“Champions keep playing until they get it right.”

Billie Jean King, American tennis player

Pakistan

Eves & Eary of Pakisan

PAGE 01

, CMannouncescardmccath
.. labs in district ho!

across Punjab
uugun, Nuwirz,

Punjab Chicf

Minisier

als

OBSERVER/:=

Widely risad and syusted Daily

Sunday

Tanuany 11,

2026

Vol XXXV Isstee 2840 Regl . Ko, 111

ISLAMARAL

«“BACK

Guardian of the Common Man: The Wafaqi Mohtasib’s Journey
Towards Administrative Justice and service delivery in Pakistan

MunAMMAD ASHFAD
AHMED

In today’s world, the gov-
ernment |5 like a glant,
complicated machine that
ean make an ordinary per-
son feel small and power-
less. When a government
offlce makes a mistake or
treats.  someane  unfuir-
ly. most people are afraid
to complain because they
think it will cost too much
money for lawvers, take
years to resalve, or that of
ficials simply won't care
However, for over 40 years,
the Wafagql Mohtasib (Fed-
eral Ombudsman) has act-
ed as a vital connection
between the state and its
citlzens, W scrves as a belp-
ful bridge, making it easy
and free for regular peaple
to get justice and hold pow-
erful government depart
ments accountable.

Established on January
24, 1983, under President’s
Order Nao. 1, the institution
was bom out of a copsti-
tutlonal necessity. Article
37(d) of the Constitution of
Pakistan mandatesthe state
to ensure "lnex pensive nnd
speedy justice” Today, as
we look at the performance
metrics of 2625, it is clear
that the Wafagl Mohtusib
Secretariat (WMS) has not
only fulfiiled this mandate
buit has evalved Into a high-
tech, people-centric pewer-
house of accountability.

A Shield Against Malad-
ministration

The primary philosophy
of the Walngi Mohtazib is
rooted in the concept of
"Ombudsman "a Swedish
term far & “representative”
or "agent” of the peaple. In
Paldstan, this role is de-
fined by the quest o rectify
any injustice done through
maladministration. This in-
cludes delays, Inattention,
neglect, inefficiency, and in-
eptitude in the administra-
tion or discharge of duties
by federal agencies.

Expanding the Reach of
Justice

The jurisdiction of the

Wafagi Mohtasib is vast,
covering over 639 feder-
al agencies. Of these, 213
agencies are now fully inte-
grated with the Complaints
Management  Information
System (CMIS), alkwing for
rezil-time tracking and reso-
lution of grivvances.

The “Federal Ombuds-
men Institutional Reforms
Act, 2003"  significantly
strengthened the  nstitu-
tion, providing it with the

metric

level of trust from the Paki-
stanl people,

The year 2025 stands
out as a “defining moment,”
showeasing n massive jump
In  Institutional eMicien-
cy. To put this growth in
perspective, the Wafagi
Mohtasib used 10 receive
an average of only 20,000
complaints per year up until
2012. Under Mr. Qureshl's
modern maniggement and
digital initiatives, that num-

st g N0 Owe 11 2051

[iwtal € omplaies funce 1 001)

T

Motal Duaonal piais )

Fr. 554 453

[owerallidintrral Dispmal Rate [55.0%

Wity B nal (WlThim B0 Baga B0 Lo 3038

i ek e

b st (%

teeth necessary to enforce
lts findings. Today, the Mo-
htazib does more than just
resolve Individual disputes;
it acts as a systemic reform-
er. |t is empowered to;

. Ensure good gov-
ernmance and protect the fun-
damental rights of citizens,

. Provide  recom-
mendations 1o the govern-
ment on systemic filures,

. Investigate  the
rool calses of corruptlon
and inefficiency within pub-
lic sector service delivery,

2025: A Year of Unprec-
edented Performance

Under the leadership of
the current Federal Om-
budsman, Mr. Ejaz Ahmad
Qureshl, the institution has
reached a historic peak in
Its 40-years history. His
tenure has been maried by
a revolutionary increase
In public engagement; re-
markably, nearly S0%: of all
complaints recelved since
the institution was founded
in 1983 have been filed dur-
g Just the last four years.

