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I am indeed indebted to Allah Almighty for 
bestowing upon me the honour to serve as the 
Federal Ombudsman to redress the citizens’ 
grievances against Federal Agencies.  I took 
oath of my Office on 27th December, 2021. Prior 
to this, I availed the opportunity of serving this 
institution in the capacity of Senior Advisor / 
National Commissioner for Children for almost 
11 years and personally designed and 
operationalized a child ombuds-system in 
collaboration with Provincial Mohtasibs to help 
resolve individual complaints as also toaddress 
the systemic issues causing persistent 
complaints relating to children. However, to 
perform the multifarious duties of Federal 
Ombudsman is a daunting task and I pray to 
Almighty Allah to guide me not only in providing 
administrative justice to the people expeditiously 

From Ombudsman DeskMr. Ejaz Ahmad Qureshi takes 
oath as the 8th regular Federal 
Ombudsman of Pakistan.  The 
Hon’ble President of Pakistan Dr. 
Arif Alvi administered oath to Mr. 
Ejaz Ahmad Qureshi as Federal 
Ombudsman of Pakistan in 
Aiwan-e-Sadr on 27th December, 
2021.

Mr. Ejaz Ahmad Qureshi has 
served as Chief Secretary Sindh 
and KP.  He has a Master’s 
degree in Political Science from 
the University of Punjab and one 
in Public Policy & Planning from 
Pennsylvania State University, 
USA.  He joined Civil Service of 
Pakistan in 1972 through 
competitive examination, and 

held positions of Assistant 
Commissioner, Deputy 
Commissioner, Commissioner 
and Provincial Secretary of a 
number of departments including 
the post of Addl. Chief Secretary 
(Dev.) In KPK. He has been 
Consul General / Trade 
Commissioner of Pakistan in 
Canada and Pakistan’s 
Permanent Representative at a 
UN Body (International Civil 
Aviation Organization). His other 
significant assignments include: 
Secretary Railways, and Federal 
Secretary Environment. He was 
awarded ‘Tamghai-Eisar’ for his 
outstanding work during the 
Earthquake of 2005.

Dr. Arif Alvi, President of Pakistan 
Administered the Oath

EJAZ AHMAD QURESHI 
TAKES OATH AS 8TH REGULAR 

FEDERAL OMBUDSMAN

President, Dr. Arif Alvi administering oath to Ejaz Ahmad Qureshi as Federal Ombudsman, at Aiwan-e-Sadr.

and purely on merit but also to take 
measures to root out 
mal-administration from the 
government machinery. At this 
moment, I would like to recall the great 
contribution made by my illustrious 
predecessors to enhance the 
efficiency and efficacy of this institution 
which is manifest from the current level 
of trust of the general public in the 
ability of this institution to resolve their 
complaints.The initiatives taken, in the 
recent years,by two of my 
predecessors, regarding pensioners, 
overseas Pakistanis and 
prisoners,especially the women and 
children in Pakistani jails, have been 
widely acclaimed by the society. 

During my first meeting with the 
Hon’ble President of Pakistan, he was 
pleased to especially emphasize the 
need to enhance awareness among 
the public at large about the existence 
of this easily accessible and effective 
institution for dispensation of 
administrative justice; and to exercise 
the authority vested in this institution to 
informally conciliate, amicably resolve 

or ameliorate any grievance. The 
advice of the Hon’ble President has 
given a fresh impetus to the 
functioning of this institution; and will 
go a long way in broadening the scope 
of its activities, enhancing its stature 
and enabling it to resolve much greater 
number of public complaints in the 
years ahead. 

We have a data of more than 350,000 
mobile numbers and about 45,000 
emails of complainants who 
approached us to get their complaints 
resolved against federal agencies. 
These citizens have been informed 
through SMS/Emails that they can also 
lodge complaints against other federal 
agencies in case they are aggrieved by 
mal-administration on the part of those 
Agencies.We have also placed an 
awareness message regarding this 
Office on 180 integrated websites of 
federal government agencies linked to 
the Complaint Management System of 
this Office.We are regularly publishing 
quarterly bi-lingual News Bulletin 
about different activities of this Office 
and distributing it on large scale for 

creating greater awareness among the 
public. 

We are cognizant of the fact that a 
large number of people living in the 
remote areas are unable to access the 
Mohtasib’s Office for redressal of their 
grievances, partly due to economic 
constraints, as travelling entails cost, 
but mainly owing to lack of awareness. 
We are, therefore, reaching out to 
them through our Outreach Complaint 
Resolution (OCR) mechanism under 
which our Investigating Officers of  
regional offices visit various 
districts/tehsils and redress their 
complaints at their doorsteps. Our 
outreach programme will continue to 
expand till the facility is within the 
reach of maximum number of people. 
Dispensation of cost free justice to the 
common man is our mission. Our 
endeavour has been and will be for 
timely resolution of complaints of the 
entire lot of the ordinary citizens who 
approach this Institution with great 
hope.
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FEDERAL OMBUDSMAN PRESENTED 10TH 
QUARTERLY IMPLEMENTATION REPORT ON JAIL 

REFORMS IN SUPREME COURT

Zero tolerance against torture & maltreatment be observed 
against inmates in all jails

88,687 prisoners in 116 jails of Pakistan against 
Capacity of  65,168 inmates

The Federal Ombudsman Secretariat 
has presented its 10th quarterly 
implementation report on the progress 
on improving living conditions in jails in 
Pakistan.  In this regard, the Federal 
Ombudsman held number of meetings 
at the four provincial headquarters with 
the Chief Secretaries, Home 
Departments and IG Prisons of 
Punjab, Khyber Pakhtunkhaw, Sindh 
and Baluchistan in the matter.  The 
report was presented in the Supreme 
Court in Suo Motu Case No.1 of 2016 
by the Secretary WMS Mr. Ejaz Ahmed 
Khan. 

