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Mo {10} HWM/ 2026
Islamabad

Dear Mr. President,

It i indeed a great honour for me to present o you the Annual Report = 2025 of the institution in
accordance with Article 28(1) of the President’s Order MNo.1 of 1983. The period of the Report
{January - December 2025] relates to my illustrious predecessor, Mr. Ejgz Ahmad Qureshi who has
done commendable work during his entire tenure. | am happy to inform you that the Office of Wafagi
Mohiasib processed a record number of complaints during the outgoing year amounting to
256,688, The disposal has ako touched an all-time high figure of 261,101 (including carried
forward from the previous year). The institution has also been able to achieve an impressive
implementation rate of 96.8% of its decisions in 2025.

The ever-increasing number of receipts and disposal of complaints manifest the trust and
confidence of the general public in the ability of this Office to provide free and expeditious relief
againzt complaints of maladministration by public service agencies in the federal domain. The
institution has successfully expanded s presence from 14 cities in 2021 to 28 stations in 2025,
mostly in remote districts including Sibi, Mirpur Khas, Larkana, Khuzdar, Loralal, Wana and others.
The public confidence in the quality of findings/decisions of this Office is manifested in the fact that
during successive years only less than 1% complainants or agencies filed review petitions before
Wafagl Mohtasib or representations to your high Office against our decisions.

The use of technology in the redressal of grievances has added efficiency in the operations of this
institution and made the entire process simple, prompt and transparent. The complaints now can
also be lodged through website, mobile phone/WhatsApp, by email or post. The petitioners have
the option to join investigation process through skype without any hassle to travel long distances
for the purpose, You will be pleased to know that around 49% of the total complaints were received
onling. Likewise, 166 Khuli Katcheries and 232 Quireach Complaint Resolution (OCR) visits were
undertaken to far flung areas in the outgoing vear which ensured availability of our services at the
doorsteps of the people.

Raizing public awareness about the rights and obligations of people as well as availability of a forum
for free and prompt redressal in case of any abuse of authority, is recognized as an essential feature
of effective ombudsmanship. Accordingly, this Office pursued a well-structured campaign through
print and electronic media, which has reinforced its outreach to general masses. The Report
in-hand provides & good insight into the working of this Office during 2025 and summarizes the
achievements along with elaborating the major initiatives taken in fulfillment of its mandate.

| took the oath of Office as the 9% regular Wafaqgi Mohtasib {Ombudsman) of Pakistan on
04 March 2026 for which | express my deep gratitude to yvour goodself for reposing trust in me.
While | seek Allah’s blessings for the successful fulfilment of my responsibilities, | am confident that
your patronage shall continue to inspire the further growth of this institution.

Incerealy,

e 1:01-‘
i Kamran Baloch)

Hon'ble Mr. Asif All Zardari,
President of the Islamic Republic of Pakistan,
Islamabad.






FOREWORD

Section 28(1) of the President’s Order No. 1 of 1983 requires the Wafaqi Mohtasib (Ombudsman) to
submit an Annual Report within three months of conclusion of the calendar year. Accordingly, the
Annual Report - 2025 has been prepared, which gives an overview of the activities of this Office in
pursuance of its mandate.

The Report in hand provides a good insight into the working of this institution including its priorities
and special initiatives pursued during the year. This being the last Report of the incumbent Wafaqi
Mohtasib, also covers the status of various ongoing activities at the start of his term of Office in
December 2021 and the subsequent progress till December 2025. The first two chapters cover the
evolution and growth of ombudsmanship in Pakistan and the pioneering role of the Office of Wafaqi
Mohtasib, being the first Ombudsman institution in the country. Chapters 3 - 6 present a detailed
account of the mandated activities of this institution including measures to enhance its outreach and
accessibility, simplifying procedures for speedy and inexpensive disposal of public complaints,
addressing systemic issues and strengthening its capacity to act as an architect of good governance,
promoting respect for the rule of law, merit and inclusivity.

Chapters 7 - 9 highlight the initiatives taken by the Office of Wafaqgi Mohtasib to improve the service
delivery of various public agencies, facilitating Overseas Pakistanis and safeguarding the rights of
vulnerable segments of society including women and children. The institution’s robust public
awareness campaign is discussed in Chapter-10, which has greatly upgraded its profile among the
underserved people in remote areas of the country. The Wafaqi Mohtasib’s contribution as President
of the Asian Ombudsman Association (AOA), in upholding the cause of ombudsmanship in the region
is detailed in Chapter-11. The institution’s continued endeavours to pursue a strategic roadmap for
achieving operational excellence at the national level are outlined in Chapter-12. The concluding
Chapter-13 illustrates the institution’s optimal resource utilization in establishing nine Regional
Offices and three Complaint Collection Centres and ancillary facilities in our years across the country,
without commensurate increase in its budget.

Fully supported by necessary data, the Annual Report - 2025 brings out the pivotal contribution by the
Office of Wafaqgi Mohtasib (Ombudsman) in complementing the efforts of the State in fulfilling its
constitutional obligation to provide inexpensive and expeditious justice to its citizens.






Profile of Mr. Naveed Kamran Baloch,
Wafaqi Mohtasib (Ombudsman) of Pakistan

Mr. Naveed Kamran Baloch took oath of his Office on 04 March 2026 as the 9th regular Wafaqi
Mohtasib (Ombudsman) of Pakistan. He holds a Master's degree in Social Policy and Planning in
Development from London School of Economics, UK and Bachelors in Business Administration from
USA. He has extensively attended local and international professional training courses, workshops,
seminars and conferences. Attended Executive Leadership Management Programme from Kennedy
School of Government, Harvard, USA and Executive Leadership from Said Business School, Oxford
University. He joined Civil Service of Pakistan in 1985 through competitive examination.

During his long career, he has held prestigious positions both in the Federal and the Provincial
governments such as Cabinet Secretary, Chief Secretary Khyber Pakhtunkhwa, Federal Secretary of the
Ministries of Finance and the National Health Services, Regulation & Coordination. Mr. Baloch also
headed State Life Corporation of Pakistan. He remained Principal Secretary to Chief Minister,
Government of Sindh and Provincial Secretary of a number of departments and also served as Deputy
Commissioner and Assistant Commissioner in various areas. He has vast professional experience in
senior management positions in diversified fields such as Public Sector Management, Administration,
Financial, Judicial, Health, Insurance and Planning and is a certified Board Director of Pakistan Institute
of Corporate Governance. Mr. Baloch also served as Executive Director in the World Bank prior to joining
the Wafaqi Mohtasib institution.

He is also the President of the Asian Ombudsman Association (AOA) and a member each of Forum of
Pakistan Ombudsman (FPO), OIC Ombudsman Association (OICOA) and the International Ombudsman
Institute (10I).
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CHAPTER 1

OMBUDSMANSHIP IN PAKISTAN

The Office of Wafaqi Mohtasib Pakistan shall soon be completing 43 years of its existence. Its long
journey of over four decades is a story of utmost commitment to public service and continuous
evolution and growth, striving for high goals of efficiency and efficacy of its operations. The
ombudsmanship made its way into South Asia between 1980 - 1983. Pakistan is among the
pioneering countries in South Asia where the Office of Wafaqi Mohtasib (Ombudsman) was
established vide the President’s Order No.1 of 24 January 1983. The President’s Order provided an
elaborate prognosis about the incidence of maladministration and its rectification in the government
agencies. The Federal Ombudsmen Institutional Reforms Act of 2013 further underlined the
significance of speedy redressal of public grievances as a means to promoting good governance.

A Historical Perspective

The concept of ombudsmanship has traversed a long journey and crossed various milestones in the
process. The earliest historical accounts show the existence of ombudsman or more appropriately its
prototype in China during the Qin Dynasty in 200 BC. The Roman Empire also had a system where the
Roman Tribune could over rule any law that was found to be infringing upon the rights of the citizens.
Administrative accountability is considered as one
of the guiding principles of the Islamic model of
governance. In the recent times, the Swedish
Parliamentary Ombudsman, in its current form, was
instituted in 1809 to safeguard the rights of the citizens. In the post-World War-Il period, there was a
renewed emphasis on human rights and fundamental freedoms, which led to the adoption of the
Universal Declaration of Human Rights in 1948. In this sense, the concept of ombudsmanship and
the inviolability of human rights is inseparable and is a means to the ultimate goal of good
governance.

Administrative accountability is considered as
one of the guiding principles of the Islamic
model of governance.

Today, the ombudsmanship is being practiced and pursued across the globe as a potent means for
the promotion and protection of human rights, fundamental freedoms, good governance and the rule

of law. The Ombuds institutions are in fact the ( T e e e e T j

guardians of the rights of the pepplg smce they guardians of the rights of the people.
check the onslaught of the state institutions and

their functionaries on individual freedoms. These pave the way for the rule of law and good
governance. The ombudspersons around the world function in aid of superior judiciary and deal with
matters relating to administrative accountability and maladministration in their respective countries.
The utility of this arrangement can be gauged by the fact that these institutions exist in nearly 140
countries of the world under different names and with varying degrees of autonomy and powers to
exercise.

Wafaqi Mohtasib: The First Ombudsman Institution in Pakistan

The Office of Wafaqi Mohtasib is the first Ombudsman Institution in the country. It was established on
24 January 1983 through President’s Order No. 1 with the explicit mandate to diagnose, investigate,
rectify and redress public grievances against maladministration by government agencies. Its
mandate flows from Article 37(d) of the Principles of Its mandate flows from Article 37(d) of the

Policy as enshrined in Chapter No.2 of the Principles of Policy as enshrined in Chapter
Constitution, which entrusts the state with the No.2 of the Constitution.

responsibility to ensure dispensation of inexpensive
and expeditious justice to the public. Apart from addressing complaints of usual nature relating to
maladministration, it also conducts systemic studies and research to ascertain the root causes of




OMBUDSMANSHIP IN PAKISTAN

corrupt practices and injustice, along with - ~
recommending appropriate steps for their
eradication. The institution’s growth in the
last four decades is reflective of its landmark
contribution in addressing issues of
maladministration in the public sector and
bringing about a fair and efficient public
administration responsive to the needs of
the people. It acts in support of the judiciary
and reduces burden on the normal courts
system. What makes this forum all the more
special is the fact that the dispensation of
justice, here, is absolutely free.

Growth and Maturity of Ombudsmanship in Pakistan

FEDERAL b LT b TS — T

Ombudsmanship is aimed at making the state institutions more vibrant, responsible and efficient,
thereby improving their service delivery as per the prescribed laws which govern their functioning.
This ultimately creates a healthy and enabling environment for these to function freely and
responsibly. The last 43 years have witnessed unprecedented growth and evolution in this important
institution. Its journey from a complaint redressal office in the beginning to its refinement today as a
vital instrument of good governance has been outstanding.

The ombudsmanship has taken firm roots in Pakistan. Following the success of the Wafaqgi Mohtasib
(Ombudsman)’s institution, in providing free and expeditious administrative justice to the general
public, the concept has been replicated in other
essential areas impacting the lives of a common
man. These include Banking, Taxation, Insurance
and Protection against Harassment of Women at
the Workplace. Collectively, 14 Ombuds institutions
are working together in the country at the federal as well as provincial levels and contributing in
improving service delivery of the government agencies in their respective areas of competence.

The concept of ombudsmanship has been
replicated in other essential areas impacting
the lives of the common man.

The Federal Ombudsman’s institution has, over the years, perfected its complaint handling
mechanism comprising registration, investigation, appraisal, review and implementation of its
decisions/findings. It is now fully capable of (i) resolving complaints of maladministration in large
number; (ii) reaching out to the complainants by holding open courts at remote areas for redressal of
grievances at their doorsteps; (iii) informal resolution of disputes; (iv) inspection of various federal
government agencies to improve service delivery; and (v) undertaking studies/research to ascertain
the root causes of corrupt practices and recommending appropriate steps for their eradication.

Ombudsmanship and Contemporary Challenges

Ombudsmanship is aimed at making the state institutions more vibrant and efficient, thereby,
improving their service dellvery as per the prescribed law of the land. This ultlmately creates a healthy
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OMBUDSMANSHIP IN PAKISTAN

and enabling environment for the common man to flourish and prosper. The ombuds institutions,
therefore, are enablers which promote inclusivity, equality, fair and just practices. The centrality of the
rule of law is further upheld in terms of 17 Sustainable Development Goals (SDGs) and 169 targets
which were adopted by the UN Summit in September 2015.

These goals spell out some essential features of ombudsman’s functions which include addressing the
imbalance of powers between the individuals and the providers of the public services, availability of
free and accessible complaints mechanism, identifying systemic issues and thus, enhancing the
effectiveness and accountability of public administration at all levels.

Addressing issues of maladministration and protection of human rights is linked with good governance
and at the heart of it lies accountability and justice. The ombudsmanship has, therefore, emerged as
the central feature in every modern democratic society. The scope, jurisdiction and power of
ombudsman offices, though relate to the
socio-political realities on the ground, the institution
remains relevant to the developing and the
developed countries alike. The scope of work of
Ombudsman and National Human Rights Institutions (NHRIs) is witnessing steady expansion and now
includes issues like climate change, Business and Human Rights (BHR), SDGs, public accessibility and
inclusivity.

The scope, jurisdiction and power of
ombudsman offices, relate to the
socio-political realities on the ground.

Complying with the International Standards

The Wafaqi Mohtasib institution in Pakistan
possesses some unique qualities and almost all
essential characteristics as outlined in the
internationally acclaimed instruments notably the
Paris Principles, the Venice Principles and the
relevant UN Resolutions. The institution enjoys the necessary constitutional cover and no Court or
Authority has jurisdiction to question the validity of any action taken pursuant to its mandate or grant
an injunction or stay in relation to any pending proceedings before the Ombudsman, who has the
authority to stay operation of the impugned order or decision for a period not exceeding 60 days. An
Ombudsman holds Office for a non-renewable term of four years. He is required to submit an Annual
Report to the President relating to his functions. Such reports are also required to be released for
publication. All executive authorities throughout Pakistan act in aid of the Federal Ombudsman. The
Ombudsman’s office enjoys administrative and financial autonomy as prescribed by the federal
government and exercises its powers independently of the executive. In short, the Federal
Ombudsman’s institution meets all the given standards and the stipulations of the relevant
international instruments.

The Wafaqi Mohtasib institution in Pakistan

possesses some unique qualities and almost

all essential characteristics as outlined in the
internationally acclaimed instruments.

The United Nations General Assembly recognises the importance of ombudsman and mediator
institutions and has adopted a number of resolutions highlighting the role and functions of such
institutions. The latest General Assembly Resolution 79/177 of 17 December 2024 and the earlier
resolutions endorsing the Venice Principles and the Paris Principles provide a comprehensive set of
guidelines and benchmarks for the ombudsman institutions to ensure efficient and independent
discharge of their mandate. The conformity with the
global benchmarks as stipulated in these resolutions
lends greater credibility to the functioning of
ombudsman institutions. The role of such
institutions in  addressing maladministration,
improving service delivery and promoting efficiency and discipline in public officials, ensures
protection of the citizen’s rights. If the state institutions are performing their duties diligently in
accordance with the prescribed laws, the bulk of the population would feel secure and satisfied.
Similarly, the prospects of earning livelihood improves in a society which respects and pursues the
requirements of merit, fairness and equality.

The conformity with the global benchmarks as
stipulated in these resolutions lends greater
credibility to the functioning of ombudsman

institutions.
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Forum of Pakistan Ombudsman (FPO) i Forum of Pakisto

The Forum of Pakistan Ombudsman _ i i
(FPO), is a collective platform of
ombudsman institutions and works for
the advancement of good governance
across Pakistan and AJ&K. Its objectives [#
include, supporting the ombuds .
organizations in improving their operations, &
service delivery, effectiveness and
establishing  professional linkages
internationally. The Forum of Pakistan
Ombudsman (FPO) was established on
15 April 2011 and is headed by the | A meeting of the Forum of Pakistan Ombudsman (FPO) in progress.
Federal Tax Ombudsman. Currently, the
following 14 Ombuds institutions including the Wafaqgi Mohtasib are members of this body and closely
coordinate with other members on all matter of professional interests.

e Wafaqi Mohtasib (Ombudsman) e Provincial Ombudsman Punjab
e Federal Tax Ombudsman e Provincial Ombudsman Sindh
e Federal Insurance Ombudsman e Provincial Ombudsman, Khyber
e Federal Ombudsperson for Protection Pakhtunkhwa
Against Harassment of Women at the e Provincial Ombudsman Baluchistan
Workplace e Ombudsperson for Protection Against
e Banking Mohtasib Pakistan Harassment of Women at Workplace,
e Provincial Ombudsperson Khyber Punjab.
Pakhtunkhwa for Protection Against e Ombudsperson for Protection Against
Harassment of Women at the Harassment of women at Workplace,
Workplace Baluchistan
e Provincial Ombudsman Sindh for o Azad Jammu & Kashmir Mohtasib
Protection Against Harassment of (Ombudsman)

Women at Workplace

The Architect of Good Governance

The eventful journey of the Office of Wafagi Mohtasib (Ombudsman), has been exceptionally
fulfilling with regard to delivering to the people as per its mandate. It enjoys full support at the
highest level to bring about a much-needed change in the lives of the people by addressing the
imbalance of power between the individuals and the providers of public services. With continuous
refinement and evolution, the institution of
Wafaqi Mohtasib has attained a great degree of
perfection in its operations. The institution has,
thus, positioned itself uniquely for a bigger and
broader role - something more than mere redressal of complaints, thereby, evolving into an architect
of good governance in the country. Its unwavering commitment to the cause of justice and fair play
will continue to provide impetus and inspiration for achieving further professional excellence in the
days ahead.

