requirements, rather than formal, structured and governance oriented.
Ministry’s approach towards the CDNS seems to be characterized by (i) aversion to long-term planning and goal setting; (ii) focus on
‘fire-fighting’ than restructuring the organization to make it more compatible with 21st Century’s needs and modernizing systems and
procedures; and (iii) tendency to respond only to the urgent issues as opposed to the important issues
Groupings, simmering internal conflicts amongst officers as well as the staff and a culture of penalising the juniors is quite common.
The “power groups” tend to shelter the weak in their groups and cover up employees’ faults rather than the organization enforcing
rules and discipline. Though, the normal tenure of a NSO is three years, however, he can be transferred “on deputation to other
department(s) of CDNS on the pretext of “demand” or “urgent need”. This culture is negatively affecting the organization itself, the
operating environment and the public service delivery, the report maintained.
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Employees Old-Age Benefits Institution

269

Annual Report of the Federal Ombudsman 2016

271

Annual Report of the Federal Ombudsman 2016

272

Annual Report of the Federal Ombudsman 2016

273

Annual Report of the Federal Ombudsman 2016

Recommendation of the Committee on
Employees Old Age Benefit Institution
Employees Old Age Benefit Institution (EOBI) was established under an Act of
Parliament in 1976. Its basic aim being, "to provide financial benefits in terms of
Pension and Grant to old age and invalid insured persons employed in
industrial, commercial and other organizations and to their families after their
death." It includes all such persons employed whether directly or indirectly, for wages or
other-wise, to do any skilled, supervisory, clerical or other work, or in connection with
the affairs of, an industry or establishment, under a contract of service or apprenticeship,
whether written or oral, express, or implied, and includes such persons when laid off.
Its fund is formed from statutory collection of contribution from employers and
employees at 5% and 1% of the wages as per Minimum Wages for Unskilled Workers'
Ordinance 1969. Other sources of income that contribute to the fund include investment
income of the collected contributions after defraying the management expenses. It was
astonishing to note that so far EOBI has only registered 105,976 employees out of which
72,404 are active, 29,685 are closed while 3,887 have been deregistered throughout
Pakistan. It is worth mentioning that the total labour force in Pakistan in commercial and
industrial sector is 12.5 million. Out of this, the number of insured persons in EOBI is 605
million only. The active pensioners from these is merely 0.54 million (544,438) which is
barely 50%. This figure appears further dismal when seen in the context of a country
having a population of 200 million.
Analysis of 5 years record revealed that in various regions of Federal Ombudsman a
large number of complaints were received pertaining to registration under the Act,
insurable employment, old age pensioners, old age grants, survivors pension etc. Since the
issue was very critical and indicated maladministration and systemic failure. Hon'ble
Federal Ombudsman constituted, a committee under chairmanship of Malik Asif Hayat,
former Secretary to the President, former Chairman Federal Public Servic Commission
and former Secretary Labour & Manpower Division. Other members included Mr. Abdul
Khaliq, former Secretary Finance; Mr. Nayyar Hussain former Secretary Labour &
Manpower Division; Mr. Jaweed Akhter former Federal Secretary; Mr. Asif Usman
Controller General of Accounts; Mr. Muhammad Sualeh Farooqi Chairman EOBI; Mr.
Shujaat Siddiqui Senior Actuary; Syed Iqbal Haider Zaidi Director General B&C III EOBI;
Mr. Saboor Ghayoor Economist; Mr. Karamat Ali Employees Representative of Pakistan
Institute of Labour and Economic Research; Khawaja Muhammad Nauman President
Employers' Federation; Mr. Muhammad Zahoor Awan, General Secretary Pakistan
Workers Federation and Member Governing Body of ILO; Mr. Farooq Awan former
Secretary in charge IT Division former Chairman PTA and DG Investment EOBI; Raja
Faiz ul Hasan former Central Labour/Social Security Advisor Ministry of Labour and
Manpower and former Deputy DG (Law) EOBI; Mr. Riaz-ud-Din Qureshi DG
Investment and Operation EOBI; Chaudhry Latif Director EOBI; and Mrs. Farah Ayub
Tarin former Controller General and Senior Advisor in Wafaqi Mohtasib who was
Member/Secretary of the Committee. It may be noted that the eminent committee
members represented civil society, stakeholders (representatives of employees and
workers) and senior civil servants. The study was carried out within these four parameters:
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•

Operational weaknesses

•

Legal weaknesses

•

Investment weaknesses

•

Impact of 18th Constitutional Amendment

The report highlighted critical issues that required implementation by the
management of EOBI, and the Federal Government. The most significant issue for the
Government to take up is the resolution of issues that have cropped up after the 18th
Amendment. Mater being crucial needs to be taken up in Council of Common Interest
(CCl) on urgent basis.
Other recommendations made by the Committee were;
•

Strengthen Board of Directors that contains representation from Employees
from each Province.

•

Proper check & balance is in place so that the employers who are registered
with the Institution but fail to pay contributions regularly and timely must
be held accountable.

•

Staff be well trained who is well conversant with EOBI rules/regulations.

•

Procedure is in place for service verification within a given time frame.

•

Amendments made under various Finance Acts should be legislated through
EOB amendment bill to be passed by both the houses of the Parliament for
effective implementation.

•

Strong Investment team is in place to derive maximum advantage from
various available opportunities in the country.

Mr. Salman Faruqui, Wafaqi Mohtasib with Members of Wafaqi Mohtasib Secretariat
Committee on EOBI
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September 12, 2016
By Sehrish Wasif

Shortcomings highlighted: EOBI on verge of collapse,
needs restructuring, says report
ISLAMABAD: The Employees’ Old-age Benefits Institution (EOBI) is on the verge of
collapse and it should be restructured on an urgent basis before the situation worsens
beyond recovery.
This was revealed in a report titled ‘Working of Employees Old-age Benefits Institution
(EOBI) and its Recommendations to Re-structure it for Excellence in its Services for 6.5
million workforce’, compiled by the Federal Ombudsman’s Secretariat.
The EOBI currently lacks accurate data as of the 6.5 million registered insured persons,
data for only 2.9 million could be matched.
The Secretariat had received 1,011 complaints from its various regions regarding
registration under the Act, insurable employment, old-age pensions and grants and
survivors’ pensions among others.
Considering the seriousness of the issue, a committee was constituted by the Federal
Ombudsman’s Secretariat under the chairmanship of Malik Asif Hayat, the former
secretary to the President and former Chairman Federal Public Service Commission
(FPSC).
The report paints a gloomy picture of EOBI and highlights a number of shortcomings.
The report suggests that
needs to be upgraded.
should be developed to
records
of
different

EOBI’s computer system
Furthermore, a system
maintain and update
establishments.

Highlighting
EOBI’s
weak investment team,
the report stated that this
was the main reason why
it was not able to derive maximum investment advantage from available opportunities.
According to the actuarial report, pension funds would start depleting from 2021 and be
wiped out by 2027, warns the report. It also cited heavy investments in government
securities as a major factor depleting EOBI’s funds.
The report called for increasing the employers’ contribution as according to law, the
government contributed to guarantee the minimum pension.
The report stated that the number of registered employers was 105,976, out of which
72,404 are ‘active’, 29,685 are ‘closed’ while 3,887 have been de-registered.
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Meanwhile, total labour force in domestic commercial and industrial sectors was 12.5
million, out of which the number of insured persons in EOBI was only 6.5 million.
However, the number of active pensioners was just 540,000, barely 50 percent of the
total.
“This figure appears (more) dismal when seen in the context of a country having a
population approximately to 200 million … The management of the institution (needs)
to accelerate the pace of registration of industries and establishments,” states the report.
“The most significant issue for the government to take up is the resolution of the issues
that have cropped up after the 18th Amendment. Crucial matters need to be taken up in
the Council of Common Interest (CCI) on urgent basis,” stated Federal Ombudsman
Salman Farooqi in the report.
It recommends that for better returns to investors, it is important to design assets
allocation strategy for a 10-year cycle with assets classes of fixed income, equity, real
estate with percentage allocation within framework of investment rules.
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Salient Feature of the Report of the
Federal Ombudsman Committee on the
Tragic Incident of Death of 57 Persons in
Bus-Truck Accident Near Khairpur–Sindh
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 11th November 2014. The accident resulted in loss of life of 57 passengers
including the driver and injuries to 21 others. The Honourable Wafaqi Mohtasib took
cognizance of the incident under Article 9(1) of the Establishment of Office of Wafaqi
Mohtasib Order 1983, President’s Order No. 1 of 1983 read with Federal Ombudsman
Institutional Reforms Act, 2013. An inquiry committee was constituted under the
Chairmanship of Mr. Imtiaz Inayat Elahi, Senior Advisor and included Major General (R)
Haroon Sikandar Pasha and Heads of Regional Offices of Wafaqi Mohtasib and Provincial
Mohtasib of Sindh in Sukkur Region. The inquiry report has highlighted serious lapse in
the working of National Highway Authority and National Highway & Motorway Police
and highlighted issues pertaining to public transportation, road infrastructure, vehicle
safety Legislation/regulation, hospital/emergency response issues. The committee has
given the following findings/recommendations on an issue of great public importance.

Institutional Issues
•

Lack of coordination, cooperation, collaboration among safety stakeholders is
identified as leading barrier for institutional capacity building.

•

Currently there is no formal coordination and data sharing among agencies on
road safety.

•

Insufficient allocation of financial and human resources to road safety program.

•

Non availability of trained Traffic Operation Engineers and Road Safety
Auditors.

•

Lack of training and educational opportunities to road safety professional.

Road Users Issues
•

Law for helmet usage is present but its compliance is low, warm weather and
view restriction are among the reasons for low compliance of helmet use.

•

Motorists generally do not wear seat belt. There is a National seat belt law but
the implementation is poor. Most of the vehicles plying on road are old and not
equipped with the seat belts.

•

Use of cell phone while driving, walking and even motor-biking is increasing
day by day.

•

Underage driving has become a serious threat to the life and property of people
as laws could not be implemented in letter and spirit by the traffic police.
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•

No government school has adopted road safety in their curriculum. However,
few privately managed school have included road safety education in
curriculum

Public Transportations Issues
•

Upto 20 years old buses are plying on our roadway.

•

Shortage of public transportation is causing overloading of Public vehicles.

•

Lack of government run public transportation has resulted into many small
transportation companies and those are difficult to regulate.

Road Infrastructure Issues
•

Parking spaces are not available in the major cities, leading to congestion and
road crashes due to unauthorizedly parked vehicles

•

There is no policy on U-Turns. The illegal U-Turns made by the business
owners are causing road crashes.

•

Underpasses chocked during rain, making those unusable.

Vehicle Safety Issues
•

The overloading of the trucks, which are not designed for that amount of load,
cause severe damage to roads resulting in rutting of roads and creates safety
problems.

•

Illegal High intensity lights are being used by the drivers, which are a cause of
glare and crashes during night time.

•

Although fog lights are available in some of the new vehicles, drivers are not
aware of their proper use and crashes which can be avoided, happen.

Legislation/Regulation Issues
•

Most of the drivers who are involved in serious road crashes escape criminal and
civil penalties. Crash victims and their relatives are generally not aware of their
legal rights/compensation.

Hospital/Emergency Response Issues
•

State-of-the-art trauma centers are generally not available in Pakistan.

•

Growing congestion in urban area causes delay in patient transportation to
hospital.

H. Remedial Measures and recommendations to avert possibility of such
accidents in future
•

Media should raise public awareness on the importance of compliance with
legislation and application of individual protective measures for personal safety.
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•

To establish an effective surveillance system for preventing road traffic injuries
through planning intervention strategies

•

Speed laws should specify a maximum urban speed limit

•

Road planners should adopt effective and safe traffic management measures in
planning transport and land-use developments.

•

Health agencies should ensure development of effective emergency
medical/services and to provide health promotion road safety programmes.

•

Road engineers and highway authorities should improve the safety performance
of the road network by ensuring that planning, design, construction and
maintenance places a high priority on safety outcomes.

•

The training of the drivers should equip learner and novice drivers with the
necessary skills, attitudes and behaviour needed to drive safely on roads. It
should maintain and develop a high standard of driver training, instruction and
professionalism.

•

To help avoid fast deterioration of the road network, there is a need to enforce
strict implementation of Axle load Management Regime in consultation with
all stake holders.

•

There is a need to develop and upgrade the existing setup of R&D for road
infrastructure. This will help to address the issues relating to pavement design
failures resulting in huge cost to the national exchequer. This may be taken up
by NHA by involving Academia and all Provincial Road Departments.

•

Issues relating to capacity building of Contractors and Consultants be addressed
i.e. laws and regulations governing these stakeholders need to be reviewed for
which PEC should play the lead role in consultation with all stake holders.

•

Short, Medium and Long term Plans be developed for up gradation of road
infrastructure after due consultations and deliberations. Sanctity of such plans
be ensured.

•

There is a need to establish a monitoring authority for motorways and
highways with the mandate to ensure that internationally accepted bare
minimum quality standards are implemented.

It is gratifying that the concerned Federal Government Agencies have implemented
most of the recommendations of the Committee. The report of the Committee was
appreciated by the Civil Society, including Minister of Interior.
The report can
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Summary of Committee Report for Transforming
Pakistan Institute of Medical Sciences (PIMS)
Islamabad into a Leading Centre of Excellence
Pakistan Institute of Medical Sciences was created with the objective to provide
specialist services of international standards to the public and was also supposed to act as a
focal point for World Health Organization along with other national and international
health care agencies for the purposes of research, medical education and on the job training
in various health related disciplines including public health and pharmaceutical services.
Unfortunately, the quality of infrastructure and service delivery standards of this
institution have gradually deteriorated to a great extent. Resultantly, there have been
persistent public complaints against this prime institution of the federal capital.
In the wake of the gruesome incident in which Dr. Shahid Nawaz Malik, Head of
the Department of Cardiology of PIMS was shot and critically wounded in February,
2015, this institute despondently failed to provide the urgently needed diagnostic support
and timely treatment of the renowned specialist due to complete breakdown of medicosurgical infrastructural support. Taking cognizance of this event, which constituted
maladministration in terms of Article 2(2) of the Establishment of the Office of the Wafaqi
Mohtasib (Ombudsman)'s Order No. 1 of 1983 by such a major health institution, the
Wafaqi Mohtasib under Article 9(1) of the aforesaid law, took notice and constituted a
Committee on 21st February, 2015 to investigate into the state of affairs of neglect,
inattention and mal-administration on part of the PIMS administration. The terms of
reference of the above Committee were:i)

To conduct a thorough study of the quality of services, infrastructure and
security in the institution.

ii)

To make recommendation for smooth, effective and efficient functioning of
the institution in accordance with the objectives for which it was
established.

The Committee was headed by former Secretary Health Syed Anwar Mahmood
and included Mr. Imtiaz Inayat Illahi, former Secretary Health, Dr. Farhat Abbas, Dean,
Agha Khan University and Major General (R) Azhar Mahmood Kayani, former
Commandant of Armed Forces Institute of Cardiology. Syed Yasin Ahmed was
Member/Secretary of the Committee.
During the course of its work, the committee came across many challenges, the
most important of which was lack of proper information on the status of different
departments, their capabilities, capacities and availability or lack of infrastructural support.
The Committee studied the historical perspective of the institution alongwith its basic
management and support structure.
The Committee also consulted the current and past management of the institute
and also obtained perspective of the health experts, related national and international
health institutions, civil society, parliamentarians, PIMS’ Associations and Unions and
government agencies in order to carry out an objective analysis of the situation. On the
basis of these consultations and discussions and after carrying out its own evaluation of the
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situation, the committee came out with a package of reforms and viable recommendations
to turn PIMS into an efficient and effective health service delivery and research
organization. The main recommendations of the committee are as follows:
i)

ii)

iii)
iv)
v)

vi)

vii)

viii)

ix)

x)
xi)
xii)

Complete administrative and financial autonomy may be given to PIMS and
SZABMU under an independent Board of Governors with the President of
Pakistan as its Chairman.
An effective and efficient administrative and financial management structure
may be provided for under an Administrator, supported by a Chief
Financial Officer.
Opening of a PLA account and financial planning to make this organization
self-sufficient and financially independent be ensured.
Comprehensive Rules and Regulations with clearly defined delegation of
powers, roles and responsibilities be developed and duly notified.
Proper career planning of each cadre of health services' functionaries under
an organizational structure with equal opportunities for exposure,
experience and capacity building necessary for elevation within the
respective cadres may be ensured.
Strengthening and enhancement of infrastructure with addition of new
medical towers and replacement of existing equipment, Establishment of
Dental Hospital and College, Organ Transplant and Day Care Surgery
Centres and improvements in Nursing and Paramedical training and
support may be arranged for. All non-core activities to be out sourced to
private sector.
Four new general hospitals in four corners of Islamabad be established to
serve as satellite hospitals of PI MS to reduce the burden of indoor patients
at PIMS.
All public works to be carried out by the PIMS management under
authorization and supervision of its own BoG without involvement of
Government agencies.
Introduction of an integrated IT based solutions for maintenance of staff,
patient and disease related records be ensured. This information will be
helpful for the educational institutions and public health organizations for
data analysis, research and development.
An efficient monitoring and evaluation set up under an Independent
Quality Assurance Department be arranged for.
A social welfare mechanism with the active involvement of NOGs and Civil
Society for the welfare of patients and staff may be put in place.
Setting up of modern pharmacy services for ensuring availability of quality
medicines at concessional rates be ensured.

The subject report was sent to all the related agencies in the hope that with the
implementation of the above recommendations and proposed reforms package, the overall
governance of SZABMU and PIMS and the quality of health care service delivery to the
patients would improve considerably.
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Implementation Status
The PIMS authorities while appreciating the efforts of committee constituted by
the Wafaqi Mohtasib have notified separate committee on each of recommendation of the
Mohtasib’s report. The committees are in progress to deliberate on their respective issues
and each committee will give presentation to the Officers of Wafaqi Mohtasib Secretariat.
The series of presentation have been started and 11 committees have given their
presentation of progress relating to their respective committee.
In many cases necessary PC-1s like establishment of Thoracic Surgery Department,
Filter Clinics, Extension of OPD, HVAC System etc have been prepared and submitted to the
competent forum for approval and further necessary action.
The PIMS authorities have also started work of preparation of legal document for
Endowment Fund for the welfare of poor patients as well as Research and Development
activities.
In addition to above the PIMS, on recommendations of the Ombudsman have started
private practice system in different specialties at the premises of PIMS. The fee structure has
been devolved and the fee is being distributed amongst the Doctors, staff as well as the
hospital. The same is being used for upgrading environment and facilities for the patients and
others who accompany them.
The PIMs authorities have been advised to post the doctors to their original seats for
which they were recruited. They were also advised to improve the janitorial services. Security
staff may also upgrade and the outsourcing agency for computer services may be advised to
provide further human resource.
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Letter from Senator Mushahid Hussain Sayed, former Minister for
Information and Broadcasting
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Executive Summary
Measles is a highly contagious viral disease that remains an important cause of death
among young children globally despite the availability of a safe and effective vaccine. The
Millennium Development Goal-4 aims to reduce the under 5 mortality rate by two-thirds
between 1990 and 2015 and routine measles vaccination coverage is a key indicator of
monitoring progress. All 194 WHO Member States have committed to reduce measles
deaths by 95% by 2015 and accordingly in 2011, about 84% children had received one dose
of measles vaccine by their first birthday. In 1980, before wider vaccination, measles caused
about 2.6 million deaths globally which have been reduced to 158,000 deaths in 2011
because of the improved vaccination coverage. 95% of measles deaths occur in low-income
countries with weak health infrastructures.
2.
Pakistan witnessed measles outbreak/epidemic (particularly in the province of
Sindh) and from January 2012 to 2nd February 2013, 19,048 suspected measles cases with
463 deaths of children were reported throughout the country. Most of these cases were
reported during the last quarter of 2012. Compared to the trends of previous years, it was
an alarming situation which required immediate attention of the government both at
Federal and Provincial levels. Obviously, the concerned functionaries of the Federal and
Provincial Governments connected with the entire EPI programme were somewhere
guilty of neglect, inattention and delay in performance of their functions which resulted in
the unfortunate casualties.
3.
The above mal-functioning and negligence of the government departments and
their functionaries was brought to the notice of the Wafaqi Mohtasib by both print and
electronic media as well as the national and provincial policy makers like Dr. Azra Fazal
Pechuho, MNA and Chairperson, Standing Committee on Defence, Begum Shahnaz
Wazir Ali, Special Assistant to the Prime Minister (SAPM) on Social Sector and Mr.
Haleem Adil Sheikh, the Advisor/Minister for Relief Department, Government of Sindh.
Being a matter of grave concern resulting from neglect, inattention and delay on the part
of government departments and their functionaries, it amounted to maladministration in
terms of Article 2(2) of the Establishment of the office of Wafaqi Mohtasib (Ombudsman)
Order, 1983. The Wafaqi Mohtasib took cognizance of the matter of his own motion
under Article 9(1) of the above law and constituted a committee under the chairmanship of
Justice (R) Muhammad Raza Khan, Advisor to the Wafaqi Mohtasib to investigate into the
matter with the following Terms of Reference (TORs):
a)

to determine the causes of outbreak of measles throughout Pakistan.

b)

to fix the responsibility of the concerned government departments and their
functionaries for their failure to procure measles vaccine, immunize children
throughout the country well in time and to recommend appropriate action
against the delinquents, and

c)

to make appropriate recommendations to avert possibility of such epidemic,
in future.

4.
The Committee conducted a number of meetings in which prominent public
health and medical experts and representatives of UNICEF and WHO in Pakistan were
invited to furnish their views on the subject. Functionaries of Ministry of IPC, including
its present and former Secretaries, officials of the Federal EPI Programme and the office of
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AGPR, Islamabad were also associated during the course of these meetings. All provincial
Health Secretaries and their respective EPI heads were also invited to the meetings of the
Committee to furnish their viewpoints. Such views provided by the provincial
governments or their representatives have also been incorporated in the report.
Documents in support of the contention of the participants were also obtained from
Ministry of IPC, AGPR and provincial governments and were added to the report. The
reports from independent sources like UNICEF, WHO, USAID, World Bank and Agha
Khan University, National Institute of Health (NIH), Islamabad and Pakistan Medical
Research Council (PMRC), Islamabad were also considered and their views incorporated
in the report.