The Federal Ombudsman has directed 
all the Provincial Chief Secretaries of 
Punjab, Sindh, KP and Balochistan 
that integrated biometric identification 
system with all the departments of 
criminal administrative justice system 
with a common interface must be 
functionalized on priority basis. He 
also said that probation and parole 
system should be made more effective 
by making effective coordination.    He 
was informed that 88,687 prisoners in 
116 jails of Pakistan were present 
against 65,168 sanctioned capacity of 
inmates, whereas 1399 female and 
1430 Juvenile prisoners are in all jails 
of Pakistan. The drug addicts and 
mentally retarded prisoners have 

already been segregated in all jails.

The Ministry of Interior presented a 
progress report regarding construction 
of Model Jail in Islamabad which 
shows that 98% work on construction 
of boundary wall has been completed, 
whereas, 73% work in construction of 
Admn. Blocks, 42% of Male Barracks 

and 6% work in other infrastructure 
works has been completed.  The 
Ombudsman directed the Interior 
Ministry to complete the entire work of 
the model jail on speedily.  The Sindh 

government has informed that the 
overcrowding of jails would be eased 
by construction of three new jails in the 
current financial year i.e. in 
Benazirabad, Thatta and District 
Prison Malir, Karachi with the capacity 
of 1500 prisoners. Sindh government 
has allocated Rs.1010 million for 
construction of new jails in Tharparker, 
Mithi, Umarkot, Kashmore, and 
Kandkot.  He said that Sindh Prisons 
and Correctional Service have 
successfully started Prisons 
Management Information System 
which will monitor and verify the 
prisoner’s identity through Biometric 
Identification System, which has also 
been linked with Police and NADRA on 
2nd November, 2021.  The IG Prisons 
KP stated that 37% overcrowding of 
inmates has been eased due to 
up-gradation of different jails in KP.  He 
also said the district jails in Swat and 
Hangu would be completed in the 
current financial year.  He informed 
that 56 visits of DOCs, 15 visits of 
Provincial Oversight Committees 
(POC) were made and five meetings of 
the POC were convened to improve 
the jail condition in KP. The IG Prisons 
Punjab informed that kits for screening 
of drug addicts in 10 different 
substances have been issued to all 

The Federal Ombudsman chairing a high level meeting alongwith Chief Secretary KP Dr. Kazim Niaz to 
review the progress on jails reform at Peshawar.

Ombudsman directs 
all provinces to start 
integrated biometric 
identification system 
with all departments 

of criminal 
adminsitrative 

justice system on 
priority basis

jails for screening the drug addicts in 
all jails of punjab.  He informed that 86 
water filtration plants have been 
functionalized in Punjab jails with the 
help of ADP schemes and NGOs. The 
Punjab Prisons department has signed 
an MOU with NADRA and PITB and 
the work has been started on priority 
for implementation of biometric 
management system with all 

departments of criminal justice system 
in Punjab.  The Balochistan 
government informed that the Prisons 
department has started work on 
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information management system with 
the help of UNODC which would be 
completed next year.  The Drug 
Rehabilitation Centers in five jails have 
been started with the help of ANF. The 

IG prisons informed that 271 wash 
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government informed that the Prisons 
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jails.  He informed that a High Security 
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completed with a cost of Rs.10.26 
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He gained valuable international 
experience while working as Trade 
Commissioner in Canada, and 
Pakistan Representative in the 
International Civil Aviation 
organization, a U.N. body.  He 
designed and operationalized a 
child ombuds-system in 
collaboration with Provincial 
Mohtasib to help solve individual 
complaints and systemic issues of 
children. Credible NGOs support 
and input was obtained through 
constitution of a National 
Committee on Children headed Dr. 
S. M. Zafar and Ms. Shahin Atiq ur 
Rehman.

After retirement, he worked as 
National Commissioner for 
Children in the Wafaqi Mohtasib 

Secretariat, Islamabad.

Apart from this, he has been Chief 
of Appraisal in the Wafaqi 
Mohtasib Secretariat, with a team 
of experienced advisors to ensure 
quality, fairness and legality of all 
Mohtasib’s decisions, resulting in 
less than 1% appeal to the 
President of Pakistan.

He actively participated and 
managed systemic studies / 
reports on govt. agencies – 27 
plus in number, including prison 
reforms, thana reforms, education 
reforms, environmental pollution, 
on the Supreme Court’s directive. 
Other reports include on reforms in 
National Savings, pensions, CDA, 
Education, procurement, etc.

Because of his admn. experience 
in the provinces and at federal 
level, he provided invaluable 
support to the Wafaqi Mohtasib in 
all initiatives, and in smooth 
operations, ensuring selection of 
advisors on merit, their 
performance evaluation, 
maintaining transparency, making 
this institution a truly Poorman’s 
Court’

He believes that Federal 
Ombudsman is a unique institution 
providing relief and redressal to 
ordinary citizens of Pakistan such 
as widows, orphans, etc. who 
cannot afford lengthy and 
expensive procedures elsewhere. 
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The Federal Ombudsman chairing a high level meeting alongwith Chief Secretary Sindh, Syed Mumtaz Ali Shah to review 
the progress and implementation status in jails reform at Karachi.
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ACADEMIES UNDER CRIMINAL JUSTICE SYSTEM & 
RELIGIOUS FORUMS CAN PLAY VIBRANT ROLE IN RAISING 

AWARENESS ON CYBER CRIMES AGAINST CHILDREN

The Federal Ombudsman has said that 
academies working under criminal 
justice system and religious forums can 
play a vibrant role in raising awareness 
on Cyber Crimes against children.  He 
said that the institution of Federal 
Ombudsman has developed a road 
map for strengthening law and 
mechanism for effective enforcement to 
control cyber crimes against children.  