With continuous refinement and evolution, the
institution of Wafaqi Mohtasib has attained a
great degree of perfection in its operations.




CHAPTER 2

LEGAL AND OPERATIONAL FRAMEWORK

Mandate of the Office of Wafaqi Mohtasib (Ombudsman)

The concept of public accountability has deep roots in Islamic governance. The second Caliph of
Islam, Hazrat Umar ibn Al-Khattab (RA), set an early example of public accountability by personally
hearing citizen’s grievances and ensuring justice against maladministration by state officials. This
spirit of fair play, transparency and accountability later evolved into the modern Ombudsman
institution, first established in Sweden in 1809 and widely recognized thereafter. In Pakistan, the
institution of administrative justice was established vide the President’s Order titled “Establishment
of the Office of Wafaqgi Mohtasib (Ombudsman) Order No.1 of 1983”, on 24 January 1983. The
Wafaqi Mohtasib institution provides speedy and inexpensive relief to citizens by addressing
grievances and by promoting good governance through fair administrative practices and protection of
citizens’ rights. The legal framework governing its operations and authority is fundamental in guiding
its functions and ensuring transparent redressal of public complaints.

Legal Framework of the Office of Wafaqi Mohtasib

The legal framework of the Wafaqi Mohtasib (Federal Ombudsman) institution is governed by the
following;:

e President’s Order No. 1 of 1983.

e Federal Ombudsmen Institutional Reforms Act, 2013.

e Wafaqi Mohtasib (Investigation and Disposal of Complaints), Regulations, 2013.
* President’s Decisions.

* Reported Judgements of the Superior Judiciary.

e Circulars, Notifications, Office Orders and Guidelines issued by the Wafaqi Mohtasib from
time to time regarding processing /registration of complaints.

Highlights of the President’s Order

The Office of Wafaqi Mohtasib (Federal Ombudsman) of Pakistan was established under President’s
Order No. 1 of 1983, with the primary objective to diagnose, redress, investigate and rectify any
injustice done to a person through the maladministration of any federal agency. The Order broadly
defines maladministration and elaborates the Mohtasib’s jurisdiction over ministries, departments,
commissions, statutory bodies, corporations or other institutions established or controlled by the
Federal Government, functions and powers of the Mohtasib. However, the Wafaqi Mohtasib has no
jurisdiction over sub-judice matters, defence/external affairs of Pakistan, service matters, or matters
pertaining to the Supreme Court, Supreme Judicial Council, Federal Shariat Court or High Courts.

The President’s Order also empowers the Mohtasib and the members of staff to resolve disputes
informally through conciliation, without the necessity of formally docketing a complaint or issuing
official notices. Informal Resolution of Disputes
(IRD), provides an inexpensive, expeditious,
amicable and mutually satisfactory means of
resolving disputes as observed by the first Federal
Ombudsman, Justice (R) Sardar Muhammad Igbal.
Additionally, Mohtasib may constitute inspection teams, conduct research or studies to identify the
root causes of corrupt practices.

The Informal Resolution of Disputes (IRD),
provides an inexpensive, expeditious,
amicable and mutually satisfactory means of
resolving disputes.
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Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi, administering oath to Senior Officers of the Federal Ombudsman institution,
pursuant to Article 8(4) of the President’s Order No.1 of 1983 (22.12.2025).

Highlights of the Federal Ombudsmen Institutional Reforms Act - 2013

The Federal Ombudsmen Institutional Reforms Act, 2013 was enacted to strengthen, streamline, and
modernize the functioning of the Federal Ombudsmen institutions by enhancing administrative
accountability and providing an effective and speedy system for the redressal of public grievances
against mal-administration of agencies. The Act significantly expanded the scope and administrative
powers of the institution by introducing new provisions such as the right to seek review of Findings and
appointment of Grievance Commissioners in public sector organizations. In order to ensure timely
justice, Federal Ombudsmen Institutional The Federal Ombudsmen Institutional
Reforms Act, 2013 provides that the complaints Reforms Act, 2013 provides that the

must be disposed of within 60 days, review
petitions within 30 days, and representations
within 90 days, thereby enhancing the
institution’s responsiveness and effectiveness.

complaints must be disposed of within 60
days, review petitions within 30 days and
representations within 90 days.

Investigation and Disposal of Complaints, Regulations, 2013

The Wafaqi Mohtasib (Investigation and Disposal of Complaints) Regulations, 2013 are framed to
provide a structured and transparent procedure for receiving, scrutinizing, investigating, and
disposing of complaints filed before the Wafaqi Mohtasib (Ombudsman). The primary purpose of
these regulations is to ensure that every complaint is dealt with fairly, efficiently, and expeditiously. It
also provides a clear and structured framework for review and implementation of findings.

President’s Decisions in Representations

Any person aggrieved by a decision or order, findings or recommendation of the Wafaqi Mohtasib
(Ombudsman) may file representation to the President within thirty days of the decision, order,
findings or recommendations, in accordance with Section 14 of Federal Ombudsmen Institutional
Reforms Act, 2013. Decisions passed by the President in such matters are binding in nature and
serve as precedents for Wafaqi Mohtasib.

Reported Judgements of the Superior Judiciary

Any person feeling aggrieved by a decision or order of the Wafaqgi Mohtasib or the President, may
approach an appropriate and competent judicial forum i.e. Honourable High Court, Supreme Court of
Pakistan. The decisions and Judgments passed by the competent fora in such matters are binding in
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nature and serve as precedents for Wafaqi Mohtasib and all subordinate authorities. Some
Judgments are placed below:

* 2024 CLD 230 (Islamabad): It was held that CDA, being a statutory body falls within the
definition of "Agency" under the Establishment of the Office of Wafaqgi Mohtasib (Ombudsman)
Order, 1983. Accordingly, the High Court referred such maladministration committed by the
officials of CDA to Wafaqi Mohtasib for investigation and proceeding in accordance with the law.

e 2016 PLD 185 (PHC): It was held that Peshawar Electric Supply Employment Company Ltd.
fell within the definition of ‘Agency’ as per S.2(a) of Federal Ombudsmen Institutional Reforms

Act, 2013.

Circulars, Notifications, Office Orders and Guidelines

Circulars, Notifications, Office Orders and Guidelines issued by the Wafaqi Mohtasib from time to time
regarding processing /registration of complaints are binding upon the employees of Wafaqi Mohtasib
Secretariat.

Comparative statement of President’s Order No. 1 of 1983 and the Federal Ombudsmen
Institutional Reforms Act, 2013

A comparative statement of important provisions of the President's Order No.1 of 1983 and Federal
Ombudsmen Institutional Reforms Act, 2013 is placed below:

Sr.
No

P.O No. 1 of 1983

Federal Ombudsmen Institutional Reforms
Act, 2013

1.

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

Agency" means, the Agency defined in the
relevant legislation and in relation to the
Establishment of the Office of Wafaqi
Mohtasib (Ombudsman) Order, 1983 (P.O.
No. 1 of 1983) shall include an Agency in
which the Federal Government has any share
or which has been licensed or registered by
the Federal Government and notified by the
Federal Government in the Official Gazette
(Section-2(a) of the Federal Ombudsmen
Institutional Reforms Act.2013).

3. Appointment of Mohtasib. (1) There
shall be Wafaqgi Mohtasib (Ombudsman),
who shall be appointed by the President.
(2) Before entering upon Office, the
Mohtasib shall take an oath before the
President in the form set out in the First
Schedule.

Oath of office: An Ombudsman shall take
Oath before he enters upon his office in the
form as prescribed in the relevant legislation
and in case such form is not prescribed in the
relevant legislation he shall make oath before
the President, before he enters upon office in
the form set out in the Schedule to this Act
(Section-8 of the Federal Ombudsmen
Institutional Reforms Act, 2013)

4. Tenure of the Mohtasib. (1) The
Mohtasib shall hold office for a period of
four years and shall not be eligible for any
extension of tenure or for re-appointment
as Mohtasib under any circumstances.

Tenure of the Ombudsman. The Ombudsman
shall hold office for a period of four years and
shall not be eligible for an extension of tenure
or appointment as Ombudsman under any
circumstances.
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Provide that the Ombudsman shall continue
to hold office after expiry of his tenure till his
successor enters upon the office (Section-3
of the Federal Ombudsmen Institutional
Reforms Act, 2013)

4. | 7. Acting Mohtasib. At any time when the
office of Mohtasib is vacant, or the
Mohtasib is absent or is unable to perform
his functions due to any cause, the
President shall appoint an acting
Mohtasib.

Acting Ombudsman: At any time the office of
Ombudsman is vacant or he is unable to
perform his function due to any cause the
President shall appoint an  Acting
Ombudsman, who shall perform functions
and powers as are vested in the Ombudsman
and shall be entitled to all privileges as are
admissible to Ombudsman.

Provided that till such time the Acting
Ombudsman is appointed the Wafaqi
Mohtasib (Ombudsman) shall act as
Ombudsman of the concerned office 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
duties (S-4 The Federal Ombudsmen
Institutional Reforms Act. 2013)

5. | No Provision.

Temporary Injunction. The Ombudsman may
stay operation of the impugned order or
decision for a period not exceeding sixty days
(Section-11  The Federal Ombudsmen
Institutional Reforms Act 2013).

6. | No Provision.

Review: (1) The Ombudsman shall have the
powers to review any findings,
recommendations, order or decision on
review petition made by an aggrieved party
within  thirty days of the findings,
recommendations, order or decision.

(2) The Ombudsman shall decide the review
petition within forty-five days.

(3) In review, the Ombudsman may alter,
modify amend or recall the recommendation,
order or decision (S-13 The Federal
Ombudsmen Institutional Reform Act 2013).

7. | 16. Power to punish for Contempt. (1) The
Mohtasib shall have the same powers,
mutatis mutandis, as the Supreme Court
has to punish any person for its contempt

Power to punish for Contempt: An
Ombudsman shall have power to punish for
contempt as provided in the Contempt of
Court Ordinance 2003 (V of 2003) (S-12 The
Federal Ombudsmen Institutional Reforms
Act, 2013).
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8. | No Provision. Grievance Commissioner. (1) The
Ombudsman shall appoint or designate an
officer not below BPS-21 as Grievance
Commissioner in an Agency against which a
large number of complaints are received
persistently. (S-7 The Federal Ombudsmen
Institutional Reforms Act 2013).

9. | 29. Bar of Jurisdiction. No Court or other | Bar of Jurisdiction. No court or authority shall

authority shall have jurisdiction. have jurisdiction to entertain a matter which
(1) to question the validity of any action | falls within the jurisdiction of an Ombudsman,
taken, or intended to be taken, or order | nor any court or authority shall assume
made, or anything done or purporting to | jurisdiction in respect of any matter pending
have been taken, made or done under this | with or decided by an Ombudsman (S-18 The
Order ; or
(2) to grant an injunction or stay or to make | Federal Ombudsmen Institutional Reforms
any interim order in relation to any | Act 2013).
proceedings before, or anything done or
intended to be done or purporting to have
been done by, or under the orders or at the
instance of the Mohtasib.
10.| 32. Representation to President. Any | Representation (1) Any person or party
person aggrieved by a decision or order of | aggrieved by a decision, order, findings or
the Mohtasib may, within thirty days of the | recommendations of an Ombudsman may file
decision or order, make a representation | representation to the President within thirty
to the President, who may pass such order | days of the decision, order, findings or
thereon as he may deem fit. recommendations.
(2) The operation of the impugned order,
decision, findings or recommendations shall
remain suspended for a period of sixty days,
if the representation is made as per sub-
Section (1).
(4) The representation shall be processed in
the office of the President by a person, who
had been or is qualified to be a judge of the
Supreme Court.
(5) The representation shall be decided within
90 days (S-14 The Federal Ombudsmen
Institutional Reforms Act 2013).
11.| 36. Rules. The Mohtasib may, with the | Power to make rules-The Federal

approval of the President, make rules for
carrying, out the purposes of the Order.

Government may by notification in the Office
Gazette, make rules to carry out the purposes
of this Act (S-22. The Federal Ombudsmen
Institutional Reforms Act 2013).
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12.| 37. Order to override other laws.-The | Overriding effect (2) In case there is conflict
provisions of this Order shall have effect | between the provision of this Act and the
notwithstanding anything contained in any | relevant legislation the provision of this Act,

other law for the time being in force. to the extent of inconsistency shall prevail (S-
24. The Federal Ombudsman Institutional
Reforms Act 2013).

Operational Framework of the Office of Wafaqi Mohtasib

The functions and operations of the Wafaqi Mohtasib Office are governed by the Wafaqi Mohtasib
(Investigation and Disposal of Complaints) Regulations, 2013. The process of receiving, processing,
and disposing of complaints by the Wafaqgi Mohtasib involves four distinct stages. A flow chart
representing all four stages for processing and disposal of complaints is placed below:

REGISTRATION

\

INVESTIGATION

\

APPRAISAL

\

IMPLEMENTATION

Registration of the Complaint
Registration is the first and most crucial step towards ensuring justice and redressal of grievances at
the Wafaqi Mohtasib Office.

¢ Presentation of the complaint

Any aggrieved person may file a complaint written in English, Urdu or any other regional languages,
before the Wafaqi Mohtasib (Ombudsman) through any available mode, including submission by
hand, by post, online (Website, Email, Fax), Mobile App, ICR (Integrated Complaint Resolution), or any
other means of communication, as provided in Regulation 3 of the Wafaqi Mohtasib (Investigation
and Disposal of Complaints) Regulations, 2013).

¢ Examination by the Registrar

The Registrar shall on receipt of the complaint allot a diary number to the complaint on Complaints
Management Information System (CMIS), examine the complaint along with the documents attached,
analyse main points of the complaint, enter the main grievances on Form B, as provided in Regulation
4 of the Wafaqgi Mohtasib (Investigation and Disposal of Complaint) Regulations, 2013).

¢ Preliminary admission and Rejection of the Complaint

After entering the main grievances on Form B, the Registrar has to scrutinize the complaint to
determine its admissibility in accordance with Articles 2, 9 and 10 of P.O. No. 1 of 1983. Thereafter,
either admit or reject the complaint with reasons. If the complaint is admitted, the Registrar has to
forward it to the authorized Investigating Officer within twenty-four hours and issue an
acknowledgement to the complainant. If the complaint is not admitted, the Registrar informs the
complainant accordingly and consign the file to the Record Room, as provided in Regulation 5 of the
Wafaqi Mohtasib (Investigation and Disposal of Complaints)

Regulations, 2013.

10




LEGAL AND OPERATIONAL FRAMEWORK

Flow Chart representing the receipt and processing of the complaint by the Registration Wing is
placed below:

) L) L)

et ofthe Complint by Rision Wing
L

| Al regttion mbes ot complint. |
* Enter the main grievance on Form B

E=EE
Investigation of the Complaint

Once a complaint is admitted, the Registrar forwards it to the Investigating Officer, who examines the
complaint and proceeds with the investigation in the following manner;

* Notice to the Agency

After preliminary scrutiny, if the Investigating Officer considers that the matter is fit for investigation,
he shall issue a notice to the Agency concerned in writing, within two days of the receipt of the
complaint, requiring the Agency to submit its report within fifteen (15) days, as provided in Regulation
12 of the Wafaqi Mohtasib (Investigation and Disposal of Complaints) Regulations, 2013.

* Rejoinder from the Complainant

Upon receipt of the Agency’s report, the Investigating Officer shall within two (2) days, forward a copy
of it to the complainant for his rejoinder as per Regulation 15 of the Wafaqi Mohtasib (Investigation
and Disposal of Complaints) Regulations, 2013.

e Hearing by the Investigating Officer

If the Investigating Officer considers that for fair adjudication of the matter, hearing is required, he
shall fix a date for hearing and issue notices to both the complainant and the Agency, requiring them
to appear before him, along with the complete record and all relevant documents.

* Preparation of Draft Findings

Upon completion of the investigation, the Investigating Officer shall prepare draft findings including
proposed recommendations for redressal of maladministration, where established, which are then
submitted to the Appraisal Officer.

* Onsite Inspection (if required)

In addition, where an inspection of a place, or record at a particular place, or site, is hecessary, the
Investigating Officer shall, with the approval of the Mohtasib, proceed for the inspection of the spot or
record after due intimation to the Agency in accordance with Regulation 17 of Wafaqi Mohtasib
(Investigation and Disposal of Complaints) Regulations, 2013.

Flow Chart representing the process of Investigation of the complaint is placed below:

Issuance of Notice
to the Agency for
Submission of
Report

Call for rejoinder
from the
Complainant

Prepare Draft

onduct Hearing Findings
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Appraisal of the Draft Findings

Once the draft findings have been prepared, the case file is forwarded to the Appraisal Officer, who
reviews the draft findings to ensure fairness, accuracy, and compliance with the applicable Laws,
Rules and Regulations. Appraisal Officer finalizes the draft findings, incorporates observations, if
warranted, and submits the appraised file to the
Wafaqi Mohtasib for approval. After approval of the
Wafaqgi Mohtasib, findings are conveyed, free of
cost, to the complainant and to the Agency for
information or implementation, as the case may be.

After approval of the Wafaqi Mohtasib,
findings are conveyed, free of cost, to the
complainant and to the Agency for
information or implementation.

Implementation

Once the findings are approved, those requiring implementation are sent to the Implementation
Wing, keeping in view the time line/due date for implementation in accordance with Regulation 30 of
the Wafaqi Mohtasib (Investigation and Disposal of Complaints) Regulations, 2013.

Defiance of Recommendations

If the agency does not, within the specified time, fully comply with the findings or does not give
reasons for non-implementation of the recommendations to the satisfaction of the Wafaqi Mohtasib,
it shall be liable for initiation of defiance of the Findings, recommendations, order or decision under
Article 12 of the Establishment of the Office of Wafaqi Mohtasib (Ombudsman) Order, 1983.