Findings
5.
In view of the evidence brought on record and duly discussed in this report, there is
general consensus that the most important cause of the Measles’ outbreak is the
deterioration in, and failure of, routine EPI system in Pakistan. This failure is evident in
the low immunization coverage achieved to date. There is a wide discrepancy between
reported coverage and assessed coverage (WHO, UNICEF and Third Party surveys). The
evidence further shows that the Cold Chain is in a state of disrepair, which means that
there is no surety about the quality and efficacy of the vaccine, even if it is procured in
time. Electricity breakdowns are also responsible for the adverse situation. Floods and
natural disasters during the last 3 years also played their part. There is insufficient
investment going into EPI infrastructure at provincial levels. Most of the trained
manpower is diverted to Polio Campaigns which has caused neglect in tackling other
diseases like Measles, then there is no monitoring and evaluation system which can be
described as reliable or effective. The surveillance system is extremely fragmented and
unreliable. It is unable to furnish signals, alarms or alerts in a systematic manner to the
health managers. This explains why the outbreak gets reported in the media first and is not
captured by the system itself. The views of WHO, UNICEF and USAID have been
separately brought on record. The opinions of professionals and specialists have also been
elicited. All concur on one point, i.e. unless the quality and efficacy of EPI system is
drastically improved and coverage of over 90% achieved in all the provinces, there will be
no let-up in outbreaks and epidemics, not only of Measles but also of other vaccinepreventable childhood diseases.
6.
Some of the major reasons identified by the committee for measles outbreak have
been inadequate response in the wake of flood and disasters hitting northern districts of
Sindh, absence of quality control system for all child related vaccines, non-availability of
vaccine at the grass root level and inadequacies in the system. These factors coupled with
the vacillating policies regarding vaccine procurement after implementation of the 18th
Amendment, resulted in the crisis situation. The way in which the issues of vaccine
procurement have been handled since the 18th Amendment, has created instability in the
EPI regime itself. Insecurity of the EPI related staff faced in 2012 also seriously affected
vaccine administration in the year, particularly in the provinces of KPK, Balochistan and
in Karachi. Finally, bureaucratic apathy in terms of delay in meeting requirements of
programme to operationalize it in the field also added some fuel to the fire and needs to be
taken cognizance of strictly to avoid problems in the sensitive matter of child health
services.
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7.
Based upon the deliberations of the committee and inputs provided by the resource
persons, health and medical experts/ institutions, following recommendations are made:
i)

In order to ensure effective coordination and integration of health related
functions which are retained at the federal level in four different
Ministries/Divisions after devolution, it is imperative that all these
functions/services should be merged at the federal level and placed under a
separate single Division namely Public Health Services Coordination
Division headed by an independent Federal Secretary. Alternatively these
functions may be placed under a Federal Health Services Commission
headed by a full time Chairman with the status of a Federal Minister.

ii)

At the Federal level, there should be an EPI Council headed by the Prime
Minister with Minister Public Health, Chief Ministers and Provincial
Ministers of Health as its members to review progress of the routine EPI,
disease surveillance and coverage of the vaccination programme on a
quarterly basis.

iii)

There should also be an EPI Cell in the Prime Minister’s office to
coordinate vaccination activities throughout the country.

iv)

For the purposes of strengthening and support of all Public Health
Programmes (vertical programmes including EPI), there should be a
nucleus/set up headed by Secretary Public Health Services Coordination
Division or Federal Health Services Commission which would coordinate
with the provinces and the donor community (WHO, UNICEF and
UNFPA etc.) and track of MDGs relating to health.

v)

At the provincial level, there should be similar set up at the Chief
Minister’s level with the Department of Health coordinating with the
District offices and the Federal Government.

vi)

In order to maintain its integrity, the management, maintenance and repair
of cold-chain equipment may be outsourced on competitive basis with
detailed TOR for outsourcing including penalty clauses in case the assigned
tasks are not met. It is our considered view that cold chain in the public
sector cannot be relied upon for several reasons including funding and
management issues.

vii)

Operational Control of EPI Programme at the district level may be placed
under the operational control of Deputy Commissioner of the
district/DCO for effective and efficient supervision and monitoring.

viii)

Given the present circumstances, the UNICEF mechanism should be
considered for adoption of EPI vaccine procurement.

ix)

The recommendation of PPRA Board to grant exemption to the Ministry of
IPC for procurement of EPI vaccine under Section 21 of the PPRA
Ordinance needs to be carried to its logical conclusion at top speed.

x)

Appropriate action under the rules may also be initiated against the
officers/officials of the Ministry of IPC for not taking PPRA resolution
dated 24.01.2012 to its logical end.
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xi)

Disciplinary action may also be initiated against the relevant functionaries
of the Ministry of IPC and AGPR for causing inordinate delay in making
payment to the suppliers before the deadline of 31-12-2012 which resulted in
expiry of their cost estimates for procurement of measles vaccine.

xii)

Integration of vaccine logistics into LMIS (Logistics Management
Information System) should be ensured which is supposed to be operative in
143 districts with USAID assistance.

xiii)

A credible health surveillance system based on active surveillance strategy
and not on the current passive surveillance strategy should also be
established.

xiv)

Urgent legislation for compulsory EPI vaccination ensuring citizen’
responsibility for compliance is needed. The legislation should focus on
defaulter parent instead of defaulter child. Thus, inter-alia, school enrolment
should be linked to prior vaccination evidence.

xv)

In such vulnerable areas of FATA and some parts of KPK, Balochistan and
Karachi where vaccinators have been threatened, government may designate
BHUs and other protected public places where the families can bring their
children for vaccination. They will need to be provided some incentives
which may include provision of free bags of wheat, cooking oil and toys for
children. These premises need to be protected by the Rangers, FC or Elite
Police Forces. The donor agencies have confirmed that they would be
willing to fund the cost of such incentives.

8.
It is expected that above recommendations would go a long way in elimination of
not only measles but also provide guidelines for tackling other vaccine preventable diseases
in the country.

311

Annual Report of the Federal Ombudsman 2016

312

Annual Report of the Federal Ombudsman 2016

313

Annual Report of the Federal Ombudsman 2016

Federal Ombudsman’s
Committee Report
on
Unacceptable Delays in Issuance of
Machine Readable Passports and Proposals
for
Prompt Issue and Delivery of Passports

315

Annual Report of the Federal Ombudsman 2016

317

Annual Report of the Federal Ombudsman 2016

318

Annual Report of the Federal Ombudsman 2016

319

Annual Report of the Federal Ombudsman 2016

Report of the Inquiry Committee into the
Causes of Delay in Issuance of
Machine Readable Passports
The applicants for passports including overseas Pakistanis faced great hardship
in the first half of the year 2013 on account of the break-down of system in providing
machine readable passports to the public. Consequently, the Wafaqi Mohtasib
constituted an Inquiry Committee headed by Mr. Ejaz Ahmad Qureshi, former Chief
Secretary KPK and Sindh and Federal Secretary, Mr. Justice (R) Muhammad Raza
Khan, ex. Chief Justice of Peshawar High Court, Dr. Wasim Kausar, former I.G.
Police and Mr. Shah Mahboob Alam, former J.D.G. Intelligence Bureau.
The Terms of Reference (TOR) of the Committee were:
i)

To inquire into the allegations about the mismanagement, corruption,
and lack of managerial control in the MRP system;

ii)

To probe into the causes of alleged delay in awarding contracts for the
procurement of passport material;

iii)

To trace the overall deficiencies in the passport issuance system of the
Directorate General of Immigration and Passports;

iv)

To recommend reforms and a course of action for streamlining the
MRP system within the shortest period through the removal of
systemic deficiencies, neglect, mismanagement, and corruption in the
department.

The committee unearthed evidence of corrupt practices primarily related to
procurement of paper/equipments and recommended a probe by the National
Accountability Bureau (NAB). It also suggested the creation of a separate authority
by the name of Passport and Immigration Authority, on the pattern of NADRA,
which should have financial and administrative autonomy.
It is significant that with the reorganization of Directorate General of
Passports, actions taken and Ministry of Interior as a result of cognizance taken by
the Wafaqi Mohtasib, the backlog of 800,000 passports was cleared within months. It
has been satisfying to observe that since July 2013, there has been a marked decline in
the number of public complaints against Directorate General of Immigration and
Passports. Only 54 complaints were registered at Wafaqi Mohtasib Secretariat and
timely relief was provided to the complainants.
The report can
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Proposals under Consideration of Federal Ombudsman
Committee for Ensuring Availability of Essential Drugs
having High Standards in Terms of Efficacy, Safety and
Quality at Affordable Prices
The Pharmaceutical Industry constitutes annual trade volume of Rs.315 billion
with national manufacturers having a share of Rs.199 billion. Despite the country having
this volume of trade, still there are serious concerns regarding the availability of genuine
essential drugs having high standards in terms of efficacy, safety and quality at affordable
prices in the context of worsening of negative health indicators like percentage of Infant
Mortality, stunted children, still births, maternal mortalities, deaths due to hepatitis ‘C’
and such like other medical conditions due to irrational use of drugs and fatalities due to
iatrogenic diseases. Office of Federal Ombudsman has been receiving complaints of
maladministration and several public reports in this regard have been urging attention.
2.
To address these issues Federal Ombudsman of Pakistan constituted a committee
under the chairmanship Prof. Emeritus Lt. Gen (Retd) Mahmood Ahmad Akhtar, former
Surgeon General, Pakistan Army. The committee includes Prof. Dr. Shabbir Ahmad
Lehri, President, Pakistan Medical and Dental Council, Islamabad, Prof. Khawaja Sadiq
Hussain, former Principal King Edward Medical College Lahore and President of College
of Physician and Surgeons of Pakistan, Maj. Gen (Retd) Zaheer ud din, former Director
General (Medicine) Pakistan Army and Principal Army Medical College, Rawalpindi, Dr.
Inam-ul-Haq, former Dean/ Director Riphah Institute of Pharmaceutical Sciences and
Drug Controller, Dr. Muhammad Aslam, CEO Drug Regulatory Authority of Pakistan,
Islamabad, Prof. Brig. (Retd) Dr. Muzammil Hassan Najmi, Fauji Foundation University
Medical College, Islamabad, Mr. Yasin Malik, CEO Hilton Pharma Pvt Ltd, Karachi, Mr.
Khalid Mehmood, Chairman Getz Forma, Karachi, Mr. Muhammad Zaka ur Rehman,
Managing Director, Schazoo Laboratories Ltd, Lahore, Mr. Salman Burney, former
Chairman, Glaxos Laboratories, Karachi, Mr. Asif Aziz Akhai, Senior Vice Chairman,
Pakistan Chemist and Druggist Association of Pakistan, Karachi, Dr. Fayyaz Ahmed
Ranjha, former Director General, National Training Bureau, Islamabad, Mr. Imtiaz Inayat
Elahi, former Secretary, Ministry of Health and CADD, Islamabad as Members and Mr.
Jaweed Akhter, former Federal Secretary, and Member Federal Services Tribunal as
Member/Secretary.
3.

TORs of the Committee are:
•

Current situation relating to the availability of Essential Drugs in public and
private sector.

•

Identify the reasons for not fully implementing the Essential Drug Scheme.

•

Formulate strategy for inclusion of Essential Drugs in the medical syllabus.

•

Suggest the mechanism for prompt implementation of Essential Drugs Scheme
with timelines.
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•

Suggest mechanism for affordability of Essential Drugs.

4.
Following subcommittees to study the health care delivery system with
concentration on “availability of essential drugs having high standards in terms of efficacy,
safety and quality at affordable prices” have been constituted:i)

Measures for availability of Essential Drugs at the public sector hospitals
and clinics.
-

Drugs pricing mechanism
Prof. Brig. (Retd) Dr. Muzammil Hassan Najmi-Convenor

ii)

Quality Control Mechanism of essential drugs procedures.
-

Identifying weaknesses in drug registration and licensing.
Dr. Inamul Haq-Convenor

iii)

Measures for incorporating Essential Drugs as part of medical education.
Prof. Dr. Shabbir Ahmad Lehri-Convenor

5.
The convenors of the subcommittees have held extensive consultative meetings
with the senior officers of Ministry of National Health Services, Regulation and
Coordination, CEOs of National and Multinational Companies engaged in manufacturing
and import of drugs coupled with senior officials of Chemist and Druggist Association of
Pakistan and Pakistan Pharmaceutical Manufacturers Association.
6.
The said subcommittees have made detailed recommendations to the main
Committee on the following issues:i)

Measures for availability of essential medicines at public sector hospitals &
clinics.

ii)

Pricing mechanism for essential medicines:
•

Greater Cognizance of Social Responsibilities

•

Adoption & Adherence to Code of Ethics

•

Out of Turn Registration

•

Reduced Registration Fee

•

Compulsory Production

•

Suo Moto Registration

•

Punitive Action Against Defaulters

•

Priority Consideration

•

Rationalization of Prices

•

Special Clauses for EMs

•

Comparison of Prices

•

Therapeutic Alternatives
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iii)

iv)

Measures for quality control mechanism of essential drugs procedures.
•

Drugs Act, 1976 required the Federal Government to setup such other
institutes and drug testing and research laboratories which have never
been setup inspite of the fact that the workload of drug testing has
increased many times since 1970’s from around 3000 drugs in 1976 to
around 80,000 at present.

•

Official drug testing laboratories, both at the federal and provincial
levels lack adequate testing facilities of life saving drugs especially in
Biological aspects which may be updated to undertake analysis of all the
registered drugs according to officially prescribed specifications.

•

Drugs Act and Rules provide Quality Control Boards in each Province
with duties/functions focused on Quality of Drugs which should be
fully performed to ensure Quality of Drugs in the Provinces.

•

Quality Control Data submitted by the Firms for Registration of Drugs
must be critically evaluated by the Committee of Quality Control
Experts provided in the Drug Laws, at the time of Registration of Drugs.

•

Vital Policy decisions/recommendations contained in the National Drug
and Health Policies about Quality of Drugs must be fully followed /
implemented to safeguard the health of the people.

•

In general practice, the Drug Inspectors draw samples of finished
products for test analysis but not the raw materials from manufacturing
units on which Quality of Drugs ultimately depends resulting in the
production of drugs of doubtful quality and or efficacy.

•

Drug Laws require that harmful by-products of degradation must be
absent or below defined limits. Quality of raw materials is not
monitored at present.

•

At present no person or party can get their samples tested in official
testing laboratories in case of doubt justifying the establishment of a
private testing laboratory in each Province recognized by the
Government.

•

Quality control system should be developed in the hospital to ensure the
quality of drugs available in the hospitals.

Weakness in drug registration and licensing.
•

Committee of experts of analytical chemist/pharmacists should be
constituted to evaluate the following registration data at the time of
registration of drugs.
-

Manufacturing data

-

Quality control data

-

Stability data

-

Bio-availability data
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•

v)

Address the complaints of manufacturers about late registration of drugs
by the DRAP and develop adequate mechanism to deal with these
complaints by establishing SOPs and notifying timelines for approval or
rejection.

Measures for incorporating Essential Drugs as part of medical education.
•

Proposal of subcommittee shall be placed before the medical and dental
curriculum section of Pakistan Medical and Dental Council for
incorporation of the list of essential drugs of Pakistan in the new
curriculum.

7.
The CEO of the Drug Regulatory Authority of Pakistan (DRAP) Government of
Pakistan informed the Committee that in compliance of the Wafaqi Mohtasib
recommendations and to meet the need of the country, DRAP has recently updated the
essential drug list and has published the same with the title “National Essential Medicine
list 2016” in consultation with experts and consultants of medical specialities, clinical
pharmacist, WHO/USAID regulators and other professionals.
8.
The committee is expected to finalize its recommendations shortly for submission
to Federal Ombudsman.
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Major Recommendations of the Committee on
New Regulatory Regime for
Growth and Development in Pakistan
The Committee headed by Mr. Abdullah Yousuf, former Secretary General to the
Government of Pakistan, was constituted by the Federal Ombudsman in response to
public concerns that some regulatory authorities set up for the benefit of the public at
large are not able to operate with a high degree of autonomy; or, are protecting the
organizations which they are supposed to regulate. The Committee comprised of the
following officers, who had lengthy experience of work in or relating to regulatory
authorities:1.

Mr. Abdullah Yousuf, Former Secretary General to the Government of
Pakistan, Chairman Federal Board of Revenue and Secretary Ministry of
Petroleum & Natural Resources.

2.

Mr. Farrukh Qayyum, Former Secretary, Ministry of Finance and
Petroleum & Natural Resources.

3.

Mr. Iftikhar Rashid, Former Secretary, Ministry of Communications,
Chairman PEMRA and Inspector General of Police.

4.

Mr. Mushtaq Malik, Former Chairman, PEMRA.

5.

Mian M. Javed, Former Chairman, Pakistan Telecommunication
Corporation Limited, Chairman PEMRA and Chairman NEPRA.

6.

Mr. Ashfaq Ahmed, Former Federal Secretary, Ministry of Water and
Power.

7.

Mr. Munir Ahmed, Former Chairman, Oil and Gas Regulatory Authority.

8.

Mr. Saeed Ahmed, Federal Secretary and Chairman Oil and Gas Regulatory
Authority.

9.

Mr. Shamim Ahmed, Former Chairman, Federal Board of Revenue.

10.

Mr. M. Zafarullah Khan, Former Federal Secretary, Ministry of Water and
Power, Member Secretary.

The Committee observed that regulatory bodies should be under one independent
Administrative entity. The Committee noted the present exception of PEMRA, placed
under the Ministry of Information creates a conflict of interest.
The Committee has suggested that all regulatory bodies must have a Vice Chairman
to look after the work of the regulatory body in the absence, for whatever reasons, of the
Chairman. Further all regulatory bodies must be given the power to co.opt part time
expert members.
Where provincial members are to be appointed, the Committee proposed that they
must have at least 15 years’ experience in a field of work related to the work of the
relevant regulatory body.
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The committee recommended that each regulatory Board must have at least one
specialist member, who is highly qualified technically in the relevant field.
The Committee is of the opinion that the upper age limit for Chairman and
Members of the Regulatory Body may be revised upwards to attract more experienced
professionals. The upper age limit for Board Members may be revised to 70 years. But for
the post of Chairman there should be no age limit.
The Committee also recommended that each regulatory body should be fully
empowered to regulate all matters related to its mandate in a manner that balances
government concerns; the interests of private investors and the public at large,
independent of government interference. To remove barriers to investment the committee
proposed that the budget and revenue expenditures of each Regulatory Body should be a
first charge on all revenues collected by the Regulatory Body; further, to ensure increased
transparency in licensing, in connection issues, excess charges etc. particulars of licensee
companies and their shareholders may be put on the Regulatory Board web site. The web
site apart from Board Regulations and decisions should be updated regularly to include
matters discussed and finalized in public hearings. All commercial enterprises are time
sensitive. Accordingly, all regulatory functions of Regulatory Bodies work should be
automated with strict time lines for each step in the regulatory process alongwith severe
accountability and penalties for delays in the regulatory process, for whatever reasons.
A special fund has been recommended to be collected by a levy, for provision of
service in un-served and underserved areas. The Committee proposed that every regulatory
body be tasked to bring out quarterly bulletins/literature highlighting public service
mechanisms; repeated through advertisement in the media. Each Regulatory Body should
publish and update standards for the industry regulated, alongwith safety hand books.
Actions should be initiated against substandard and unsafe user equipment.
The Committee recommended that in the case of regulatory bodies dealing with
social matters, like PEMRA, public representatives from provinces and major urban
centres may be appointed as non-executive members by the Government, on the advice of
the regulatory bodies.
The Committee stressed the need for regulatory bodies to be required to publish
annual reports and include critical review of policies, market availability and price of
product, technology trends and complaints. The annual report should not only be
presented to government and made available to the parliament but should also be launched
in a public forum to encourage debate, and should be placed on the Regulatory Body
website.
The Committee suggests that the recently submitted Electronic Media Code of
Conduct proposed by the Pakistan Broadcasters Association; should be considered for
legal cover so that its implementation is smooth and acceptable, as the concept of
self-regulation in Pakistan is found to be uncertain and unreliable.
The report can
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Report on Maladministration Faced by Government
Servants in dealing with Federal Agencies,
after their Retirement
The Federal Ombudsman constituted a Committee to look into the
maladministration faced by government servants in dealing with federal agencies, after
their retirement. This Committee was constituted under the establishment of the Wafaqi
Mohtasib (Federal Ombudsman) Order 1983, which empowers the Mohtasib to constitute
Committees for studying the systemic issues being faced by the public with respect to their
dealings with government offices/organizations. The Committee comprised of Mr. Saeed
Mehdi, currently Chairman of Sui Northern Gas Pipelines Limited (SNGPL), former
Principal Secretary to the Prime Minister of Pakistan and Chief Secretary Sindh, who was
the Chairman of the Committee. Also included in the Committee, amongst others, were
Mr. Abdul Wajid Rana, former Secretary Finance Division and Economic Affairs
Division, Government of Pakistan and former Member of FPSC & presently advising the
World Bank, Mr. Farrakh Qayyum, former Secretary Finance Division and Ministry of
Petroleum & National Resources, Maj. Gen. Muhammad Tahir (Retd), Former DG Welfare
GHQ, Rawalpindi, and Mr. Taimur Azmat Osman, Former Secretary, Establishment Division
and Information & Broadcasting.
The rationale behind establishing this Committee was that a number of complaints
were lodged by retired government servants regarding post retirement issues, which were
not properly attended to by the Federal Government Agencies. These problems also
included difficulties in getting medical facilities after retirement and matters related to
financial insecurity.
In its first meeting the Committee finalized its Terms of Reference (TOR) which
included a study of the prevalent system of welfare of government servants, both serving
and retired and the system adopted by the Armed Forces of Pakistan for the welfare of its
serving and retired employees. It was also agreed that best practices in other countries
would also be seen. The idea behind this was to suggest a comprehensive model for welfare
of retired government servants in Pakistan.
A series of brain storming sessions at senior bureaucratic level and senior citizens,
were held on frequent basis which stressed upon the need to carry out a well-defined
mechanism to ensure trouble-free and uncomplicated system of post-retirement benefits
for government servants. To achieve this objective, proposals and suggestions received
from various reliable sources were examined. While examining and deliberating on the
system it was observed that there were a number of complex procedures in the
government organizations dealing with the matters of benefits of retiring government
servants, which needed to be streamlined and simplified.
After studying the conceptual framework on the subject, it was concluded that
retirement entails realization of three facts, viz, old age, loss of gainful employment, a
sense of financial insecurity and loss of shelter. The government servant, who has been
living in government accommodation for decades in his career, suddenly finds himself
without a house. Similarly, medical facilities at old age become more important. During
service a government servant has the facility to medical treatment from government
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hospitals as well as re-imbursement of medical bills. This arrangement becomes difficult
after retirement.
It was observed that the Armed Forces of Pakistan have a fairly comprehensive
system for the welfare of its retired employees. It provides housing facilities, medical
facilities and assists its retired employees in finding employment after retirement. The
coverage is fairly wide, which brings into fold officers / officials of all ranks, making the
system more egalitarian.
With this in view, the Committee formulated its recommendations into three
broad categories i.e. Social Benefits, Housing Benefits and Financial Benefits. On the social
side it recommended that, since better health is generating fitter persons with a longer life
span, therefore, persons retiring at the age of 60 years are fit enough to work for more
years. There should therefore be schemes to ensure that their experience is utilized. Career
guidance for post-retirement planning was considered imperative. Introduction of a law for
senior citizens, making it compulsory for hospitals, public offices and transport houses to
have dedicated facility and incentives for senior citizens, was proposed.
On the health side it was recommended that all government owned hospitals
situated in the provinces and federal government, whether Provincial or Federal, should
provide free medical treatment to all retired government servants. This was necessitated
because, after the devolution of functions under the 18th Constitutional Amendment,
Federal Government owned hospitals are only confined to Islamabad Capital Territory. A
dedicated desk for retired government servants was recommended to be established in all
such hospitals. It was also recommended to increase the medical allowance progressively
with age, as part of pension.
On the housing side it was recommended that every government employee should
be given an opportunity to have his private accommodation or a plot at the time of his
retirement. This can be achieved if a government servant, on recruitment, should start
making contribution to the Federal Government Employees Housing Foundation
(FGEHF), which should be entrusted with this task, on the pattern of Singapore.
On the financial side the recommendations were carefully formulated, keeping in
view the financial position of the Government with a view to ensuring that they are
reasonable and implementable. The purpose behind this was to ensure an increase in the
financial transfers to the retirees with a minimum effect on government resources. It was
recommended that the General Benevolent Fund contributions should be taken away from
the AGPR and entrusted to a separate Company setup for the purpose. The funds collected
by the Company can be invested into profitable ventures and a government employee at the
time of retirement could opt for either a separate pension from this fund or a lump sum
withdrawal. It was also observed that the family pension presently given to a deceased retiree
was only 75% of the last pension drawn. It was proposed to make it to 100 %.
In order to implement these recommendations (only salient ones have been
mentioned over here), it was observed that an institutional framework in the form of
Federal Government Employees Benevolent & Group Insurance Fund already exists. This
institution should be expanded with an enhanced role, in order to co-ordinate in some
cases, and directly manage in other cases, the implementation process outlined in these
recommendations.
The report can be accessed at the Federal Ombudsman’s website www.mohtasib.gov.pk.
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Progress Made by the Federal Ombudsman’s Committee
on Training Needs of Government Servants to Meet
Contemporary Challenges in Public Administration
Federal Ombudsman constituted a committee to conduct review of training needs
of Federal Government servants to meet contemporary challenges which includes Dr. A.
Hafeez Pasha, former Federal Minister for Finance and Economic Affairs, Deputy
Chairman Planning Commission and Assistant Secretary General United Nations
(Chairman), Dr. Masuma Hasan, former Ambassador of Pakistan and Cabinet Secretary,
Mr. Abdullah, former Chief Secretary, KPK, Lt. Gen. (Rtd) Sabahat Hussain, former
Chairman, Punjab Public Service Commission, Mr. Ejaz Ahmed Qureshi, former Chief
Secretary KPK & Sindh and Federal Secretary, Mr. Taimur Azmat Osman, former
Secretary Establishment Division and Information & Broadcasting, Mr. Muhammad Ayub
Khan Tarin, former Additional Auditor General of Pakistan, Maj. Gen. Sikandar Shami,
former Director General National Institute of Public Administration, Lahore, Maj. Gen.
(Rtd) Akbar Saeed Awan, former Director General National Institute of Management,
Peshawar and Mr. Naimatullah Abid, former Director General, National Institute of
Management, Peshawar (Member/Secretary).
2.
The Committee during its proceedings over subsequent meetings co-opted Mr.
Khalid Mahmood, former Federal Secretary and Principal, Pakistan Administrative Staff
College, Secretary Establishment Division, Mr. Ismail Qureshi then Rector National
School of Public Policy, Ms. Arifa Sabooh, Director General, Civil Service Academy (now
Rector NSPP), Mr. Ghiyasuddin Ahmad, former Secretary Establishment Division, Mr.
Asif Hayat Malik, former Chairman Federal Public Service Commission, Mr. Abdul Wajid
Rana, former Secretary Finance and Member FPSC, Ms. Nighat Mehroz, Director General
National Institute of Management, Peshawar and Mr. Shahid Hamayun, former
Additional Secretary, Cabinet Division.
3.