The Ombudsman Secretariat held 5th 
National Consultative Meeting at 
Wafaqi Mohtasib Secretariat, 
Islamabad on raising awareness on 
Prevention and Control of Cyber 
Crimes against Children.  The 
Ombudsman said that holistic approach 
was needed for the prevention & control 
of such cyber crimes for being one of 
the most serious global issues. It 
requires a comprehensive mechanism 
for effective enforcement and raising 
awareness among masses. The 
meeting was attended by a large 
number of participants from Justice 
Sector, i.e. Dy. Commandant National 
Police Academy, representatives of 
FIA, Ministry of Religious Affairs, Police 
and Judicial Academies from Punjab, 
Sindh, KP and AJK, Home & 
Prosecution departments of all the 
provinces and prominent NGOs 
working on children rights. 

Syeda Viquar-un-Nisa Hashmi, Advisor 
WMS and Convener of Sub-Committee 
on raising awareness on Prevention & 
Control of Cyber Crimes against 
Children briefed the participants on the 

achievements in the matter and road 
map on raising awareness on the issue.  
She informed that training modules 
have been devised for Police and 
Judicial Academies so that decision 
making authorities could be 
professionally sensitized in the matter.  
The AIG Police on Human Rights 
Punjab informed that 398 cases were 
registered against Child abuse in 2020 
and in 2021 up to November, 458 cases 
have been registered against child 
abuse in Punjab.  The AIG Islamabad 
Police informed that on the direction of 
the IGP, awareness messages have 
been displayed in all police stations and 
all high ups have been immediately 
informed on every case registered 
against child abuse. He further said that 
Islamabad Police has appointed a 
Police Guide Officer in every police 
station who guides every complainant 
for lodging his complaint at right forum. 
The representative of FIA Cyber Crime 
Wing informed that 90% contents have 
been re-shared on mobile phones and 
re-sharing act on child abuse is a crime 

Later on 3rd December,2021 a First 
Provincial Consultative Meeting of 
Punjab on raising awareness on 
Prevention and Control of Cyber 
Crimes against Children was held at 
Regional Office Wafaqi Mohtasib 
Secretariat (WMS) Lahore.  The 
meeting was attended by a large 
number of participants i.e. 
Parliamentarians, Provincial 
Ombudsman Mr. Azam Suleman, 
Minister of Women Development 

Punjab Ms. Ashifa Riaz Fatyana, 
Justice Sector, Police and Judicial 
Academies from Punjab, Home & 
Prosecution departments Punjab, 
Secretaries Auqaf and Education 
Punjab, DG Child Protection Bureau 
Punjab  and prominent NGOs working 
on children rights.  

National Commissioner for 
Children(NCC) WMS briefed the 
participants on the achievements in the 
matter and road map on raising 
awareness on the issue.  He informed 
that in a new proposed amendment, 
Police would have jurisdiction to take 
cognizance of offences of cyber crimes 
against children and will refer the 
matter to FIA for further investigation. 
He said that Judicial & Police 
Academies and mosques can play an 
important role in creating awareness on 
cyber crimes against children.  He said 
that training modules have been 
devised for Police and Judicial 
Academies so that decision making 
authorities could be professionally 
sensitized in the matter.  He said that 
Radio Pakistan has devised public 
service messages in 22 languages and 
airing it around the country, awareness 
seminars and training lectures on cyber 
crimes against children would be 
delivered in all Police and Judicial 
academies. He also highlighted the 
main contents of the National Plan of 
Action for Awareness Raising on Cyber 
Crimes against Children.  

Ombudsman institution developed a road map for 
strengthening laws and mechanism for effective enforcement to 

control cyber crimes against children
The Federal Ombudsman 

and purely on merit but also to take 
measures to root out 
mal-administration from the 
government machinery. At this 
moment, I would like to recall the great 
contribution made by my illustrious 
predecessors to enhance the 
efficiency and efficacy of this institution 
which is manifest from the current level 
of trust of the general public in the 
ability of this institution to resolve their 
complaints.The initiatives taken, in the 
recent years,by two of my 
predecessors, regarding pensioners, 
overseas Pakistanis and 
prisoners,especially the women and 
children in Pakistani jails, have been 
widely acclaimed by the society. 

During my first meeting with the 
Hon’ble President of Pakistan, he was 
pleased to especially emphasize the 
need to enhance awareness among 
the public at large about the existence 
of this easily accessible and effective 
institution for dispensation of 
administrative justice; and to exercise 
the authority vested in this institution to 
informally conciliate, amicably resolve 

or ameliorate any grievance. The 
advice of the Hon’ble President has 
given a fresh impetus to the 
functioning of this institution; and will 
go a long way in broadening the scope 
of its activities, enhancing its stature 
and enabling it to resolve much greater 
number of public complaints in the 
years ahead. 

We have a data of more than 350,000 
mobile numbers and about 45,000 
emails of complainants who 
approached us to get their complaints 
resolved against federal agencies. 
These citizens have been informed 
through SMS/Emails that they can also 
lodge complaints against other federal 
agencies in case they are aggrieved by 
mal-administration on the part of those 
Agencies.We have also placed an 
awareness message regarding this 
Office on 180 integrated websites of 
federal government agencies linked to 
the Complaint Management System of 
this Office.We are regularly publishing 
quarterly bi-lingual News Bulletin 
about different activities of this Office 
and distributing it on large scale for 

creating greater awareness among the 
public. 