Review

If the complainant or the agency is not satisfied with the decision or order, findings or
recommendation of the Wafaqi Mohtasib, he, or it, may file a Review Petition before the Wafaqi
Mohtasib, within thirty (30) days from the date of receipt of the findings, in accordance with Section
13 of Federal Ombudsman Institutional Reforms Act, 2013. The Wafaqi Mohtasib decides the Review
Petition within forty-five (45) days, as far as practicable.

Representation

Any person or party aggrieved by a decision or order, findings or recommendation of the Wafaqi
Mohtasib, may file representation to the President within thirty days of the decision, order, findings or
recommendations in accordance with Section 14 of the Federal Ombudsmen Institutional Reforms
Act, 2013. The President decides the Representation within 90 days of its filing.

Timeline for Disposal of Complaints

As per Section 9 of Federal Ombudsmen Institutional Reforms Act, 2013, the Wafaqi Mohtasib is
required to dispose of a complaint within 60 days. A chart representing the timeline for disposal of
complaint by the Wafaqi Mohtasib is given below:

Day -3 T Proceeding e Preparstion
: al Dradt
rxy 4-15 o Apjraial of
!w Finsdings Appeircal by
Dy 26-d7 * Hosorshie
AR5 Wl
o Day S5.g5 Mo ¥ lgperietration
Dy S9aii
Registamtion Investigation Apprais=al Implementation
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CHAPTER 3

A YEAR IN REVIEW - 2025

Performance Highlights

The year 2025 stands as a testament to the Wafaqgi Mohtasib’s unwavering commitment to
administrative justice, institutional innovation, and public service. The Secretariat’s performance has
not only set new national benchmarks but ha s also garnered international acclaim, reinforcing
Pakistan’s stature within the global ombudsman community. In 2025, the Office of Wafaqi Mohtasib
received 256,688 complaints, an all-time high for the institution. Of these, an impressive 261,101
(including carried forward from the previous year) complaints have been disposed of, reflecting a
disposal rate exceeding 101% for the period under review.

This remarkable performance is underpinned by a robust digital transformation agenda. The
continued enhancement of the Complaint Management Information System (CMIS), has enabled
seamless integration of mobile applications and real-time SMS notifications, ensuring that
complainants remain informed at every stage of the process. The CMIS now also supports direct
linkage with the President’s Secretariat for representations, further streamlining the redressal
process and reducing administrative lag. Further details about this aspect are covered in Chapter 4
of this Report.

Institutional expansion has been a cornerstone of 2025’s achievements. The inauguration of new
regional offices in Muzaffarabad (AJ&K), Gilgit (GB), Dera Ghazi Khan, Sahiwal, Sibbi and Larkana has
extended the institution’s physical presence to 28 stations including 04 Complaint Collection Centres
(CCC) nationwide. This strategic outreach ensures that even the most remote and underserved
populations can access administrative justice without undue hardship. The establishment of these
offices was accompanied by the deployment of additional Complaint Collection Centers, further
enhancing accessibility. Details are available in Chapter No. 4 of this Report.

The Institution’s commitment to inclusivity is evident in its targeted initiatives for Overseas Pakistanis
and children. The Grievance Commissioner for Overseas Pakistanis facilitated over 137,152 cases in
2025. The One Window Facilitation Desks (OWFDs) at international airports have been pivotal in this
regard, providing round-the-clock support to travellers and expatriates. Similarly, the appointment of
a full-fledged Grievance Commissioner for Children has strengthened the institutional framework for
addressing child-specific grievances, with a focus on cybercrime prevention, legal advocacy, and
educational reforms. A separate Chapter No. 8 on the subject is included in the Report.

Outreach Complaint Resolution (OCR) programmes and Khuli Katcheries have continued to bridge the
gap between the institution and the populace. In 2025, OCR sessions were conducted at 232
locations, while 166 Khuli Katcheries were organized, bringing the redressal process directly to
citizens’ doorsteps. These efforts have been complemented by 43 Inspection visits to federal
agencies, aimed at diagnosing systemic issues and recommending corrective measures.

Internationally, the Wafaqi Mohtasib’s leadership of the Asian Ombudsman Association (AOA) has
been reaffirmed through the successful chairing of the 26th Annual Board Meeting and the 18"
General Assembly in Nanjing, China. The institution’s proactive engagement in global fora has not
only elevated Pakistan’s profile but has also facilitated the adoption of best practices and the
strengthening of regional cooperation. This subject is dealt with in separate Chapter No.11 of this
Report.

The implementation rate of the Mohtasib’s findings has reached a new high, with 96.8% decisions
executed within stipulated timelines. This achievement is a direct result of the Secretariat’s active
monitoring and follow-up mechanisms, which ensure accountability and prompt action by federal
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agencies. Further details are available in Chapter No.5 of this Report.

In sum, 2025 has been a year of record-breaking performance, technological advancement, and
strategic outreach. The achievements of Wafaqi Mohtasib’s Office underscore its role as a beacon of
administrative justice, both within Pakistan and on the international stage.

Setting New Standards of Serving People (2021-2025)

The period from 2021 to 2025 has witnessed a
transformative evolution in the Wafaqgi Mohtasib’s
approach to public service, marked by a series of
reforms, outreach initiatives, and systemic
enhancements. A deeper look at the performance during these four years reveals a deliberate and
sustained effort to align the institution’s operations with international best practices, constitutional
mandates, and the evolving needs of the Pakistani populace.

The period from 2021 to 2025 has witnessed
a transformative evolution in the Wafaqi
Mohtasib’s approach to public service.

At the heart of these reforms lies the perfection of the complaint handling mechanism. The
Secretariat has institutionalized a comprehensive process encompassing registration, investigation,
appraisal, review, and implementation of findings. This end-to-end approach ensures that grievances
are addressed holistically, with due regard for procedural fairness and administrative efficiency.

The expansion of the institution’s physical and digital footprint has been a defining feature of this era.
The number of Regional Offices/Complaint Collection Centres has almost doubled, rising from 14 in
2021 to 28 by 2025, with new centres established in previously underserved regions such as Kharan,
Khuzdar, Mirpur Khas, Sadda, Wana, Sibbi, Gilgit Baltistan, Muzaffarabad, Dera Ghazi Khan, Sahiwal,
and Larkana. This expansion has been complemented by opening of Complaint Collection Centers
and the integration of online and mobile complaint registration platforms, making the institution
accessible to citizens regardless of their location or socio-economic status.

The digital transformation agenda has been particularly impactful. The CMIS, launched in 2007 and
continuously upgraded, now incorporates advanced features such as mobile app integration, and
real-time SMS notifications. The system’s interoperability with other federal ombudsman offices and
the President’s Secretariat has streamlined the redressal process and enhanced transparency.

Outreach initiatives have been central to the institution’s mission of serving the people. The OCR
programme, launched to bring justice at the citizens’ doorsteps, has seen Wafaqi Mohtasib Officers
conducting regular visits to different tehsils and district headquarters, resolving thousands of
complaints on-site. Khuli Katcheries (open courts) have provided a platform for direct engagement
between the public and the institution, fostering trust and ensuring that grievances are heard and
addressed promptly.

The institution’s focus on vulnerable groups has been unwavering. The establishment of dedicated
offices for Overseas Pakistanis and children has
ensured that the challenges faced by them are
addressed with sensitivity and expertise. The
Grievance Commissioner for Overseas Pakistanis
has facilitated the resolution of tens of thousands of
cases annually, while the Grievance Commissioner for Children has spearheaded initiatives in
cybercrimes prevention, legal advocacy, and educational reforms.

Establishment of dedicated offices for
Overseas Pakistanis and children has ensured
that the challenges faced by them are
addressed with sensitivity and expertise.

Systemic studies and special initiatives have further strengthened the institution’s capacity for
reforms. About 84 studies and reports have been prepared, addressing issues such as pension
reforms, jail conditions, primary healthcare, and the rights of marginalized communities. These
studies have informed policy recommendations and legislative amendments, contributing to the
broader goal of good governance.

The Wafaqi Mohtasib’s alignment with international standards, particularly the United Nations
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General Assembly Resolution No. A/RES/79/177, has reinforced its credibility and effectiveness. The
institution’s leadership of the AOA and active participation in global forums have facilitated the
exchange of best practices and the adoption of innovative approaches to ombudsmanship.

Financial and administrative autonomy, enshrined in the Federal Ombudsmen Institutional Reforms
Act, 2013, has empowered the institution to operate independently and effectively. This autonomy
has been instrumental in fostering a culture of accountability, transparency, and ethical governance.

In summary, the years 2021-2025 have been The years 2021-2025 have been
characterized by a relentless pursuit of excellence, characterized by a relentless pursuit of
inclusivity, and innovation. The Wafaqi Mohtasib excellence, inclusivity, and innovation.

has emerged not merely as a complaint redressal
office but as an architect of good governance, setting new standards in public service and
administrative justice.

Receipt and Disposal of Complaints and Analysis Thereof

The year 2025 has been marked by unprecedented public engagement with the Wafaqi Mohtasib
Secretariat. The institution received 256,688 complaints—a significant increase over the 226,371
complaints received in 2024.

This surge in complaints is indicative of growing public trust in the institution and the effectiveness of
its outreach and awareness campaigns. The Secretariat’s ability to maintain a high disposal rate
amidst increasing caseloads is a testament to its operational efficiency and the dedication of its staff.

Unprecedented Receipts During The Last Four Years

The Wafaqi Mohtasib Office has withessed a historic surge in public trust and engagement. From
1983 to 2025, a total of 2,569,915 complaints were received, reflecting the institution’s growing role
in grievance redressal. Remarkably, 951,743 complaints were lodged during 2021-2025, accounting
for 37% of all receipts since inception. This figure alone equals more than half of the total complaints
received in the preceding 38 years (1983-2021), underscoring the unprecedented confidence
citizens now place in the Office.

Digital and IT-Enabled Complaint Management

The integration of digital platforms has revolutionized the complaint registration and resolution
process. In 2025, 74,728 complaints were lodged online, with the WMS Mobile App facilitating
29,506 submissions and the Integrated Complaint Resolution System (ICR), handling 21,995 cases.

The CMIS has played a pivotal role in this transformation, enabling real-time tracking, automated
notifications, and seamless integration with other federal agencies. The system’s user-friendly
interface and multilingual support have made it accessible to a diverse range of complainants,
including those from remote and rural areas.

Outreach and On-Site Resolution

The OCR programme and Khuli Katcheries have been instrumental in bringing the redressal process
closer to the people. In 2025, OCR sessions were conducted at 232 locations, while 166 Khuli
Katcheries were organized across the country. These initiatives have enabled the resolution of 6131
complaints on-site, reducing the need for complainants to travel long distances and expediting the
redressal process.

Sectoral Analysis

Complaints against utility service providers, particularly electricity and gas companies, continue to
constitute a significant proportion of the caseload. In 2025, electricity billing issues accounted for
117,452 complaints, while complaints against Sui Northern Gas Pipelines Limited (SNGPL) and Sui
Southern Gas Company Limited (SSGCL) totalled 6742 and 16,755, respectively.
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Implementation and Follow-Up

The implementation rate of the Mohtasib’s findings has reached 96.8% in 2025, up from 93.21% in
the previous year. The Implementation Wing’s active monitoring and regular hearings have been
critical in ensuring timely execution and compliance by federal agencies. Details covered in Chapter
5 of this Report.

Review Petitions and Representations

The review and representation mechanisms serve as critical safeguards within the Wafaqi Mohtasib’s
complaint redressal framework, ensuring procedural fairness and providing avenues for recourse in
cases of dissatisfaction with initial findings.

Volume of Review Petitions

In 2025, the Secretariat received a substantial number of review petitions, reflecting both the
complexity of cases handled and the institution’s commitment to transparency and accountability.
1480 review petitions were received in 2025, with 775 submitted by agencies and 705 by individual
complainants.

The review process is governed by strict timelines, with the Ombudsman required to decide review
petitions within 45 days of submission. This ensures that cases are resolved expeditiously and that
complainants and agencies alike receive timely responses.

Representations to the President

Representations to the President constitute the final appellate tier within the Wafaqi Mohtasib’s
framework. In the outgoing year, 688 representations were submitted, comprising 334 from
complainants and 354 from agencies - a notable decrease from the 653 representations received in
2024. This decline is indicative of the Institution’s success in resolving disputes at earlier stages and
the growing confidence in its findings.

Of the representations decided in 2025, only 140 were accepted, while 318 decisions made by the
Federal Ombudsman were upheld and 17 were remanded for further review. In conclusion, the review
petitions and representations handled in 2025
reflect the Wafaqgi Mohtasib’s commitment to
procedural fairness, transparency, and continuous
improvement. The institution’s robust legal
framework and proactive oversight have ensured
that the rights of both, the complainants and the
agencies are protected at every stage of the redressal process.

Review petitions and representations handled
in 2025 reflect the Wafaqi Mohtasib’s
commitment to procedural fairness and
transparency.

Important Meetings and Events

The year 2025 was marked by a series of significant meetings, events, and institutional engagements
that underscored the Wafaqi Mohtasib’s effective leadership, both nationally and internationally. The
following is a detailed account of the most notable events of the year:

Regional Office Inaugurations

e The year 2025 witnessed
inauguration of Regional Offices at

Sahiwal, GB, D.G. Khan, Sibi, Larkana e
and a Complaint Collection Centre in B -

Upper Kurram. This expansion was s
not just symbolic; it brought grievance e
redressal closer to citizens, who
previously had to travel long distances

to access justice. Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi, inaugurating the
Regional Office, Sahiwal (17.02.2025).
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Inspections & Oversight

¢ Islamabad Airport - April 24, 2025: A Mohtasib Team inspected facilities at Islamabad Airport
following passenger complaints about services and infrastructure, cleanliness, efficiency, and
passenger convenience were emphasized. Authorities were directed to take corrective measures,
reflecting a hands-on approach to accountability in public services.

* IESCO Head Office - May 8, 2025: Electricity complaints, particularly billing irregularities and
outages, were discussed with officials at IESCO headquarters. The Mohtasib ordered corrective
measures to ensure transparency and fairness in utility services. This inspection reinforced oversight
in critical sectors that directly affect citizens’ daily lives.

e EOBI - July 3, 2025: Pensioners’ difficulties in accessing their due benefits were reviewed at the
Employees’ Old Age Benefits Institution. The Mohtasib pressed for streamlined processes and fair
treatment, underscoring protection for senior citizens, who rely on pensions for survival.

* BISP - August 8, 2025: Transparency in disbursement of funds was emphasized during the
inspection of the Benazir Income Support Programme (BISP) offices. Complaints of delays and
irregularities were taken seriously, reinforcing accountability in social protection schemes that serve
millions of vulnerable families.

* Islamabad Airport - October 21, 2025: A follow-up inspection ensured compliance with earlier
directives. This demonstrated the Mohtasib’s commitment to sustained oversight rather than one-off
interventions.

* FGEHA - November 27, 2025: The Mohtasib took notice of a large number of complaints against
the Federal Government Employees Housing Authority. This intervention highlighted the institution’s
role in addressing systemic issues in housing and urban development.

A Wafaqi Mohtasib Inspection Team interacting with the complainants at the Federal

Government Employees Housing Authority (FGEHA) during its visit to the Authority’s Head
Office in Islamabad (27.11.2025).

International Engagements

e A series of Webinars were chaired by the Wafaqgi Mohtasib in his capacity as President of the
47-member strong Asian Ombudsman Association on various themes of professional interest.
Pakistan’s contribution in these meetings emphasized transparency, accessibility, and
responsiveness, positioning the Wafaqgi Mohtasib’s Office as a reform-driven institution.

* AOA General Assembly - Nanjing, China - September 10, 2025: Presiding over the AOA General
Assembly in Nanjing was a landmark achievement. The Mohtasib’s leadership elevated Pakistan’s
standing in the region, demonstrating that the country is not only implementing reforms domestically
but also sharing its best practices internationally.
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Wafaqi Mohtasib and President of the Asian Ombudsman Association (AOA), Mr. Ejaz
Ahmad Qureshi addressing the 18th General Assembly of the Organization held in Nanjing,
China (09.09.2025

¢ 10l Asian Regional Meeting and International Conference - Lahore - October 8, 2025: The
Mohtasib addressed an International Conferenc e on the theme of “Strengthening the Rule of Law
through Ombudsman Institutions”. His speech emphasized the ombudsman’s role in safeguarding
citizens’ rights and ensuring that governance remains accountable. The address positioned Pakistan
as a proactive voice in global governance debates, particularly in linking rule of law with citizen’s
empowerment.

¢ International Conference - Azerbaijan, Baku - November 12, 2025: At an International Conference
on “Constitution and the Rule of Law in Contemporary Legal Systems: The Year of Constitution and
Sovereignty”, the Mohtasib spoke on constitution and the rule of law. He highlighted the ombudsman’s
conduct as a guardian of citizens’ rights and a bridge between the state and the people. This
engagement capped a year of international outreach, reinforcing Pakistan’s reputation as a country
committed to democratic accountability and institutional reform.

Public Health & Environment

 Air Pollution Intervention - Islamabad - October 17, 2025: The Mohtasib took cognizance of a
troubling situation in Islamabad’s Red Zone, where long queues of vehicles had formed. Recognizing
the lack of planning and the undue hardship imposed on commuters, the Mohtasib directed the
authorities to adopt a more organized and citizen-friendly approach to emission testing, ensuring that
environmental regulations are enforced fairly and responsibly. This action demonstrated the office’s
responsiveness to both public health concerns and citizens’ rights, balancing environmental
accountability with practical governance.

e Stray Dogs Concern - September 25, 2025: Grave concern was expressed over the growing
population of stray dogs in Islamabad, which posed risks to children, senior citizens, and pedestrians.
The Mohtasib urged municipal authorities to take immediate action, balancing humane treatment of
animals with public safety. This intervention highlighted the office’s attention to everyday issues that
directly affect citizens’ quality of life.