The TORs of the Committee are as follows:-

To assess pre and in-service training needs, (both general and specialized, with reference to
their structure, contents and components) specially focusing on improvement in
governance and service delivery in the light of contemporary best practices. Intake/Initial
entry in the civil services also to be examined;
i)

To critically review the curricula and modules of training to examine their
appropriateness for imparting knowledge and skills and bringing about
positive attitudinal change;

ii)

To examine incentivization of training and its linkage with career
development and progression;

iii)

To look into the extent of operational autonomy of training institutions;

iv)

To make a comparative analysis of the training with corresponding training
at NDU and National Training Institutes/Schools of Singapore, Malaysia,
India, Australia and Newzeland;
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4.

v)

To undertake a general review of pre and post training performance of the
trainees;

vi)

To review system of recruitment/posting of qualified faculty in training
institutions and training of staff.

Progress made during the proceedings till date was:
i)

Finalization of TOR

ii)

Constitution of sub-committee for drafting of report

iii)

Presentation of papers on two (02) TORs by designated members of the
Committee

iv)

Presentation by one member on proposal for screening test for CSS
examination

v)

Coordination with Ministry of Planning and Development regarding
initiative taken by the Ministry in the context of Vision 2025 which
substantially includes a component on Training

vi)

Allocation of three (03) TORs to three members for presentation of papers
thereon, in the next meeting.

Finalization of Report: Next (sixth) meeting of the Committee would take up the
following issues, to finalize its report:i)

Consideration of Draft Recommendations, that have emerged from the five
preceding meetings

ii)

Presentation by the three designated members on the three TOR items
allocated to them

iii)

Input from Ministry of Planning and Development by inviting its
representative to the meeting.

The report can
www.mohtasib.gov.pk

be

accessed

350

on

Federal

Ombudsman’s

website:

Annual Report of the Federal Ombudsman 2016

Federal Ombudsman’s Committee Report
on
Pakistan Post

351

Annual Report of the Federal Ombudsman 2016

Progress Report on Committees Constituted to Upgrade
Postal Services from 21st Century
Federal Ombudsman constituted a committee to conduct study of the working of
the Pakistan Post, and make recommendations for requiring it to meet challenges of the
21st century. The committee consists of Mr. U.A.G Esani, Secretary General and
Chairman University Grants Commission. (Chairman), Lt. General (R) Asif Yasin Malik,
HI (M) former Secretary Ministry of Defence, Mr. Sher Khan, former Secretary, Ministry
of Communications, Mr. Ejaz Ahmad Qureshi, former Secretary, Ministry of Railways
and Chief Secretary Sindh and KPK, Mr. Faqir Sheryar, Chairman / D.G Pakistan Post,
Mr. Muhammad Ayub Khan Tarin, former Additional Auditor General, Mr. Usman Wali,
Director Commercial, DHL Pakistan, Mr. Abdul Hameed, Senior Advisor, former
Secretary/Chairman/DG Pakistan Post, Chairman Pakistan Academy of Letters,
Chairman National Language Authority Pakistan (Member Secretary).

The Committee is working under following TORs:
i)

To analyze financial health of PPOD for last 10 years and to identify the
reasons for increasing deficit.

ii)

To identify the main revenue streams, opportunities in the market and
recommend steps to improve financial health of the Department.

iii)

To suggest ways and means to improve service delivery of the Department to
make it customer friendly and to improve customer satisfaction

iv)

To suggest ways and means to make it independent in decision making.

v)

To identify reasons and to suggest methodology to improve image of PPOD.

vi)

To carry out study of success stories of various postal operators around the
Globe and to make recommendations as to how Pakistan Post can benefit from
these success stories.

The Committee has so far developed consensus on the following:
i)

In a rapidly evolving and increasingly competitive environment, Pakistan Post
should launch massive awareness campaign about its products and services. An
allocation for publicity and advertisement must be made to improve the image
of Pakistan Post. Pakistan Post must plan and enter the virtual world of social
media by out-sourcing.

ii)

The Future world would be driven by the information technology. Likewise
the future will be of e-commerce IT Solution. It is evident that post office did
not keep pace with the emerging technologies due to lack of initiative and
funds. Pakistan Post should prepare itself for the future competitive world and
its services should be progressively automated. Every effort should be made that
it keeps adding more and more computerized post offices in its network.
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iii)

Pakistan Post was selling Saving Certificates to the public under ‘Cash
Certificates Act, 1917 and ‘National Savings Certificates Ordinance, 1944’
through 7500 Post Offices located in every nook and corner of the country.
The CDNS used to supply blank forms for these Certificates to Post Offices.

iv)

The supply of these blank forms was suspended in April 2007. Non availability
of blank forms of Saving Certificates in Post Offices is depriving the people of
rural areas for investment of their saving. Similarly the Behbood Saving
Certificates and Pensioners Benefit Accounts at higher rates of interest for
elderly citizens are only offered from 375 Saving Centers of CDNS, whereas
Pakistan Post has 7500 outlets for this purpose. The extension of the said
schemes to Post Office will facilitate the Pensioners to have the facility at a
place where from they are drawing their pension. Similarly, extension of
Behbood Saving Certificates to Post Office will save the senior citizens from
hardship of travelling to cities to purchase/encash these Saving Certificates.
Ministry of Finance should allow investment in all CDNS schemes in the first
phase from 83 GPOs and later on these must be extended to other large Post
Offices.

v)

Pakistan Post Office Department has been doing savings bank work as the
agency function on behalf of the Ministry of Finance under the Government
Saving Bank Act 1873 on payment of commission @ 1.50% up to 15.10.2010
fixed by the Ministry of Finance. Ministry of Finance has reduced the rate to
the extent of one third i.e. 0.50% with effect from 15.10.2010 despite the fact
that the cost of performing the function of Saving Bank has increased manifold
due to enhancement in the salaries and other allied cost. Ministry of Finance
should revise the present service charges of 0.5% (paid to PPOD) to 2% in view
of the costing study done by M/S S.U Khan & Company (Cost & Management
Accounts), Islamabad.

vi)

Pakistan Post is one of the only two departments where pensioner benefits are
initially charged to its accounts and later charged to the Ministry of Finance.
Pakistan Post Office Department is the attached department of the Ministry of
Communication and has no control over the increase in pay and pension of its
employees every year. The Government of Pakistan may bring Pakistan Post at
par with other government departments regarding charging of pension.

vii)

Pakistan Post has a universal service obligation to provide basic communication
and financial service to every citizen in Pakistan. A number of its Post Offices
run continuously in loss. Pakistan Post is forced by the government not to close
such post offices. Ministry of Finance therefore must contribute its share
towards provision of this universal service obligation. Every year after due
diligence certain cost of Post Office, going in loss, situated mostly in rural area
of the country must be borne by the Ministry of Finance.

viii)

Pakistan Post Office Department should recruit its own officers/officials in IT
cadre and should enhance the recruitments qualification including IT
qualification.

ix)

At present most of the post offices are in dismal condition. The buildings,
Physical infrastructure as well as furniture and fixture in the Post Office is very
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old and neither maintained/replaced nor upgraded since decades due to lack of
funds. Pakistan Post should prepare a PC-I for its offices for allocation of funds
for submission to the Planning and Development Commission (P&D).
x)

The government of Pakistan should allocate funds for infrastructure
development as well as for automation of Post Offices.

xi)

It is felt by the committee that Pakistan Post is handicapped due to capacity of
its managers at all levels. Officer of Pakistan Post are not getting enough right
type of training exposure. Besides mandatory training, these officers must be
sent to attend International Conferences, Seminars and training sessions to
broaden their horizon in order to prepare them to meet with the present day
market scenario and challenges.

xii)

Pakistan Post needs to take right kind of steps to ensure the delivery of first
class articles within a city in 24 hours and to other destination within 48 hours.

xiii)

It has been noticed that people are facing problems regarding payments at the
time of their PLI maturity/death claims are not paid in reasonable time. It is
recommended that all the objections may be rectified before the date of
maturity of claims. Payment of PLI maturity/death claim must be ensured
within 3 months of its maturity/death.
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Report on Pakistan Railways in regard to
Maladministration in Settlement of Pension Claims and
Allotment of Accommodation to its Employees and
Suggested Measures for Improvement
The Honourable constituted a Committee comprising of Mr. Ali Arif, Senior
Advisor, Wafaqi Mohtasib Secretariat, Regional Office, Lahore and former Special
Secretary, Prime Minister Office, Secretary, Tourism Division and General Manager,
Pakistan Railways, and Mr. Aftab Habib, Director General, Wafaqi Mohtasib Secretariat,
Regional Office, Lahore to conduct study about the functioning of the Railway
Department and suggest remedial measures. The Committee carried out in-depth study of
the apprehensions, grievances and complaints of the Pensioners of the department.
The Committee also studied the delay in the modalities and procedures involved
in the completion of pension documents till the final stage when pension is paid to the
applicant. In this respect, the committee had detailed discussions with the officers of the
Railway Department.
The Following Recommendations were made by the Committee:
a)

The residences are less in number than the demand by the Railway officials.
As such, the entitled staff and officers remain without official
accommodation. But this problem can be minimized to some extent, if
greater vigilance is observed to check the mal-practices of wrong allotment
and un-authorized possession.

b)

If allotment is made entirely on merit and ‘out of turn’ allotment is
completely eliminated, situation will improve.

c)

To cope with the allotment situation, new construction of houses for all
the categories should be taken up by allocation of required budget for this
purpose.

d)

The procedure for requisition facility to all the employees be simplified.

e)

Renovation work for the quarters in dilapidated condition should be taken
up on priority.

f)

Wherever possible, after survey and proper study, the House Rent
Allowance should be increased as much as possible so that the Railway
employees who own houses may be encouraged to occupy them instead of
renting them out.
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Recommendations of the Committee for Investigation
and Suggesting Reforms in the Pension System of
Pakistan Railways
Taking cognizance of a news item published in the media about the death of a
Railways employee, Rabnawaz, in Pakistan Railways Headquarters, Lahore while pursuing
his pension case which was pending due to different frivolous objections about his date of
birth and actual date of appointment. The Honourable Wafaqi Mohtasib constituted a
Committee comprising of Mr. Ejaz Ahmed Qureshi, Senior Advisor, Wafaqi Mohtasib
Secretariat and former Chief Secretary Sindh, KPK and Federal Secretary Ministry of
Railways, Mr. Ali Arif former Member Railway Board, Special Secretary Prime Minister
Office and Federal Secretary, Tourism Division, Mr. S. M. Tahir, Senior Advisor and
former Special Secretary, Wafaqi Mohtasib Secretariat, Mr. Abdul Jabbar Ali, now
Secretary National Assembly and Mr. Saqib Aleem (Later Additional Secretary, Law &
Justice Division) to investigate into the incident and to suggest reforms into the pension
system in general and of Pakistan Railway in particular. The Committee was assisted by
Mr. M. Ayub Khan Tarin, former Additional Auditor General of Pakistan and former
Additional Finance Secretary. The said news was also registered as a formal complaint
under the Wafaqi Mohtasib orders and was heard by the aforementioned Committee.
The Committee noted that late Rabnawaz resident of District Pakpattan after his
retirement on 2.9.2013 had repeatedly visited Pakistan Railways Headquarters, but his
pension was not sanctioned on frivolous objections.
The Inquiry Committee learnt that it was not the only case of this nature. Even in
the past a retired employee of Mughalpura Workshop of Pakistan Railways died while
sitting outside the National Bank of Pakistan throughout the night for collection of his
pensionery emoluments. This state of affairs necessitated systemic improvement in the
system of finalization of pension cases so that such heart rendering tragedies could be
prevented. This initiative of the Honourable Wafaqi Mohtasib was also appreciated by the
Minister for Railways who hoped that the Mohtasib Office would suggest measures for
institutional reforms in Pakistan Railways for improvement in their system and
procedures for timely and efficiently handling the pension cases in future.
The Committee formulated recommendations to streamline the system of
pensionery benefits to the retired employees of Federal Government in general and
Pakistan Railways in particular. Some important recommendations are as under:i)

The Agency shall 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)

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 shall be obtained.

iii)

Infrastructure for pension payment shall be upgraded.

iv)

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

Switchover from manual to system based pension payment i.e. direct
monthly credit to pensioner’s bank account and withdrawal through ATM
shall be made within the financial year 2014-15, and, at a later stage, use of
biometrics with the concerned bank branches to facilitate the pensioners
and eliminate any ghost pensioners shall also be made.

vi)

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

vii)

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

viii)

Pension case shall be sent to the Account Office complete in all respects
according to a checklist containing all necessary items.
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Dear Mr. President,
In order to identify endemic issues that become subject matter of public complaints
and for making recommendations concerning remedial measures for systemic changes, I
recently constituted various Committees in the Regional Offices in pursuance of the
mandatory requirement of Article 18 of President’s Order No. I of 1983.
2.
I am pleased to forward a copy of the “Report on Public Complaints and cause of
concern in respect of State Life Insurance Corporation of Pakistan (SLIC)”, prepared by a
Committee in the Regional Office, Lahore comprising Ms. Talat Altaf Khan, Additional
Secretary and Mr. Riaz Ahmed, Director General.
3.

I am sure the Government will find the report to be informative.
Yours sincerely,

The Honourable President of Pakistan,
through
Mr. Ahmed Farooq,
Secretary to the President,
Aiwan-e-Sadr,
Islamabad.
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Brief of Diagnostic Study on Public Complaints and
Causes of Concern in Respect of State Life Insurance
Corporation of Pakistan
A committee was constituted by the Hon’ble Wafaqi Mohtasib under Article-18 of
the President’s Order No. I of 1983 to identify common issues that were the basis of
general public complaints. The purpose was to make recommendations/remedial measures
to eliminate the causes of mal-practices/maladministration in Federal Government
Departments/Agencies. The Committee comprised of the following Officers:

2.

i)

Ms. Talat Altaf Khan, Additional Secretary.

ii)

Mr. Riaz Ahmad, Director General.

The Terms of Reference (TORs) of the Committee were as follows:
a) To identify the maladministration in repudiation of Death Claims.
b) To identify problems in Revival of Policies.
c) To probe into the causes of alleged delays in Surrender of Policies.
d) To look into the Role of Agent.
e) To make recommendations and to suggest remedial measures to improve the
identified areas.

3.
The Committee submitted its report alongwith recommendations to the Hon’ble
Wafaqi Mohtasib. The main focus of the study was (i) Death Claims, (ii) Revival of
Policies, (iii) Surrender of Policies and (iv) Maturity Claims.
4.
The Committee with a view to redress the problems and finding long term
solutions made the following area wise recommendations:

Death Claims
i)

The settlement of death claims should be prompt and within the time frame as
advised in the Insurance Ordinance.

ii)

The claim forms should be revised and should be made easy.

iii)

There must be separate claim forms for early and non-early death claims and it
is recommended to make two separate teams for handling these claims. The
team for non-early claim should facilitate the claimants in fulfilling the due
requirements and settlement should be made in no time.

iv)

The quality of investigation should be improved and claim examiners should be
trained to conduct the inquiry in more specific and concise way. Hearsay
evidences and concrete evidences should clearly be separated.

v)

For any repudiation, there must be concrete evidences which clearly go back to
pre-insurance period. There must be treatment recoup of pre-insurance time
and not the history based findings.

369

Annual Report of the Federal Ombudsman 2016

vi)

It is a usual finding that repudiation is based on the history of Diabetes and
Hypertension without considering the relation of cause of death and these
ailments which have become very common in public especially in last few
years. These ailments are not considered as a Disease in general and it is very
difficult to ascertain after death that the concealment of this fact was willful or
ignorance.

vii)

The issue of succession and guardian ship certificate is worth considering but it
is beyond the Agency boundaries as it involves the claimant and the court of
laws.

Revival of policy
i)

The premium collection system must be on line and any payment received
either cash or cheque should immediately be credited to the account of policy
holder.

ii)

The dishonored cheque should immediately be informed to the concerned
policy holder and it should be made sure that this information has reached to
him.

iii)

Renewal contract is again the begging of the existing policy as condensability
period starts again, so all the due requirements of new contract should apply to
it.

Surrender of the policy
i)

The processing of the surrender application must be prompt and procedural
delays must be minimized.

ii)

The Zakat on Surrender payment should not be deducted as it seems illogical to
deduct Zakat from the payment of a person who is not able to continue his
policy due to financial hardships.

Maturity claims
i)

Unclaimed maturity claims are in thousands in State Life and most of them are
un-traceable. As per discussion with Agency officials all the efforts to trace the
claimant has become in vain, it is suggested to take help of Print media to catch
attraction of those claimants and if no response happens then they all may be
written back year wise.

ii)

Processing of maturity claims must be very prompt, quick and procedural
delays should be minimized. The policy holder should not be penalized for lost
policy files as it is the sole responsibility of the Agency to keep them in safe
custody for the whole term.

iii)

One month old Zakat declaration is an un-liked practice as it causes one month
avoidable delay and it is recommended to stop this practice after consultation
with Zakat Authorities.
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Role of Agent
The role of agent is of prime important nature and perhaps the most ignored
segment of the Agency. It is recommended:
i)

The minimum qualification for agent must not be less than Bachelor’s Degree.

ii)

The training courses should be structured as per latest curriculum and emphasis
should be made to adopt ethical practices while securing business.

iii)

Their monitoring should be very strict and anybody involved in malpractices
should be dealt with an iron hand. There must not be any soft corner for them
and usual practices of forgiveness and excuses should be discontinued as it gives
rise to multiple grievances of policy holders.

iv)

The agents should be made equally responsible for any fraudulent claims and
where found involved in any malpractice/maladministration, recovery amount
should be made by them to the claimants.
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Federal Ombudsman’s Committee Report
on
Good Administrative Standard
for
Pakistan Post Office
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Salient Features of the Report by the Committee
Constituted by Federal Ombudsman to
Study Issues of Pakistan Post Office Department
(PPOD) in the Punjab
Members of Committee
i)

Dr. Kamran Afzal Cheema,
D. G. Wafaqi Mohtasib's Regional Office, Lahore

ii)

Ms. Mobashshrah Nighat Bajwa
Advisor, Wafaqi Mohtasib's Regional Office, Lahore.

iii)

Mr. Anfas Yunus, Consultant
Wafaqi Mohtasib's Regional Office, Lahore

Background
A number of public complaints were received in the Federal Ombudsman Offices,
in which shortcomings, inefficiency and mal-practices in delivery of services by Pakistan
Post Office Department (PPOD) were alleged.
The main areas of concern identified were:
i)

Operation of Savings Bank: delays in a) settlement of claims in case of
fraud/embezzlement, b) finalizing deceased claim of the saving accounts and c)
posting of profits.

ii)

Disbursement of Pension to Non-commissioned Ranks of Armed Forces:
difficulties were being faced by widows of deceased pensioners in grant of
family pension.

iii)

Mail services: Short delivery of parcels and non-receipt of payment against
Value Payable Parcels (VPP).

iv)

General Complaints: Apathy, lethargy and unprofessional attitude on part of
Post Office staff towards public.

To address the above listed concerns the Hon’ble Wafaqi Mohtasib being so
empowered under Article 18 of the President's Order No. l of 1983, constituted a
committee with the following Terms of Reference (TORs):
a) Identify the kinds of mal-administration in cases related to Military
pensions, Savings Banks and Benazir Income Support Programme.
b) Probe into the causes of delay in dealing with the cases in the above areas.
c) Ascertain the overall, deficiencies in the system.
d) To make recommendations and suggest remedial measure so as to bring
about improvement in the identified areas of concern.
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Methodology
The methodology adopted by the Committee for the study included:
•

In-depth study of recent complaints.

•

Visits to Post offices in Gujrat & Gujranwala.

•

Discussions with PPOD's officers in WM Regional Office

•

Lahore.

•

Visit to Lahore GPO.

•

Study of recent reports of PPOD.

•

Examination of procedures.

•

Study of PPOD rules.

•

Overview of Functions/Services offered by PPOD viz-a-viz its structure,
outreach, human resource and volume of work.

Causes Responsible for Complaints
Saving Bank
-

Inefficient staff with little or no professional knowledge.

-

Out-dated procedure/system.

-

Over-Centralization of decision making.

Military Pension
-

Inadequate coordination between Military Accounts (Pension) [CMA(P)] and
PPOD, BISP.

Mail Services
-

Inefficient staff.

General Complaints
-

Untrained counter-staff.