We are cognizant of the fact that a 
large number of people living in the 
remote areas are unable to access the 
Mohtasib’s Office for redressal of their 
grievances, partly due to economic 
constraints, as travelling entails cost, 
but mainly owing to lack of awareness. 
We are, therefore, reaching out to 
them through our Outreach Complaint 
Resolution (OCR) mechanism under 
which our Investigating Officers of  
regional offices visit various 
districts/tehsils and redress their 
complaints at their doorsteps. Our 
outreach programme will continue to 
expand till the facility is within the 
reach of maximum number of people. 
Dispensation of cost free justice to the 
common man is our mission. Our 
endeavour has been and will be for 
timely resolution of complaints of the 
entire lot of the ordinary citizens who 
approach this Institution with great 
hope.



I am indeed indebted to Allah Almighty for 
bestowing upon me the honour to serve as the 
Federal Ombudsman to redress the citizens’ 
grievances against Federal Agencies.  I took 
oath of my Office on 27th December, 2021. Prior 
to this, I availed the opportunity of serving this 
institution in the capacity of Senior Advisor / 
National Commissioner for Children for almost 
11 years and personally designed and 
operationalized a child ombuds-system in 
collaboration with Provincial Mohtasibs to help 
resolve individual complaints as also toaddress 
the systemic issues causing persistent 
complaints relating to children. However, to 
perform the multifarious duties of Federal 
Ombudsman is a daunting task and I pray to 
Almighty Allah to guide me not only in providing 
administrative justice to the people expeditiously 
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OMBUDSMAN INAUGURATED 14TH REGIONAL 
OFFICE OF WMS AT SARGODHA

The Federal Ombudsman has 
inaugurated 14th regional office of WMS at 
Sargodha.  While speaking on the 
occasion he said that no fee and lawyer is 
needed in filing a complaint in the office of 
Wafaqi Mohtasib.  He said that every 
complaint is disposed of within 60 days.  
He said that the office of Wafaqi Mohtasib 
is striving to provide speedy justice at the 
doorstep of a citizen and has initiated a 
number of innovative techniques through 
traditional and social media tools to 
increase awareness among the general 
public about the use of services being 
offered. He said that any citizen can file a 
complaint on a plain paper on 
maladministration of any federal 
department.  He said that his office started 
its services in 1983 with receipt of 7,812 
complaints which has now reached at 
134,000 complaints in 2020.  He further 
said that his Institution has developed an 
interface with 178 Federal Government 
Agencies for better monitoring and 
expeditious resolution of public 
grievances.  Any complaint which remains 
un-resolved with any Agency for more 
than 30 days is automatically transferred 
to the CMIS of the WMS.  The 
Ombudsman said that speedy and free of 
cost justice is being delivered at the 
doorsteps of the people by the institution 
of Wafaqi Mohtasib. He said that another 
Regional Office of WMS has recently been 
established in Kharan, Balochistan to 
facilitate the people of far flung areas to 
get their grievances resolved. He was 
addressing a ceremony to inaugurate 
Wafaqi Mohtasib Secretariat’s 14th 

Regional Office, at Sargodha. 

Senior Advisor/ National Child 
Commissioner said that 89% findings 
have been implemented during 2020.  He 
said that 1103 Review Petitions were filed 
either by the complainants or the Agencies 
concerned against the findings of the 
Wafaqi Mohtasib in 130,112 disposed of 
during the year.  He said that the WMS 
has been especially caring the Overseas 
Pakistanis and a special cell has been 
established in his office to resolve the 
complaints of Overseas Pakistanis on 
speedy basis.  He further said that One 
Window Facilitation Desks have been 
established at all international airports of 

Pakistan for facilitation of Overseas 
Pakistanis, where representatives of 12 
departments are present for 24 hours. 

The Federal Ombudsman by taking a 
cognizance of great problems of widows 
and old aged people in getting profits on 
the saving certificates, streamlined the 
systemic issues of Pakistan Post Offices 
and National Savings and now their profits 
would automatically be transferred to their 
normal banking accounts.  Mr. Amir Sultan 
Cheema, a former Provincial Minister of 
Punjab and MNA from Sargodha also 
spoke on the occasion and thanked the 
Federal Ombudsman for establishing 
WMS regional office at Sargodha.

No fee, no lawyer is needed to file a complaint in WMS

and purely on merit but also to take 
measures to root out 
mal-administration from the 
government machinery. At this 
moment, I would like to recall the great 
contribution made by my illustrious 
predecessors to enhance the 
efficiency and efficacy of this institution 
which is manifest from the current level 
of trust of the general public in the 
ability of this institution to resolve their 
complaints.The initiatives taken, in the 
recent years,by two of my 
predecessors, regarding pensioners, 
overseas Pakistanis and 
prisoners,especially the women and 
children in Pakistani jails, have been 
widely acclaimed by the society. 

During my first meeting with the 
Hon’ble President of Pakistan, he was 
pleased to especially emphasize the 
need to enhance awareness among 
the public at large about the existence 
of this easily accessible and effective 
institution for dispensation of 
administrative justice; and to exercise 
the authority vested in this institution to 
informally conciliate, amicably resolve 

or ameliorate any grievance. The 
advice of the Hon’ble President has 
given a fresh impetus to the 
functioning of this institution; and will 
go a long way in broadening the scope 
of its activities, enhancing its stature 
and enabling it to resolve much greater 
number of public complaints in the 
years ahead. 

We have a data of more than 350,000 
mobile numbers and about 45,000 
emails of complainants who 
approached us to get their complaints 
resolved against federal agencies. 
These citizens have been informed 
through SMS/Emails that they can also 
lodge complaints against other federal 
agencies in case they are aggrieved by 
mal-administration on the part of those 
Agencies.We have also placed an 
awareness message regarding this 
Office on 180 integrated websites of 
federal government agencies linked to 
the Complaint Management System of 
this Office.We are regularly publishing 
quarterly bi-lingual News Bulletin 
about different activities of this Office 
and distributing it on large scale for 

creating greater awareness among the 
public. 