* PIMS Hospital Intervention - November 18, 2025: During an inspection of the Pakistan Institute of
Medical Sciences (PIMS), immediate corrective measures were directed, including improvements in
sanitation, staff responsiveness, and patient dignity. This intervention demonstrated the Mohtasib’s
commitment to ensuring that public health institutions meet basic standards of service delivery.

NIRM Inspection - May 22, 2025: The National Institute of Rehabilitation Medicine was inspected
to assess healthcare standards for patients requiring long-term rehabilitation. This inspection
highlighted the Mohtasib’s focus on vulnerable communities, ensuring that healthcare delivery is both
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transparent and compassionate.
Other Engagements & Delegations

* Women Lawyers Delegation - August 21, 2025: A delegation of women lawyers visited the Wafaqi
Mohtasib Office to discuss issues of legal empowerment and gender-sensitive grievance redressal.

The meeting highlighted the importance of making complaint mechanisms more accessible to women,
who often face some typical barriers in seeking justice. The Mohtasib assured the delegation of his
office’s commitment to inclusivity and pledged to strengthen outreach programmes targeting women
and marginalized groups.

* Visits to different Chambers of Commerce & Industry: The Mohtasib engaged with different
Chambers of Commerce and Industry at Gujranwala, Faisalabad, Karachi, Lahore and Rawalpindi,
highlighting the role of grievance redressal in supporting economic activity.

Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi meeting members of the Faisalabad Chamber of Commerce and
Industry (27.03.2025).

Business leaders discussed challenges faced by enterprises in dealing with government departments.
The Mohtasib assured them that his office would continue to act as a bridge between citizens,
businesses, and institutions, ensuring fair treatment and accountability.

These meetings and events reflect the Wafaqi Mohtasib’s proactive engagement with stakeholders at
all levels, its commitment to continuous improvement, and its leadership within the international
ombudsman community.

Institution of Performance-Based Awards

As a measure to recognise and appreciate the hard work of officers and staff who have consistently
excelled in line of duty, performance-based awards were instituted in the year under review. Strict
criteria was followed for grant of such awards by the high-powered Committee established for the
purpose. Special ceremonies were held in this connection at the Head Office and various Regional
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A group photograph of Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi with the recipients of the performance-based awards at the
Head Office Islamabad (23.12.2025).

Offices. The initiative is expected to promote efficiency and infuse healthy spirit of competition
amongst the officers and staff of the Wafaqi Mohtasib institution.

CONCLUSION

The year 2025 has been a landmark period for the Wafaqi Mohtasib Secretariat, characterized by
record-breaking performance, institutional innovation, and a steadfast commitment to public service.
The institution’s achievements in complaint redressal, digital transformation, outreach, and
international engagement have set new standards for administrative justice in Pakistan.

As the institution looks to the future, it remains committed to upholding the highest standards of
ombudsmanship, promoting the rule of law, and ensuring that every citizen has access to timely and
effective administrative justice.
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CHAPTER 4

ENHANCING INSTITUTION’S OUTREACH
AND ACCESSIBILITY

Ensuring that justice is accessible to all citizens has remained a top priority of the Wafaqi Mohtasib
institution. In 2025, the institution advanced this mission through a comprehensive outreach strategy
that combined geographical expansion, direct citizen engagement, technological innovation, and
linguistic inclusivity. These initiatives were not isolated measures but part of a coherent vision: to
transform the Mohtasib into a truly citizen-centric institution, responsive to the needs of diverse
communities across the country.

The Geographical Outreach - Dispensing Justice at the Doorsteps of Complainants

The Institution’s outreach strategy in 2025 was The outreach strategy in 2025 was anchored
anchored in the principle that justice must not be in the principle that justice must not be
confined to urban centers. Citizens in remote areas confined to urban centres.

often face prohibitive travel costs, lack of
awareness, and limited institutional presence. To dismantle these barriers, the following measures
were implemented:

* Expansion of Regional Offices: During the year under report, a record number of new regional

offices were opened in underserved districts, A record number of new regional offices were
bringing the institution’s presence closer to citizens opened in underserved districts, bringing the

in peripheral regions. Towards the end of 2022, institution’s presence closer to citizens in
three Regional Offices and two Complaint Collection peripheral regions.

Centres (CCC) were opened, while six Regional
Offices and one Complaint Collection Centre (Muzaffarabad (AJK), Gilgit, Dera Ghazi Khan, Sahiwal,
Sibi and Larkana) were opened in 2024 - 2025. Each office was equipped with trained investigating
officers, digital complaint registration systems, and dedicated facilitation counters. These offices
were linked to the CMIS, ensuring real-time monitoring and accountability. The expansion reflected a
deliberate policy to reduce geographic inequities in access to justice.

e Language and Cultural Sensitivity: Outreach teams were trained to engage with local communities
in their native languages, ensuring that linguistic and cultural barriers did not hinder access to justice.
This approach fostered trust and encouraged participation from traditionally under-represented
groups.

e Community - based Access Points:
Besides expansion in Regional Offices,
Outreach Complaint Resolution (OCR),
visits were undertaken and Khuli
Katcheries were held to provide access to
the citizens at their doorstep in which
temporary complaint desks were set up
enabling citizens to lodge their complaints
in familiar settings. The presence of
Mohtasib staff at such events also helped
in raising awareness about the institution’s
mandate and procedures.

* Impact Assessment: The outreach
programme resulted in a measurable

increase in complaints from rural and A view of OCR hearing being conducted by Senior Advisor, R.O.
semi-urban areas Citizens re porte d Bahawalpur, Mr. Tahir Nawaz Khan in his office (15.10.2025).
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greater confidence in the institution’s accessibility, and the initiative was recognized as a model of
inclusive governance.

ICR, OCR, Khuli Katcheries, and Inspection Visits

Direct engagement with citizens remained a cornerstone of the institution’s outreach strategy in 2025.
The institution employed multiple mechanisms to ensure that grievances were heard promptly and
systemic issues were identified in real time.

* Integrated Complaint Resolution (ICR): The ICR mechanism has been established through the
integration of the CMIS of Wafaqi Mohtasib Secretariat with the complaint resolution systems of major
federal agencies. This integration enables citizens to lodge complaints directly at the point of service
delivery, ensuring early intervention, reducing duplication, and providing immediate acknowledgment
to complainants. The linkage with agencies’ systems also acts as a deterrent against
maladministration. The CMIS of Wafaqi Mohtasib’s Office is currently integrated with more than 600

federal government agencies. When a complainant The CMIS of Wafagi Mohtasib’s Office is
submits a grievance through the online portal of any currently integrated with more than 600
of these agencies, and it remains unresolved within federal government agencies.

30 days, the complaint is automatically transferred to
the CMIS of this office for further action.

e Outreach Complaint Resolution (OCR): OCR teams conducted field visits to rural and peri-urban
areas, registering complaints and conducting spot inquiries. These visits were publicized in advance
through local media and community networks, ensuring maximum participation. In the year under
report, 232 OCR visits were undertaken, registering 6131 complaints. Many grievances were resolved
on-site, demonstrating the effectiveness of this mechanism.

* Khuli Katcheries (Open Courts): Senior officials held open courts across provinces, engaging
directly with citizens. These sessions allowed grievances to be aired publicly and addressed on the
spot. In several cases, directives were issued immediately, demonstrating the institution’s
responsiveness. Khuli Katcheries also served as listening posts for systemic issues, enabling the

A view of the Khuli Katchery held by Mr. Mushtaq Jadoon, Regional Head Peshawar and Mr. Sana Ullah Khan, Regional Head Swat at
District Chitral, Tehsil Drosh (07-11-2025).
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Secretariat to identify patterns of maladministration across agencies. In the reporting year, 166 Khuli
Katcheries were held across Pakistan.

Use of Technology - Mobile App, Online Hearings, and Digital Integration

Technology remained a critical enabler of accessibility in 2025. The institution pursued a digital
transformation agenda to ensure that citizens could engage with the institution seamlessly, regardless
of physical location.

* Mobile Application Enhancements: The Mohtasib mobile app was upgraded with biometric login,
complaint status tracking, and push notifications. Multilingual support was added, enabling users to
navigate the app in Urdu and regional languages. The app’s intuitive interface enabled even first-time
users to navigate the complaint process with ease. During the year under reporting, 29,506 complaints
were registered through mobile app.

* Online Complaint Portal: The web-based portal was integrated with a dynamic dashboard, allowing
complainants to monitor case progress, view hearing schedules, and receive automated updates. The
portal also provided agency-wise complaint statistics, reinforcing transparency. In the year under
reference, 74,728 complaints were registered through online mode.

* Online Hearings: Secure video conferencing platforms and WhatsApp were institutionalized for
hearings, enabling complainants from remote areas to participate without traveling. This innovation
reduced delays, cuts cost of travelling and enhances procedural fairness. Around 40-45% complaints
are heard through online mode of hearing.

* Upgraded Complaints Management Information System (CMIS): A new upgraded version of CMIS
streamlined internal workflows, enabling real-time allocation of cases, monitoring of officer's
performance, and automated generation of notices. This system improved efficiency and
accountability.

 Data Analytics and Predictive Insights: Complaint data was analysed to identify trends,
high-frequency issues, and agency performance. This evidence-based approach led to systemic
recommendations and resource allocation. The use of analytics marked a shift from reactive complaint
handling to proactive governance.

Revamped Website and Urdu Rendering for Public Ease

Recognizing that accessibility is not only geographical but also linguistic and technological, the
Secretariat undertook a comprehensive revamping of its official website in 2025.

* User-Centric Design: The website was redesigned with a clean, responsive interface compatible with
mobile devices and low-bandwidth environments. Navigation was simplified, and key services were
made accessible within two clicks. The design reflected a citizen-centric philosophy.

* Urdu Language Integration: Essential sections of the website, including complaint procedures and
FAQs were translated into Urdu. This initiative empowered non-English knowing persons to engage with
the institution more effectively. Plans were also initiated to expand translations into regional
languages.

* Accessibility Features: Screen reader compatibility, adjustable font sizes, and high-contrast viewing
modes were introduced to accommodate users with visual impairments. These features ensured that
the website was inclusive of all citizens.

* Transparency Dashboard: A dedicated section displayed real-time data on complaint volumes,
disposal rates, and agency-wise performance. This reinforced the institution’s commitment to
openness and accountability.

Inspection Visits

The Mohtasib and senior officers conducted announced inspections of public service institutions such
as hospitals, NADRA, Passport Offices, and utility offices. These visits revealed systemic issues,
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including delays, procedural irregularities, and inadequate facilities. Corrective measures were
recommended and monitored for compliance. Inspection Vvisits reinforced accountability and
demonstrated the institution’s proactive stance.
During the current year, 43 inspections of different
federal government agencies were conducted.

Inspection visits reinforced accountability and
demonstrated the institution’s proactive
stance.

Wafaqi Mohtasib Inspection Team visiting the National Institute of Rehabilitation Medicine
(NIRM) (22.05.2025).

Outcome

These mechanisms collectively strengthened public trust, enhanced transparency, and provided
valuable insights into systemic challenges faced by service delivery institutions.

Conclusion

The year 2025 marked a decisive step forward in the Wafaqi Mohtasib’s mission to enhance outreach
and accessibility. By expanding geographical presence, institutionalizing field engagement, leveraging
technology, and embracing linguistic inclusivity, the institution ensured that justice was not only

accessible but also responsive, transparent, and These initiatives collectively strengthened
citizen-centric. These initiatives collectively strengthened public trust and positioned the Office of

public trust and positioned the Office of Wafaqi Mohtasib Wafagi Mohtasib as a model of inclusive
as a model of inclusive governance in Pakistan. governance in Pakistan.

24



CHAPTER 5

IMPLEMENTATION UPDATES

The Office of Wafaqi Mohtasib, commonly known as ‘the poorman’s court’, was established under the
President’s Order No. 1 of 1983 with the purpose of diagnosing, investigating, redressing and
rectifying injustices done to persons through maladministration by the federal government agencies.
With the said founding objectives in mind, the Wafaqi Mohtasib is the country’s premier institution for
dispensing free and speedy administrative justice. However, the goal of dispensing administrative
relief can be best achieved when an effective and reliable mechanism is in place for timely
implementation of the Wafaqgi Mohtasib’s findings and recommendations. Accordingly, a
well-organized and dynamic Implementation Wing was established at the Head Office in 2007, and
subsequently at various Regional Offices, which has been strengthened from time to time.

Implementation Wing is equipped with a well-regulated and robust mechanism to ensure that the
institution’s findings do not remain limited to a simple theoretical exercise but result in practical and
satisfactory resolution of issues. This is guaranteed through the Wing'’s concerted efforts of pursuing
complaints/cases with the agencies to provide either a compliance report indicating implementation
of findings, submission of satisfactory and justified reasons in case of non-implementation or
evidence of filing review petition or representation before the President of Pakistan against the
findings of the Wafaqi Mohtasib.

The effectiveness of the Wafaqi Mohtasib is The effectiveness of the Wafaqi Mohtasib is
reinforced by the relevant provisions in its legal and | reinforced by the relevant provisions in its legal

operational framework including the Federal and operational framework including the
Ombudsmen Institutional Reforms Act, 2013. These Federal Ombudsmen Institutional Reforms
provisions empower the Wafaqi Mohtasib to direct Act, 2013.

criminal or disciplinary action against the public functionary against whom maladministration is
established. Moreover, the Office of Wafaqi Mohtasib can initiate legal action against agencies that
disregard its findings and recommendations and is also authorized to institute disciplinary
proceedings against officers or officials found intentionally evading the implementation of these
findings.

Procedures and Practices

In terms of the current procedures and practices, the Implementation Wing initiates the
implementation process through issuance of notices to the agencies concerned as soon as the
approved findings are forwarded to the Implementation Officer. Detailed hearings are held and
representatives of the agencies concerned are
summoned to submit implementation report of
findings. However, for guaranteeing impartial and
transparent service delivery, reliance is not merely
placed on agencies’ submissions but documentary
evidence is sought, substantiating agencies’ stance, and complainant’s confirmation during the
verification process. Additionally, in exceptional cases where agencies’ unresponsive attitude towards
the findings of this Office is observed, final notices are served to them, thereby establishing the
sanctity of the complaint resolution process.

Detailed hearings are held and
representatives of the agencies concerned are
summoned to submit implementation report
of findings.

The development of a dedicated Implementation Module has digitalized the implementation
mechanism of the Wafaqi Mohtasib’s institution and facilitates its error free monitoring. The Module
enhances the efficiency, as it provides an online mechanism for forwarding implementable findings
to the personal interface of the Implementation Officer for expeditiously pursuing its implementation.
It also assists Implementation Officers in avoiding unnecessary delays, hassle of manual file
handling/transfer and elimination of human errors associated with listing and tracking of complaints.
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Furthermore, the CMIS Module provides real-time data in respect of complaints e.g. approved
Findings, type of findings, complainants’ credentials, dates of implementation, compliance reports
etc. This easy access to online data leads to effective monitoring and evaluation. It also helps the
Implementation Wing to analyse daily reports regarding aging of pending cases, time profile and
percentages of implemented cases, performance reports related to backlogs, per day averages and
percentages, output of each Implementation Officer, regional and overall implementation / pendency,
comparative statistics on implementation and pendency between ongoing and previous years etc.

The above parameters project the accurate picture in qualitative terms and form a basis for necessary
performance analysis and identification of problematic areas, if any. Target fixing is done for achieving
a better sense of direction towards the desired
implementation goals, prioritization of implementable
cases and expediting the implementation process. It
contributes in ascertaining progress made, making
necessary changes and improvements in the
implementation framework to strategically align with
the larger implementation goals and making the required policy decisions.

Target fixing is done for achieving a better
sense of direction towards the desired
implementation goals, prioritization of

implementable cases and expediting the

implementation process.

Grounded in the foregoing comprehensive procedural setting, the finalization of all cases is then
decided in the Head Office. For this purpose, submission of cases by the Implementation Officers /
Regional Heads to the Implementation Incharge/Head Office is made after the Regional Heads
certify/assure that due verification of cases has taken place at their end. Subsequently, the
Implementation Incharge, based on his own test-check made through perusal of agencies’
implementation reports and documentary evidence along with complainants’ telephonic
confirmations, closes implementation in the cases he deems suitable through his comprehensive
closure notes. However, cases where deficiencies are observed are returned to the Regional Offices
/ Implementation Officers in the Head Office with an advice for resubmission after addressing the
highlighted deficiencies.

It is pertinent to note that the closure notes are more than just written words. They are crucial training
material for the Implementation Officers helping them to better navigate the procedure and methods
of case finalization. Comprehensive guidelines were issued on these lines, to sustain the quality and
accuracy of the implementation proceedings, this year. These guidelines cover areas like
examination of agencies’ implementation reports, the required documentary evidence, drafting of
Closure Notes etc. which lay emphasis on a major shift in implementation proceedings discussed
earlier. The consistent efforts made by the Implementation Wing are not simply a means to achieve
impressive statistics of implemented cases but are inherently directed towards a larger end of
ensuring that free and speedy justice promised by this institution, is truly delivered.

