Hardships often prepare ordinary people for an extraordinary destiny.”
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Ombudsman imposes zero refusal rule,
unleashes overhaul of grievance system
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Wafagi Mohtasib
Naveed Kamran Ba-
loch on Monday issued
sweeping  directives
mandating that no
complainant be denied
access to the Ombuds-
man's Secretariat, or-
dering officials to re-
ceive and process every
grievance, even those
beyond its jurisdic-
tion, in a decisive move
to overhaul the pub-
lic complaints system,
broaden citizen access,
and accelerate justice
across the country.

In a press release,
the ombudsman under-
scored that all unat
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tended complaints must
be formally registered
and promptly transmit-
ted to the relevant au-
thorities, ensuring that
procedural barriers do
not obstruct citizens’

righttorelief,
He asserted that the
Secretariat was en-

gaged in a continuous
andrigorous overhaul of
its complaint handling
framework to deliver
swift, transparent, and
citizen-focused servic-
es. Highlighting flagship
initiatives, Baloch said
the Outreach Complaint
Resolution programme
and Khuli Katcheries
were being expanded
to deliver immediate re-
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lief, ?articularlytomar- to accelerate case dis-
ised and remote posal, with strict adher-
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Federal Ombudsman Naveed Kamra

communities.

He revealed that the
Informal Resolution of Officialsdisclosed that
Disputes  mechanism a substantial volume of
was being strengthened complaints had already

ence to a 60-day resolu-
tion timeframe,
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n Baloch chairing the monthly review meeting,

been incorporated into
the Central Management

Information System,
enabling rapid and tech-
nology-driven resolution
through decentralised
channels,
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