We are cognizant of the fact that a 
large number of people living in the 
remote areas are unable to access the 
Mohtasib’s Office for redressal of their 
grievances, partly due to economic 
constraints, as travelling entails cost, 
but mainly owing to lack of awareness. 
We are, therefore, reaching out to 
them through our Outreach Complaint 
Resolution (OCR) mechanism under 
which our Investigating Officers of  
regional offices visit various 
districts/tehsils and redress their 
complaints at their doorsteps. Our 
outreach programme will continue to 
expand till the facility is within the 
reach of maximum number of people. 
Dispensation of cost free justice to the 
common man is our mission. Our 
endeavour has been and will be for 
timely resolution of complaints of the 
entire lot of the ordinary citizens who 
approach this Institution with great 
hope.

The Federal Ombudsman offering dua after inaugurating the new Regional Office 
of Wafaqi Mohtasib Secretariat at Sargodha.

The Federal Ombudsman, Syed Tahir Shahbaz, Mr. Ejaz Ahmad Qureshi, Senior Advisor and Mr. Amir Sultan Cheema, 
MNA addressing the participants on the eve of inauguration of new Regional Office of WMS at Sargodha



I am indeed indebted to Allah Almighty for 
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OMBUDSMAN TAKES NOTICE OF NEGLIGENCE IN 
NEUTRALIZING OF STRAY DOGS AND SHORTAGE OF 

VACCINE IN ISLAMABAD

The Federal Ombudsman, took 
cognizance of failing to neutralize the 
stray dogs by the Civic Agency of 
Islamabad and shortage of 
anti-rabies vaccine. In this context 
residents of different sectors of 
Islamabad also filed complaints 
before the Federal Ombudsman for 
not taking any action by Municipal 
Corporation Islamabad in neutralizing 
of stray dogs as it is a big threat for 
people.  They stated that number of 
people have  been bitten by these 
dogs but MCI is sleeping on this issue 
of public importance.  The Federal 
Ombudsman constituted a high level 
committee under the headship of 
Senior Advisor Mr. Shoaib Ahmed 
Siddiqui to resolve the issue.

A special meeting was convened 
under the chair of Mr. Shoaib Ahmed 
Siddiqui which was attended by 
Senior officers of WMS and also 
attended by DG (CM) CDA Mr. 

Naveed Tareen, Director Sanitation 
MCI Mr. Fateh Mako, Mr. Abdul Haye 
Agha from IWMB and Dr. Umair 
Hassan Khan from National Institute 
of health.   

In his opening remarks Mr. Shoaib 
Siddiqui said that due to inaction of 
both the agencies people are 
suffering, especially the people of low 
cost areas who cannot even afford 
the anti-rabies vaccine.  He said that 
media has also highlighted this issue 
of public importance number of times 
especially children and namazis’ 
bitten by stray dogs in the morning 
but no action has been taken by the 
Civic Agency.  He further said that it is 
a painful treatment but no strategy 
has so far been devised by the Civic 
Agency.  The representative of IWMB 
informed that the issue relates to MCI 
whereas their mandate is to protect 
wild life.  The reps. of MCI and CDA 
admitted that neutralizing of stray 

dogs is the responsibility of MCI but 
still no policy has yet been 
formulated. The Chairman by 
showing annoyance on this serious 
maladministration on the part of Civic 
Agency directed to take immediate 
action for neutralizing the stray dogs 
in a peaceful manner and with no 
element of cruelty.  He also directed 
for submission of weekly report in the 
matter.  The rep. of National Institute 
of Health informed that they have 
shortage in provision of 0.3 million 
vaccine around the country but can 
manage if is adopted the Intra Dermal 
method of vaccination, which need 
awareness at large scale.  The 
Chairman of the Committee passed 
direction to the Secretary Ministry of 
Health for provision of sufficient 
number of anti-rabies vaccine in all 
hospitals of Islamabad and creation 
of awareness at large scale for using 
Intra Dermal method of vaccination 
among masses.

No shortage of anti-rabies vaccine in Islamabad 
would be tolerated
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this Office.We are regularly publishing 
quarterly bi-lingual News Bulletin 
about different activities of this Office 
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constraints, as travelling entails cost, 
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them through our Outreach Complaint 
Resolution (OCR) mechanism under 
which our Investigating Officers of  
regional offices visit various 
districts/tehsils and redress their 
complaints at their doorsteps. Our 
outreach programme will continue to 
expand till the facility is within the 
reach of maximum number of people. 
Dispensation of cost free justice to the 
common man is our mission. Our 
endeavour has been and will be for 
timely resolution of complaints of the 
entire lot of the ordinary citizens who 
approach this Institution with great 
hope.

Continued from page 1: From Ombudsman Desk
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OMBUDSMAN DIRECTS INVESTIGATING OFFICERS 
TO DECIDE EVERY CASE IN 45 DAYS

The Federal Ombudsman has directed 
Investigating Officers of Wafaqi 
Mohtasib Secretariat to decide every 
case in 45 days.  He said that coercive 
measures must be taken in case of 
non-cooperation from Agency 
(department).  He also said that first 
notice of hearing proceedings and 
reply of Agency be issued with in 48 
hours after receipt of complaint.   He 
further directed to finalize all pending 
cases urgently.  He said that due to 
addressing systemic issues of different 
Agencies, number of complaints has 
significantly decreased.  He was 
chairing a progress review meeting of 
Investigating Officers (IOs) at 
Islamabad.  All the IOs from head 
office Islamabad & Abbottabad 
attended the meeting whereas, the IOs 
from regional offices Lahore, Quetta, 
Karachi, Peshawar, DI Khan and 

Hyderabad attended the meeting via 
video link.  