Year at a Glance

During 2025, the Implementation Wing at the HO achieved a remarkable overall implementation rate
of 96.8%. The following chart illustrates in detail the implementation percentages achieved at the
various Regional Offices as well as the Head Office. Table-1 gives a breakdown of net implementable
cases alongwith the implemented cases at the HO and various ROs, which at the same time provides
useful insight into the utility and effectiveness of implementation efforts:

IMPLEMENTATION STATEMENT
FOR THE PERIOD JANUARY - DECEMBER 2025

Name of Office | Net cases for Number of Implementation
Implementation | Implemented Cases Percentage
Head Office 2,096 2,011 95.9%
Abbottabad 608 590 97.0%
Bahawalpur 4,628 4,586 99.1%
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D.I Khan 1,598 1,518 95.0%
D.G Khan 3,164 3,128 98.9%
Faisalabad 1,636 1,512 92.4%

Gilgit Baltistan 14 0
Gujranwala 1,155 1,133 98.1%
Hyderabad 6,149 5,918 96.2%

Karachi 10,684 10,257 96.0%

Kharan 66 62 93.9%

Khuzdar 52 49 94.2%

Lahore 24,842 24,608 99.1%

Mirpur Khas 1,982 1,982 100.0%
Multan 4,545 4,513 99.3%
Muzaffarabad 347 333 96.0%
Peshawar 3,030 3,014 99.5%
Quetta 444 431 97.1%

Sahiwal 1,162 1,147 98.7%

Sargodha 460 455 98.9%
Sibi 28 17
Sukkur 11,475 10,500 91.5%
Swat 381 220 57.7%
Sadda 54 47 87.0%
Wana 124 113 91.1%
Loralai 11 11
TOTAL 80,735 78,155 96.8%

Success Stories

The foregoing figures do not simply portray a performance review of the Implementation Wing but are
inherently a manifestation of commitment and dedication in honouring the trust placed by the people
in the Wafaqi Mohtasib. Resolution of complainants’ issues in such great numbers is not just
indicative of implementation success but also of providing relief to the public, wherever denied
through maladministration. This is reflected in the success stories and acknowledgment letters
placed below:

* Ms. Sobia Rani, widow of a government employee, filed complaint No. WMS APP/0025748/24
regarding delay by AGPR/Agency in refund of her insurance claim despite completion of all legal
formalities. After intervention, AGPR resolved the issue, unlocked the relevant account and issued
Cheque No. A 0192333 dated 07.04.2025 for Rs. 3,333,333/- copy of which was also submitted by
it in this Office during follow up of implementation. The complainant telephonically expressed her
gratitude for the prompt action and support.

e Acomplaint No. WMS-MLN/0002715/24 was filed on behalf of minor sons of late Mujahid Hussain,
namely Mr. Muhammad Aryan and Mr. Muhammad Sufyan, highlighting an unjustified and prolonged
delay by State Life Insurance Cooperation of Pakistan (SLICP)/Agency in the settlement of their
deceased father’s death claim, despite having completed all mandatory formalities. This Office took
coghizance of the matter and intervened decisively. As a result of the intervention of the Wafaqi
Mohtasib Office, the SLICP processed the long-pending claim by issuing cheques in the favour of legal
heirs, precisely Cheque No. 26721579 dated 07.11.2025 amounting to Rs. 30,000/- in the name of
Mst. Iram Gul Sehzadi widow of Mujahid Hussain, Cheque No. 26721580 dated 07.11.2025
amounting to Rs. 105,000/- in the name of Mr. Muhammad Aryan S/o Mujahid Hussain and Cheque
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No. 26721581 dated 07.11.2025 amounting to Rs.105,000/- in the nhame of Mr. Muhammad Sufyan
S/0 Mujahid Hussain. A copy of these cheques was furnished by SLICP before this forum as an
evidence of resolution of the issue.

e Mr. Munir-ul-Haqg lodged a complaint No. WMS-HQR/0043171/25 against Pakistan Medical and
Dental Council (PM&DC) regarding its failure in renewal of Ph.D. degree as a major post graduate
qualification despite his best efforts. The Agency (PM&DC) was recommended to finalize the case of
the complainant as per law, rules and regulations. There was prolonged delay in processing the case
on the part of the Agency. Finally, after hectic efforts by this office, the Agency resolved the issue and
granted relief to the complainant. The complainant expressed profound thanks and gratitude for
effective intervention of this Office.

* Mst. Tasleem Kausar, a widow daughter of an employee of Pakistan Railways (Agency), lodged a
complaint stating that she had applied for family pension but the Agency was reluctant to issue the
required letter to Deputy Commissioner’s Office to obtain Heirship Certificate for processing the case.
During investigation, the Agency agreed to issue the letter to the Deputy Commissioner Office and to
process the case of family pension expeditiously after receipt of the said certificate. During the
implementation stage, the matter was vigorously pursued with all the departments concerned i.e.
Deputy Commissioner Office, NADRA and Pakistan Railways to prepare all the verified documents to
complete the procedural/legal formalities. The grievance of the complainant was finally redressed
and she received the pension as per entitlement. She expressed her gratitude and thanks to this
Office for resolving her long outstanding issue.

$lr. i Almad G

Yo hie Wlngl Mslmib
ol Mok h Koot i
Cpraiiating. & v, G- 17
JLELLLIL]

Satiect Kupoptsbn o G alivedn e Cuge [, || ORI DIE3TE
Hmpedrd i,

I o wriimg s enpis wy leerlel peiets b psa nusss? 5¥cy e o bl
orrnederalie wnd fars by e rea ke (8 A t“”"""‘"- Pk i, den! sl
Pl il (PRI ) e o ovnrmsl of myy FhUDl oo 6 st jost pracals
paidifpiny | bl B farimg comsldonbl hackbiy smd probeged dene (e
I--.'i_llrllH-_q:l'q_rliill PFddminy ol my e Hewerorr, peor B matae mo kil o by
v pimed 0fToor. B ik Finiliy mhdeysasd o wn e flmin wrd md ey

I | wosld paricslndy Ui b shoowilps de secor ofions ol M Aaj Hass ||
l.r—l—ur Hﬂuhm*mﬁ“Mﬂ

sl ki priniy ik a.,- i ‘f_r*—rhww

1. | iumply sppeoceth Bm sehmble rew pliyod by e Welsgl B nirisdb Secimaria o
iy D i bk, o i, paEperey, wd ad pirEs The ezl gl 0
my e nfioos B slietir'y dreey Wee R B ETEXING CRERTS ighn =
kUL MR iy R e el L

i | ey pmen apingd oy probosnd fmshs b e bivees wind find Cipikls war M3
i gl i e VK LB WO

R

e gl Harsgial
Flad Wiarst, Ugger [, KFE
Comigc EXILA N

tlg'lllf;!:l'll-rg"

28



IMPLEMENTATION UPDATES

e Pl sz
i
L»u‘_,,-;c.-':_;m trm?/n?’*f/“'r_r'*‘*ﬁ*‘*“ j 74

e u"a{il:.-" A 2 '_/J =

s h ..-"'5" i.l"' .?__.‘,ﬂw_’i;u"u'

] —kl{fd“"t’r: ufif! ;fﬁ:ﬁ_ﬁ 7]
‘éﬂﬁ»,.w" e =

Wfif""ﬁ’w %LI

-F-mf"‘i""'fi'"-" gt

it

Investigation Officer, RO Quetta, Mr. Ahmad Waqas Kashi handing over a cheque of Rs.30,462
to a complainant Mr. Ameer Muhammad with regard to his Benevolent Fund issue
(09-10-2025).
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Dr. Muhammad Zahid, Regional Head, R.O. Multan, handing over a cheque of Rs. 673,000/- to
a complainant as the death claim received from SLICP (12.11.2025).
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CHAPTER 6

STUDIES AND REPORTS

The Wafaqgi Mohtasib (Federal Ombudsman) is an institution established to identify and address
systemic issues leading to maladministration and corrupt practices within federal government
agencies. The authority to conduct studies and research to diagnose the root causes of these issues
and to recommend corrective measures is explicitly provided under Article 9(3) of the President’s
Order No. 1 of 1983. This mandate empowers the Ombudsman as a major player in promoting
transparency, accountability, and better public service delivery.

Past Studies and Systemic Impact

In fulfilling its mandate, the Federal Ombudsman
has proactively initiated numerous studies aimed at
identifying the systemic and underlying causes of
maladministration  within  federal government
departments. These studies are not random; they
primarily target departments that consistently receive a high volume of complaints due to
deep-seated operational inefficiencies.

Federal Ombudsman has proactively initiated
numerous studies aimed at identifying the
systemic and underlying causes of
maladministration.

Objectives and Outcomes

The core rationale behind these studies is to eliminate inefficiencies and bottlenecks in government

departments service delivery. The primary objective Primary objective is to enhance the overall
is to enhance the overall performance of federal performance of federal government
government departments, thereby promoting good departments, thereby, promoting good
governance and operational efficiency across the governance.

public sector.

The reports generated from these comprehensive studies are a critical tool for reform and are sent to the
relevant departments for implementation
of the recommended changes. These
are also shared with the President, the
Prime Minister, and other key
stakeholders for information and to
build political will for reform. It is
expected that the effective
implementation of the Federal
Ombudsman's recommendations would
lead to improve departmental performance
and a subsequent reduction in the
volume of complaints lodged by the
public.

To date, the Office has conducted around
84 studies, including an objective
assessment of the Wafaqgi Mohtasib
Secretariat's own operations to ensure
self-improvement and accountability.
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Follow-up Assessments and Mixed Results

Follow-up assessments conducted on the implementation status of these studies have yielded mixed
results.

* Successful Implementation: A substantial decrease in pension-related complaints was observed in
departments that effectively adopted the recommendations given in Pension Reform Report. This
demonstrates the potential of the Ombudsman's research to drive positive change.

¢ Failure to Implement: The position concerning complaints remained unchanged in entities that did
not effectively implement the recommendations. These included prominent organizations such as
Pakistan Railways, Pakistan Broadcasting Corporation, Pakistan International Airlines, and Associated
Press of Pakistan.

* Persistent Issues: Complaints also remained persistently high in the Health, Utility and Services
sectors, which was attributed to a failure to adopt the proposed recommendations and update their
operational manuals. These findings underscore the need for sustained departmental commitment to
reform, beyond merely receiving the reports.

Supreme Court Referrals and Judicial Impact

The Wafaqi Mohtasib’s role extends beyond investigating individual public grievances; it also supports
the judicial system by investigating and studying complex, systemic issues referred by the Supreme
Court of Pakistan. These referrals are made under Article 9 (1) of P.O. No. 1 of 1983, leveraging the
Ombudsman's investigative and fact-finding capabilities. The table below presents a list of cases
referred by the judicial system in the country to the Wafaqi Mohtasib Office for necessary analysis:

S. Case Title Date of Status of the Case
No. Reference

1. Action taken by the Chief Justice of Pakistan on 02.07.2018 19 Quarterly reports were
Application Regarding Miserable Condition of submitted to Supreme
Women in Jails. court up till now.

2. In the matter regarding Environmental Pollution 20.06.2018 Report  submitted on
in Coastal Area being poisoned by Industrial 24.08.2018 and the case
Waste Material Discharged in the Sea. was disposed of on

22.11.2018.

3. In the matter regarding incidents of fire at CMA 2018 in Report  submitted on

Margalla Hills, Islamabad. Human Rights 27.07.2018 and case
Case N0.30023-G | disposed of on
of 2018 30.10.2018.

4., In the matter of large-scale encroachments of 13.05.2018 Report  submitted on
Botanical Garden and Unplanned/Unregistered 06.06.2018.

Plazas in Bani Gala (lllegal construction in Nala
Korang).

5. Discuss and Deliberate various issues and | Committee Case disposed of on
suggest possible solutions including Fee | constituted by | 12.06.2019.

Charged by Private Schools, Facilities Provided, | Chief Justice of
and Quality of Faculty Pakistan

6. In the matter of authorized Marriage Halls 16.04.2018 Report Submitted in April
Functioning in ICT. 2018.

7. Petition regarding Miserable condition of a 10.03.2018 Case disposed of on
School (in Gujranwala where Girls sit beside 01.01.20109.
graves whilst taking a test during their daily
Classes in Graveyard).
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In these cases, the Mohtasib's office conducted thorough investigations, submitted detailed reports,
and provided recommendations. Crucially, the Supreme Court has subsequently disposed of these
cases based on the Mohtasib’s recommendations. This collaboration highlights the institution's role
in providing specialized, independent analysis that aids judicial resolution of high-profile public
interest matters.

Wafaqi Mohtasib’s Institution: An Architect of Good Governance

The Wafaqi Mohtasib (Federal Ombudsman) office was established in 1983 as the first Ombudsman
office created under the Constitution of the Islamic Republic of Pakistan. Its primary function is to
diagnose, investigate, redress, and rectify any injustice done to a person through maladministration
within federal government agencies. Its purpose aligns with global expectations for such institutions:
to enhance good governance, promote accountability, and increase democratic responsiveness.

Collaborative Performance Assessments

To ensure continuous improvement and performance assessment, the Wafaqgi Mohtasib Office has
engaged with international development partners. Collaborative performance assessments were
conducted with the assistance of the UNDP and the World Bank in 2009 and 2015. These evaluations
and subsequent improvements contributed to a notable increase in the number of complaints
received, indicating rising public trust and awareness.

World Bank Independent Study (2015)

The World Bank commissioned an independent study, carried out by National Consulting for Business
and Management Solution (Private) Limited (NCBMS), to evaluate the performance of the Wafaqi
Mohtasib Secretariat (WMS). The evaluation was based on feedback gathered from a sample of 3,000
complainants over a three-year period (2013-2015).

Scope and Terms of Reference (TORs)

The study's geographical sample distribution was designed to be representative: Punjab 50%, Sindh
25%, KPK 20%, and Baluchistan 5%.

The study was designed to address the following Terms of Reference:

* To collect citizen feedback on the adequacy and effectiveness of services provided by the Wafaqi
Mohtasib Institution.

e To analyse the efficiency and processes of service delivery in accordance with relevant laws.
e To provide recommendations for the improvement of Wafaqi Mohtasib institution.
Key Findings

The World Bank study highlighted several areas of exceptional performance for the Wafaqi Mohtasib
institution:

e Speed and Backlog: All 3,000 complaints in the sample were resolved within 60 days, with no
backlog reported.

* Public Satisfaction: A highly encouraging 89% of respondents were satisfied with the WMS's overall
performance, with a significant portion rating it as 'very good' or 'good'.

* Integrity: Complainants regarded Wafaqi Mohtasib Secretariat officials as having high integrity and
specifically noted that they were not soliciting favours.

e Success Rate: 90% of decisions favoured the complainants, and importantly, 85% of these
decisions were implemented as prescribed by the agencies.

* Awareness: 81% of respondents learned about Wafaqi Mohtasib Secretariat through friends and
family, highlighting the strong role of word-of-mouth endorsement, followed by newspapers at 12%.

e Complaint Concentration: WAPDA/Electricity providers were the agency complained against the
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most, accounting for 52% of all complaints in the sample.
Recommendations and Implementation Status

The study provided crucial recommendations for enhancement. While the findings did not require a
formal implementation report, the WMS moved to act on the suggestions:

* Regional Presence: Recommendations to increase the number of Wafaqi Mohtasib offices led to the
establishment of new regional offices in eight cities, including Swat, Gujranwala, Sargodha,
Bahawalpur, Gilgit, Sahiwal, D.G Khan and Muzaffarabad.

o Staff Capacity: Training sessions were conducted at institutions like NSPP, PITB and STI in
Islamabad to provide further training to officials.

* Citizens’ Feedback & Language: Mechanisms for online surveys and for issuing decisions in Urdu (in
addition to English) are currently under development.

e Public Outreach: Awareness-raising measures include launching a quarterly news bulletin,
WhatsApp channel, social media platforms, increasing local press coverage, and holding awareness
sessions at different locations.

Impediments to Implementation
The study also noted certain constraints to expansion and publicity:

* New Regional Offices: The establishment of more regional offices remains dependent on a
significant increase in complaints from those specific areas.

* Funding for Media: Funding limitations hinder publicity efforts via electronic media, restricting the
ability to enhance public awareness broadly.

Objective Study of the Operations of Wafaqi Mohtasib Institution

An internal, comprehensive assessment study of the operations of Wafaqgi Mohtasib Office was
conducted during the year 2024. This assessment was unique in its multi-faceted approach, gathering
perspectives from four distinct groups: the general public, complainants, agency representatives, and
Secretariat employees. The study's primary goal was to thoroughly understand the effectiveness of the
grievance redressal mechanism facilitated by the Secretariat.

Performance Measurement and Quality

The Institution’s effectiveness was established by the number of complaints successfully resolved
within a short timeframe and free of cost. Furthermore, the low percentage of review petitions with the
Wafaqi Mohtasib and representations to the President (at less than 1%) indicated a high quality of
findings and public trust in the decisions.

A committee was established to conduct an in-depth assessment. Initially, two key quantitative
benchmarks were used to assess the performance of Investigation Officers: resolving at least 80
complaints per month and achieving resolution within 60 days. However, these were deemed
insufficient for comprehensively measuring citizens' satisfaction. The committee explored additional
qualitative and quantitative parameters, including citizen satisfaction surveys and stakeholder
feedback, to conduct a more robust analysis.

Terms of Reference (TORs)

The analytical parameters were framed for conducting a citizen report card survey. The study's TORs
focused on a deep dive into operational effectiveness:

* To conduct an in-depth study involving four key respondent groups.
* To focus on feedback regarding the adequacy and effectiveness of services.

* To analyse core areas, including registration, investigation, appraisement, implementation, informal
dispute resolution, and previous studies.
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* To assess the efficiency of service provision within legal timeframes.

* To recommend measures to enhance administrative justice accessibility.