Recommendations to Improve Efficiency of PPOD/Minimization of
Complaints
i)

Postal Training Centers and Postal Staff College must hold courses for postal
employees in areas like customer care, enterprise management, stress
management, time management, team building, business leadership, project
management, etc.

ii)

Filling of the vacant posts immediately with professionals.

iii)

Automation/Modernization of services. Efforts should be made for complete
computerization of saving bank and pension accounts. Some services have been
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outsourced by PPOD, but there is a strong need for setting up of a
professionally trained/efficient I.T. section for back end support within the
department.
iv)

Cost-benefit study for introducing A TMs. A pi lot project for some selected
GPOs may be initiated for saving bank and pension disbursement.

v)

Delegation of authority to unit offices instead of GPOs for expeditious
processing of claim cases and other public complaints.

vi)

Better coordination with the Central Directorate of National Savings, Military
Accounts (Pension) and NADRA.

vii)

Image building by efficient service delivery through modernization and
innovations. The counter and supervisory staff must show due respect and
courtesy to the citizens realizing that they are its revenue generating customers.
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Federal Ombudsman’s Committee Report
on the Office of
Accountant General Pakistan Revenues,
Lahore
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Salient Features of the Committee to
Inquire into the Causes of Delay of Pension Cases
by the Office of AGPR Punjab
The Hon’ble Wafaqi Mohtasib constituted a Committee under Article 18 of the
President’s Order No.1 of 1983 with a view to identifying endemic issues that become
subject matter of public complaints. The overarching consideration was to make
recommendations on remedial measures in order to bring about systemic changes so as to
eliminate the root causes of corrupt practices in Federal Agencies.
The Committee formed to enquire into the causes of delays of pension cases
comprised of:
i)

Mr. Abdul Basit Khan, Advisor

ii)

Mr. Rizwan Ullah Beg, Director General

The Terms of Reference (TORs) of the Committee were as follows:
a) To identity maladministration in cases related to pension and GP Fund.
b) To probe into the causes of alleged delays while dealing with the
aforementioned cases.
c) To trace the overall deficiencies in the system.
d) To make recommendations and suggest remedial measure so as to bring about
improvement in the identified areas as aforesaid.
The Committee submitted a report to the Hon’ble Wafaqi Mohtasib.
The main focus of the study was on the following aspects of the AGPR i.e. the legal
frame work of the pensions and GPF system, the operative role and then function of the
AGPR, endemic issues of the AGPR and the problematic areas, and finally the
recommendations to address such problems so as to ensure lasting solutions.
The main areas which were identified by the committee after making extensive
study of the functioning were as follows:
a) Incomplete service Records.
b) Weak coordination and non-cooperation between the parent department and
the accounts office (AGPR).
c) In action/delay and non-seriousness on the part of the department of employee
while dealing with their service matters.
d) In-effective internal controls and monitoring.
e) Non-automation, incomplete computerization and lack of coordination with
other sections of the office.
f) Lengthy procedures and forms etc.
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The committee with the view to redressing the problems and Finding long term
solutions made the following recommendations:
a) New system for maintenance of record on computer under PIFRA must be
strengthened.
b) The direct payment of pension system through their Bank Accounts, under
PIFRA may be used for all the pensioners.
c) The communication between DDO and the Accounts Office is necessary
(a monthly meeting is suggested).
d) Training of the dealing staff matters concerning Pension and GPF must be
given more importance.
The report concluded that the majority of the complaints pertain to delayed
payments or non-payment of retirement dues, which mostly take place due to delay, and
wrong calculation of the dues by the concerned Agencies. The complainants appeared to
be victims of indifference and apathy which can be minimized by prompt dealing of the
following cases:
a) Completion of Service Books/Service statement of the officers/officials
regularly.
b) Calculations and payment of commutation and gratuity, fixation of pay,
addition of increments.
c) Issuance of pension book, incorporation of revisions / increase in pension and
approval of family pension’s cases.
d) Allotment of GPF number, transfer of General Provident Fund to the
concerned District Accounts Officer on their transfers timely reconciliation of
balance, correct calculation of profit and its proper credit in the Account and
the ultimate/accurate payment.
e) In time clearance of the cases of GPF advances, and final payments.
This Report
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Federal Ombudsman’s Interim Committee
Report
on
Good Administrative Standards for
Capital Development Authority,
Islamabad
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JUNE 18, 2013
Dear Mr. President,
The Wafaqi Mohtasib, historically, has been attending to individual complaints and
providing redress under the law. While this brought relief to thousands of complaints, the
issues of maladministration in various agencies were causing undue hardship to hundreds
of thousands. The people suffered at the hands of government institutions through apathy,
neglect, and outright injustice.
It became necessary for the Federal Ombudsman to take cognizance of the systemic
issues to improve the organizational health on a long term and sustainable basis. It was
critical for the root causes to be properly diagnosed through well-conducted inquiries and
research to enable the decision-makers to bring about structural and policy changes that
would ameliorate the hardships of the people. Therefore, the Federal Ombudsman law was
duly amended and a number of options became available to improve the efficiency of
public sector organizations. One was through the appointment of a Grievance
Commissioner for a particular agency, the other was to take suo moto notice of a scam or
failure of decision-making/policy causing large-scale death or hardship.
In this connection, the Wafaqi Mohtasib’s studies on the outbreak of measles and
the passport scam are two noteworthy inquiry reports submitted to the government
authorities for long-term solutions and for eliminating the recurrence of such tragedies and
pattern of maladministration.
Additionally, there have been a large number of complaints against the CDA,
which is a premier civic and development body of our national capital. Over the years,
malfunctioning, corruption, and inefficiencies had increased. I therefore decided to appoint
Mr. Ejaz Ahmad Qureshi, Advisor in the Wafaqi Mohtasib Secretariat, who had served as
Chief Secretary in two provinces and as Federal Secretary of two ministries with
distinction. While the Federal Ombudsman continued to deal with individual complaints
and provide relief where due, Mr. Qureshi carried out a thorough study of the CDA, the
analysis of the complaints against it over the past few years, and its structural weaknesses
so that a reform agenda could be developed. In this connection, a Citizens’ Forum was
organized, participated by all sections of civil society including former Chairman and
members of the CDA, retired civil servants, representatives from the private sector,
business community, media, and a group of actual complainants. This was a very useful
exercise where almost 70 persons attended and felt recognized in this important endeavour.
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In this study, key officers, both former and present, were interviewed; and after a
number of meetings and briefings, a reform agenda has been developed for the CDA. Due
care has been taken to touch upon all important aspects of the working of the CDA which
impact all people as well as to study the institutional and structural issues with interlinkage to the overall performance of the organization.
This is an interim report which we hope to refine and improve in light of the
feedback and input of important decision-making hierarchies.
In this exercise, the Grievance Commissioner has planned two initiatives:i.
A roundtable of public health experts and affected citizens for drafting a
strategy and a roadmap for dealing with pollen allergy in Islamabad.
ii.
Constituting advisory bodies for major parks in Islamabad neglect and poor
maintenance of these parks has been highlighted over and over again.
Advisory committees comprised of concerned citizens would help the CDA
Directorate on Parks to improve maintenance.
The approach of the Grievance Commissioner has been to work with the
management of the CDA to deal with and propose solutions to systemic failures leading to
hundreds of complaints. He can intermediate between the citizens and the organization in
view of his vast experience in public service and in the process, develop feasible proposals.
This can be an ongoing activity helping the CDA to come up to the expectations of the
people of Islamabad.
The recommendations are quite wide-ranging and address both the root causes of
the malady and the symptoms affecting people. I hope that this report would be reviewed,
in the spirit in which, it was drafted, to improve the organizational health of the CDA.
Submitted for consideration of the Government.
Yours sincerely,

The President,
Islamic Republic of Pakistan,
President’s Secretariat,
Islamabad.
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Report on Civic Agencies
Particularly about Capital Development Authority
Capital Development Authority is responsible for providing efficient civic
amenities to the residents of Islamabad. However, with growing needs of urbanization and
challenges being faced due to increase in population, the Authority has tried to meet the
requirements of the city but a lot still needs to be done to make Islamabad a model city.
Keeping in view the growing number of complaints against the agency; the
Hon’ble Wafaqi Mohtasib notified a Committee headed by Mr. Ejaz A. Qureshi, former
Federal Secretary as there were persistent complaints of wrong doings from the aggrieved
citizens as well as increasing reports of criticism against the Agency in the media.
The Terms of Reference (TOR) of the Committee were:
i)

To probe the issues relating to mal-administration in CDA and to identify
major areas causing grievances to the citizens based on the current
complaints and the previous data;

ii)

To investigate the cases relating to the major areas of mal-practices and to
identify the causes and the modes of these mal-practices;

iii)

To recommend appropriate action to be taken against the officials
responsible for mal-administration; and

iv)

To suggest a complete mechanism for rectification of the system so that
such complaints may not recur in the future.

In this connection, a meeting was arranged with relevant stakeholders like; Syed
Tahir Shahbaz, then Chairman CDA, Mr. Khalid Saeed, Federal Secretary and ex.
Chairman CDA, Mr. Imtiaz Inayat Elahi, Secretary M/o National Health Services &
Regulations and former Chairman CDA, Mr. Azhar Ali Choudhary, Member Finance
CDA, Mr. Amjad Ali Khan, Secretary Privatization Commission and Mr. Zafar
Bakhtawari, Chairman Islamabad Chamber of Commerce, for reviewing the situation.

In the proceedings; along with the redressal of individual complaints against CDA;
there was a critical activity of studying the root causes of these complaints and the
assessment of the systemic issues which led to frequent complaints. In this connection, first
step was to hear the affected citizenry of Islamabad, consult experts, ex-civil servants who
had worked in CDA at key positions, the media and key officials working currently in the
CDA hierarchy.
For this purpose; a Citizen Forum was organized on 16th May, 2013 in which more
than 70 persons participated under the chairmanship of Mr. M. Salman Faruqui, Federal
Ombudsman. It was a representative group of actual complainants, former Chairmen and
Members of the CDA Board, Senior Citizens etc. Areas of weaknesses in CDA’s working
were outlined in detail. It was the first time in recent history that common citizens were
involved in this important exercise of reforms. CDA also produced a presentation for
reforms/improvements.

391

Annual Report of the Federal Ombudsman 2016

The outcome of the respective meeting based on general complaints of citizens; the
following major areas of reforms and recommendations in order of priority for CDA were
highlighted:i)

CDA Board should be merit based, comprising professionals with integrity
and should have representatives from the Cabinet Division, Finance
Division and P&D Division and three to four members representing civil
society/citizens, including business community. The CDA Board should be
fully autonomous and manned by professionals at various levels.

ii)

It is proposed that local government system should replace the present
structure. This issue has been carefully evaluated with all its implications. It
has to be noted that LG system has yet to be finalized and made functional
in the provinces.

iii)

Since CDA and ICT administration are required to coordinate their
activities, these need to be placed under one Division/Ministry for
improved effectiveness.

iv)

CDA has no complaints handling system. It is proposed that a Grievance
Commissioner should be designated who should sit in a separate portion of
CDA Headquarter, along with concerned DG’s/Deputy DG’s to attend to
public complaints.

v)

Repair and maintenances of government residences and buildings should be
handed over to PAK PWD with requisite budget.

vi)

CDA to concentrate on its municipal and development functions. The
development of new sectors can be undertaken in partnership with reputed
companies.

vii)

Encroachment and poor maintenance of parks is serious issue. Owing to
lack of proper supervision, parks which are a great asset, stand degraded.
This important public facility needs urgent attention. CDA can form
supervisory committees for its parks for proper maintenance. The
Committees can comprise interested citizens, with a mix of service people
and private citizens.

In order to recommend a reform agenda for CDA to enable it to serve as a prime
civic Agency in the national Capital; a comprehensive report was developed by Mr. Ejaz
Ahmad Qureshi, Sr. Advisor.
The government after the local bodies’ elections has appointed Mayor of
Metropolitan Corporation Islamabad (MCI) and also gave the charge of CDA to the
Mayor MCI. We have planned a meeting with Mayor Islamabad/Chairman CDA for
further action on the recommendations of the report.
10.
The report can
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Foreword
by the Federal Ombudsman
In 2013, the institution of the Wafaqi Mohtasib (Ombudsman) of Pakistan turned
thirty. Today, it stands tall, robust and vibrant but more importantly, it takes pride and
satisfaction in having risen to the expectations of those who had laid its first brick. And in
doing so, it received and processed complaints from nearly one million Pakistanis who
had fallen prey to official apathy, incompetence and maladministration.
The year 2013 was a difficult but eventful one for the Office of the Wafaqi
Mohtasib. As the Office remained without a Wafaqi Mohtasib, for over two years,
pendency of complaints on the eve of 2013 stood at a colossal 77,690, some five years or
more older, while 35,276 fresh complaints were received during 2013, raising the total to
112,966 cases at the end of December, 2013. It was not only frustrating for the large
number of complainants but it also defeated the very purpose for which this Office had
been established – to provide free of cost and expeditious relief to the mal-administered.
Processing and handling such an unprecedentedly large number was indeed daunting.
By the grace of the Almighty, this huge challenge was met with an equally resolute
determination. Through extraordinary steps taken by this Office and its officials, 68,243
cases were finalized and disposed of during the year 2013, a record for the last 30 years
since the establishment of this Office when an average of 16,583 cases were disposed of
annually. Out of 38,191 pending cases 20,463 have also since been processed and draft
findings are under appraisal for approval. Thus, cases approved or finalized for approval
during 2013 stand at 88,706, again a record for this Office.
The past year not only witnessed unprecedented disposal of a record number of
cases but also saw 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 of its submission are indeed
extraordinary as are the new provisions for grant of injunction, punishment for
contempt and for effective implementation. Provision has now also been made for
review of findings which was earlier not available to the complainants. It also
documented some unique interventions to make certain public sector organizations more
alive and sensitive to the needs of the people.
It was in recognition of these special initiatives by this Office that the Ombudsmen
from the Asian countries unanimously elected the Wafaqi Mohtasib of Pakistan as
their President to represent them in I.O.I. This was indeed a unique honour for
Pakistan as also for the Office of the Wafaqi Mohtasib of Pakistan.
This Office appointed full time Grievance Commissioners for Overseas Pakistanis
and the Civic Agencies and took cognisance, on its own motion, of serious and persistent
public complaints such as the outbreak of measles and the non-availability of machine
readable passports. Both led to detailed investigations and much needed reforms in the
system bringing institutional and long lasting relief to the common man.
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In appreciation of the measures proposed by the Committee appointed by the
Wafaqi Mohtasib for transparent procurement of measles’ vaccines, its storage and
inoculation, UNICEF offered to provide free of cost vaccines to Pakistan for children
between the ages of 09 months and 05 years and also to reimburse expenditure incurred on
administration of vaccines. On the issue of non-availability of machine readable passports,
intervention by this Office helped the Directorate General of Immigration and Passports
to clear the huge backlog within weeks.
The year also saw the extension of the jurisdiction of this Office to K-Electric
(KESC), Federally Administered Tribal Areas (FATA) and the proposal to extend to the
Cantonment Boards. This Office also placed special focus on upgrading its human
resource, placing premium on experience and expertise and on establishing even higher
standards for investigation and disposal of complaints both at the head office and, in
particular, at the regional offices.
We have endeavoured, in every way we could, to live upto 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 Wafaqi Mohtasib and we are
confident that we shall continue to enjoy the trust and confidence of our compatriots who
see this Office as a forum for relief that is hassle free, cost free, easy and quick.
We are grateful to Mr. Abdul Rauf Chaudhry, Federal Tax Ombudsman and
Dr. Shoaib Suddle, Former Tax Ombudsman for holding the acting charge during the
temporary absence of the Federal Ombudsman.

M. Salman Faruqui,N.I.
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M. SALMAN FARUQUI,
N.I.

Federal Ombudsman of Pakistan
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 16583
cases in the previous 30 years.
As we continue to endeavour to surpass our own achievements, our focus and
priority remains 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 difference 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 for Children. Our resolve to reach out to the
398

Annual Report of the Federal Ombudsman 2016

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 it 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.
With very warm regards.
Yours sincerely,
Mr. Mamnoon Hussain,
President of Islamic Republic of Pakistan,
Islamabad.
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Wafaqi Mohtasib Secretariat
Facilitation Initiatives
for
Complainants
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Facilitation Initiatives for Complainants
Establishment of New Regional Office at Hub
In order to extend timely and inexpensive relief to the citizens a new Regional
Office has been established in Hub during, 2016. The Regional Office has territorial
jurisdiction over Makran Division (Lasbella, Khuzdar and Awaran). Thus, a large number
of people of Baluchistan who had to travel earlier to Quetta or Karachi can easily access
this office without much expense.

Proposed Regional Offices
The very objective of the institution of the Wafaqi Mohtasib is to provide
expeditious and inexpensive relief to the common man, at the grass-root levels, against the
mal-administration by 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 was felt 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 2016, the establishment/functioning of new offices in
Gujranwala and Bahawalpur were planned and measures are being taken to set up the same
at the earliest.

Expansion in Regional Office, Lahore
The Regional Office, Lahore is situated in State Life Building at Davis Road,
Lahore and 02 floors of this building were hired to accommodate this office. As the
volume of complaints was surging up, some new Advisors and staff members were
recruited under Article 20 which required more space. To cope with this shortage, one
more floor of the Building was hired from State Life which was renovated and new officers
were duly accommodated. Moreover, waiting area and facilitation Centre for complainants
was also provided at Regional Office, Lahore.

Expansion in Regional Office, Karachi
In Regional Office, Karachi a complainant Facilitation Centre was established
through creating a large Hall at the Entry Gate of the main building. This is an airconditioned Hall with the facility of water dispensers and toilet for the complainants.

Creation of More space/Construction of Additional Rooms at Head
Office
In order to dispose of complaints lodged by the general public within the
mandatory period of 60 days, more Investigating Officers and staff were recruited and
additional space was created at vacant places of different floors and in old Library Hall so
as to accommodate them.
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Establishing the Wafaqi Mohtasib Secretariat Library at Head Office
A well-equipped Library was established at the 4th Floor of this Secretariat. All the
facilities have been provided in the Library to facilitate the common readers and those in
Pakistan and abroad interested in research on the working of the Federal Ombudsman.
An independent Secretariat of Asian Ombudsman Association (AOA) was also
established to facilitate the Asian Ombudsman Association. This secretariat was
inaugurated by Mr. M. Salman Faruqui, Federal Ombudsman of Pakistan in presence of
Ombudsmen of member countries and their delegates from all over Asia.

Enhancement of Security and Installation of C.C.T.V Cameras and BioMetric System
Keeping in view of the prevailing law & order situation of the country, more than
30 CCTV Cameras have been installed in and around the premises of the Wafaqi Mohtasib
Secretariat for continuous monitoring of the ongoing activities. Turn Stile Entry Gates
with Bio-Metric System, were also installed. To monitor the visitors and to stop
unauthorized access in the building, Security Guards were also deployed to check vehicles
entering the building and to search visitors.

Installation of Bio-Metric Attendance System at all Regional Offices
Bio-Metric attendance system has been installed at all Regional Offices to monitor
the attendance of staff and Advisors from the Head Office through internet.

Transparent Recruitment Process
Before the year 2013, the Advisors/staff under Article 20 was recruited on the
recommendations of Selection Boards and Selection Committees headed by Secretary,
Wafaqi Mohtasib Secretariat and Director General(Admn), Head Office, Islamabad. On
assumption of charge as Federal Ombudsman Mr. M. Salman Faruqui, Honourable Wafaqi
Mohtasib has for this purpose, constituted a high level Selection Committee under the
Chairmanship of Dr. Muhammad Shoaib Suddle, Federal Tax Ombudsman with members
of the committee from Federal government i.e. Secretary, Law & Justice Division,
Secretary, Establishment Division, Secretary Cabinet Division and Secretary Finance
Division. Later on this committee was revised as follows:i)

Federal Tax Ombudsman

-

Chairman

ii)

Federal Ombudsman for Protection
against Harassment of Women at Workplace.

-

Member

iii)

Secretary, Law & Justice Division

-

Member

iv)

Secretary, Wafaqi Mohtasib Secretariat

-

Member

v)

Coordinators of Wafaqi Mohtasib Secretariat,

-

Members

vi)

Regional Offices.

Under the Wafaqi Mohtasib Secretariat Officers/Staff Service Rules, 2009 the
respective Selection Committees and Boards have already been notified. Therefore,
according to the policy issued by the Establishment Division the recruitment of regular
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staff was made through the respective Selection Committees/Board after screening of
candidates by National Testing Service, Baluchistan Testing Service and Secretariat
Training Institute. To oversee the process of recruitment of regular staff by Selection
committees/Boards the monitoring teams comprising Senior Advisors and Advisors were
also appointed who thoroughly observed and monitored the recruitment process. The
investigation of public complaints is the core function of this Secretariat. Since the
establishment of this Secretariat, the suitable officers from government departments were
being appointed on deputation to accomplish this task, but due to frequent transfers of
such officers the process of investigation could not become effective. To fill this vacuum
the cadre of Investigation Officers was introduced in Wafaqi Mohtasib Secretariat Officers
Service Rules, 2009 but no appointment could be made against this cadre due to nonavailability of such posts. During the year under report, 13 posts of Investigation Officers
(BPS-17) were created in the first phase and have been advertised. The process of selection
through National Testing service is underway.
A number of posts were vacant which were advertised and, after following the
policy given by the Establishment Division, recruitment of staff was made on merit basis
in a transparent manner. In order to inject new blood in human resource of Wafaqi
Mohtasib Secretariat, 01 posts of UDC (BS-11), 02 posts of L.D.C (BS-9)and 01 posts of
Sweeper were advertised and the screening test was conducted through Baluchistan Testing
Service(BTS). Short listed candidates were interviewed by the respective Selection and
Promotion Committees. As a result, the candidates selected against the posts have joined
the Wafaqi Mohtasib.
Moreover, 11 posts of Assistant Private secretary(BS-16),09 posts of Steno-typists
(BS-14), 07 Posts of Assistant (BS-14), 02 posts of U.D.C (BS-11), 03 posts of L.D.C (BS-9),
08 posts of Driver (BS-04), 10 posts of Naib Qasid (BS-01), 01 post of Mali(BS-01) and 05
Posts of Sweeper (BS-01) were advertised and screening test were conducted through
National Testing Service(NTS). The process of appointment is under way.

Career Progression
After the assumption of charge as Federal Ombudsman Mr. M. Salman Faruqui,
Honourable Wafaqi Mohtasib tasked the Secretary, Wafaqi Mohtasib Secretariat to
streamline the regular cadre of officer/staff of Wafaqi Mohtasib Secretariat who were
working in the same scales for many years and had no channel of promotion since long.
On the directions of Honourable Wafaqi Mohtasib the process of rationalization was
accomplished. As a result, 50 officers including Director (Admn) were promoted according
to the Wafaqi Mohtasib Secretariat Officers and Staff Service Rules, 2009 approved by the
President of Pakistan on the advice of the Prime Minister. During this period, 75
non-gazetted staff was promoted to the next grades after completion of necessary in service
training from National School of Public Policy and I.T. Training from Pakistan Computer
Bureau and Secretariat Training Institute.
Moreover, 03 officers were appointed by transfer to strengthen the cadre of regular
officers and staff of Wafaqi Mohtasib Secretariat. Efforts are underway to remove
anomalies in the Service Rules of Wafaqi Mohtasib Secretariat so that maximum
opportunities of career progression could be provided to its employees.
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Complaint Management Information System (CMIS)
For the purpose of efficient functioning, further development and expansion of any
organization, greater reliance is being put globally on latest technologies.
The Wafaqi Mohtasib Secretariat has a state-of-the-art Complaint Management
System (CMIS). A complaint can be filed online using the direct link to CMIS provided on
the website of the Wafaqi Mohtasib Secretariat against mal-administration by government
Agencies. Written complaints received are also registered individually on the CMIS which
has a strong monitoring mechanism which tracks the complaints at each stage i.e. hearing,
investigation, appraisal of findings and approval thereof; and finally despatch of findings to
the complainant and the Agency concerned. Timelines are also strictly monitored by the
CMIS to adhere to the provisions of the law. It also generates notices of hearing or
adjournment thereof, letters to the complainants and the Agencies, findings formats and
show cause notices to the Agencies for not complying with the recommendations of the
Wafaqi Mohtasib Secretariat. SMS are also generated automatically by the CMIS and sent
to the complainants on their mobile phones informing them about scheduling of hearing,
disposal of complaint and issuance of findings. The system also evaluates the workload and
performance of the Investigating Officers and pendency of complaints against them in
different timeslots.