Senior Adviser Appraisal while giving 
progress of 10 months of 2021 
informed that 31% increase in receipt 

of complaints was recorded in 
Gujranwala, 22% in Bahawalpur and 
16% in Lahore.  He said that new 
regional office of Kharan (Balochistan) 
has started functioning whereas, two 
new regional offices will be opened 

next month at Sargodha and at 
Mirpurkhas in Sindh.  He said that 83% 
of cases have been disposed of during 
the current year.  The Ombudsman 
directed that the remaining pending 
cases must be disposed of before the 
end of current year.  

The Federal Ombudsman applauded 
performance of IOs and expressed 
complete satisfaction on disposal of 
complaints.  He directed the 
Investigation Officers to recommend 
disciplinary action in those cases 
where serious maladministration has 
been found.  He further directed 
organizing meetings with major federal 
government agencies to address 
systemic issues, so that maximum 
relief should be provided to people at 
their end.  

The Federal Ombudsman, Syed Tahir Shahbaz chairing a progress review meeting of the investigating officers at Head office Islamabad.

Coercive measures 
must be taken in 

case of 
non-cooperation of 

departments
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PUBLIC AWARENESS

The provision of free of cost justice at 
the very doorstep of the people has 
been one of the foremost undertakings 
of the Wafaqi Mohtasib Secretariat 
(WMS). However, despite the good 
work done over the decades, a large 
portion of the population was still 
unaware about the role of WMS in 
providing them relief against federal 
government agencies. The Honorable 
President of Pakistan Dr. Arif Alvi has 
always under-scored the importance of 
sensitizing of the general public by 
using traditional and other tools of 
media. He had stressed the need for 

raising maximum awareness as to how 
they can approach this office for the 
resolution of their grievances against 
maladministration of federal 
government agencies. The Institution 
of Wafaqi Mohtasib has decided to 
observe 2022 as the “Year of 
Awareness”. Towards this end, we 
have taken a number of initiatives to 
enhance awareness among general 
public especially in far flung areas 
through awareness lectures and 
seminars.  The Incharge regional 
offices Dera Islamail Khan Mr. Arif 
Khan Kundi held two awareness 

sessions in the Education department 
of Gomal University and City Campus 
of Gomal University.  Mr. Muhammad 
Sarwar Brohi Associate 
Advisor/Incharge Regional office 
Quetta held two public lectures at 
Assistant Commissioner Office Pishin 
and the other at a public gathering at 
Pishin.  Dr. Muhammad Zahid Malik, 
Incharge Regional Office Bahawalpur 
also organized awareness lectures in 
the Assistant Commissioner Office, 
Liaquatpur.

Mr. Arif Khan Kundi, Incharge Regional Office D.I.Khan  delivering an awareness lecture in the City Campus of Gomal University, D.I. Khan 

Mr. Arif Khan Kundi, Incharge Regional Office D.I.Khan  delivering an awareness lecture in the main campus of Gomal University, D.I. Khan 

Mr. Muhammad Sarwar Brohi, Incharge Regional Office Quetta delivering 
awareness lecture in a public gathering at Pishin.

Mr. Muhammad Sarwar Brohi, Incharge Regional Office Quetta delivering 
awareness lectures in the office of Assistant Commissioner Pishin 
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OUTREACH COMPLAINT RESOLUTION (OCR)

President Dr. Arif Alvi emphasized further 
enhancing the outreach to remote areas to provide 

speedy and free of cost justice
The Hon’ble President Dr. Arif Alvi has 
emphasized the need for further 
enhancing the outreach of Wafaqi 
Mohtasib to remote areas of the 
country to provide speedy and free of 
cost justice against administrative 
injustices, to the aggrieved persons, at 
their doorsteps. He passed these 
directions during meeting with the new 
Federal Ombudsman Mr. Ejaz Ahmad 
Qureshi on the eve of taking oath as 
Federal Ombudsman of Pakistan at 
Aiwan-e-Sadr, Islamabad.  The 

Hon’ble Federal Ombudsman assured 
the President for providing speedy 
justice at the doorstep of common man 
and sensitizing more and more people 
on the role of Wafaqi Mohtasib. 

In spite of the fourth wave of corona 
pandemic, the activities regarding 
Outreach Complaint Resolution (OCR) 
programs have been going on in a 
cautious way by the officers of regional 
offices to hear public complaints in the 
far flung tehsils and districts across the 

country.  The Federal Ombudsman Mr. 
Ejaz Ahmad Qureshi  said that due to 
extensive media awareness campaign 
and Outreach Complaint Resolution 
(OCR) mechanism, the number of 
complaints have been increasing day 
by day, therefore, they must invite local 
media while visiting the far flung areas, 
so that maximum number of people 
could get aware of the role of Wafaqi 
Mohtasib in resolving public 
grievances against mal-administration 
by Federal Agencies. 

Mr. Shahid Latif Khan, Advisor Regional Office Gujranwala hearing OCR cases at tehsil Sambrial.

Dr. Muhammad Zahid Malik Investigating Officer Bahawalpur hearing OCR cases at Khanpur.
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IMPORTANT DECISIONS