* To suggest initiatives for faster and more effective complaint resolution.

Methodology and Data Analysis

The survey employed a rigorous mixed-methods approach:

* Online Survey: Conducted through Google Forms using the complainant’s data available with CMIS.

* On-Spot Survey: Trained enumerators were deputed to conduct surveys throughout Pakistan under
the supervision of an experienced officer.

e Data Interpretation: After data entry and validation, statistical methods like frequencies, means,
mode, and cross-tabulation were used to develop and graphically present the results. Primary and
secondary database sources were compared with the help of I.T experts.

Key Findings

The survey yielded outstanding results, which were presented after several reviews.

Category Findings Details
Resolution Speed | 99.18% of complaints resolved within | Confirmed  extreme  efficiency in
60 days. processing.
Public Awareness | 81% of respondents were aware of WMS | Highlights the need for targeted

services.

communication for the 19% who were
unaware.

Information Friends and family (40%), social media | Social media emerged as a significant
Sources (25.4%), and newspapers (12.9%). driver compared to the World Bank study.
Complaint 42.3% of complaints were against | This is the highest concentration against
Concentration WAPDA/Electricity providers. any single agency.

Overall 67% of respondents were satisfied with | High staff conduct rating: 81% found the

Satisfaction

WMS’s overall performance.

staff courteous and helpful.

Agency Feedback

94% of Agency representatives noted
timely receipt of WMS notices.

90% of decisions were implemented by
the Agencies.

Demographic

Gender imbalance was evident, with

Most complaints originated from Punjab.

Insights 92% of complainants being male.
Geographic Accessibility challenges were noted in | An urban bias was  observed,
Concern Gilgit Baltistan and AJ&K. necessitating improved outreach to rural
areas.
Conclusion and Recommendations
The study concluded that there was general confidence in Wafaqi Mohtasib institution’s

effectiveness, with a majority of complainants satisfied with the services. However, addressing
minority concerns remains vital for continuous enhancement. The positive trends in complaint
handling and communication must be leveraged to reinforce the Secretariat’s role in justice and
accountability.

The study outlined several key recommendations for improvement:

* Integrated Awareness Campaigns: Partner with influencers and media to improve awareness,
particularly in regions with low familiarity.

* Gender-Specific Initiatives: Develop targeted outreach programmes to engage females and address
gender imbalance.

* Regional Adaptation: Establish regional offices for better understanding of local issues and tailoring
communication materials.

e User Experience Improvements: Enhance the Wafaqi Mohtasib website for real-time feedback and
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regular updates on grievances.
* Accessibility Initiatives: Launch outreach programmes in rural areas while ensuring robust urban
services.

* Investigation Training: Provide ongoing training to Investigation Officers to enhance their skills and
address mixed feedback regarding their competence.

In summary, the study underscored that continuous adaptation, a focus on fairness, transparency,
and ethical conduct are crucial for strengthening the Wafaqi Mohtasib Secretariat's operations and its
ability to serve the public effectively.
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CHAPTER 7

SPECIAL INITIATIVES

The Office of Wafaqi Mohtasib (Federal Ombudsman) was established under the President’s Order
No.1 of 1983, to diagnose, investigate, redress and rectify any injustice done to a person through
maladministration on part of the federal government agencies. The Federal Ombudsmen Institutional
Reforms Act, 2013 further sets out that the redressal of public grievances is the means to an end i.e.
to promote good governance. The Wafagi Mohtasib institution has accordingly been proactively
engaged in upgrading its operational mechanisms with a view to facilitating a meaningful transition
towards a social order based on good governance, the rule of law and the promotion and protection
of human rights.

Guided by the above provisions, the Office of Wafaqi Mohtasib has, over the years, taken various
important initiatives, some of which are briefly discussed as under:

Prison Reforms Initiative

The Supreme Court of Pakistan during hearing of a Suo Moto case CMA No0.1313/2015 (S.M.C. NO.1
of 2006), in 2015, directed that the Ombudsman offices may form standing committee(s) and
inspection team(s) to examine the systemic failure in the administration of the criminal justice system
and the prisons in particular and make recommendations to rectify such failures and set good
administration standards that, if breached, would deemed to be maladministration.

In view of the above direction, a committee was constituted which made study visits to six selected
prisons of the country to identify core issues, shortcomings and failures in the system. Its report and
recommendations were provided to all concerned federal and provincial government agencies and
the Supreme Court. The Office of Wafaqi Mohtasib has been monitoring implementation of these
recommendations and submitting regular reports to the Supreme Court. 19 quarterly implementation
reports have been submitted so far by the Wafaqi
Mohtasib to the Supreme Court of Pakistan.
However, in 2025, it was felt that the quarterly
feedback reports on the subject were no more
necessary as the reforms process has reached a satisfactory level. Accordingly, on the request of the
Federal Ombudsman, the Supreme Court in March 2025 waived the direction to submit quarterly
implementation reports. The remaining task was assigned to the Provincial Ombudsmen, because
the prison administration was a provincial subject and the Provincial Ombudsmen were in a good
position to maintain efficient coordination with the Provincial Home/Prison authorities.

19 quarterly implementation reports have
been submitted so far by the Wafaqi Mohtasib
to the Supreme Court of Pakistan.
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Salient points of the progress achieved

i) Formation of District Oversight and Welfare Committees comprising members from the civil
society, bar associations, and key sectors like health and education to monitor and improve prisoners'
living conditions, especially children, women, and the destitute.

ii) Focal Persons have been designated by Provincial Home Departments and Jail authorities to
assist the committees and organize jail visits.

iii) Jail Overcrowding: Several new jail projects were initiated across Punjab, Sindh, Khyber
Pakhtunkhwa, and Baluchistan. The federal government is also building a Model Prison in H-16,
Islamabad.

iv) Medical Coverage: Each jail has medical officers and paramedics. Drug users and mentally
challenged prisoners are housed separately. Screening for infectious diseases like HIV, Hepatitis, and
TB is conducted and affected prisoners receive appropriate care.

v) Education and Skill Development: In partnership with the Higher Education Commission (HEC)
and universities, free education and skill development programme for prisoners, including religious
studies and computer literacy is implemented. Vocational courses are also offered with the support
from TEVTAs.

vi) Separation of Women Enclosures: Women prisoners are housed in separate blocks, managed
exclusively by female staff.

vii) Juvenile and Children: Juvenile prisoners are kept in separate areas with facilities for education,
games, and medical care. NGOs and philanthropists contribute to the welfare of children, and
nurseries are being established for infants with their mothers. Sweet Homes are also planned for
these children.

viii) Biometric Systems have been introduced in jails and records are being computerized. An
interface between NADRA, Police, and Prisons has been developed, alongside the implementation of
the Jail Management Information System.

ix) Health and Hygiene: Clean drinking water, proper toilet facilities, and adherence to jail manual
standards for food is being ensured.

x) Under Trial Prisoners (UTPs), Parole, and Payment of Fines: Reforms are being implemented for
UTPs and first-time offenders, with improvements in parole and probation systems. Efforts are made
to pay minor fines (Arsh, Diyat) to facilitate prisoners release, supported by governments and
philanthropists.

xi) Free Legal Aid: Free legal aid and counselling are provided, with support from District Bar
Councils, lawyers, and provincial governments.

xii) Parole Boards: Parole Boards have been established in jails to assess and recommend eligible
prisoners for release on parole.

Pension Reforms for the Federal Government Pensioners

The Federal Ombudsman has undertaken several significant initiatives to benefit federal government
pensioners, primarily focused on eliminating delays in pension payments and simplifying the
processing system. Key initiatives include: -

¢ Establishment of Monitoring Committee: A special Monitoring Committee was constituted,
headed by a Senior Advisor in the Wafaqi Mohtasib Office, to evaluate the implementation status of
pension reforms and identify bottlenecks causing delays in payments. This committee holds meetings
with major stakeholders like the Finance Division and AGPR to streamline the system.
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e Mandatory Pension Desks: The Federal
Ombudsman directed all ministries, corporations,
and other federal agencies that deal with thousands
of pensioners to establish a dedicated, functional
pension desk. These desks are required to be
supervised by a senior officer and manned by trained staff to facilitate the processing of pension
cases efficiently.

The Federal Ombudsman directed all
ministries, corporations, and other federal
agencies to establish a dedicated, functional
pension desk.

* Taking Suo Moto Notice: The Ombudsman has taken Suo Moto notice on thousands of pending
pension cases, particularly concerning the Employees Old-Age Benefits Institution (EOBI), to address
systemic issues and ensure that poor labourers/workers receive their rightful pensions without
hassle.

¢ Agency Specific Pension issues: The Ombudsman has intervened in specific cases, such as more
than 4,000 pensioners of Radio Pakistan received their long-awaited pension increases, payment of
benefits to retired teachers in Islamabad, and the Railway Department started paying pension to an
employee, after 20 years of his retirement, on the directions of Federal Ombudsman.

* Resolution of Pending Pension Cases: Through the interventions of the Office of Wafaqi Mohtasib
and the work of the committees formed, thousands of pending cases of pension, gratuity, and old-age
benefits for retirees, widows, and orphans have been settled.

Informal Resolution of Disputes (IRD)

In March 2022, the Federal Ombudsman decided to further broaden the scope of activities of his
Office for the benefit of common people by invoking Article 33 of P.O. No. 1 of 1983, which pertains
to Informal Resolution of Disputes (IRD). Provisions under this Article empower the Federal
Ombudsman to informally conciliate, amicably resolve or settle any grievance without any written
memorandum and without the necessity of docketing any complaint or issuing any official notice. Key
features of the IRD include:

e This mechanism is flexible and relies on persuasion, mediation, and conciliation, involves
resolution rather than decision whereby parties are persuaded to come to an
understanding/agreement.

* The emphasis is on reaching a mutually agreeable settlement between the parties involved, rather
than strict adherence to processes, which fosters a sense of ownership and satisfaction with the
resolution. The agreements hence reached are in writing and become binding contracts enforceable
by courts.

* The IRD addresses a range of common grievances, including delays in pension and medical claims,
small contractual issues, and utility bill problems.

* The high success and implementation rates of the IRD initiative have built significant trust and
confidence among the general public in the Federal Ombudsman's ability to provide effective and fair
justice.

e The introduction of IRD is greatly benefiting the The IRD is greatly benefiting the common

common citizens in remote areas particularly those | citizens in remote areas particularly those who
who cannot afford to hire expensive legal services or | cannot afford to hire expensive legal services.
face lengthy litigation process.

* During the outgoing year 2025, about 7356 cases were received and 7124 cases were disposed of
under the IRD Programme.

Other Key Special Initiatives

Inspired by the success of measures undertaken by the Wafaqgi Mohtasib Office to improve public
service delivery of the federal government agencies, a series of steps were taken to enhance the
outreach and accessibility of the institution, use of technology for efficient redressal of complaints,
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ensuring provision of administrative justice at the doorsteps of the citizens through Outreach
Complaint Resolution (OCR) programme, Khuli Katcheries (public courts) and periodic inspection of
federal government agencies attracting persistent inflow of complaints. Some of these special
initiatives are listed below and have been discussed in detail in the relevant chapters:

Expanded Outreach and Regional Access

* New Regional Offices: In 2025, new Regional Offices were opened in Sahiwal and Dera Ghazi
Khan (Punjab), Mirpur Khas and Larkana (Sindh), Sibi (Baluchistan), Muzaffarabad (Azad Kashmir),
and Gilgit (Gilgit-Baltistan). The total number of Wafaqi Mohtasib’s Regional Offices, in addition to its
Head Office is 28 including 04 Complaint Collection Centres across the country.

e Outreach Complaint Resolution (OCR) programme: The Federal Ombudsman’s OCR programme
is an initiative to provide justice at the doorsteps of
the public by taking the Federal Ombudsman's
services to the people, including conducting of
hearings in districts and tehsils, and establishing
facilitation desks for complainants. Investigating Officers visit districts and tehsils to hear complaints
from the public. In 2025, a total of 232 OCR programmes were conducted by the Wafaqi Mohtasib
Investigation Officers in various cities, tehsils and union councils during which 6131 registered cases
were heard.

The OCR programme is an initiative to provide
justice at the doorsteps of the public by taking
Ombudsman'’s services to the people.

* Mobile Outreach - Khuli Katcheries: This public court system was made a regular feature and was
expanded from cities to remote tehsils and union ( During the year 2025, the total number of j

councils in all districts across the country. : .
Khuli Katcheries held was 166.
Investigation Officers of the Wafaqgi Mohtasib Office

listen to and register public complaints closer to their doorsteps. During the year 2025, total number
of Khuli Katcheries held was 166. In addition, under the direction of the Federal Ombudsman,
Pakistan missions abroad (Embassies and Consulates) have also appointed a focal person and hold
regular e-Katcheries for expatriates.

* Enhanced Online Complaint System: The use of digital platforms for filing complaints, supported
by Wafaqgi Mohtasib portal, was significantly enhanced during the year 2025. This initiative
contributed to the resolution of high volume of complaints, providing greater access and ease for
registration of complaints to the public.

» Citizen Feedback Integration: Through channels like SMS alerts, social media, and rob calls
(auto-dialling system to deliver a pre-recorded message to a mass audience), the office of Wafaqi
Mohtasib is collecting citizen’s feedback to identify and address systemic issues in federal
government Agencies.

¢ Inauguration of WhatsApp Channel of
the Office of Wafaqi Mohtasib: The
launch of the Wafaqi Mohtasib official
WhatsApp channel is part of a broader
strategy by the Federal Ombudsman’s
office to expand its outreach by using
various social media platforms and IT
tool. Multiple digital options are
available to the public for lodging
complaints, which include the website,
mobile App, SMS, email, and hearings
can be arranged online for ease of
complainants.
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(a) Inspection Visits

The Wafaqi Mohtasib’s inspection
teams are constituted to conduct
on-site visits/spot-checks of the federal
government agencies for identification
of maladministration in their functioning
and making recommendations for
improvement in their public service
delivery. 43 inspection visits of various
federal government agencies were

conducted durmg the year 2025 by the A Wafaqi Mohtasib Inspection Team visiting the Employees Old-Age
Head Office and Regional Offices. Benefits Institution(EOBI) in Islamabad (03.07.2025).

(b) Initiatives for Children

From 2009 to 2022, the office of National Commissioner for Children (NCC) in the Wafaqi Mohtasib
Office, actively worked with stakeholders and the UNICEF to develop strategies and run awareness
campaigns for child protection. However, in 2023,
a senior officer of the Wafaqi Mohtasib Office was
designated as the Grievance Commissioner for
Children (GCC) to look after the systemic issues
related to children. Public complaints pertaining
to child rights abuse received in the Wafaqi Mohtasib Office are handled with particular care. In the
year 2025, nearly 683 children’s complaints were received. The GCC also monitors reports of child
rights abuse appearing in mainstream and social media and takes them up with law enforcement
agencies of the province concerned through respective provincial Ombudsmen.

In 2023, a senior officer of the Wafaqi
Mohtasib Office was designated as the
Grievance Commissioner for Children to look
after the systemic issues related to children.

(c) Initiatives for Overseas Pakistanis

The Office of the Grievance Commissioner for Overseas Pakistanis was established to deal with
Overseas Pakistanis for speedy resolution of their grievances against government agencies. Several
measures have been adopted to resolve individual complaints and to address systemic issues

related to Overseas Pakistanis which include One Window Facilitation Desks (OWFDs) have

setting up of One Window Facilitation Desks been established at 08 international airports
(OWFDs) at 8 international airports of the country of the country to resolve issues relating to

to res.olve the issues of Overseas Pakistanis e .
travelling to and from Pakistan. Overall, 137,152
complaints from Overseas Pakistanis were received during the year 2025, out of which 91,891 have
been facilitated at OWFDs, 43,011 complaints were received by Pakistan Missions abroad and 2,250
complaints were received directly by the Grievance Commissioner for Overseas Pakistanis (GCOP), at
the Wafaqi Mohtasib Office, Islamabad. Out of these, 2,195 have been resolved satisfactorily.

(d) Initiative for Controlling Stray Dogs Population in ICT

The growing population of stray dogs in urban
areas emerged as a serious public concern, ESEES
affecting public health, safety, and environmental %

hygiene. The situation in the ICT was particularly
alarming, with increasing reports of dog bites |
and risks of disease transmission, especially
rabies.

Responding to several public complaints, the _.

Wafaqi Mohtasib Office conducted a detailed "!F'* e
investigation of the issue. The findings called for ¥ ~REPE
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urgent action, including the formulation of a public policy, humane sterilization and vaccination
drives, provision of anti-rabies vaccines, and public awareness campaigns. On the direction of the
Federal Ombudsman, the matter was taken up with the stakeholder agencies, namely, Ministry of
Climate Change (MoCC)/Islamabad Wildlife Management Board (IWMB), Capital Development
Authority (CDA), Metropolitan Corporation Islamabad (MCI), ICT Administration, National Institute of
Health (NIH), Ministry of Interior, and Ministry of National Health Services, Regulation & Coordination.
(NHSR&C). A number of meetings were held at the Wafaqgi Mohtasib Office which led to the following
developments:

* An Expert Committee created by the MoCC/WMB formulated a Policy on Stray dog Population in ICT.

* Bye Laws for Control of Stray Dogs were notified by the MCI with the approval of Ministry of Interior.
A Stray Dog Population Control Center (SDPCC) was established by CDA/MCI in Tarlai, Islamabad and
capture, sterilization and vaccination of stray dogs began.

* CDA’s official website publicized setting up of the SDPCC in Tarlai. The policy prepared by
MoCC/IWMB was also posted on their website.