The system also distinctly monitors two more important initiatives taken recently
viz. “The Swift Complaint Resolution System” and the Instant “Complaint Resolution
System” which have been duly described in this report.
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All federal and provincial ombudsmen offices are inter-connected through CMIS
which broadens the scope and effectiveness of the service across the length and breadth of
the country.
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Lately, another feature has been added to the CMIS through which separate
interfaces have been developed with various government Agencies for the purpose of
online automatic appearance of the scanned complaint and hearing notice on the Agency’s
link. Thus a fast and paperless communication with the complainant and the Agency is
ensured.
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The CMIS is currently used by other ombudsmen and also available to the Supreme
Court of Pakistan. This system has been converted into Arabic and French languages as
well to facilitate ombudsmen of OIC countries.
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Inauguration of Wafaqi Mohtasib’s Regional Office, Hyderabad
Mr. Asif Shah, Commissioner and Ambassador Aneesuddin in picture

A view of the Conference Room of AOA Secretariat established in the
Building of Federal Ombudsman Office
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A view of Wafaqi Mohtasib Secretariat, Regional Office Swat

Inauguration of additional floor of Regional Office Lahore
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Inauguration of Liaison Desk at Chamber of Commerce and Industry, Sheikhupura
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Quality Assurance for Complainants
Multi-layered Appraisement System
The objective of having a well-structured system of appraisal is to make sure that
findings by Investigation officers pass through scrutiny of senior appraising officers before
these are submitted to Wafaqi Mohtasib (Federal Ombudsman) for approval.
2.

a)

At the Wafaqi Mohtasib (Federal Ombudsman) Secretariat we follow a
multi-layered appraisal system i.e. appraisal of findings at three levels before
these are submitted to Hon’ble Wafaqi Mohtasib (Ombudsman) for
approval:
i)

1st appraisal is done at the Regional level;

ii)

then it is carried out at the Head Office by a designated Appraising
Officer; and

iii)

finally it is checked by Head of the Appraisal Wing.

b)

This elaborate system of appraisal is in place for quality assurance: to ensure
that Investigation Officers, while developing findings, follow laid down
standards and prescribed procedures. While appraising findings, the
foremost check applied is that laws are properly applied and facts are
correctly stated.

c)

While applying essential checks during appraisal, we ensure that the given
time-lines are strictly adhered to because we hold the statutory time limit (in
case of normal findings) and the prescribed time-lines for SCR as sacrosanct
so that there is no delay in the dispensation of justice and grant of due relief.

3.
On receipt of complaints by the Registrar Office, the complaints made by citizens
are registered and forwarded to respective Investigation officers who investigate and make
recommendations for implementation under Clause (1) of Article 11 of P.O. 1 of 1983
when it is found that the Agency was responsible for mal-administration that caused
injustice to the complainant that needs to be redressed. After the finding has been
prepared it is appraised by the Regional Head or by a designated Appraising Officer
in the region, which is then forwarded to Head Office for vetting in the Appraisal
Wing.
4.
Appraisal Wing has been established at the Head Office of Federal Ombudsman. It
comprises Senior Officers of BS-22 & 21. It is headed by a Senior Advisor (Appraisal). All
Findings received from Head Office and from various regions are sent to these Officers as
per the regions assigned to each one of them.
5.
Legal framework for processing and disposal of complaints has been provided in
the following legal documents:i)

Establishment of the Office of Wafaqi Mohtasib (Ombudsman)’s Order
1983.

ii)

The Federal Ombudsman Institutional Reforms Act, 2013.
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iii)

Wafaqi Mohtasib (Investigation and Disposal of Complaints) Regulations,
2013.

iv)

Guidelines/Instructions issued by the Head Office from time to time
especially those issued in pursuance of apex Court Orders:
While appraising the Findings, Appraising Officers have to ensure that
nothing in the Findings contravenes provisions of the above stated
legal/official documents.

6.

Basic parameters that are kept in view by the Appraising Officers are:i)

Subject of “Complaint in brief” clearly identifies the nature of
mal-administration e.g. misuse of authority, delay, inaction or inefficiency
etc. as defined in Article 2(2) of P.O. No. 1 of 1983.

ii)

Findings are based on facts of the case and their analysis is done with
reference to laws, rules, regulations, policies and applicable instructions
issued from time to time.

iii)

Findings are coherent and sequence of events emerging in the
given in a manner that leads to a logical conclusion.

iv)

Information in the docketed portion is correct and free from all
contradictions.

v)

Version of the complainant and the Agency is accurately reflected in the
findings.

vi)

Contents of the hearing proceedings are properly recorded in the order
sheet and signed by all concerned and this fact is also reflected in the
Findings.

vii)

Mal-administration is properly brought out in the findings and supported
by evidence brought on record.

viii)

Relief extended is based on some rationale and is linked to provision of law,
rules, regulations and Agency’s policy and procedure.

ix)

Format for the type of Findings i.e. Relief, Revised, Closure Findings etc. as
given in the Forms attached to Wafaqi Mohtasib (Investigation and Disposal
of Complaints) Regulations 2013 is invariably followed.

findings

is

7.
Findings that do not meet the basic parameters are returned to the Investigation
Officers with observations for corrective action and thereafter their re-submission.
8.
Appraisal at the Regional level is critical since the Appraising Officer has access to
original record and can sort out contentious issues in consultation with the Investigation
Officer and, if need be, with the Agency.
9.
To conclude, it is stated that Appraisal Wing achieves the targets by adhering to the
given time-lines without compromising quality of Findings.
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Performance of Implementation Wing
The President’s Order No. 1 of 1983 and Wafaqi Mohtasib (Investigation and
Disposal of Complaints) Regulations, 2013 provides a detail mechanism for
implementation of the Findings/Recommendations of the Honourable Wafaqi Mohtasib.
No case is complete and consigned to record until the Finding stands implemented by the
Agency. On the complaint where Findings are not implemented, the Implementation
Wing(s) takes four steps in view of the procedure laid down containing from a notice of
non-implementation, final notice, Show Cause Notice and finally the contempt/defiance
proceedings.
In the year 2013, around 5600 Findings were unimplemented. On the direction of
the Honourable Wafaqi Mohtasib, the Implementation Wing was activated and by
20.3.2014 all implementable cases were implemented. As per CMIS record, the status of the
implementable Findings stood as 96% of the ending December 2014. Since 2014, the
Implementation Wing is continuously pursuing the cases with the Agencies to ensure that
the recommended relief is provided to the complainant within the stipulated time period.
The implementation of Findings of the Honourable Wafaqi Mohtasib in the year
2015 also appreciable as it stood over 90% by end of the year.
The Honourable Wafaqi Mohtasib has made two important interventions for
ensuring instant implementation. The first being is Swift Complaint System (SCR). The
proceedings are held by the Senior Advisors and Investigating Officers at the highest level.
The cases which are heard in the field are basically consent or assurance Findings. These
proceedings are conducted in the presence of the parties. The second intervention is that in
all Federal Agencies, nominated focal counsellors are nominated as Grievance Officers
who hear complaints within the agency premises and take instant action to resolve
complaints. Thus, reducing the burden of implementation subsequently, at the higher
level, the implementation progress in absolute and percentage terms in the years 2013,
2014, 2015 and 2016 is as under:
Year

Net Implementable

Implemented

Implementation
Rate (%)

2013

8,502

8,401

98.8

2014

9,969

9,816

98.5

2015

8,850

7,990

90.3

2016 (till
October)

11,995

7,529

63.0

Total

39,316

33,736

86.0

P.S. Remaining in the process of implementation 4,466 findings including several current
(i.e. less than four months old) are under process of implementation.
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Pakistan’s Role
in
Promoting Ombudsmanship
at Home, in Asia, OIC and in the World
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Pakistan Leading the Global Ombudsmen Village
Regardless of the differences of race, religion, culture, forms of governments, pace
of development etc. institution of Ombudsmen across the globe share a common niche of
being non-governmental, apolitical, independent and professional forum, collaborating and
coordinating at all levels vis-à-vis., regional and international.
It is a unique honour for Pakistan that the Honourable Federal Ombudsman
of Pakistan (FOP) Mr. Muhammad Salman Faruqui N.I., was unanimously elected as
Regional President, IOI Asian Region in 2013 for a period of 4 years soon after he was
appointed as Federal Ombudsman. He was later also elected as President of Asian
Ombudsman Association for a period of 4 years. Never before these two positions were
combined in any Ombudsman in Asia.
A rundown of the regional and international Ombudsmen fora is as under:

2.

The Asian Ombudsman Association

The Islamabad (17th) Asian Ombudsman Association Board of Directors’ (AOA-BOD)
Meeting - 25th November 2015
2.1
The office of Federal Ombudsman of Pakistan in Islamabad hosted the General
Assembly and 17th AOA-BOD Meetings on 24th – 25th November 2015.
2.1.1 The AOA BoD meeting introduced a number of significant ideas which, when
adopted, will make AOA much more proactive and cohesive and its membership, through
proposed expansion, will make the Association truly representative of Asia. These
included:
•

Proposal to finalize decisions via electronic communication.

•

Procedure of Elections for any vacancy falling vacant during tenure of the
Board.

•

Amendments in Bye-laws which envisage, inter-alia, limiting the tenure of the
Office Bearers of the AOA, BoD from four to two years.

•

Efforts for increasing the membership of AOA by approaching those
Ombudsman institutions of Asia which are not represented in the AOA.
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The Ombudsman of Asian countries with H.E. the President of Pakistan and the
First Lady in November, 2015

The Tokyo (18th) Asian Ombudsman Association Board of Directors’ (AOA-BOD)
Meeting held from 7-10 March, 2016
The Asian Ombudsman Association (AOA) Meeting was presided over by the
2.2
Hon’ble Federal Ombudsman of Pakistan in Tokyo on 7-3-2016 in his capacity as
President IOI Asian Region and President AOA.
2.2.1 The primary agenda items of the Asian Ombudsman Association (AOA) Board of
Director’s meeting were resource mobilization for AOA funds, approval of the procedure
of elections for any vacancy falling vacant during tenure of the Board, proposal for Board
Members to finalize their decisions via electronic communication and amendments in the
Bye-Laws. In both the meetings, fruitful discussions were held.
The Kazan (19th) Asian Ombudsman Association Board of Directors’ (AOA-BOD)
Meeting held from 10-11 August, 2016
2.3
The 19th meeting of the Board of Directors Asian Ombudsman Association (AOA)
meeting was held on 10th August 2016 in Kazan, Republic of Tatarstan. The key features of
this meeting include, inter alia, the following:
2.3.1 Approval of the Procedure of Election for any Vacancy falling Vacant during
Tenure of the Board: It was decided that the proposed electronic system should be reliable
enough to ensure the secrecy of the vote, well protected against any intrusion and this
system should have the prior approval of the Executive Committee; nomination process
should be transparent and nomination papers be scrutinized by the Executive Committee;
the voting process should be monitored by the senior most Member of the BOD who is
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not contesting election him/herself; and disclosure of the result of the vote “including
count of vote” should be ensured.
2.3.2 Needs for necessary procedure for inclusion in the Code of Conduct of Business of
AOA to determine whether some candidate can run for two or more positions was
emphasized. It was also agreed that a new set of election procedures to cover election
through electronic means would be drawn up by the Executive Secretary for the
consideration of the Board.

Delegates from Pakistan, Soviet Russia and Tatarstan with H. E. the President of Tatarstan

2.3.3 Consideration of Application for Full Membership of the AOA from Georgia
and Dagestan (Russian Federation): The Board unanimously supported the request of
Georgia and Dagestan for granting them full AOA membership and recommended their
case for consideration of the General Assembly.
2.3.4 Use of AOA Funds and Resource Mobilization for AOA: The Members were
requested to contact multilateral financial institutions for financial support exclusively for
the AOA.
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2.3.5 Expansion of the AOA: The Members were requested to pursue their respective
neighbouring countries for making them members of AOA and promote the cause of
Ombudsmanship in the Asian Region.
2.3.6 Improving the working of AOA Secretariat and initiating e- Newsletter: The
Board agreed to the proposal for the Secretariat to: (a) prepare and submit for its approval
a detailed plan for establishing state-of-the-art paraphernalia and communication tools like
webinar/video conferencing and an AOA Directory akin to the IOI Directory; and (b) to
launch a fortnightly e-newsletter for sharing information and experiences among the
members of AOA, on the pattern of “IOI’s Ombudsman News”.
2.3.7 15th AOA Conference to be held in Pyeongchange, Republic of Korea on 16-19th
May 2017: The scheme of the proposed Conference was appreciated. It was, however,
desired that the program requiring Ombudsmen’s participation may not be more than two
days.
2.3.8 Alumni/Association of Former Ombudsmen: It was agreed that every retired
member will automatically become a member of the AOA Alumni and shall be invited for
sharing of their expertise.
2.3.9 Memorandum of Understanding (MOU) between AOA and IOI: IOI was
advised to follow UN System for membership of China and Taiwan.
The Conference of Asian Ombudsman in Islamabad in November 2015
2.4
The Federal Ombudsman of Pakistan had the honour of hosting the 14th
Conference of Asian Ombudsman Association in Islamabad on 24th – 25th November
2015. Seventy four delegates from 23 Ombudsman entities attended the Conference, which
had the theme of “Challenges of Ombudsmanship”. The conference was important for
promoting the goals and objectives of the Association which included greater engagements
of the members with each other for sharing experiences thereby consolidating the
Association.
2.4.1 The general consensus in the conference was to actively pursue coordination and
engagement among ombudsmen or ombudsman-like institutions in every Asian country,
to gain from best practices, encourage training facilities for officials of such organizations
for developing necessary expertise in the field. The Conference also decided to use ecommunication for exchange of information and decision-making.
2.4.2 Inauguration of the AOA Secretariat during the conference was one of the
highlights of the event. The Secretariat now located in a separate wing of the Federal
Ombudsman Office in Islamabad, has been revamped and expanded, with extensive
conference, training and documentation facilities, a state-of-the-art library, together with
professional website for further improved communication amongst the member countries.
2.4.3 The conference was inaugurated by the President of Pakistan, Hon’ble Mamnoon
Hussain at the President’s Secretariat and the President also hosted lunch in honour of the
delegates. In his address, he advised the participants to benefit from major initiatives taken
by the Federal Ombudsman of Pakistan. The Adviser to the Prime Minister on Foreign
Affairs, Mr. Sartaj Aziz in his address on the eve of the conference said that
Ombudsmanship can bring socio-economic change through vigorous complaint redressal.
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He also lauded prompt disposal of complaints in Pakistan. The delegates were also
entertained at Lok Virsa Museum.
2.4.4 The conference proceedings began with a welcome address by the Federal
Ombudsman of Pakistan, providing comprehensive details of recent initiatives of the
institution in Pakistan.
2.4.5 This was followed by an opening address by the former President of the AOA, the
Chief Ombudsman of Thailand.
2.4.6 There were four plenary sessions in which the Keynote Speakers were a diverse
group of experts from various parts of Asia: Vice Minister of the Ministry of Supervision,
People‟s Republic of China, Deputy Director General of AEB Japan, National
Commissioner for Children in Pakistan, Chief Ombudsman of Thailand, Ombudsman of
Iran, Ombudsperson of Hong Kong, Provincial Ombudsman of Sindh, Ombudsperson of
Tatarstan, Ombudsperson of Azerbaijan and Ombudsman of Indonesia.
2.4.7 These proceedings provided ample opportunity for international delegates to share
their respective experiences, success stories, best practices, time-tested models and
paradigms for promotion of Ombudsmanship within Asia and much needed
capacity-building within AOA, itself. The topics ranged from “Secrecy vs Transparency”
and “Promotion and Protection of Human Rights” to “The Japanese Pension Records
problem and the part played by the Administrative Evaluation Bureau”. Another subject
that many international delegates found engrossing was the Swift Complaint Resolution,
which was delineated by the Federal Ombudsman of Pakistan in his own address.
2.4.8 Another highlight of the Islamabad conference was the election of the AOA
President and its Office Bearers. It was a singular honour for Pakistan that the Federal
Ombudsman of Pakistan, with an overwhelming support, was elected as President of the
AOA for the next four years. This was unique honour for Mr. M. Salman Faruqui who
was earlier unanimously elected by the Asian Ombudsmen as the President of Asian
Region of the International Ombudsman Institute. Never before, the two positions were
held by the same ombudsman from Asia.
2.4.9 The Conference ended with a thought-provoking address by the Chief Justice of
Pakistan who gave a comprehensive analysis of the status of Ombudsmanship in Pakistan,
and expressed his confidence in the Institution in addressing the common man’s problems.
He lauded the efforts of Federal Ombudsman to decide every complaint within 60 days
and with zero pendency.
2.4.10 Apart from AOA member states, the Islamabad conference was attended by
delegations from Turkey, Jordan and Bahrain. Jordan subsequently applied for Full
Membership of AOA. Georgia, an Associate Member of AOA, has likewise expressed its
willingness to be a Full Member. Their membership is likely to increase prospects of other
Asian countries joining the Association.

3.

International Ombudsman Institute

3.1
International Ombudsman Institute (IOI) was established in 1978. Its Headquarters
is in Vienna, Austria and over 150 independent institutions are its members. Mr. M.
Salman Faruqui attended the meeting of Board of Directors in Vienna in 2014. He pleaded
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for raising the number of Directors from Asia from 3 to 5 and a position for Asia in the
Executive Board.
The Islamabad IOI Asian Region Meeting
3.1.1 In the Meeting of the Asian Region Directors-cum-Members of the International
Ombudsman Institute (IOI) on 25th November, it was decided to bring the IOI Asian
Region rules in conformity with the bye-laws of IOI and that a provision be made in the
former rules to change the position of Regional Vice President into the Regional President.
The change was unanimously adopted. It was decided to increase the number of Directors
of Asian region from three to five on the IOI Board of Directors as Asia was the most
populated region.
3.1.2 The meeting also decided that the Regional Directors of Asia should meet at least
twice a year to deliberate upon various activities of the region and on the analogy of
United Nations, the President of IOI should also be appointed on rotation basis and that
Asia should have representation on key positions within IOI.
The Tokyo IOI Asian Region Meeting
3.1.3 The International Ombudsman Institute (IOI) Meeting was presided over by the
Hon’ble Federal Ombudsman of Pakistan in Tokyo on 7-3-2016 in his capacity as
President IOI Asian Region. The major agenda items of the meeting of the Asian Region
of the International Ombudsman Institute were; bringing the IOI Asian Region rules in
conformity with the Bye-laws of IOI including changing the position of Regional Vice
President into Regional President; and increasing the number of Directors to five in line
with its European Region.
The Tokyo International Forum
3.1.4 In the International Forum on 8-3-2016, the Hon’ble Federal Ombudsman of
Pakistan- cum-Regional President IOI Asian Region was pleased to address an august
gathering in which the IOI President, Mr. John Walters and the IOI Secretary General,
Dr. Gunther Krauter were also present. In the address titled “Enhancing Transparency and
Responsiveness in Public Administration: an Ombudsman’s perspective from Pakistan”,
the Hon’ble Wafaqi Mohtasib eloquently showed how the various mechanisms and
modus-operandi of his secretariat, work to ensure optimum transparency and
responsiveness in its functioning.
Signing of MOU
3.1.5 The visit of the Hon’ble Federal Ombudsman of Pakistan to Tokyo also
culminated in the signing of three MOUs by him with the Ombudsmen of Azerbaijan,
Islamic Republic of Iran and Kyrgyz Republic. These MOUs take effect immediately and
shall serve to strengthen bilateral exchanges, sharing of expertise and deepening mutual
understanding.
The Kazan IOI Asian Region Meeting
3.1.6 The Federal Ombudsman of Pakistan in his capacity as Regional President IOI
Asian Region attended IOI Asian Region meeting in Kazan on 10 August, 2016. The
following agenda items were discussed and decided during the meeting:
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3.1.7 Revision of Rules for the IOI Asian Region: To bring the Rules of the IOI Asian
Region in conformity with the Bye-Laws of the IOI as required under Article 22(4) of IOI
Bye-Laws, the Members considered and approved the draft rules under the authority
provided in Article 22(3)(a) of the IOI Bye-Laws.
3.1.8 Change of Regional Vice President into the Regional President: The decision
taken in the Agenda Item No. 1, on this issue, was adopted.
3.1.9 Secretariat for the IOI Asian Region: The decision taken in the Agenda Item No.
1, on this issue, was adopted.
3.1.10 Increasing the Number of Directors from Asian Region: Preparation of a
Working Paper, supported by the solid facts and reasoning, be prepared by the Asian
Region IOI Secretariat for the IOI General Assembly to contest on two points was agreed:
(a) increasing the number of Directors from Asian Region; and (b) appointment of the
President of IOI on Rotation Basis.
3.1.11 Appointment of the President of IOI on Rotation Basis: The desired action on
this Agenda Item was linked with the decision taken on Item No. 4.
3.1.12 Active Role by the Asian Region: The Members decided to keep on pressing the
IOI for seeking IOI Asian Region’s representation on all major bodies /committees of IOI
involved in policy making like those on electoral reforms, amendments in IOI Bye-Laws
etc. and in its ‘Pool of Experts’.
3.1.13 More Frequent Meetings of the BOD of Asian Region: The members
appreciated and desired to continue the stated policy in future as well.
3.1.14 MOU between AOA and IOI
3.1.15 Expansion of the IOI Asian Region: The Members desired that efforts need to be
accelerated to expand the reach of IOI in Asian Region by: (a) Encouraging new members
to join IOI in Asian Region; (b) promoting ombudsmanship where respective institutions
do not exist, in Asia; (c) re-listing of the countries under IOI Asian Region which
geographically belong to Asia like Azerbaijan, Hong Kong, Georgia and Uzbekistan etc.;
(c) approaching IOI Member countries like Taiwan, Turkey, etc. for becoming members
of AOA and enlisting under the IOI Asian Region; and (d) requesting IOI Secretariat to
expedite disposal of pending applications for IOI membership.
3.1.16 Election of Directors and Regional President of the IOI Asian Region: The
Members decided that:
•

The Regional President IOI Asian Region will take up with the IOI Secretariat
to allow proxy balloting through the authority letters. Any Ombudsman, who
is not in a position to attend the General Assembly, may authorize (in writing)
some fellow Ombudsman or senior officer to cast his/her vote in the election of
directors or any other position during the General Assembly Meeting scheduled
in Bangkok.

•

The Chief Ombudsman Thailand was requested to write a letter to all the Asian
Regional Members necessitating their participation.
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The 11th IOI World Conference
3.2
This Conference was held in Bangkok from 12-19 November 2016 and 24 Asian
Ombudsmen were invited. The FOP furnished the IOI Asian Region Report of the last
four years to the IOI Board of Directors and gave presentation to the IOI Board of
Directors on “Expansion of IOI Asian Region.
3.2.1 Upon the request by the IOI and the host of the World Conference, Office of the
Ombudsman Thailand, Mr. M. Salman Faruqui, Federal Ombudsman of Pakistan FOP
delivered his address on Speedy Complaint Resolution (SCR) in a plenary session of the
Conference. The concept won accolades from the international community of
Ombudsmen and many, who see it as a model of excellence, have evinced interest in
adopting it. The significant features of the Conference are as follows:
3.2.2 Upon the recommendation of the FOP, the IOI Board of Directors decided to
recommend to the IOI General Assembly for ratification of IOI Voting Membership to
the following members: (a) The Ombudsman (Commission) of Gangwon Province,
Republic of Korea (b) The Ombudsman of Azad Jammu & Kashmir; and (c) Provincial
Ombudsman Sindh for Protection Against Harassment of Women at Workplace.
3.2.3 The FOP contacted the Ambassadors of Pakistan in various countries and
requested them to approach the Ombudsman Institutions in host countries of
accreditation with a view to encouraging them to join the IOI, and towards mobilizing
additional funds for this region, the FOP has also approached international and regional
donor agencies as well.
3.2.4 For potential IOI members who face financial constraints in the payment of
processing and annual fees etc., at the outset, the FOP requested IOI to either exempt such
fees at the initial stage or defer the same till such monetarily-strapped institutions are
notified as IOI members.
3.2.5 The FOP expressed the concern relating to realignment in and relisting under the
IOI Asian Region, of those ombudsman institutions, which are now in other regions of
IOI but which geographically, culturally and historically belong to Asia.
3.2.6 Appointment of IOI President on Rotational Basis: The FOP mooted the
proposal of appointing the IOI President on rotational basis, on the analogy of the UN.
Conference on Networking of Ombudsmen in OIC Member States
4.
The decisions of the Conference, called “Islamabad Declaration” have been
complied with as per following details:
•

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.