This surge is considered
o plobal milestone in the
field of ombudsmanship,
sighaling an unprecedented

ber has exploded, with the
Institution now  handling
hundreds of thousands of
cases annudlly. This trang-
formation proves that the
public now views the WMS
#s a reliable and effective
force for holding the gov-
ernment accountable.

The Numbers Speak

In 2025, the WMS received
256,688 complaints, marl-
ing a 13% increase from the
previous year. Even mare im-
pressive is the disposal rate.
The Secretariat disposed
of 261101 cases (incloding
hacklog), representing a 1749,
increase in efficiency com-
paredto 2024,

These flgures under
score a vital truth: the Wa-
fagi Mohtasib |3 perhaps
the most efficlent griey-
ance redressal mechanism
in the country. With 909
of cases resolved within
60 days. it offers a pace of
justice that the traditional
court system, burdened by
milllens of pending cases,
struggles to mateh,

Financial and Imple-
mentation Success

The impact of these dis-
posals is not merely proce
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dural: it is ecomomic. The
disputed amount involved [
complaints disposed of this
year reached Rs 1021 bil-
llon, a sighificant jump from
last year's Rs 822 billlon.
Furthermore, the Implemen.
tation Rate of the Mohitasib's
Mindings a key indicator of the
Institution’s authority rose
froem 93%, in 2024 toa record
96.8% in 2025,

Digital Transformation
and Accessibility

The Wafagi Mohtasib has
embracet the digital age
with vigor. In 2025, nearly
A49% of all complaints were
filed via online portals and
the newly launched mobile
application. This digital
shift has democratized ac-
cess o justice, allowing a
citizen in a remote village to
holda federal department in
Istamabiac accountable with
afew tapé on o smartphone.

Specialized Redressal
Streams

Recognizing that differ-
ent segments of soclety face
wnigue challenges, the WMS
has developed speciulized
complaint streams;

1.  Owerseas  Pakl-
stanis: In 2025, 1371562
complaints were handied
for our diaspora, ensuring
they remain connected to
Justice st home.

2. Children's Griev-
ances: A dedicated helpline
[1056) and a s pecialized cell
handled 683 complaints in
2025, a 19% increase from
the previous yvear, highlight-
Ing the growlng awatreness
of children’s rightz.

3. Buslness Sector:
A speclalized Grievance
Redressal  Coordination
Mechanism was Integrated
with the CMIS to address
business-related  concerns
in collaboration with Cham-
bers of Commerce, foster-
ing a more transparent
enviranment for trade and
industry.

From Individual Relief
to Systemic Reform

One of the most profound
roldes of the Wal |L|! Mokt 1=
sib Is s "Advisory” cupaci-
ty. The institution does not

just treat the symptoms of
meakacdminlsteation; it seeks
tocure the disease.

Systemic Studles

To date, the WMS has
conducted 84 research re-
ports on the roat caures
of administrative failure.
These are not mere acaclem-
fc exercises; they are blue-
prints for reform. Recent
studies have focused on:

. Jall Reforms: Ad-
dressing the plight of pris-
oners and the state of the
penal system.

. Pension Reforms:
Ensuring that those whe
served the country are not
left to languish In their old
age.

. Health and Pop-
ulation: Analyzing the Pri-
mary Healthcare System in
ICT and the challenges of
raphd population growth,

. Judicial Cooper-
ation: Eight studies were
conducted  specifically on
the direction of the Hon'hie
Chief Justice of the Supreme
Court of Pakistan.