* NIH was meeting all demands for Anti-Rabies Vaccine from the Government Hospitals. NIH had
procured material to produce 0.3 million doses of Anti-Rabies Vaccine annually. PC-I for the capacity
enhancement of the NIH to produce Anti-Rabies Vaccine was prepared and submitted for approval.

* The issue of constant availability and re-fixation of maximum retail price of the Anti-Rabies Vaccine
(ARV) was vigorously pursued by the Wafaqi Mohtasib Office with the Ministry of NHSR&C, the NIH
and the Drug Regulatory Authority of Pakistan (DRAP). The issue of

re-fixation of maximum retail price of the ARV was resolved after approval from the Cabinet and the
Notification in this regard was issued by the Ministry. The NIH also confirmed that they had ‘sufficient
stock’ of 149,238 vials of the ARV ready for supply.

In January 2025, it was, however, observed that despite the above stated measures, and initially
satisfactory operation of the SDPCC Tarlai, the presence of stray dogs in the streets and parks of
various residential sectors across Islamabad continued to rise alarmingly. The matter was again
taken up with the Ministry of Interior, the MCI/CDA in a meeting, convened under the chairmanship
of Secretary Wafaqi Mohtasib Office on 24" April 2025. Following directions were issued to the
stakeholders agencies:

* MCI, CDA and the Chief Commissioner ICT’s office to submit a comprehensive report detailing the
human resource and logistical capacity of the SDPCC, highlighting deficiencies and suggesting areas
where WMS intervention could be beneficial.

* Ministry of Interior in collaboration with MCI, CDA and the Chief Commissioner ICT’s office to
submit the copies of the finalized Bye Laws and approved PC-I for the SDPCC along with a project
implementation timeline and its current status.

* MCI/DMA to provide the WMS area-wise regular monthly updated data regarding the number of
stray dogs captured, vaccinated, treated and their eventual disposal.

* MCI, CDA and the Chief Commissioner ICT to plan and launch periodic public awareness campaigns
about the stray dog control efforts and publish the SDPCC activities to enhance citizen’s cooperation.

Study Report on Controlling Stray Dogs Population in ICT: In September 2025, Wafaqi Mohtasib
Study Report was compiled on the issue and it was furnished to the stakeholder agencies for
implementing its recommendations.
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CHAPTER 8

PROTECTION OF THE RIGHTS OF WOMEN AND CHILDREN

The National Context

The protection and promotion of fundamental human rights, particularly those of vulnerable groups
llike women and children, stands as a constitutional imperative and a key measure of governance
quality. In Pakistan, where children under the age of 18 constitute over 45 percent of the total popula-
tion, the necessity of robust institutional safeguards is paramount. The country is a signatory to the
United Nations Convention on the Rights of the Child (UNCRC), which obligates the State to undertake
all appropriate legislative, administrative, and other measures for the implementation of the rights
enshrined therein.

The Office of Wafaqgi Mohtasib (Federal Ombudsman) of Pakistan, established under the President’s
Order No. 1 of 1983, serves as a non-judicial mechanism for the redressal of public grievances
against federal government agencies. Recognizing the vulnerability and specialized needs of children
and women, the Wafaqi Mohtasib institution has systematically evolved its mandate beyond simple
complaint resolution to include specialized oversight, proactive systemic diagnostics, and targeted
institutional reform. This chapter analyses the mechanisms established by the Wafaqi Mohtasib
specifically the Office of Grievance Commissioner for Children (OGCC) and the various committees
focused on women'’s protection and prison reforms demonstrating the comprehensive, multi-layered
approach adopted to safeguard these critical segments of society. The Mohtasib's work in this domain
is characterized by a blend of external monitoring, international collaboration, and internal compli-
ance, creating a holistic framework for human rights protection within the administrative landscape
of Pakistan.

The Office of Grievance Commissioner for Children (0GCC): A Specialized Safeguard for Child Rights
Objectives and the Scope of Work

The realization that many critical child rights issues were being overlooked or inadequately addressed
within existing administrative frameworks led the Office of Wafaqi Mohtasib to take a major institu-
tional initiative in April 2009. With vital support from the United Nations Children’s Fund (UNICEF), the
Office of National Commissioner for Children was established, later converted into the Office of the
Grievance Commissioner for Children (OGCC). This establishment was a direct response to the
UNCRC’s call for states to adopt appropriate measures for implementation, effectively creating an
Ombudsman for Children within the federal structure.

The OGCC is endowed with a broad and crucial [~ The OGCCis endowed with a broad and crucial

mandate: to serve as a comprehensive barricade mandate: to serve as a comprehensive
against threats to children's well-being. Its functions barricade against threats to children’s
are executed through a dual strategic approach: well-being.

* Reactive Grievance Redressal: The OGCC monitors, investigates, and rectifies individual com-
plaints and grievances related to the violation of child rights by federal government departments. This
includes issues ranging from violence, abuse to neglect in public services and the provision of health
and education to these innocent angels.

* Proactive Systemic Reform: Crucially, the OGCC adopts a proactive, investigative stance. It diagno-
ses underlying, systemic causes of rights violations, working to develop strategies for their long-term
eradication. This ensures that the intervention is not merely curative but preventive, addressing the
root causes of maladministration impacting children.

The OGCC’s jurisdiction extends to complex and sensitive areas, including the investigation of cases
related to child violence, the monitoring of child trafficking routes and prevention mechanisms, the
plight of street children and, increasingly, the rectification of issues concerning cybercrimes targeting
minors. By fulfilling this mandate, the OGCC not only provides a mechanism for individual justice but
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also acts as a critical institutional voice, raising the The Office of Grievance Commissioner acts as

national profile of child rights and devising | g critical institutional voice, raising the national
effective mechanisms for complaint redressal profile of child rights.

across federal departments.

International Cooperation and Policy Development

A cornerstone of the OGCC's effectiveness is its robust collaboration with international partners, most
notably UNICEF. Through signed agreements and joint initiatives, the Wafaqi Mohtasib Office works
hand-in-hand with global experts to strengthen child protection systems in Pakistan. These
collaborations were essential for capacity building, knowledge exchange, and aligning domestic
practices with international best standards.

Key outputs of this consultative process include policy documents and public awareness materials,
such as the publication of the "Promotion and Protection of Child Rights" booklet. This initiative serves
multiple strategic goals:

e Awareness: Disseminating information about children’s rights in accessible language to
stakeholders, including government officials, civil society, and children themselves.

¢ Consultation: Providing a framework developed through consultation with diverse stakeholders,
ensuring that policy recommendations are grounded in local realities and expert input.

e Compliance: Demonstrating the state's ongoing commitment to fulfilling its domestic legal and
international obligations under treaties like the UNCRC.

The OGCC'’s work is, therefore, a vital mechanism for translating global human rights principles into
actionable, monitored policies within Pakistan’s administrative apparatus.

Judicial Oversight and the Reform of Correctional Facilities
The Advisory Committee on Women and Children in Prisons

One of the most impactful interventions by the Wafaqi Mohtasib has been in the domain of
correctional facilities, driven by judicial direction. In compliance with the Supreme Court’s orders, an
Advisory Committee with Special Reference to Children and Women Prisoners was constituted under
the Wafaqgi Mohtasib's stewardship. The existence
of this committee acknowledges the heightened
vulnerability and specific needs of women and
children in detention, who often face systemic
neglect within the prison environment.

Advisory Committee with Special Reference to
Children and Women Prisoners was constituted
under the Wafaqi Mohtasib's stewardship.

The Committee’s methodology involved extensive, on the ground visits to various prisons across
Pakistan. These inspections were not superficial; they were designed to meticulously identify
systemic issues and offered concrete, actionable recommendations for improvement. The scope of
their inquiry covered every aspect of the prisoner’s life, from administrative oversight to welfare
provisions.

Major Problems and Systemic Deficiencies

The Committee's extensive field work had consistently highlighted several critical areas of
maladministration and resource deficiency, which were detrimental to the fundamental rights of
imprisoned women and children:

A. Operational and Administrative Shortcomings

o Staff Shortage and Training: A chronic shortage of specialized prison staff, particularly female
guards and counsellors, severely hampers the ability of institutions to provide adequate oversight and
a supportive environment. Furthermore, existing staff often lack specialized training in dealing with
trauma, child psychology, or gender-sensitive security protocols.
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¢ Overcrowding (Custodial Stress): Over-crowdedness remains a persistent problem across
Pakistan’s correctional facilities. For women and children, overcrowding translates into acute stress,
compromised sanitation, and increased risk of disease and violence. It fundamentally undermines
efforts at separation and rehabilitation.

* Non-Production of Under-Trial Prisoners (UTPs): A major administrative failure is the delayed or
non-production of under-trial prisoners, particularly children, before the relevant courts. This
administrative lapse leads to unwarranted and prolonged detention, violating the right to a speedy
trial and contributing to institutional stagnation.

B. Welfare and Rehabilitation Deficiencies

¢ Lack of Balanced Diet and Medical Facilities: The provision of nutritional food and adequate
medical care is a basic human right, yet prisons frequently fail to meet these standards. For women,
reproductive health services are often inadequate. For children, the lack of proper nutrition and
consistent health monitoring impacts their physical and cognitive development during a critical
growth phase.

¢ Educational, Health, and Skills Training: The rehabilitation mandate of prisons requires robust
programmes for reintegration. The Committee found a significant lack of appropriate educational and
skKills training facilities for both women and children. Education for minors is mandatory and requires
age-appropriate curricula, while vocational training for women is crucial for their economic
empowerment upon release. The absence of mental health support and counselling facilities
exacerbates the trauma of incarceration.

C. Ensuring Accountability through Judicial Reporting

The Advisory Committee’s findings are translated into sustained pressure for reform through a
rigorous reporting mechanism. The committee has submitted nineteen quarterly implementation
reports to the Supreme Court of Pakistan. This process is a powerful model of institutional
accountability:

e The Wafaqi Mohtasib acts as the executive monitor, gathering ground-level data and formulating
recommendations.

e The Supreme Court provides the necessary judicial oversight, compelling federal and provincial
authorities to act on the findings.

The continuous submission of these detailed reports ensures that the issues of women and children
in prisons do not fade from the judicial and administrative agenda. This sustained oversight is
designed to force budgetary allocation, infrastructural improvements (such as the creation of
separate juvenile wards and créches for children accompanying mothers), and the implementation of
welfare schemes, thereby driving tangible, verifiable improvements in the penal system.

D. Internal Compliance and Leading by Example
Safeguarding Female Employees Against Harassment

The Wafaqgi Mohtasib’s commitment to women'’s rights extends beyond external monitoring to internal
organizational compliance. Recognhizing its own responsibility to maintain a safe, respectful, and
professional environment, the Wafaqi Mohtasib The Wafaqi Mohtasib Office has established
Office has . e§tabll§hed Ian mte.rnal. redressal an internal redressal mechanism in line with
mechanism in line with national legislation. national legislation.

A dedicated committee, under the leadership of a

female Senior Advisor in the Wafaqi Mohtasib Office, has been formed to operate under the
provisions of the Federal Ombudsman Protection Against Harassment Act. This internal committee is
tasked with receiving, investigating, and reporting on complaints of harassment lodged by female
employees of the Wafaqi Mohtasib Office. Its formation and function serve a dual strategic purpose:
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¢ Direct Compliance: It ensures that the Wafaqi Mohtasib institution is a model employer, adhering
strictly to the legal requirements for workplace protection against harassment.

¢ Institutional Precedent: By maintaining a robust, fair, and transparent internal mechanism, the
Wafaqi Mohtasib institution sets a high-water mark for other federal government departments that
fall under its jurisdiction, reinforcing the principle that institutional compliance must begin at home.

The committee’s adherence to the established legal framework for presenting its findings and
recommendations to the Wafaqi Mohtasib ensures that due process is followed, and appropriate,
timely action is taken against reported misconduct, thereby cultivating a culture of respect and
accountability.

Conclusion and the Future Trajectory of Rights Protection

The comprehensive efforts of the Wafaqi Mohtasib in establishing and managing specialized oversight
mechanisms for women and children underscore a profound shift in institutional governance from passive
complaint resolution to active, systemic reform. The Success of the OGCC is rooted in its their
success of the OGCC and the Prison Advisory
Committee is rooted in their capacity to bridge
administrative gaps, enforce judicial mandates, and
leverage international partnerships.

capacity to bridge administrative gaps, enforce
judicial mandates, and leverage international
partnerships.

Synthesis of Institutional Impact
The Wafaqi Mohtasib’s strategy for rights protection operates on three parallel fronts:

* Systemic Advocacy (OGCC): Diagnosing root causes, engaging in policy consultation, and raising
public awareness of child rights issues (violence, trafficking, cybercrimes).

 Vulnerability Oversight (Prison Committee): Implementing judicial mandates, monitoring correctional
facilities, and driving structural change to protect the rights of imprisoned women and children.

¢ Internal Compliance (Harassment Committee): Upholding the highest standard of workplace safety
and compliance within its own organization, providing a credible model for other government institutions.

Challenges and Recommendations for Enhancement

Despite the notable achievements, significant challenges persist, primarily in the areas of implementation
consistency, resource allocation, and cultural barriers. To further consolidate and expand the impact of the
Wafaqi Mohtasib in this crucial domain, the following strategic recommendations are proposed:

* Enhanced Digital Outreach for OGCC: Develop a dedicated, child-friendly digital portal for the OGCC.
This portal should offer simplified complaint submission, educational resources, and anonymous
reporting features, making the grievance mechanism more accessible, especially in remote areas.

¢ Specialized Gender and Juvenile Training: Advocates for mandatory, Mohtasib-certified training
modules for staff across federal departments, police, and the judiciary, focusing specifically on the
trauma-informed care of child victims and the gender-sensitive management of women’s issues.

¢ Proactive Legislative Input: Utilize the systemic findings of the OGCC and the Prison Advisory
Committee to provide formal, proactive input to the Parliament and relevant ministries, driving
necessary amendments to juvenile justice and anti-trafficking legislation.

* Impact Assessment and Transparency: Routinely publish detailed, quantifiable impact assessments of
the Prison Committee’s work, highlighting the number of prisoners whose conditions improved, the
educational facilities established, and the administrative deficiencies corrected. Increased
transparency will build public trust and ensure sustained political will for reform.

By maintaining this multi-pronged, evidence-based approach, the Wafaqgi Mohtasib will continue to
strengthen the administrative protection of women and children, thereby reinforcing the constitutional
promise of dignity and justice for all citizens of Pakistan.
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CHAPTER 9

OVERSEAS PAKISTANIS - A PRECIOUS ASSET

Role of Grievance Commissioner/Advisor for Overseas Pakistanis

The welfare of more than 10 million Overseas Pakistanis receives a high level of attention of the
Office of Wafaqgi Mohtasib (Ombudsman). The Overseas Pakistanis not only provide considerable
support to their families back home but also contribute meaningfully to the economic stability of the
country through substantial remittances from abroad. For expeditious resolution of their grievances
and redressal of individual complaints on account of any injustice done through maladministration,
the Wafagi Mohtasib appointed a “Grievance Commissioner/Advisor for Overseas Pakistanis” in
2015 under Section 7 of the Federal Ombudsmen Institutional Reforms Act, 2013.

Any overseas Pakistani can lodge a complaint with the “Grievance Commissioner for Overseas
Pakistanis” against maladministration of federal government ministries/departments/
organizations/ agencies through email, WhatsApp, online or by post. A number of steps have been
initiated to resolve their complaints and to address systemic issues being faced by the Overseas
Pakistanis.

Procedure, Methodology and Performance

i. Complaints of Overseas Pakistanis received in the Grievance Commissioner’s Office are handled
promptly on daily basis and taken up with the relevant agencies for report/redressal within 15 days.
The complainants are kept informed at every step about the progress/redressal of their cases
through email, WhatsApp, voice messages or phone. From January 2024, all such complaints are now
being registered at Wafaqi Mohtasib’s Complaint
Management Information System (CMIS), which
has introduced greater transparency and efficiency
in handling their issues/problems. Systemic issues
and general problems being faced by the Overseas Pakistanis are also taken up in earnest with the
relevant agencies by the Grievance Commissioner’s Office.

Complaints are now being registered at
Wafaqi Mohtasib’s Complaint Management
Information System (CMIS).

Pakistan Missions Abroad: Rendering Invaluable Service to Countrymen

ii. On the initiative of the Wafaqi Mohtasib, each Pakistan Mission/Consulate abroad has appointed

a Focal Person for prompt action, and has ( Each Pakistan Mission/Consulate abroad hasj

allocated one day in a week for meeting with appointed a Focal Person for prompt action.
Overseas Pakistanis to redress their grievances.

Khuli Katcheries/e-Katcheries are also conducted by heads of Missions abroad or their
representatives on monthly basis to facilitate Pakistani diaspora. Detailed monthly progress reports
on prescribed proforma regarding complaints/problems and queries of Overseas Pakistanis resolved
or under process are also formulated and proper data is maintained in the Grievance Commissioner’s
Office.

One Window Facilitation Desks (OWFDs) - A Revolutionary Step

iii. On the initiative of Wafaqgi Mohtasib, One Window Facilitation Desks (OWFDs), were established in
2015/2016 at the following eight International Airports of the country for instant redressal of
complaints/problems/queries of overseas Pakistanis:

e Faisalabad Airport e Islamabad Airport ¢ Karachi Airport e Lahore Airport
e Multan Airport e Peshawar Airport * Quetta Airport e Sialkot Airport

According to the revised SOPs, activities of these OWFDs are regularly monitored and monthly
progress reports regarding facilities provided to Overseas Pakistanis are acquired from all
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stakeholders separately. Any Pakistani travelling abroad or coming back home can use services of
these desks, where representatives of twelve relevant agencies i.e. FIA, ANF, ASF, CAA, PIA, NADRA,
BE&OE, DGI&P, OPF, Border Health Services, Pakistan Customs and OEC remain present on 24/7
basis. Inspection visits of Airports and OWFDs and meetings with Focal Persons/ Representatives of
these 12 agencies are conducted regularly.