•

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 procedures 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.
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4.1
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.
Forum of Pakistan Ombudsmen (FPO)
5.
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.
5.1
The year 2014 saw the following two significant activities for the promotion of
Ombudsmanship within Pakistan:
i)

The holding of the Conference on Networking of Ombudsmen in OIC
Member States from 28-29 April, 2014 at Islamabad under the aegis of the
FPO; and

ii)

13th meeting of FPO held on 22nd October, 2014 in Karachi.

The leading role of the FOP at both the regional and International level has impact
of ensuring coordinated, coherent and systematic approach in developing the institution of
Ombudsmen.

Mr. Mamnoon Hussain, President of Pakistan inaugurating the AOA Conference in
President Secretariat on 24th November, 2015
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A view of the Inaugural Session of AOA Conference in Islamabad in November, 2015

A view of the Asian Ombudsman Association Conference Session at Serena Hotel,
Islamabad in November, 2015 chaired by Mr. M. Salman Faruqui, President AOA
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A view of the Inaugural Function

A view of the Inaugural Function
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H. E. the Ambassador of China at the Inaugural Function of AOA in November, 2015

Delegates of AOA Conference after Inauguration of AOA Secretariat
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Ombudsman of the Asian Countries with the Honourable Chief Justice of Pakistan in
November, 2015

Mr. Anwar Zaheer Jamali, Chief Justice of Pakistan addressing AOA Conference
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Japanese delegate receiving shield from the Honourable Chief Justice of Pakistan

A view of the AOA Board of Directors meeting in Tokyo chaired by
Mr. M. Salman Faruqui, President AOA
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Mr. M. Salman Faruqui, President AOA addressing an event in Kazan in August 2016

AOA delegates from Asian continent with the President of Tatarstan in August 2016
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Pakistan delegation visiting the Constitutional Court of Tatarstan

Pakistan delegation visiting the Constitutional Court of Tatarstan
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Participants of the OIC Conference on Networking during the visit to
Wafaqi Mohtasib Secretariat

Federal Ombudsman presenting Pakistan Woven Carpet to H.E. the President of Tatarstan
in August 2016
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A view of the World Conference in Bangkok
in November, 2016

Mr. M. Salman Faruqui, President Asian Region of World Ombudsmen (IOI) after
addressing World Conference on Evolution through innovative projects along with the
Leadership of IOI
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Letter from Chairman, Joint Chiefs of Staff Committee,
Joint Staff Headquarter
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Letter from National Security Advisor to Prime Minister of Pakistan
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Letter from Minister of Supervision, People’s Republic of China
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Letter from Vice Minister of National Bureau of
Corruption Prevention of China
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Letter from Ombudsman of New Zealand
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Federal Ombudsman – An Overview
Introduction
Federal Ombudsman is Pakistan’s premier administrative and governance
watchdog that seeks to ensure high standards of governance, accountability, and efficiency,
providing speedy and free of cost justice to the citizens.
The core objective of the Institution is to redress and rectify any injustice through
maladministration of federal government agencies and their functionaries.
Established in 1983, and with its headquarters at Islamabad, Federal Ombudsman
covers the whole of Pakistan through thirteen regional offices across the country.
To ensure quick disposal of citizens’ complaints, Federal Ombudsman offers
flexible options to complainant whereby they can lodge their complaints by hand, by post,
by fax and email, online and through Skype.
Besides the conventional mechanisms, Federal Ombudsman has also put in place a
fast-track, state-of-the-art CMIS—Complaint Management Information System—for
registration, processing, and monitoring of citizens’ complaints.
While working on a multi-dimensional approach, the centre piece of the
Ombudsman philosophy remains speedy complaint redress.
This is characterized by three mechanisms, namely, Instant, Swift and Speedy
redress of complaints.

Instant Redress
Under this arrangement, a Federal Ombudsman Liaison Officer, duly empowered
to resolve complaints, has been stationed at the offices of all federal ministries and agencies.
The system is designed to resolve citizens’ problems on the spot and to bring about
instant relief without exposing the complainants to any procedural intricacies.
The Liaison Officers located at different Ministries and departments are required to
dispose of the complaint within 15 days.

Speedy Redress
Speedy redress features multiple ways of accessing the Ombudsman offices in the
event of any grievance arising out of interaction with federal government organizations.
Under this system, the complainants are required to approach Federal Ombudsman
headquarters or regional offices. They can lodge their complaints by phone, fax, email, and
online, which get resolved within 45 days.
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Swift Redress
Raising the bar of responsiveness further, a Swift Redress System has also been put
in place. Under this approach, speedy and hassle-free justice is extended to people at
district and sub-district level. The hallmark of this system is optimal facilitation of citizens
at their doorstep who for some reason cannot visit the ombudsman offices in person.
Complaints are received and scrutinized by the registrar, who assigns the same to
Investigation Officers, who follow their respective tour schedules. The Investigation
Officers send out notices to the complainant and the agency concerned, fixing a date and
venue of hearing. The hearing is conducted within 16 days of the complaint registration,
and the matter is resolved with 25 days.
Upon the registration of a complaint, the system first sends a confirmation SMS to
the complainant within 24 hours, followed by the appointment of an investigating officer
and a hearing notice to the parties concerned within next two days.

Appraisals
The above three Redress Systems are followed by preparation and uploading of
findings by the investigation officers. The findings then undergo a three-tier appraisal at
local, regional and headquarters level, where dedicated, senior appraisement advisors, who
are retired judges of the superior courts or senior retired government functionaries to
ensure that the process of investigation has been conducted as per the code.
The complaint is disposed off and is forwarded for implementation.

Redress of Systemic Issues
Besides redressing the afore-stated individual complaints, the Federal Ombudsman
has also taken cognizance of systemic issues for promoting efficiency and responsibility in
operational processes of government agencies. A number of study reports have been
prepared for improving the organizational efficiency and public service delivery in
accordance with the laid down rules and procedures. Some of the study reports on
systemic issues prepared are:
o Prisons reforms
o Police stations reforms
o Pension system reforms
o Report on drug quality and pricing
o Public procurement system
o Health services
o Road safety measures etc.

Other Initiatives
The office of Ombudsman attaches highest importance to child rights and seeks to
prevent their abuse in any federal agency. In this connection, 13 Commissioners for
Children are functioning across the country.
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Access to Information is yet another key area of concern, which is adequately
covered through the appointment of focal persons in every federal department. As a
backup arrangement, a Commissioner for Information has been appointed to ensure free
and easy access to information in the interest of justice and transparency.
To facilitate overseas Pakistanis, one-window facilitation desks have been
established at eight international airports. These overseas Pakistanis can also knock the
Ombudsman’s door through video link for complaints pertaining to 40 federal
government departments, which are essentially redressed within 45 days.
The World Bank carried out an independent study on the working of the
Institution of Federal Ombudsman, describing its role as commendable in providing
speedy redress to citizens against all forms of maladministration. The Federal Ombudsman
is one of the most efficient and responsive Institution in Pakistan, the report said.

Conclusion
The Federal Ombudsman takes pride in its operational improvement and
commitment to serve the public. In the last 3 years only, around 3 hundred thousand
(300,000) complaints have been redressed with zero backlog.
The efficiency of the system is measureable from the fact that more than 96%
complaints are amicably decided without any appeals taking place.
The office of Federal Ombudsman is driven by a commitment to protect the rights
of the citizens and this new online system is testament to the fact that we are progressively
moving forward to accomplish our mission.
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Redefining of Jurisdiction of the Federal Ombudsman
Article 9 of the President’s Order No. 1 of 1983 empowers the Federal
Ombudsman to undertake any investigation into any allegation of mal-administration on
the part of any Agency or any of its officers or employees. However, clause 2 of the
Article ibid provides that 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. Accordingly, the cases relating to appointment, promotion, transfer,
fixation of salary and allowances, seniority and disciplinary proceedings etc. are not
entertained by the Federal Ombudsman’s Secretariat. Nevertheless, the complaints relating
to non- payment of post-retirement benefits such as Pension, Gratuity, GP/CP Fund,
Benevolent Fund, Group Insurance, medical facilities and the in service claims such as
delay in reimbursement of medical expenses, maladministration in allotment of
accommodation, denial, delay and discrimination in grant of admissible perks and
privileges etc. have been traditionally processed by the Federal Ombudsman’s Secretariat
and relief provided to the complainants by successive Ombudsmen. Such Findings were
never set aside by the President’s Secretariat during the periods when the President was
advised by successive judges namely Justice Ali Nawaz Chowhan, currently Chairman
Human rights Commission of Pakistan, Justice Moulvi Anwar-ul Haq, Former Attorney
General of Pakistan and Justice Faisal Kamal in the context of deciding on representations
against the decisions of the Federal Ombudsman. Consequently, the Federal
Ombudsman’s Secretariat was able to continue with the practice of providing relief in all
such cases until the receipt of an advice from the President’s Secretariat on 01-6-2016 to the
effect that “the Wafaqi Mohtasib has no jurisdiction to investigate the complaint of the
serving / retired employees of the Agency in respect of their personal grievances
concerning their service. The Wafaqi Mohtasib Secretariat made a representation to the
President’s Secretariat on 22-6-2016 giving a rationale for a review. However, the
President Secretariat again advised on 17.11.2016 that “Jurisdiction of the Wafaqi Mohtasib
does not extend to investigation of service matters including post retirement, pensions and
gratuity issues”.
For almost 19 years, the office of Wafaqi Mohtasib has been headed by the
honourable serving or retired judges (including a former Chief Justice) of the Supreme
Court and the specific type of complaints pertaining to the service of government officials
against their respective Agencies, as described above, were entertained during the tenures
of assignment of those honourable judges as well. However, on receipt of the President’s
Secretariat recent advice, all such complaints are being rejected in limine depriving the
complainants to get inexpensive and expeditious administrative justice.
Complaints relating to electricity and gas constitute the bulk of cases filed in the
Federal Ombudsman’s Secretariat and have been entertained ever since the inception of the
Secretariat. However, the Sui Northern Gas Pipelines Limited (SNGPL) challenged the
jurisdiction of the Federal Ombudsman to deal with the complaints pertaining to gas in
the Lahore High Court (LHC), Lahore and a Single Bench of the LHC ousted the
jurisdiction of the Ombudsman in the judgement reported as, SNGPL vs Wafaqi Mohtasib
(2015 MLD-1029). Against this judgement, the Division Bench of the court in the case,
reported as Rana Textiles Ltd Vs. SNGPL (2016 YLR-01) clarified that the Wafaqi
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Mohtasib (Ombudsman) has the jurisdiction in all cases of maladministration relating to
the electricity and gas distribution companies. However, the judgement passed by a Single
Bench of the LHC in Writ Petition No.36894/2016 on 2nd December, 2016, has created the
impression that even this jurisdiction cannot be exercised by the Wafaqi Mohtasib
(Ombudsman). Earlier, the President’s Secretariat also advised on 29th September, 2016 that
the Gas Theft Control and Recovery Act, 2016 has been enacted on 23rd March, 2016 and
Section 3 of the said Act provides for establishment of Gas Utility Courts, which have the
exclusive jurisdiction under Section 4 of the Act ibid with respect to all matters covered by
the Act of 2016. The Act provides that no court or authority shall have or exercise any
jurisdiction with respect to any matter to which jurisdiction of a Gas Utility Court
extends under the said Act. The President’s Secretariat stressed that the matter relating to
any dispute between the Gas Utility Company and the consumer are to be adjudicated by
the Gas Utility Court from the date of commencement of the Act, 2016. Therefore, after
the enactment of the special law, the Wafaqi Mohtasib and any other forum have no
jurisdiction over the subject matters of the Act, 2016, particularly when the law has
overriding effect and is later in time.
Due to these developments, the influx of complaints in the Federal Ombudsman’s
Secretariat will be drastically reduced; and the poor complainants will lose an easy to
contact, inexpensive and efficacious institution to redress their grievances against the
Electricity and Gas Companies.
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Legal Framework
and
Institutional Legal Reforms during 2013
Background
Establishment of the Office of the Wafaqi Mohtasib (Ombudsman) Order 1983
(President's Order No. I of 1983) was enforced in the year 1983. Over a period of time, a
need had been felt to improve upon the laws to make them more citizen friendly and for
prompt consideration and disposal of citizens' complaints on merit as well as effective
implementation of the relief granted. Unfortunately, in spite of the need to amend the law
to bring it in consonance with changing needs of society, the same could not be done due
to constitutional constraints. The President's Order of 1983 was mentioned in the fifth
Schedule of the Constitution. The amendment of this Order required two-third majority
in the Parliament. During the period of 30 years either there was no such majority or it
was not considered politically expedient to amend the law.
However, the Schedule got repealed through 18th Constitutional Amendment,
thereby removing the embargo of 2/3 majority to amend the said law from April 2010.
Thereafter, an attempt to amend the Law was made, for the first time, by the present
Wafaqi Mohtasib after having taken over as Acting Federal Ombudsman in December
2012.
During the period of thirty years the concept of Ombudsman was not only
globally recognized but there was an unprecedented acceptance of the idea which led to the
growth of the institution within the country and subsequently the institution of Wafaqi
Mohtasib, which was established in 1983, was replicated into twelve types of Ombudsmen
Institutions dealing with the taxation matters, insurance, banking, women and children
and matters relating to the Provincial domain of all the four Provinces as well as the
Ombudsman for Azad Jammu and Kashmir under separate laws. The laws relating to the
Provincial Ombudsmen and the Mohtasib for Azad Jammu and Kashmir, being provincial
legislation, could only be amended by the relevant Assembly whereas the Federal
Ombudsmen Institutions established through the federal statutes could be reformed
through common legislation by the Federal Parliament.
Besides the global recognition of the concept of the Ombudsman, there had also
been a commendable exercise of providing a coordination mechanism through the
appropriate Association of Ombudsmen established on regional basis. The Asian
Ombudsmen Association (AOA), where the Pakistan Ombudsmen have played leading
role, had recommended the establishment of coordination forum of the Ombudsmen in
Pakistan and consequently the Forum of Pakistan Ombudsmen (FPO) had been
established where all the Federal and Provincial Ombudsmen including the Ombudsman
for Azad Jammu and Kashmir are the members. The FPO had been highlighting the need
for the reformation and standardization of the laws and the appointment of the incumbent
Ombudsman had added impetus to the fulfilment of the long overdue requirement.
For the purpose, the Wafaqi Mohtasib invited suggestions from the Forum of
Pakistan Ombudsmen headed by the Federal Tax Ombudsman with all Ombudsmen of
Pakistan as its members. The proposals thus received were placed on the website of Wafaqi
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Mohtasib and also circulated to the prominent members of civil society, lawyer forums
and NGOs working in the relevant field for their input. Based on the feedback, a law was
promulgated through Presidential Ordinance called the Federal Ombudsmen Institutional
Reforms Ordinance 2013. In accordance with the Federal Government Rules of Business
1973, the Ordinance was subsequently presented in the Parliament which considered and
passed the Bill into law with minor adjustments and within the shortest span of only a few
days. Thereafter, a new Law for the purpose of standardization of the statutes relating to
the Ombudsmen, namely the Federal Ombudsmen Institutional Reforms Act, 2013 was
promulgated to ensure not only uniformity of the laws but also early disposal of
complaints. This law has an overriding effect on the Federal laws presently in force. The
respective provincial legislatures shall be at liberty to amend their respective legal
instruments.
Salient features of the Federal Ombudsmen Institutional Reforms Act, 2013 are:–
Incorporation of a timeframe for expeditious disposal. Another important step for
bringing about the Institutional Reforms relates to expeditious disposal of
complaints. Previously there were internal administrative instructions for early
disposal of cases but these instructions did not have the required legal support due
to which Agencies had been using delaying tactics making finalization of
investigation take long time and the effect of administrative instructions was
diluted. For the first time a fool-proof mechanism has been introduced for quick
disposal of cases and the amendments introduced in the Act not only prescribed the
timeline for various stages of investigation of the case but the consequences of noncompliance by the Agency have also been provided in the Act. The Law provides a
strict time frame to compel government agencies to respond to the Ombudsman
within 15 days extendable only once for another period of seven days on a
sufficient cause. Law prescribes timeline for the Ombudsman to dispose of
complaints within 60 days while decide review petition in 45 days. Additionally the
Law also prescribed timeframe for the President who is bound to decide the
Representation within 90 days. These statutory provisions will make it possible to
provide quick and effective relief to the aggrieved citizens who shall be able to get
final verdict within a period of six to seven months including all stages of Review
and Representation.
Uniformity of Tenure of the Ombudsmen. There was no uniformity in the tenure
of five Federal Ombudsmen. They all had different tenure. Some had statutory
tenure of four years while others had three years tenure. The Ombudsman for
Protection of Women at Workplace had no fixed tenure as there was no statutory
provision for the protection of tenure. Therefore, for the purpose of uniformity
the new Law provides that all the Ombudsmen should have fixed tenure of four
years and shall not be eligible for an extension in tenure or re-appointment under
any circumstances. However, the Ombudsman shall continue to hold office after
expiry of his tenure till a successor enters upon the office. By so doing, the Law
now guarantees that there would not be any vacuum during interregnum that could
cause delay in disposal of public complaints.
Transitional Arrangement. The Law provides that at any time office of the
Ombudsman is vacant or he is unable to perform functions due to any cause, the
President shall appoint an Acting Ombudsman who shall perform functions and
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exercise powers as arc vested in the Ombudsman. Provided that till such time the
“Acting Ombudsman” is appointed, the Wafaqi Mohtasib (Ombudsman) shall act
as Acting Ombudsman for any other office of Ombudsman and in case the Wafaqi
Mohtasib is absent or unable to perform functions of his office, the Federal Tax
Ombudsman shall act as Wafaqi Mohtasib (Ombudsman) in addition to his own
duties. The Law has thus put in place a statutory mechanism to automatically fill in
the blanks so that the aggrieved citizens may not suffer due to non-availability of
Ombudsman or due to the failure of the government to appoint Ombudsman or
Acting Ombudsman in time.
Power to grant Temporary Injunction. Two major amendments have been
introduced in the legislation to enhance the power of the Ombudsmen so as to
effectively redress the grievances of the aggrieved citizens. It has been provided that
the Ombudsman should have the power to issue temporary injunction and the
power to execute the recommendations, orders or decisions. While granting
temporary injunction the Ombudsman shall be competent to stay the operation to
the impugned order for a period of 60 days and during the said period the matter
shall be finally heard and decided by him. However, the exercise of this authority
shall be regulated by the provisions of the Code of Civil Procedure applicable to
the Civil Courts.
Effective Implementation. With regards to the implementation of the
recommendations of the Ombudsman, the basic statute i.e. the President’s Order
No. 1 of 1983 has properly taken care of, empowering the Ombudsman to execute
his orders and recommendations. He could take action against the functionaries of
the Agency primarily responsible for the defiance of recommendations. In addition
to recording adverse entry in the service dossier of the public functionary, a
defiance report could also be submitted to the President, being the Head of State,
for his orders. In addition to these proceedings the Ombudsman has been
empowered to punish a person for committing contempt of his office by exercising
the same powers as are vested in the Supreme Court. Moreover, Federal
Ombudsman was authorized to direct the criminal or disciplinary action against
the public functionary against whom maladministration is established.
Ombudsman could also grant compensation to aggrieved citizen against the
functionaries of the Agency responsible for such maladministration. Furthermore,
if a complaint against public functionary was found to be false or frivolous, the
Federal Ombudsman could grant compensation to such public functionary against
the complainant for unsubstantiated allegations.
Power to punish for contempt. Under the new Law all the Federal Ombudsmen
have been vested with the power to punish for contempt as provided in the
Contempt of Court Ordinance 2003.
Redefining Agency. The term "Agency" has been redefined to expand the
Ombudsman's jurisdiction to all entities in which the Federal Government has a
share, with specific notification in the official gazette by Wafaqi Mohtasib
(Ombudsman).
Removal of Ombudsman. The new Law provides that Ombudsman may be
removed from office through Supreme Judicial Council on the grounds of "being
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incapable of properly performing duties of his office by reason of physical or
mental incapacity or found to have been guilty of misconduct".
Resignation. For the purpose of uniformity it has been provided in the new Law
that the Ombudsman may resign his office by writing under his hand addressed to
the President.
Power to appoint Grievance Commissioner. The Law provides that the
Ombudsman shall appoint or designate an officer not below BS-21 as Grievance
Commissioner in an Agency against which a large number of complaints are
received persistently.
Standardization of the Laws of jive Ombudsmen. All offices were established
under separate Acts of the Parliament. Over the years a requirement emerged to
bring some uniformity in the powers, functions and working of all these five
Ombudsmen. This law is designed to have an overriding effect on the federal laws
presently in force. The respective provincial legislatures shall be at liberty to amend
their respective legal instruments.
Exercise the Powers of a Civil Court. The existing legislation has already vested
powers of a civil court as far as summoning, recording statements and examination
of a witness is concerned. The same powers have now been extended for the
effective implementation of the recommendations of Ombudsman.
Power of Review. Previously the Ombudsman could revisit his findings/
recommendations. However, the power of review was not specifically created by
the statute. The President has removed this lacuna. The new Law allows the
complainant to file a review petition which the Ombudsman has to decide within
forty five days and that the Ombudsman shall have the power of review in case
new evidence comes up under the Code of Civil Procedure.
Representation to the President. Previously the representation to the President
used to be filed through the Law and Justice Division. Under the new Law, the
representation shall be addressed directly to the President and it shall be processed
in the office of the President by a person who had been or qualified to be a judge of
the Supreme Court or has been Wafaqi Mohtasib or Federal Tax Mohtasib. Such
representation shall be decided by the President within 90 days.
Administrative and Financial Autonomy. It has been provided that the
expenditure for all the offices of Ombudsman shall be charged to the Federal
Consolidated Fund and all Ombudsmen as Chief Executives and Principal
Accounting Officer shall exercise complete administrative and financial autonomy
within the allocated budget.
Bar of jurisdiction. The new Law provides that no court or authority shall have
jurisdiction to entertain a matter which falls within the jurisdiction of an
Ombudsman nor any court or authority shall assume jurisdiction in respect of any
matter pending with or decided by an Ombudsman.
Wafaqi Mohtasib (Investigation and Disposal of Complaints) Regulations, 2013
In order to incorporate provisions of the newly promulgated Federal Ombudsmen
Institutional Reforms Act, 2013 appropriately in the Wafaqi Mohtasib (Investigation and
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Disposal of Complaints) Regulations, 2003, these Regulations have been revised. These
Regulations now provide following process for complaint handling:
(i)
Acknowledging complaints.
(ii)

Promptly assessing complaints and assigning them priority.

(iii)

Planning an investigation if one is needed.

(iv)

Investigating the complaint to determine the facts and options for
resolution.

(v)

Keeping the complainant informed of progress of investigation.