. The Plight of
Street Children in 1slam-
abad: Under the proactive
leadership of the Walagl
Mohtasib, 3 comprehensive
systemic study was con-
ducted to address the grow-
Ingg erisés of street children
in Islamabad. Recognizing
that these children are
among the most vulnera-
ble segments of society,
the study moved beyond
mere observation to pro-
vide a strategic roadmap
for their protection and re-
habilitation. The research
highlighted the urgent need
for "quick-win” reforms to
tackle the root causes of the
Issue, such as poverty, lack
of access to education, and
exploitation.

The Advisory Comumit-
tee

To malntain this monmen-
tum, a highdevel Advisory
Committee comprising re-
Eired senlor civil servants,
media professionals. and
expetienced WMS offlcers
cuntinuously Idkentifies
"quick-win” reforms This

committes ensures that the
Institution remains adap-
tive to the evolving needs of
the Pakistani public.

Justice at the Doorstep:
Outreach and Awarencss

The Walagi Mohtasib has
moved out of its ivory tow-
ors in the caplial and Into
the heartlands of Pakistan.
The philosophy of "justice
at the Doorstep” Is realized
through:

. Regional Expan-
ston: New offices have been
eperation:lized n Kharan
Khuzdar, Mirpur Khas,
Sadda, Wona Sibbi, and
Gilgit Baltistan. Additional-
ly, offices in AJIK, DG Khan,
Sahiwal, and Larkans are
now fully functional, with a
new collection center belng
established in Upper Kur-
anm.

. KhuliKatcherles
{Open Courts): In 2025, 166
KhuliKatcheries were held
across the country, provid-
ing a direct forum for citk
zens (o velee their grievanc-
s,
. Outreach  Com-
plaint Resolution [OCR):
Under the OCR program,
officers visited remote ar-
eas 232 times In 2025, dis-
posing of 6,131 cases on the

spot.
Spreading the Word
An  uninformed citi-

zen cannot seek justice
The WMS awareness pro-
gram reached new heights
in 2025, generating over
12,045 awareness touch-
polnts, Including 11,128
press clippings and over
2,200 socinl media and TV
engagements. An in-house
evaluation revealed that
B1% of the general public is
now aware of the Mohtasib's
services, and 9659% of com-
plainants expressed satis-
Faction with the ease of the
process.

A Global Leader in Om-
budsman-ship

The Wafagl Mohtasib of
Pakistan s not just s domes-
tic success story; it {s an in-
ternational benchmark The
Institution has aligned its
strategies with UN Sustain-

able Development Goal 16
(Peace, Justice, and Strong
Institutions).

Pakistan has long held
the Presidency of the Asian
Ombodsman  Assoclatlon
[AOA) since its inception in
1996,

Dn September 11, 2023,
the Federal Ombudsman
of Pakistan was re-elected
unopposed as President of
the AOA, 2 testament i the
country's leadership in the
field of administrative jus-
tice, By sharing expertise
and incorporating global
best practices, the WMS en-
suresthat Pakistan remains
at the forefront of the global
accountability movement.

Pathway to Good Gov-
ernance

As ve look toward the
future, the Walfngi Mohta-
sib stands as a “bellwether
for the rule of law.” In a year
marked by digital transfor-
matlon and record-break-
ing disposal rates, the In-
stitutian has proven that it
is possible Lo provide swift,
cost-free, and effective jus-
tice even in a massive fed-
eral structure. The success
of the Wafagl Mohtasib is a
reminder that when Institu-
thons prioritize the citizen,
public trust is restored,

Whather It Is a retred
teacher seeking their pen-
sion, o villager seeking
the fustice against utility
companies, an overseas
Pakistani protocting their
property, or 3 child seek-
ing thelr rights, the Federal
Ombudsman remains the
ultimate guardian ngainst
the excesses of bureaucracy
and rule of law,.

For these still Facing hur-
dles with federal agencles,
the doars of the Mohtasih
are open. With a 9949
historical disposal rate, the
message is cear: Justice is
nat justa promise it Is a de-
livered reality.

Contact Information:

. Websiterwww,
mohtasibgovpk

. General Helpline:
1055
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