OMBUDSMAN BARRED IESCO TO CHARGE 
DOUBLE BILLING

OMBUDSMAN DIRECTS NADRA TO UN-BLOCK 
CNIC AND WAIVE OFF FINE

OMBUDSMAN DIRECTS SLIC TO PAY DEATH 
INSURANCE CLAIM

The Federal Ombudsman barred 
IESCO from recovering double amount 
of bills from the consumers of Rawal-
pindi-Islamabad. 15 number of 
complaints were received from differ-
ent complainants against IESCO for 
charging double amount of bills which 
they had already paid. As per details, 
these complainants alleged that they 
have been charged arrears in the 
months of 01-02/2021 which they had 
already paid through UBL Omni 
system. The Agency intimated that the 
complainants paid their electricity bills 
through bogus cash transactions, 
therefore, no payments were received 
by the IESCO physically. Consequent-
ly, the impugned bills were charged to 
the complainants through arrears. The 
Agency informed that the impugned 
bills were not received physically in the 
account of IESCO, therefore, the 
matter pertains to bogus cash transac-

tion scam, wherein, consumers paid 
bills through UBL Omni, Jazz Cash or 
Easy paisa but the amounts were not 
received to IESCO. The Agency further 
intimated that the case is under investi-
gation with FIA to probe further into the 
matter. The Agency further informed 
that the complainants may be asked to 
provide payment proof from the 
concerned banks for redressal of their 
grievances. On the other hand,the 
complainants contended that they 
were not at fault since they had paid 
their utility bills through the system 
provided by the Agency, therefore, the 
Agency was not lawfully justified to 
recover its loss by charging impugned 
amounts/bills as arrears. The 
complainants further pleaded that this 
loss was due to Agency’s own inaction, 
mismanagement, and incompetency, 
hence the Agency cannot charge these 
amounts from them. The Investigating 

Officer Mr. Adnan Ahmad conducted 
in-depth investigation to determine the 
alleged mal-administrationand founds 
that the staff officials of the Agency 
were involved in the scam and due to 
this the complainants could not be 
penalized, therefore, mal-administra-
tion was proved on part of the Agency. 
Consequently, the Federal Ombuds-
man barred the Agency from charging 
these amounts to the complainants 
and directed to withdraw the impugned 
bills. The Ombudsman further directed 
to take disciplinary action against the 
delinquent officers/officials involved in 
the mal-administration.
The Agency also filed representation 
against these findings to the President 
of Pakistan, which the Hon'ble Presi-
dent rejected with further direction to 
take legal action against the delinquent 
officials/officers after the scam is 
proved.

The Federal Ombudsman has directed 
NADRA to unblock the CNICs of two 
different complainants i.e. Mst. Maria 
Nazir resident of Islamabad and Mr. 
Israr Aslam resident of Rawalpindi. As 
per details, these two complainants 
filed their complaints against NADRA 
for unjust blockage of their CNICs and 
charging of Rs.10,000/- as duplicate 
fees. They approached the Agency for 
redressal of their grievances but to no 
avail, hence filed complaints before the 
Federal Ombudsman. The Agency 
informed that the complainants’ cases 
fall under the category of duplicate 

CNICs, therefore, paying of 
Rs.10,000/- by each complainant is 
mandatory. During investigation of the 
Investigating Officer Mr. Adnan 
Ahmad, it revealed that the complain-
ants got their 1st CNIC numbers 
processed by their parents through 
Child Registration Certificates (CRCs). 
Later on, the complainants applied for 
their respective CNICs, which were 
issued, however being unaware of the 
1st CNIC numbers, they were also 
issued another CNIC number against 
their respective record by NADRA. The 
record provided by the Agency shows 

that CNIC numbers were assigned but 
no CNICs were issued to the complain-
ants and neither were received by the 
complainants, which means that the 
complainants did not have the option 
to use the first card or CNIC number, 
which proves that their cases do not 
fall under the ambit of Duplicate 
category, therefore, mal-administration 
was found on part of the Agency. 
Consequently, the Federal Ombuds-
man directed NADRA to unblock the 
CNICs and remit/waive off the fine of 
Rs.10,000/-.

Mr. Muhammad Shahbaz resident of 
Basti Neel Wala, Lodhran filed a 
complaint against SLIC for refusal to 
pay death insurance claim of his 
deceased mother.  As per details Mst. 
Kaneez Bibi mother of the complainant 
purchased an Insurance Policy for a 
sum assured of Rs.390,000/- 

commencing from 31.1.2018.  She 
died on 6.9.2018, whereupon 
complainant filed her death claim to 
SLIC being nominee which was 
repudiated by the Agency.  The matter 
was taken with the SLIC which replied 
that the deceased died after 09 months 
and 05 days of the purchase of policy, 

and in contract no history of chronic 
disease was disclosed by the policy 
holder at the time of issuance of policy.  
Being early death claim, inquiry was 
conducted, which revealed 
pre-insurance ailment i.e, HCV, which 
was substantiated through various 
prescriptions and treatment records.  
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Therefore, due to concealment of facts 
death claim was denied by the Agency.

During investigation proceedings, the 
Agency was of the view that the policy 
was purchased on the basis of fraud, 
misrepresentation and concealment of 
facts, therefore the claim was rightly 
repudiated by the Agency.  The 
complainant argued that they have not 
concealed any facts and her mother 

was quite healthy at the time of 
purchase of policy.  The matter was 
investigated in depth and observed by 
the Investigating Officer Dr. Zahid 
Malik that the mother of the 
complainant was illiterate and she was 
issued policy by the Agency after her 
medical examination by the approved 
Medical Examiner of the Agency. Even 
otherwise, the charge of 
non-disclosure was quashed by 

exception of section-19 of the Contract 
Act, 1872.and on the basis of settled 
principles and judgments of the 
superior courts, the process of 
repudiation of death claim was found 
arbitrary, illegal and unjust.  On the 
basis of findings, the Ombudsman 
directed SLIC to pay death claim to the 
complainant.