(vi)

After proper investigation, providing remedy where appropriate.

(vii)

Advising on options for review/representation if the complainant remains
dissatisfied with the remedy.

With addition of the above provisions, the Wafaqi Mohtasib (Investigation and
Disposal of Complaints) Regulations 2013 have put in place, a mechanism to promptly
allay the concerns of complainants and to provide redress.
(These are extracts from an article contributed by Chief Justice (R) Mohammad Raza, Secretary,
Ministry of Law and Justice, Pakistan)
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Copy of the Letters Issued to the Civil Society, Eminent
Persons in Legal and Concerned Professions and Serving
and Retired Mohtasibs in Pakistan
Consultation with the Stakeholders before Submission of
Summary for the Federal Cabinet for Approval of the
Proposed Reforms
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Summary for the Cabinet
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Federal Ombudsmen
Institutional Reforms
Act, 2013
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Media Reports
and
Appreciation Letters
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20.10.2016
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Letter from the Leader of the Opposition
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Letter from Chief Justice (R) Supreme Court,
Mr. Iftikhar Muhammad Chaudhry
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Letter from Chief Justice (R) Supreme Court,
Mr. Tassadaq Hussain Jilani
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Letter from Chairman, Joint Chiefs of Staff Committee
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Letter from Chief of the Naval Staff
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Letter from Governor Balochistsan
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Letter from Chairman National Accountability Bureau
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S. M. Tahir, Senior Advisor, Wafaqi Mohtasib hearing complaints at Gujjar Khan
under Swift Complaint Resolution (SCR) programme

498

Annual Report of the Federal Ombudsman 2016

Capt. (R) Agha Nadeem, Senior Advisor, Wafaqi Mohtasib, Islamabad
hearing complaints against Federal Agencies under SCR programme
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Composition of Federal Advisory Committee on
Swift Complaints Resolution
•

Dr. Ms. Asma Jahangir, S.I., Advocate Supreme Court of Pakistan, Former President
Supreme Court Bar Association and Chairperson Human Rights Commission of
Pakistan.

•

Barrister Mr. Waseem Sajjad, N.I., Advocate Supreme Court of Pakistan, Former
Chancellor, National University of Computer and Engineering Sciences, Former
Acting President of Pakistan, Chairman Senate of Pakistan and Minister for Law,
Justice and Human Rights.

•

Senator Farooq H. Naik N.I, Advocate Supreme Court of Pakistan, Former
Chairman Senate of Pakistan and Former Minister for Law, Justice and Human Rights.

•

Mr. Hameed Haroon, H.I., Chief Executive Officer, Pakistan Herald Publication
(Pvt.) Limited (Publisher of Dawn, Herald and Spider), President of All Pakistan
Newspaper Society and Member, Executive Committee of Mohatta Palace Gallery and
Committee for Preservation of Cultural Heritage Monuments.

•

Prof. Dr. Ijaz Nabi, Country Director, International Growth Centre of the
Consortium of the London School of Economics and Oxford University and Advisor
Economic Affairs to the Chief Minister of Punjab and former Manager Economic
Policy for South Asia at The World Bank.

•

Dr. U.A.G. Isani, President, Iqra University, Former Chairman University Grants
Commission and Secretary General to the Government of Pakistan and Principal
Secretary to the Prime Minister and Chief Secretary, N.W.F.P.

•

Dr. Ishrat Hussain H.I., Dean, Institute of Business Administration, Former
Governor State Bank of Pakistan, Chairman Commission for Government Reforms
and Senior Executive World Bank.

•

Malik Asif Hayat, H.I., Former Chairman Federal Public Service Commission,
Secretary to the President of Pakistan and former Chairman Pakistan Railways,
Inspector General of Police Province of Punjab and Azad Jamu & Kashmir and D.G,
FIA.

•

Prof. Dr. Masoom Yasinzai, Rector, International Islamic University, and former
Vice Chancellor, Quaid-e-Azam University and the University of Balochistan.

•

Mr. Mueen Afzal, H.I., Former Secretary General, Ministry of Finance.

•

Justice (R) Muhammad Raza Khan, Secretary, Ministry of Law, Justice and Human
Rights, and former Chief Justice Peshawar High Court and Member Federal Service
Tribunal.

•

Mr. S. M. Muneer, S.I, CEO Trade Development Authority of Pakistan and former
President of Federation of Pakistan Chambers of Commerce and Industry and
President of India-Pakistan Chamber of Commerce and Industry.
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•

Mr. Muhammad Saeed Mehdi, Chairman, Sui Northern Gas Pipe Line Limited,
President Admore Gas Ltd. and former Principal Secretary to the Prime Minister of
Pakistan, Advisor to Chief Minister Punjab and Chief Secretary Sindh.

•

Mr. Shakil Durani, former Chairman Water and Power Development Authority,
Chairman Pakistan Railways and Chief Secretary Provinces of Sindh, NWFP and Azad
Jammu and Kashmir.

•

Senator (R )Mrs. Shama Perveen Magsi, former Minister for Social Welfare, Woman
Development, Special Education, Information Technology, Law and Parliamentary
Affairs, Government of Balochistan and Honorary Counsel of Republic of Korea at
Quetta.

•

Mr. Shoaib Sultan Khan, H.I, Chairman, Board of Directors of Rural Support
Programme and AKRSP and former Senior Advisor UNDP South Asia Poverty
Alleviation Programme Network.
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Ceremony of Distribution of Notifications to
Focal Persons of Federal Agencies in P-Block on their
Appointment as Grievance Liaison Officers

View of ceremony at P Block

View ceremony of P Block

View of ceremony at P Block
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View of ceremony at P Block

View of ceremony at P Block

View of ceremony at P Block
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Federal Ombudsman with Chamber of Commerce and Industry Karachi

Federal Ombudsman with President, Chamber of Commerce and Industry Karachi

Karachi Chamber of Commerce and Industry presenting shield to
Federal Ombudsman Mr. M. Salman Faruqui. Minister S. M. Munir,
Tax Ombudsman, Abdur Rauf Chaudhry and Mr. Siraj Teli in the picture
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Federal Ombudsman visit to Faisalabad Chamber of Commerce

At Chamber of Commerce and Industry Faisalabad

At Faisalabad University
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Federal Ombudsman addressing Faisalabad University

Federal Ombudsman at Chamber of Commerce and Industry, Sheikhupura
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Federal Ombudsman visiting Pakistan Sweat Homes

Federal Ombudsman with Sweet Homes Children
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Honourable President of Pakistan with Federal Ombudsman’s Police System
Reforms Committee
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Salient Features of Committee Report on Outbreak of
Measles in Pakistan, in the Years 2012-2013
In the wake of Measles outbreak/epidemic (particularly in the province of Sindh)
during January, 2012 to February, 2013 taking the lives of 463 children out of the
suspected 19,048 cases, reported by the print and electronic media throughout Pakistan,
which amounted to maladministration (in terms of Article 2(2) of the Establishment of the
Office of Wafaqi Mohtasib (Ombudsman) Order, 1983) on the part of concerned
functionaries of the Federal and Provincial Governments connected with the entire EPI
programme, the Wafaqi Mohtasib took cognizance of the matter of his own motion under
Article 9(1) of the aforesaid law and constituted a committee under the chairmanship of
Justice (R) Muhammad Raza Khan, former Chief Justice, Peshawar High Court to
investigate into the matter with the following Terms of Reference (ToRs):
i)

to determine the causes of outbreak of measles throughout Pakistan,

ii)

to fix the responsibility of the concerned government departments and their
functionaries for their failure to procure measles vaccine, immunize children
throughout the country well in time and to recommend appropriate action
against the delinquents, and

iii)

to make appropriate recommendations to avert possibility of such epidemic,
in future.

The committee held a series of meetings with experts of the field, functionaries of
the Agencies concerned, representatives of some relevant international organizations and
other federal and provincial stakeholders to ascertain their views which were incorporated
in the report. Reports from some independent sources like UNICEF, WHO, USAID,
World Bank, Agha Khan University, National Institute of Health (NIH), Islamabad and
Pakistan Medical Research Council (PMRC), Islamabad were also considered to reflect
their view point in the report.
After determining the causes of the outbreak of Measles throughout Pakistan and
identifying the instances of maladministration during the course of its proceedings, the
committee agreed unanimously that the most important cause of the Measles outbreak was
the deterioration in, and failure of, routine EPI system, as evident from the low
immunization coverage achieved at that point in time. It was also noticed by the
committee that the cold chain was in a state of disrepair, calling into question the quality
and efficacy of the vaccine. Besides, electricity breakdown, floods and natural disasters,
insufficient investment in EPI infrastructure at provincial level, lack of availability of
vaccine at the grass root level and the trained manpower; fragmentation and unreliability
of the surveillance system; and vacillating policies regarding vaccine procurement after
implementation of the 18th Amendment in the Constitution resulted in the crisis situation.
In reaching conclusion, the committee observed that the Measles epidemic was
multi-dimensional and involved complex issues where the performance of institutions was
more critical than the performance of individuals. The committee also believed that
without continuing commitment by the political leadership, the issues around EPI failure
will not be resolved effectively. The committee also felt the need for revamping the entire
EPI system, ensuring technical competence, administrative efficiency, effective planning
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and coordination, and clear responsibilities with accountability visibly at work in the
allocation and use of public resources provided to the EPI sector.
The recommendations made by the Committee are summarized as follows:
a)

The fragmented state of health administration at federal level in the post 18th
Amendment scenario be addressed so as to bring the health functions
assigned to Cabinet Division, Capital Administration and Development
Division (CADD), Inter-provincial Coordination Division (IPC), and
National Regulation and Health Services Division under a separate
Division;

b)

A new set up, headed by DG (Public Health) should be created under the
proposed new Division to directly supervise all the Vertical Programmes
including EPI and coordinate with the provinces and donor community
(WHO, UNICEF & UNFPA etc.) and tracking of MDGs relating to health;

c)

The Routine EPI System should be revamped to make it efficient, reliable,
evidence-based and accountable. For this purpose, the following steps have
been recommended:
i)

There should be an EPI Coordination & Monitoring Council both
at federal and provincial level and operational control of EPI
Programmes be handed over to the DC/DCO at district level;

ii)

Management, maintenance and repair of cold-chain equipment may
be outsourced;

iii)

The MoU signed with the PPIH by the provincial departments of
health should be revisited with a view to include all the routine
vaccination services and to ensure an enforcement mechanism;

iv)

The UNICEF mechanism should be considered for adoption for EPI
vaccine procurement;

v)

The recommendation of PPRA Board to grant exemption to the
Ministry of IPC under Section 21 of the PPRA Ordinance to be
carried to its logical conclusion;

vi)

Disciplinary action be initiated against the relevant functionaries of
the Ministry of IPC and AGPR for causing inordinate delay in
making payment to the UNICEF before 31.12.2012 causing delay in
availability of the vaccine;

vii)

Integration of Vaccine logistics into LMIS should be ensured;

viii)

A credible health surveillance system should be established;

ix)

Urgent legislation for compulsory EPI vaccination is needed;

x)

Until the provinces build up their capacity for procurement,
centralized procurement at the federal level should be retained;

xi)

The Federal Government should announce a clear policy at the
highest level on financing issues of the EPI sector;
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xii)

There should be a balanced approach between polio and other
vaccine-preventable childhood diseases;

xiii)

Ministry of IPC/Federal EPI should work out a detailed plan to
revamp the EPI programme;

xiv)

In the vulnerable areas, government may designate BHUs and other
protected public places where the families can bring their children
for vaccination.

Upon finalization of the report, a summary for the Cabinet was submitted on 28th
February, 2013 for approval of its recommendations. The Cabinet decided that the
recommendations shall be formulated/firmed up in consultation with the Provincial
Governments through the Inter Provincial Coordination Division, to examine its
suitability under the 18th constitutional amendment, for the subject of Health has been
devolved to the Provincial Governments. The matter was vigorously pursued with the
Ministry of IPC and many of the recommendations have so far been implemented.
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Implementation Status of the
Recommendations of the Committees
Constituted by the Federal Ombudsman
about Maladministration and
Systemic Failures in the
Federal Government Agencies
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Implementation Status of Recommendation of
Various Committees
By
Hafiz Ahsaan Ahmad Khokhar,
Senior Advisor/Grievance Commissioner for Overseas Pakistanis
S.No. Committee

Recommendation of
Committee

Progress on recommendations

After issuance of directions
by the Supreme Court of
Pakistan to Cabinet Division
for early finalization of
pension in time to the civil
servant, the Wafaqi Mohtasib
Secretariat took cognizance
of the matter and started
persuasion of the matter
accordingly. Many meetings
have been conducted with all
the stakeholders and still
persuasion is in progress.

On initiative by the Wafaqi
Mohtasib Secretariat all the
Federal Ministries, divisions,
attached
departments,
subordinates
departments,
other
organizations
have
established
independent
pensioners cell with a dedicated
pension officers of BS-19. In
addition an officer of JS rank is
also appointed as Focal Person.
The pension cells are fully
computerized and now they are
being linked with the AGPR
for E-Pension system. Issuance
of provisional LPC has been
made at least three months
before the date of retirement.
Requirement of service book is
being waved off in processing
of claim of encashment of LPR
and increase in pension etc.
And computerized pay/salary
slip is being used for the
calculation of amount of
pension. The various reports
being received in the Secretariat
show that there is no case of
pension pending beyond 30
days which shows deficient
amelioration botheration of
retiring person.

1.

Committee on
Pension Cases

2.

Establishment of After

launch

of
539

public On

behest

of

the

Wafaqi
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S.No. Committee
Public
Complaints Cell

3.

Committee on
Transforming
PIMS

Recommendation of
Committee
awareness
campaign
on
Fundamental
Rights
by
Hon’able Chief Justice of
Pakistan,
the
matter
regarding
awareness
campaign and complaint
resolution was sent to the
Hon’able Wafaqi Mohtasib
for further action

Progress on recommendations

The
committee
recommended more than 50
points
for
transforming
Pakistan Institute of Medical
Sciences (PIMS) into a
leading centre of excellence.
The major recommendations
includes provisions of Board
of Governors, appointment
of Hospital Administrator
from
Public/Private
remuneration according to
prevailing
market,
appointment of CFO to
resolve Dichotomy because
of major of PIMS and
SZABMU, setting up of
institutional practices, out

The PIMS authorities while
appreciating the efforts of
committee constituted by the
Wafaqi Mohtasib have notified
separate committee on each of
recommendation
of
the
Mohtasib’s
report.
The
committees are in progress to
deliberate on their respective
issues and each committee will
give presentation to the
Officers of Wafaqi Mohtasib
Secretariat. The series of
presentation have been started
and 11 committees have given
their presentation of progress
relating to their respective
committee.
In many cases
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Mohtasib Secretariat complaint
officers have been appointed in
183 federal Ministries/ attach
departments/
sub-ordinate
offices and organizations. The
complaint system has been
automated and now each
complaint is to be settled in 15
days
positively.
If
the
complaint is not resolved
within 15 days, the said case is
transferred to the Wafaqi
Mohtasib Secretariat and will
be treated a complaint under
Order 1 of 1983. The whole
complaint system will be
hooked up with the Complaint
Management
Information
System (CMIS) of the Wafaqi
Mohtasib Secretariat in January
2017. The Complaint Officers
have been empowered to
informally conciliate, amicably
resolve, stipulate settle or
ameliorate
any
complaint
without written memorandum.
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S.No. Committee

Recommendation of
Committee
sourcing of
non-core
functions and setting up of
quality
assurance
department.

Progress on recommendations
necessary PC-1s have been
prepared and submitted to the
competent forum for approval
and further necessary action.

4.

Committee on
Suggested
Remedial
Measures Pak
Post office.

The committee appointed by
the Wafaqi Mohtasib to
prove into the matter of maladministration and defense in
Pakistan
Post
Office
Department,
after
deliberation and hearing the
opinion of stakeholders
submitted a comprehensive
report consisting of more
than 21 points.

The Post Office Department
has started implementation on
the
recommendations
of
Wafaqi Mohtasib. The saving
banks are being computerized.
All staff of saving banks have
been imparted training are
professional lines. Delegations
of authority to unit offices have
been made for expeditious
disposal of matters. Regular
meetings are being held with
representatives
of
GHQ,
Military Accounts General and
Control of Military pension.
Proper seating and other
arrangements are being up
graded.
Complete
computerized pension has been
done.
The
other
recommendations
are
in
progress as they relates to
ongoing process.

5.

Committee on
Pak Railways

The
Wafaqi
Mohtasib
appointed a committee to
deliberate and put up report
on Pakistan Railways in
regard to mal-administration
in settlement of pension
claims and allotment of
accommodation
to
its
employees
and
suggest
measures for improvements.
The committee suggested
Railway remedial measures
for improvement in pension
system as well as allotment of
residential accommodation
to the employees.

The Railways authorities have
complied
with
recommendations of Wafaqi
Mohtasib
with
primarily
consist for measures to be
taken to avoid delay in
finalization of pension to the
old retirees. It is hearting to
note that, as informed by the
Financial Advisors and Chief
Accounts officer of Pakistan
Railways not a single case is
delay and all pension cases are
now being settled within 30
days. To check the progress on
the cases and to deal with any
grievance of any person
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S.No. Committee

Recommendation of
Committee

Progress on recommendations
regarding his pension, focal
persons have been nominated
in Head quarter as well as every
Divisional Office and their
names and telephone numbers
has been notified alongwith
required pension papers for
information
of
all
the
employees. So far as allotment
of
accommodation
to
officers/officials is concerned,
it is now being made strictly on
the basis of priority list.

6.

Committee on
Communication
(Road Safety
Plan)

After the tragic accident of
bus and truck in Khairpur
Sindh which culminated into
loss of life of 57 passengers
and injuries to 21 others, the
Wafaqi Mohtasib taking
notice ordered Suo Moto
action and appointed inquiry
committee to prove into the
matter, fix responsibility and
make recommendations to
avert possibility of reincurrence of such accidents.
The committee after due
deliberation and hearing the
stakeholders submitted its
report
identifying
institutional issues, road
user’s issues, transportation
issues, in fracture issues, road
safety
issues
as
well
legislation/regulation issues.
The
committee
also
recommended 12 remedial
measures to avert possibility
of such accidents in futures.

7.

Committee on

The
National
Highway
Authority (NHA), Ministry of
Communication as well as
National
Highway
Police
taking cognizance of the report
started implementation on the
recommendations accordingly.
The Nation Highway and
Motorway safety policy have
been
prepared
for
final
approval by the government.
Road safety syllabus has been
prepared for inclusion in the
curriculum
of
education
institutions. A dedicated road
safety education branch has
been established amendments
in regulations in Federal and
provincial are in progress.
Draft national safety plan has
also been prepared. PSQCA is
being engaged for vehicle
engineering standards, the
NHA are also engaged in
improvement
of
safety
performance network. The
National Safety Policy of
Highways and Motorways is
expected to launche on January
2017.

Taking cognizance of large The CDA authorities taken
542
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S.No. Committee
Civic Agencies
(CDA)

8.

H.R Case No.
16143-P

Recommendation of
Committee
number
of
complaints
against CDA regarding malfunctioning, corruption and
inefficiencies. The Wafaqi
Mohtasib arranged a report
on working of civic agencies.
The report suggested 13
different recommendations
to address the systemic issued
gradually and boost the
working of CDA.

Progress on recommendations

The Honourable Supreme
Court of Pakistan vide its
order dated 14.07.2015 in
Suo Moto case No. 16143-P
of 2014 issued directions to
the Federal and Provincial
Ombudsmen
and
Information Commissioners
to engage with the respect
labour
department
to
formulate, notify and enforce

The matter was taken up by
the Ombudsman Secretariat
and all relevant stakeholders
were called for giving reports
regarding
their
respective
arrears. Many meetings have
been held and all the
stakeholders’ i.e. Provincial
Labour Departments, Mine
Departments,
Health
Departments,
Law
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remedial actions in the light of
recommendations made by the
Wafaqi Mohtasib. Directorate
of Audit has been established
with the core purpose of
highlighting
financial
irregularities and procedural
indiscipline. One window
facility has been established for
general public to handle all its
Estate Wing complaints. Fully
equipped complaint /control
center
is
established
in
Sanitation
and
E&DM
Directorates.
An
online
complaint system is provided at
CDA web-portage. The issue of
water wastage CDA has
initiated awareness system of
water
conversancy.
Since
40/45% of water is wasted due
to leakage, a project for
replacement of existing water
network is under preparation.
The authority is focusing on
improvement
and
rehabilitation of major roads,
service roads, main avenues
throughout
the
Capital
Territory. The CDA has
started gradual removal of
paper mulberry trees to curb
pollen allergy.
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S.No. Committee

9.

Committee on
CDNS

Recommendation of
Committee
transparency standards to
facilitate
the
effective
enforcement of labour and
related
rights
and
protections. The matter was
taken up due to silicosis,
disease caused by fine stone
or marble type particles that
arise from crushing or
grinding.

Progress on recommendations

On the instructions of
Wafaqi
Mohtasib
a
committee was formed to
study organization, role,
systems, procedures and
causes of mal-administration
and
mal-functioning
of
central
directorate
of
National
Saving.
The
Committee after through
study of the procedures etc
of the organization and
having meetings with the
officers submitted its report
containing
32
recommendations on various
areas of operation covering
future role of CDNS, its
governance,
support
management, modernization
and up-gradation, human
resource
management,
procurement, administration,
audit and inspection to the

MOF to submit detailed report
in annotated form, given the
action so for taken or proposed
to be taken in future. In nutshall it is reported that the Bill
for autonomy of CDNS has
been approved but yet not
placed before the Parliament
for legislation./ Modernization
and up-gradation of National
Saving Centers Operation is in
progress. Now the centers are
headed by a BS-18 officer.
Proposal for token machine
system, note detecting and
counting
machine
is
in
progress. A Directorate of
Inspection and Accounts is
working in the Organization
headed by a Director. Seven
zonal inspection and accounts
offices are also working. All
other
recommendation
of
WMS and constraints being
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Departments
and
other
Agencies are actively pursuing
the instructions. A new law on
Occupational
Safety
and
Health is being drafted which
would cover all segment of
commercial and industrial
sector. The list of occupational
diseases is being modified to
include the occupational disease
as per list recognized by the
International
Labour
Organization. All the provinces
and ICT administration are in
progress to promulgate special
relating to the occupational
safety of workers in every type
of economic activities from
manufacturing
to
service
sector.
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S.No. Committee

Recommendation of
Committee
performance indicators.

Progress on recommendations
faced in the process and will be
implemented in near future.

10.

Committee on
issuance of
machine
readable
Passport.

Exercising power under
Article 80 the Wafaqi
Mohtasib constituted an
Inquiry Committee to look
into the issue relating to
hardship in issuance of
passports to the citizens of
Pakistan. The committee
after intervening the key
decision makers visiting the
Regional Offices of Passport
to study the situation on
ground and having feedback
from Pakistani Embassy
abroad
uncovered maladministration, corruption,
causes of delays in awarding
to contract for passport
material
and
overall
deficiencies;
made
six
recommendations to curb the
situations.

It is reported by the Agency
that new additional printers
and eliminated, all branches of
National Bank of Pakistan have
been authorized to collect
Passport fee, IVR system has
been launched and now status
of the passport process can be
checked through dialing 9988
by any customer. SMS service
has been started. The Agency
was of the view that the
Passport and Immigration
Authority on patron of
NADRA was no viable as the
Ministry of Interior would
loose its control on issues of
issuance
of
sensitive
documents/issues. Moreover in
this case the government would
be deprived off huge amount
which is being collected in the
shape of Passport and Visa fee.
So far as refund of fee paid by
the applicants for urgent
issuance
of
Passport
is
concerned, the Agency was of
the view that since the fee is
deposited in the Federal
Consolidated Fund, its refund
is not possible. However after
the report of the Committee
constituted by the Wafaqi
Mohtasib, the situation in the
Agency is drastically improved
and maximum of complaints
have been resolved.

11.

Committee on
EOBI

The Wafaqi Mohtasib taking
cognizance of large number
of complainants being filed
in the Head Office and
Regional Offices of Wafaqi

The
Agency
appreciated
recommendations of Wafaqi
Mohtasib, however maintained
that there were structural and
financial sustainability issues
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S.No. Committee

Recommendation of
Committee
Mohtasib Secretariat against
the employees Old Age
Benefit
Institution
constituted a committee to
conduct thorough study of
the organizational setup,
identified procedural, legal,
institutional, administrated,
investment,
constitutional
weakness and also to look
into the causes of maladministration and malfunction . the committee
after due deliberation, visit of
head office and Regional
Offices of the Agency study
of law rules regulation and
SOPs submitted its report
with
various
recommendations
ranging
from reconstitution of Board
of Trustees to the legal
investment
and
other
measures
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Progress on recommendations
which were essentially required
to be resolved. It was also
informed that the matter is
subjudice before the Supreme
Court of Pakistan, therefore,
those issues cannot be settled
either
through
NFC
deliberations or through the
functional
distributions.
However, the reform initiative
of Wafaqi Mohtasib were
appreciated and fully endorsed
for implementation.
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Opening of One Window Facilitation Desks at major Airports

Shaheed Benazir Bhutto International Airport, Islamabad

Jinnah International Airport, Karachi
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Allama Iqbal International Airport, Lahore

Quetta International Airport, Quetta
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At Faisalabad Airport

View of One Window Facilitation Desk at Sialkot International Airport, Sialkot
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View of One Window Facilitation Desk at Multan International Airport, Multan

Grievance Commissioner for Overseas Pakistanis during visit to Pakistan Consulate Toronto

Meeting for Resolution of Complaints of Overseas Pakistanis
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Complainants’ Feedback
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OUR TEAM

Profiles of Honourable Federal Ombudsman
Advisors & Investigating
Officers in the
Wafaqi Mohtasib (Ombudsman) Secretariat
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Profile of Team Members
Profiles of Senior Advisors to the Federal Ombudsman of Pakistan
posted at Head office/Regional Offices
Honorary Advisors
Syed Anwar Mahmood, Senior Advisor (Honorary), Head Office, Islamabad.
He served as Federal Secretary in Ministries of Health, Information & Broadcasting,
D.G. Pakistan Broadcasting Corporation and Principal Information Officer, PID.
Malik Asif Hayat, Senior Advisor (Honorary), Regional Office, Lahore.
He served as Chairman, Federal Public Service Commission, Secretary to the President of
Pakistan, Secretary, Ministry of Labour and Manpower, Ministry of Railways, Chairman,
Railway Board, Inspector General, Police, Punjab &AJK& Director General, Federal
Investigation Agency.
Mr. Omar H. Sajjad, Senior Advisor, (Honorary), Head Office, Islamabad.
He is Barrister at Law and he is practicing as an Advocate Supreme Court of Pakistan.
Dr. Raana Ahsan (Raania), Advisor (Honorary), Head Office, Islamabad.
She served as Executive DG (BS-21) in the Board of Investment, Prime Minister’s Office.
Maj Gen. (Retd) Muhammad Farooq, HI(M), SI(M), S.Bt. (Retd), Advisor
(Honorary), Head Office, Islamabad
He served as Major General in Pakistan Army, Head of Pakistan Military Mission at
Riyadh and Executive Director, Army Welfare Trust
Mr. Parvez Akbar Lodhi, Advisor (Honorary), Regional Office, Lahore.
He served as Additional Inspector General of Police Punjab and DIG, VVIP Security.
Dr. Begum Jan, Honorary Associate Grievance Commissioner for FATA, Regional
Office, Peshawar.
She is founder of the Tribal Women Welfare Association.
Our Advisors/Investigating Officers
Mr. Ejaz Ahmad Qureshi, Senior Advisor, Head Office, Islamabad.
He served as Federal Secretary in Ministries of Environment & Railways and Chief
Secretary in Sindh and KPK.
Mr. Aneesuddin Ahmad, Senior Advisor, Regional Office, Karachi.
He served as Ambassador of Pakistan in France, Additional Secretary (Americas &
Europe) in Ministry of Foreign Affairs and Ambassador of Pakistan to South Africa,
Lebanon & Cyprus.
Mr. Siraj Saleem Shamsuddin, Senior Advisor, Regional Office, Karachi.
He served as Executive Director in Asian Development Bank, Manila and Principal
Secretary to the Prime Minister.
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Raja Raza Arshad, Senior Advisor, Head Office, Islamabad.
He served as Federal Secretary in Ministry of Women Development, Senior Member
Prime Minister’s Inspection Commission and Additional Secretary, Ministry of
Environment.
Sayed Mohsin Asad, Senior Advisor (Incharge), Regional Office, Lahore.
He served as Federal Secretary Federal Tax Ombudsman, Ministry of Local Government
and Rural Development, and Member, Federal Excise and Administration, Federal Board
of Revenue, Islamabad.
Hafiz Ahsan Ahmad Khokhar, Senior Advisor/Registrar, Head Office, Islamabad.
He was Advisor in the office of Federal Tax Ombudsman, served as Chairman Customs
Appellate Tribunal and Chairman, District Public Safety and Public Complaints
Commission, Justice of Peace and is a Supreme Court Advocate.
Mr. Imtiaz Inayat Elahi, Senior Advisor, Head Office, Islamabad.
He served as Federal Secretary, Ministry of National Health Services, Regulations &
Coordination, Chairman, Capital Development Authority and Chief Commissioner,
Islamabad.
Mr. Taimur Azmat Osman, Senior Advisor, Head Office, Islamabad.
He served as Secretary, Establishment Division, Ministry of Information & Broadcasting
and National Food Security & Research Division.
Mr. S. M. Tahir, Senior Advisor, Head Office Islamabad.
He served as Federal Secretary and Additional Secretary in this Secretariat and also worked
as Additional Secretary in the Ministry of Culture.
Mr. Jaweed Akhter, Senior Advisor, Head Office, Islamabad.
He served as Federal Secretary, Ministry of Interfaith Harmony, Member Federal Service
Tribunal and Additional Secretary, Prime Minister’s Office.
Mr. M. Ayub Khan Tarin, Senior Advisor, Head Office Islamabad.
He served as Additional Auditor General of Pakistan, Additional Finance Secretary and
Accountant General Pakistan Revenue, Islamabad.
Capt. (Retd) Agha Nadeem, Senior Advisor, Head Office Islamabad.
He served as Secretary, Information & Broadcasting, Additional Secretary, Industries and
Production and Additional Secretary Health.
Mr. Abdul Hameed, Senior Advisor, Head Office, Islamabad.
He served as Federal Secretary, Chairman/DG Pakistan Post, Chairman, Pakistan
Academy of Letters and Chairman, National Language Authority.
Malik Muhammad Iqbal, Senior Advisor, Regional Office, Lahore.
He served as Director General Federal Investigation Agency, Inspector General of Police,
Balochistan, and Additional Inspector General of Police, Counter Terrorism Department,
Punjab, Lahore.
Mrs. Farah Ayub Tarin, Senior Advisor, Head Office Islamabad.
She served as Controller General of Accounts, Project Director, PIFRA and Accountant
General of Pakistan, Islamabad.
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Ms. Yasmin Saud, Senior Advisor, Regional Office, Karachi.
She served as Senior Member, Federal Board of Revenues and Commissioner of Income
Tax.
Ms. Farzana Jabeen, Senior Advisor, Regional Office, Karachi.
She served as Member Training in FBR and Accountant Member Appellate Tribunal of
Inland Revenue.
Mr. Zafar Ullah Khan, Senior Advisor, Head Office, Islamabad
He served as Secretary, Ministry of Water and Power; Ministry of Labour, Ministry of
Housing and works and Ministry of Environment.
Ms. Nazrat Bashir, Senior Advisor, Head Office, Islamabad
She served as Managing Director, PPRA and as Additional Finance Secretary in the
Finance Division.
S. Anwar Haider, Senior Advisor, Regional Office, Karachi
He served as Member Sindh Public Commission and Additional Chief Secretary, Sindh
Mr. Badshah Gul Wazir, Senior Advisor, Regional Office, Peshawar
He served as Provincial Mohtasib and Secretary Law Department, KPK.
Mr. Rustam Shah Mohmand, Senior Advisor, (Honorary), R.O, Peshawar.
He served as Chief Secretary, Govt. of KPK, Secretary Ministry of Interior, Wafaqi
Mohtasib Secretariat, Ambassador to Afghanistan and Consultant to UNHCR.
Mr. Muhammad Rafiq Hassan, Senior Advisor, Regional Office, Faisalabad
He served as Inspector General of Police and Member Selection Board
Mr. Nayyar Agha, Senior Advisor, Regional Office, Gujranwala
He served as Secretary, Ministry of Population Welfare and Inter Provincial Coordination
Mr. Iftikhar Ahmed, Senior Advisor, Regional Office, Gujranwala
He served as Secretary, Establishment Division and Dean, Executive Development
Institute, National School of Public Policy.
Syed Tahsin Anwar Ali Shah, Senior Advisor, Regional Office, Bahawalpur
He served as Director General, Federal Investigation Agency
Mr. Ismail Hasan Niazi, Senior Advisor, Regional Office, Sukkur
He served as Member Federal Service Tribunal and Secretary, M/o Narcotics Control
Division
Mr. Naimatullah Abid, Advisor, Head Office Islamabad.
He served as Accountant General Punjab and also as Director General, National Institute
of Management (formerly NIPA) Peshawar.
Mr. Shah Mahboob Alam, Advisor, Head Office, Islamabad.
He served as Joint Director, Intelligence Bureau, Advisor National Accountability Bureau
and Managing Director/CEO in Oil & Gas Development Corporation of Pakistan.
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Hafiz Muhammad Ziauddin, Advisor, Head Office Islamabad
He served as Senior Joint Secretary in the Cabinet Division. He also served in the
Establishment Division.
Mr. Javaid Akhtar Sheikh, Advisor, Head Office, Islamabad.
He served as Additional Secretary, Ministry of Railways and Additional Secretary,
National Assembly Secretariat, Islamabad.
Mr. Tariq Imam, Advisor, Head Office Islamabad.
He served as Director General, Pakistan Broadcasting Corporation and Managing
Director, ATV Shalimar.
Mr. Shahid Humayun, Advisor, Head Office, Islamabad.
He served as Additional Secretary and Joint Secretary, Cabinet Division, Islamabad
Mr. Abdul Basit Khan, Advisor, Regional Office, Lahore.
He served as Executive Director of National Institute of Population Studies, Additional
Secretary in Ministry of National Food Security and Research and also as Senior Joint
Secretary, Ministry of Communications.
Mr. Tauqir Ahmad Faiq, Advisor, Regional Office, Lahore.
He served as Additional Secretary (Incharge), Wafaqi Mohtasib Secretariat, and Additional
Secretary Ministry of Food and Agriculture.
Ms. Mobashshrah Nighat Bajwa, Advisor, Regional Office, Lahore
She served as Additional Secretary in the Ministry of Information & Broadcasting,
Director General, External Publicity Wing and Director General Information Service
Academy.
Mr. Saqib Aleem, Advisor, Regional Office, Lahore.
He served as Director General, National Language Promotion Department, Ministry of
Information, Broadcasting and National Heritage.
Mr. Asif Nawaz, Advisor, Regional Office, Lahore
He served as Additional Secretary, Ministry of Interior and IGP Railways
Mr. M. Ishaq Lashari, Advisor, Regional Office, Karachi.
He served as Additional Chief Secretary, Sindh and Additional Secretary, President
Secretariat.
Mr. Muhammad Yamin, Advisor, Regional Office, Karachi.
He served as District and Session Judge Larkana and Qamber, Shahdad Kot.
Syed Shujat Abbas, Advisor, Regional Office, Karachi.
He served as Director General NADRA and Director General (PR) in Senate Secretariat.
Ms. Zarina N. Zaidi, Advisor, Regional Office, Karachi.
She served as Accountant Member, Appellate Tribunal Inland Revenue, Karachi.
Mr. Khalid Mehmood Soomro, Advisor, Regional Office, Karachi.
He served as Secretary, Forest Department, Government of Sindh
Mr. Hijab Gul, Advisor, Regional Office, Peshawar.
He served as Deputy Auditor General of Pakistan
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Chaudhry Abdul Hameed, Advisor, Regional Office, Multan.
He served as District & Session Judge, Bahawalnagar.
Mr. S. M. Athar, Advisor, Regional Office, Multan.
He served as Regional Commissioner of Income Tax, Central Region Multan and also as
Regional Commissioner of Income Tax, Southern Region, Karachi.
Mr. Sher Zaheer Ahmed Khan, Advisor, Regional Office, Faisalabad.
He served as District & Session Judge and Member Anti-Corruption Cell, Punjab.
Mr. Shahid Hussain Jilani, Advisor, Regional Office, Faisalabad.
He served as Additional Secretary in National Assembly Secretariat
Mr. Mohammad Iqbal, Advisor, Regional Office, Gujranwala.
He served as Accountant General Punjab
Mr. Abid Hussain Notkani, Advisor, Regional Office, Bahawalpur
He served as Capital City Police Officer/DIG in Government of Balochistan.
Rana Naseer Ahmed, Advisor, Regional Office, Bahawalpur
He served as BS-21 officer in Government of Balochistan
Mr. Liaquat Ali, Advisor, Regional Office, Sukkur.
He served as District and Session Judge.
Mr. Muhammad Iqbal, Advisor, Regional Office, Sukkur.
He served as District and Session Judge in difference Districts
Mr. Ihsanullah Babar, Advisor, Regional Office, D. I. Khan.
He served as District and Session Judge, Peshawar.
Mr. Abdul Karim Qasuria, Advisor, Regional Office, D. I. Khan.
He served as Secretary, Home Department, KPK, Member, Provincial Services Tribunal
and as Caretaker Minister in KPK.
Mr. Waliyat Ali Khan, Advisor, Regional Office, D. I. Khan.
He served as Session Judge and Administrative Judge of Accountability Court.
Mr. Masood Farooq Babar, Associate Advisor, Regional Office, D. I. Khan.
He served as Postmaster General, N.W.F.P, Pakistan.
Shaikh Muhammad Ashraf, Advisor, Regional Office, Hyderabad.
He served as Accountant General, Sindh, Karachi.
Mr. Aftab Ahmed Memon, Advisor, Regional Office, Hyderabad.
He served as Senior Joint Secretary, Ministry of Inter provincial Coordination.
Mr. Muhammad Hashim Leghari, Advisor, Regional Office, Hyderabad.
He served as Provincial Secretary in different departments including Education and
Literacy & Planning and Development
Mr. Abid Ali, Advisor, Regional Office, Swat.
He served as Chief Secretary, Azad Jammu and Kashmir Government
Mr. Shahji Rehman Khan, Advisor, Regional Office, Swat.
He served as District & Session Judge, Judge Anti-corruption Court KPK and as Acting
Judge High Court.
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Syed Qamar Mustafa Shah, Associate Advisor, Head Office Islamabad
He served as Joint Secretary in the Cabinet Division.
Malik Amanat Rasul, Associate Advisor, Head Office, Islamabad.
He served as Joint Secretary in Ministry of Religious Affairs & Interfaith Harmony and
Director General, Ministry of Population Welfare and Director General (Coord), Wafaqi
Mohtasib Secretariat, Islamabad.
Ms. Viquar-un-Nisa Hashmi, Associate Advisor (Part Time), Head Office, Islamabad.
World Bank & UNICEF Consultant.
Raja Faizul Hassan Faiz, Associate Advisor, Head Office, Islamabad.
He served as Secretary Board of Trustees and Head of HR Department, EOBI
Mr. Mazhar Abbas Akhtar, Associate Advisor, Regional Office, Multan.
He served as Deputy Director General, Inter Services Intelligence.
Barrister Azra Parveen Qureshi, Associate Advisor, Regional Office, Gujranwala.
She served as Crown Advocate and Supported Punjab Prosecution service and work Joint
Secretary Ministry of Law & Justice.
Mr. Ahmed Bakhsh Ghumro, Associate Advisor, Regional Office, Sukkur.
He served as Special Secretary (Home Department), Government of Sindh.
Mr. Masood Farooq Babar, Associate Advisor, Regional Office, D. I. Khan.
He served as Joint Director ECO, Postal Service Staff College and Post Master General
KPK.
Mr. Ghulam Sarwar Brohi, Associate Advisor, Regional Office, Quetta.
He served as Director General Trade Development Authority of Pakistan, and Secretary
to Chief Minister, Baluchistan.
Mr. Hussain Shah Sherani, Associate Advisor, Regional Office, Quetta.
He served as Chairman, Balochistan Development Authority and Director General
Planning and Development, Government of Balochistan.
Mr. Abdul Razzaq Qureshi, Associate Advisor, Regional Office, Hyderabad.
He worked as DCO Shahdad Kot and Director General Trade Development Authority.
Mr. Abdul Khaliq Baloch, Associate Advisor, Regional Office, Hub.
He served as Secretary Law and Parliamentary Affairs to Government of Balochistan &
Secretary Board of Revenue (Administration)
Dr. Ashraf Sadique, Associate Advisor, Regional Office, Hub.
He served as Director OJHA Institute of Chest Diseases Karachi
Mr. Muhammad Saqib Khan, Consultant, Head Office, Islamabad.
He is the longest serving Consultant in Wafaqi Mohtasib Secretariat
Lt. Col. (R) Iqbal Qureshi, Consultant, Head Office, Islamabad.
He served as Executive Director (Legal), OGRA
Ms. Sibah Farooq, Consultant, Head Office, Islamabad.
She is an Advocate of High Court and studied Law in U.K.
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Mr. Pervez Halim, Consultant, Head Office, Islamabad.
He worked as Section Officer in the Federal Government and served for long in Protocol
Sections
Mr. Shakaib Tahir, Consultant, Head Office, Islamabad.
He worked in the NSPP in the past. He is also Project Coordinator for National
Commissioners Office.
Mr. Muhammad Yameen Sohail, Consultant, Head Office, Islamabad.
He served as Assistant Registrar, Supreme Court of Pakistan.
Mr. Anfas Younus, Consultant, Regional Office, Lahore.
He served as Deputy Managing Director, Punjab small industries Corporation, Lahore
Mr. M. Ashraf Khan, Consultant, Regional Office, Lahore.
He served as Director in Directorate General of Inter-Services Intelligence and in WMS.
Mr. Nadeem Tasawar, Consultant (Legal), Regional Office, Lahore.
He served as Advocate High Court.
Ms. Ambreen Anwar Raja, Consultant (Legal), Regional Office, Lahore.
She served as Advocate High Court
Ms. Mahrukh Rizwan, Consultant, Regional Office, Lahore.
She served as Tehsil Advisor, Ombudsman Office, Lahore
Ms. Naiyer Muzaffar, Consultant, Regional Office, Karachi.
She served as Managing Director, Pakistan Printing Corporation & Director Finance CAA
Mr. Jawed Ahmed, Legal Consultant, Regional Office, Karachi.
He served as Private Secretary in Wafaqi Mohtasib Secretariat and Assistant to Various
Lawyers
Mr. Jehanzeb Latif, Consultant, Regional Office, Peshawar.
He served as Director (News & Documentaries), Director General (Media) FATA
Secretariat, KPK, Director General Incharge and Consultant (Admn) Wafaqi Mohtasib
Secretariat, Regional Office, Peshawar.
Syed Baqar Ahsan, Consultant, Regional Office, Multan.
He served as Lt. Colonel in Pakistan Army.
Mr. Akhter Abbas Mirza, Consultant, Regional Office, Hyderabad.
He served in the Education Literacy Department in Government of Sindh and was
Assistant Professor in the University.
Mr. Qamar ud din Rustmani, Consultant, Regional Office, Hyderabad.
He was Civil Judge/Additional Registrar in Sindh High Court.
Mr. Ehtisham-ul-Haq Malik, Consultant, Regional Office, Hub.
He served as Assistant Commissioner, District Lasbela.
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Profile of Regular Officers Posted in Head Office
Islamabad and Regional Offices
Mr. Pir Bakhsh Jamali, Secretary Head Office, Islamabad.
He served as Secretary, Ministry of State and Frontier Regions (SAFRON)
Mr. Abdul Malik Ghouri, Member (Incharge), Regional Office, Karachi.
He served as Director General, Ministry of Ports & Shipping, Karachi & is in BS-22.
Mr. Muhammad Ashfaq Ahmad, Director General (Admn), Head Office, Islamabad
He served as Additional Secretary in the Government of Azad Jammu & Kashmir.
Mr. Aijaz Hussain Lone, Director General (Coord), Head Office, Islamabad.
He served as Director General, Planning & Development Department in Government of
Azad Jammu & Kashmir.
Mr. Riaz Ahmad, Director General, Regional Office, Lahore.
He served as Director General, International Trade Dispute Resolution Organization,
Ministry of Commerce Islamabad and Director Law & Exhibitions TDAP Lahore.
Syed Ghazanfar Mehdi, Director General, Regional Office, Lahore.
He served as CF & AO in Economic Affairs Division
Mr. Usman Ali, Director General, Regional Office, Quetta.
He served as Joint Secretary, Ministry of Defense.
Mr. Zafar Iqbal Chaudhary, Director General, Regional Office, Faisalabad.
He served as Secretary Livestock & Fisheries, Government of Sindh.
Mr. Shakil Ahmed, Director (Admn), Head Office, Islamabad.
He served as Deputy Secretary, Ministry of Communication.
Mr. Muhammad Sayyed, Director, Regional Office, Lahore.
He served in the Access to Justice Programme, Law, Justice and Human Rights Division
Mr. Abdur Rasheed, Director, Regional Office, Lahore.
He served as Section Officer in the Establishment Division.
Mr. Inayat Ullah Qureshi, Director, Regional Office, Hyderabad.
He served as Deputy Chief, Energy Wing, Ministry of Planning, Development & Reforms
Ms. Zariyab Mussarat, Deputy Director, Head Office, Islamabad.
She served as Assistant Manager in Associated Press of Pakistan. She has been serving Wafaqi
Mohtasib Secretariat since December, 2012
Ms. Rafia Bano, Deputy Director, Head Office, Islamabad.
She served in Education Department, Government of Sindh.
Ch. Muhammad Shahbaz, Deputy Director, Head Office, Islamabad.
He served as Accounts Officer in the office of Controller General & Accounts
Syed Nabil Iqbal Gillani, DCO, Head Office, Islamabad.
He has been serving as DCO in WMS since 1994.
Mr. Muhammad Nazir, Deputy Director, Regional Office, Lahore.
He served in Narcotics Control Division, Ministry of Interior.
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Ms. Shahina Ahmed, Deputy Director, Regional Office, Karachi.
She served as Deputy Secretary, Govt. of Balochistan
Ms. Shaheen, Deputy Director, Regional Office, Karachi.
She served as Section Officer, Ministry of Ports & Shipping
Ms. Behleem Bilqees Jan, Deputy Director, Regional Office, Karachi.
She has been serving in WMS since, 2007
Mr. Rashid Ahmed Shaikh, Deputy Director, Regional Office, Karachi.
He served as Administrative Officer in Federal Bureau of Statistics.
Mr. Fawad Hanif, Deputy Director, Regional Office, Peshawar.
He has been serving in WMS since 2000.
Mr. Jameel Ahmed, Deputy Director, Regional Office, Sukkur.
He served as Section Officer, Cabinet Division.
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