OMBUDSMAN STRESSES FOR CREATING MORE 
AWARENESS AMONG PEOPLE ON THE FUNCTIONING OF 

THE OFFICE OF FEDERAL OMBUDSMAN
The Federal Ombudsman Mr. Ejaz 
Ahmed Qureshi has stressed for creating 
more awareness among people on the 
role of Wafaqi Mohtasib. He was chairing 
a progress review meeting to gauge the 
status of awareness campaign on the 
role of Wafaqi Mohtasib. The meeting 
was attended by Secretary WMS, Mr.  
Ejaz Ahmed Khan, Senior Advisor, 
Ambassador (R) Abdul Moiz Bokhari, and 
other senior officers of the Secretariat. 
The Ombudsman appointed Senior 
Advisor Mr. Abdul Moiz Bokhari as the 
chairman Steering Committee on media.  
While giving a detailed briefing, Director 
Media informed that a masive media & 
awareness campaign had already been 
launched especially in the far flung areas 
of the country.  He said that seminars are 
being conducted in the provincial 
capitals, chambers of commerce & 

Industry and awareness lectures are also 
being imparted in the colleges and 
universities.  He said that special 
programs have been aired through Radio 
Pakistan and FM channels.  He said that 
the awareness boards have been 
mounted at the entrances of Ministries 
and public offices.  He further said that for 
awareness of Overseas Pakistanis, 
briefing pamphlets and posters have 
been displayed at international lounges 
of airports and all Pakistan embassies 
abroad.  He said that a bilingual quarterly 
newsletter was also being issued 
regularly. He said that special awareness 
messages have also been disseminated 
on mobile phones with the help of PTA.  
He said that awareness boards will be 
installed at the toll plazas of 
motorways/highways and at railway 
stations. FWO, Pakistan Railways and 

NHA have been requested for installation 
of these boards.  He further said that the 
year 2019 was observed as the year of 
awareness due to which number of 
complaints have been considerably 
increased in the year 2021.  He said that 
last year special focus was made in the 
Balochistan Province and as a result of  
awareness campaign in Balochistan, the 
number of complaints increased 
manifold.  The Ombudsman directed that 
while conducting Khuli Kacheries and 
hearing proceedings in Outreach 
Complaint Resolution cases, local media 
must be addressed so that the people of 
remote areas could be sensitized on the 
role of Wafaqi Mohtasib.  He said that the 
platform of social media should be used 
more aggressively so that maximum 
number of people could be sensitized on 
the role of Wafaqi Mohtasib.  

RECEIPTS AND DISPOSAL OF COMPLAINTS 
DURING THE QUARTER OCT-DEC 2021

*Includes cases brought forward

Sr. Agencies Receipts Disposal* 
1 Power Companies (DISCOs)   
2 NADRA   
3 Sui Gas Companies   
4 Pakistan Postal Services   
5 Allama Iqbal Open 

University 
  

6 State Life Insurance 
Corporation 

  

7 Pakistan Bait ul Maal   
8 Employees Old Age 

Benefits Institution (EOBI) 
  

 Total of above 08 Agencies    
 Total of other Agencies   
 Grand Total   

13,789
1,257
4,996

374

441

176

511

249

21,793
8,478

30,271

14,601
1,029
4,215

428

566

208

512

248

21,807
7,744

29,551

For Further Guidance and
Information Contact our

Wafaqi Mohtasib
Secretariat

Helpline for children 
complaints: 1056

Phone No. 051-9213886-7
Fax No. 051-9217224

Email:  
mohtasib.registrar@gmail.com

Media Wing: 
wmsmediawing@gmail.com

Spokesperson / Director Media: 
051-9216752

Website: www.mohtasib.gov.pk

36-Constitution Avenue, 
Sector G-5/2, Islamabad

During hours 
9:00 am - 10:00 pm

HELPLINE NO. 1055
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SYED TAHIR SHAHBAZ RELINQUISHED 
CHARGE WITH HONOUR

The outgoing Federal Ombudsman Syed Tahir Shahbaz, the newly appointed Federal Ombudsman Mr. Ejaz Ahmad Qureshi and Secretary Federal 
Ombudsman Mr. Ejaz Ahmed Khan addressing the participants of farewell ceremony of Syed Tahir Shahbaz on 23rd December 2021.                                            

Tahir Shahbaz was a person of great quality

Farewell ceremony in the honour of outgoing Federal 
Ombudsman Syed Tahir Shahbaz

Mr. Ejaz Ahmad Qureshi, New Federal Ombudsman

A farewell ceremony was organized by the 
officers and officials of the Wafaqi Mohtasib 
Secretariat which was largely attended by 
the employees. The employees warmly 
greeted the outgoing Federal Ombudsman 
Syed Tahir Shahbaz and the new Federal 
Ombudsman Mr. Ejaz Ahmad Qureshi. All 
the officers and officials applauded the 
services rendered by the outgoing 
Ombudsman towards the improvement of 
the institution, kindness towards 
employees, and redressal of grievances of 
employees. While speaking on the 
occasion, Syed Tahir Shahbaz said that in 

his 38 years of service career as a civil 
servant, he feels utmost satisfaction to 
serve the nation as Federal Ombudsman of 
Pakistan. He said serving humanity against 
mal-administration of government 
Agencies is a sacred job and he feels the 
pride to have served as Federal 
Ombudsman for redressing the grievances 
of people. He thanked the employees for 
contributing their services towards helping 
the complainants. He also congratulated 
the newly appointed Federal Ombudsman 
Mr. Ejaz Ahmad Qureshi and prayed for his 
prosperous future to serve as Federal 

Ombudsman.

Mr. Ejaz Ahmad Qureshi, the new Federal 
Ombudsman applauded the services and 
contribution of Syed Tahir Shahbaz  and his 
kind-heartedness towards humanity. He 
urged the officers and employees of the 
WMS to serve humanity on the guidelines 
and principles set out by the outgoing 
Federal Ombudsman Syed Tahir Shahbaz. 
The Secretary WMS Mr. Ejaz Ahmad Khan 
also praised his unique working style and 
kindness towards complainants and 
employees.

Mr. Ejaz Ahmad Qureshi, the newly appointed Federal Ombudsman presenting a shield to 
outgoing Federal Ombudsman, Syed Tahir Shahbaz on the eve of farewell ceremony                                          