Inspection Team headed by Mr. Ghulam Sarwar Brohi, Incharge Regional Office, Quetta visiting
Quetta International Airport (25.04.2025).

During 2025, sixteen Inspection visits were conducted by “Grievance Commissioner/Advisor for
Overseas Pakistanis and teams of Senior Advisors constituted by the Wafaqi Mohtasib.

Summary of Facilities Extended to Overseas Pakistanis

A. Office of the Grievance Commissioner/ Advisor for Overseas Pakistanis

¢ Complaints are required to be disposed of within 30 days but not later than 60 days.

* Complainant is kept informed about the status of his complaint through e-mail/ Mobile Phone.

¢ Availability of dedicated telephone No. 051-9217259 in the Grievance Commissioner’s office
(during office hours) and 051-9213886 -7 in WMS Secretariat (from 8:30 AM to 09:00 PM) to attend
phone calls of Overseas Pakistanis.

¢ Helpline No. 1055 in Wafaqi Mohtasib Office exchange for proper guidance within Pakistan is also available

* Mobile phones of GC (OP) and Senior officials have also been displayed on Wafaqi Mohtasib official
website, standees/ leaflets at OWFDs established at Airports and posters affixed in Pakistan
Missions Abroad for convenience of Overseas Pakistani complainants.

¢ Appointment of Focal Persons in 12 relevant agencies working at 8 International airports of the country.
* Close liaison is maintained with all agencies and complainants.
B. Systemic Issues

* Streamlining the system of issuance of Police clearance certificate in coordination with Ministry of
Interior and Intelligence Bureau.

* |nitiative of online registration process for affixation of protector stamp on passports of intending
immigrants going abroad on work visa or education, which has been started from January, 2024. This
year 24,059 immigrants have availed this online protector stamp facility. This facility is also available
at airports.
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e |nitiative of Apostille attestation of overseas public documents. The Hague Apostille convention of
1961 is now valid between Pakistan and 112 member countries. The Ministry of Foreign Affairs has
started Apostille attestation of documents from July 2024 at the Consular Hall of the Ministry and its
liaison offices at Karachi, Gujrat and Lahore. During this year, a large number of people have been
facilitated.

C. Facilities Provided in other Countries Through Pakistan Missions Abroad

* Weekly meetings with complainants by Heads of Missions abroad, without any appointment.
e Counselling and legal assistance to Pakistani Prisoners abroad for their release.

¢ Online appointment system in Pakistan Missions abroad.

e Ensuring establishment of Machine-Readable Passport (MRP) Facility for Overseas Pakistanis in
every foreign country, which has more than 10 thousand Pakistanis.

¢ Holding of Khuli Katcheries & e-Katcheries once in a month.

¢ Compilation of complaints received/redressed/under process by Pakistan Missions abroad and
submission of detailed monthly report in broader categories to Grievance Commissioner/ Advisor for
Overseas Pakistanis office for proper formulation and record.

D. Facilities Provided, Improved and Strengthened at One Window Facilitation Desks (OWFDs)
¢ Issuance and renewal of NICOP/POC and expired CNICs at airports.
¢ Establishment of “Information and Help Desks” at first entrance of airports.

¢ Display of Zone-wise information about counters of airlines of different countries for issuance of
Boarding passes.

e Special facilities for children/people with invisible disabilities like autism, reduced mobility and
other psychological conditions started under “Sunflower Assistance Programme” at Islamabad
Airport from April 2025, which entitles them to avail the facility of a special wheel chair and priority
handling at each counter of the airport.

A

Mr. Ahmed Farooq, Senior Advisor, visiting OWFD at Islamabad International Airport
(23.04.2025).

¢ Placement of suggestions/complaints registers at One Window Facilitation Desks.
e Complaint boxes at different places of airports by Pakistan Aviation Authority (PAA).

¢ Installation of surveillance cameras for security purposes at One Window Facilitation Desks.
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e Availability of Universal Toll-Free Number (0092-51-111-040-040), Fax Machine and
E-mail facilities at all One Window Facilitation Desks.

¢ Allocation of separate gates for senior citizens, business class, Overseas Pakistanis, diplomats and
parliamentarians at international departure and arrival lounges of the airports.

 Facilitation at airports to “Sohni Dharti App” holders, which is a point-based loyalty scheme.

e Increase in facility of shuttle service vehicles and wheel chairs to carry aged and disabled persons.
* Improvement in conveyer belts and scanning machines.

* Combined counters of ASF, ANF & Customs for search of baggages at international departure lounge.

* Installation of surveillance cameras at combined counters of ASF, ANF & Customs.

¢ Provision of computer & printer at OWFDs for free prints of e-visas & e-tickets of Overseas Pakistani
passengers.

¢ Provision of OPF, Border Health Services Desks and Branch of National Bank inside international
arrival terminal.

¢ Installation of snake queue system at immigration counters for prevention of long ques in rush hours.

* Installation of guidance boards for overseas passengers regarding DO’s and DONT'’s in English &
Urdu in front of customs desk.

i g

>/

Syed Shujaat Abbas, Advisor and Dr. Riaz Memon, Associate Advisor, RO Karachi inspecting facilities
at Karachi Airport (07.08.2025).

e |nitiation of strict procedure of timings and implementation of fines to the port handling agencies
in case of delays in clearance of luggage of incoming overseas passengers. Due to vigilant monitoring
punctuality in delivery of luggage has improved to 98%.

* Installation of standard size screens inside and outside the first gate of entry, comprising scrolling slides
with commentary about items which overseas passengers cannot carry while boarding the plane.
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* Provision of seating arrangements for visitors at international departure & arrival lounges outside
the entrance.

Awareness Raising Material for Overseas Pakistanis

» Affixation of awareness posters in Pakistan Missions abroad about the procedure for lodging of
complaints with Wafaqgi Mohtasib Grievance Commissioner’s Office along with phone

numbers and email.

e Affixation of new pana flexes and placement of standees at each Airport providing information
regarding lodging of complaints with Grievance Commissioner’s Office along with phone Nos

and e-mail.

e Uploading of latest information in (Urdu & English) about working of Grievance Commissioner/
Advisor for Overseas Pakistanis Office and procedure for submission of complaints, in a separate
section of Wafaqi Mohtasib’s official website and its YouTube channel.

* Publication of a “Handbook for Overseas Pakistanis”, containing information about complaints
procedures, phone Nos. e-mails and addresses of Pakistan’s embassies abroad and relevant
agencies in Pakistan for establishing quick contact and to seek required assistance.

* Publication of a “brochure in Urdu” (12 pages) for awareness of overseas Pakistanis.
e Issuance of bi-annual “Newsletter for Overseas Pakistanis”, for awareness purposes.
Six (6) issues have been published from January 2023 to December 2025.

¢ Placement of awareness material (leaflets, copies of Newsletter for Overseas Pakistanis and Urdu
Brochure) from time to time at One Window Facilitation Desks for distribution among the passengers.

e Publication of articles in newspapers about working of Grievance Commissioner/ Advisor for
Overseas Pakistanis Office for awareness purposes.

e Publication of news items in national and regional newspapers for awareness of Overseas
Pakistanis.

Wafaqi Mohtasib, Ejaz Ahmad Qureshi reviewing the performance of Grievance Commissioner for
Overseas Pakistanis Office at the Head Office (16.06.2025).
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Data of Overseas Pakistanis Facilitated and their Complaints/Problems
Resolved From 1st January to 31st December 2025

Complaints/ Problems/ Facilitations | Received Resolved/ | Un-Resolved
Disposed / Under
of Process
Complaints received directly in 2,250 2,195 55
Grievance Commissioners Office of
Wafaqgi Mohtasib Institution.
Problems/ Complaints handled by 43,011 41,418 1,593
Pakistan Missions Abroad.
Problems/ queries of Overseas 91,891 91,890 01
Pakistanis going abroad and coming
back to their homeland resolved at
One Window Facilitation Desks.
Total 137,152 135,503 1,649
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CHAPTER 10

PUBLIC AWARENESS

Awareness raising is an essential feature of any successful Ombuds system. It plays a key role in
enhancing outreach and accessibility, particularly to the remote and far off regions. This aspect has
been highlighted by nearly all ombudsman and mediator institutions working in various parts of the
world. Even the global benchmarks and
instruments provided by the Paris Principles and
Venice Principles recognhise awareness raising as
one of the key functions of these institutions.
Additionally, the UN Resolution 79/177 of 17 December 2024 also urges the member states to
develop and conduct outreach activities at the national level in collaboration with all stakeholders.

Awareness raising has been recognised as an
essential component of ombudsmanship by
the international instruments.

The institution of the Wafaqi Mohtasib (Federal Ombudsman), has been consistently pursuing a
robust awareness campaign since 2021. The Media and Publication Wing has been disseminating
information about its various activities particularly the new initiatives for promptly redressing public
complaints, by utilizing all major media tools including Radio, Television, Facebook, Website,
Instagram etc. in addition to the usual press releases and media briefings. It maintains a close liaison
with the mainstream media particularly the beat reporters and regularly update them on new
initiatives and developments.

The major planks of the media strategy include preparation of Annual Media Calendar for
spearheading the awareness campaign, with ingenious utilization of major projection and publicity
tools i.e. press releases, press conferences and press briefings at the Head Office and Regional
Offices in addition to commissioning of the publicity articles along with TV tickers, public service
messages on mobile phones, SMS messages, Radio talks etc. It visualises a proactive role for the
Public Relations and Media Wing with regard to constructive and meaningful engagement with the
print and electronic media. The key objective of the

awareness campaign remains crystallization of a(
favourable public opinion about the institution.

key objective of the awareness campaign is
crystallization of a favourable public opinion.

Awareness raising through the media involves using channels like the social media, TV, press
releases to educate the general public and influence attitudes about a cause generally relevant to the
public, thereby promoting a healthy change. It creates a social impact and helps achieve a specific
goal. The media campaign being conducted by the institution has helped a great deal in educating the
general public about the availability of this forum particularly in the remote and far off places of the
country for speedy redressal of their complaints relating to maladministration.

The media landscape is lately witnessing a change, characterised by growing influence of the informal
media. The institution is cognizant of the subtle shift being experienced in the recent years towards
the social and digital media and making consistent efforts to harness the immense potential of the
digital media. Similarly, it is fully aware of the emerging media dynamics, following the shrinking of the
print media and corresponding expansion of the social media. Accordingly, the institution is making
necessary adjustments in its strategies and placing due emphasis on increasing IT footprint and
skilfully utilizing the digital media platforms.

In order to conduct the media-related awareness raising activities in a well-coordinated, organized
and calibrated manner, a comprehensive Calendar of Activities is drawn up at the beginning of each
year, which is duly approved by the Wafaqi Mohtasib
after being briefed on its salient features. It
contains a gist of all awareness activities to be
carried out throughout the year. It forms the basic

A Calendar of Activities is drawn up at the
beginning of each year, which is duly approved
by the Wafaqi Mohtasib.
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roadmap regarding the projection-related activities at the Head Office and the Regional Offices. It is
duly shared with the Regional Offices to keep these fully on board. Likewise, periodic meetings are
held to regularly monitor and review progress made with reference to implementation of the Calendar
of Activities.

Another major development in relation to media activities relates to launching of the Wafaqi
Mohtasib’s Official WhatsApp Channel, which has soon captured the imagination of the people
particularly the youth. This step has been motivated by the desire to inform and engage the growing
young population in the country. It comprehensively informs the people about the upcoming events
and developments. This helps the Wafaqgi Mohtasib Office to emerge as a resilient, technology-driven
organization, responsive to the hopes and aspirations of the people.

Here, it is also important to mention that a minimum benchmark of 03 press releases is prescribed
per month, which is being followed in letter and spirit. Similarly, periodic press conferences and press
briefings of the Wafaqi Mohtasib are held whenever there is an occasion to do so. The basic aim and
purpose of these engagements remain awareness raising particularly about the new initiatives
launched by the institution for prompt redressal of public complaints. About a year ago, a broad
understanding has been reached with the Official News Agency APP to utilize its services for
preparing short video clips of the beneficiaries whose problems have been resolved through the
intervention of the Wafaqi Mohtasib Office.

The role of Regional Offices is of paramount importance with regard to awareness raising and
projection since a large number of public complaints originate from there. The institution’s presence
at 28 stations is facilitating dispensation of administrative justice at the doorsteps of the people. Two
most potent instruments being utilized by these
offices include the Outreach Complaint Resolution
(OCR) mechanism and the Khuli Katcheries. These
two activities are held in the presence of senior
officers in the district and tehsil concerned along with the media. The services of the electronic media
including the private TV Channels, FM Radio etc. are being fully utilized for this purpose. Efforts are
also underway to improve the professional skills of their respective media Focal Persons.

The institution’s presence at 28 stations is
facilitating dispensation of administrative
justice at the doorsteps of the people.

The salient features of the Calendar of Activities (COA) designed for the year 2025 are as follows:
1. Press Conferences, Awareness Lectures, Webinars & Symposia

These instruments help a lot in raising awareness about the institution, its role and functions,
particularly on how to approach the institution for seeking relief and addressing issues of
maladministration of the federal government entities. The press conferences addressed by the
Wafaqi Mohtasib were well attended and found good coverage in both print and electronic media. The
——

o
Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi speaking to the Press and Media representatives in Islamabad (18-09-2025).
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awareness lectures were mostly held at universities and colleges.
2. Quarterly News Bulletins

Quarterly News Bulletins in Urdu were issued regularly during the year 2025 and distributed to a wider
audience including senior government officials, heads of various Mohtasib institutions in addition to
prominent media personalities. These carried a gist of activities undertaken by the organization
particularly the new initiatives for providing speedy redressal to public complaints relating to
maladministration. One of their salient features is the fact that these also carried success stories,
which are normally taken from the cases which have been pending for a long time in various
government organizations and were finally resolved through the intervention of the Wafaqgi Mohtasib.

3. Publication of Thematic Articles and Columns

Previously the general practice was to issue write ups in Urdu and English languages covering nearly
all aspects of the organization in a rather desultory manner, which did not have a profound impact.
Therefore, in order to pursue awareness campaign in a more organized manner, it was abandoned
and replaced with the thematic articles and columns, which cover one or two important facets in an
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elaborate and comprehensive manner. These included the Inspection Visits, Outreach Complaint
Resolution (OCR) and Khuli Katcheries, the Informal Resolution of Disputes (IRD), Ombudsman’s role
in promoting good governance and the rule of law, special initiatives for facilitating the Overseas
Pakistanis, protection of the rights of women and children etc.

4. Launching of the Official WhatsApp Channel

The Wafaqi Mohtasib Institution has been alive to the latest changes that have taken place on the
media landscape, particularly the gradual shift from the print to the digital one. In order to harness
the tremendous potential of the digital media for awareness raising, the Office of Wafaqgi Mohtasib
decided to launch its own official WhatsApp Channel in March 2025 to realize the awareness raising
goals. So far it has proved to be an effective medium in projecting its activities in a hassle-free
manner. This Channel not only highlights the significant features but also the upcoming events like
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the OCR visits and Khuli Katcheries in order to enable a large number of people benefit from the
same. The number of its followers is increasing steadily.

5. Revamping of the Institution’s Website

Need was felt for translating the important sections of the Wafaqgi Mohtasib’s official website into
Urdu for enabling those who were not fully conversant with the English language to enhance their
access to this tool. This step alone has helped increase its accessibility to a very large extent. During
the outgoing year 2025, it was visited by nearly 456,000 users and it became a convenient mode of
lodging the complaints for a large number of mobile telephone user, without any need for personally
visiting the Wafaqi Mohtasib Offices.

6. Mobile App

Here it may also be mentioned that the mobile application of the Wafaqi Mohtasib institution
remained functional during the outgoing year 2025. It was used by as many as 78,000 complainants
during the year. Apart from the general public in the country, it was especially liked by the Overseas
Pakistanis, who felt great ease in lodging their complaints through this mode. It also offers a feature
which allows a complainant to keep track of his or her complaint and application and also enable him
or her to view and download the findings.

7. Online Training Lecture for Media Focal Persons

With a view to enhancing and sharpening the professional skills of the Media Focal Persons dealing
with projection-related assignments in the Regional Offices, an online training lecture was delivered
by renowned media expert, Dr. Abid Hussain Sial on 23 October, 2025. He touched on matters
relating to projection and media management in general and the Press Releases and photographs in
particular. The officers and officials dealing with PR and Media at the HO and ROs were in
attendance. He also explained basic communication techniques along with other professional
matters.

Noted Scholar and Communication Expert, Dr. Abid Hussain Sial delivering an online lecture on media techniques intended
for the benefit of Media Focal Persons in Regional Offices (07.10.2025)
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8. Facebook, Instagram and YouTube

These platforms have been visited by a large number of people, nearly 194,891 to get updates
regarding important activities of the institution during the outgoing year 2025. These outlets were
found to be of immense value in disseminating information.

9. Action by PTA

The Pakistan Telecommunication Authority (PTA), has been instrumental in running awareness
messages on mobile telephones for the benefit of general public. These messages have helped a
great deal in informing the public abbot existence of this forum and how to seek relief from it.

10. Action by PEMRA

Similarly, the Pakistan Electronic Media Regularity Authority (PEMPA) cooperated with the Wafaqi
Mohtasib Office in airing short tickers for raising the awareness along with ways and means to seek
relief from it. The role of PEMRA is of paramount importance since the Private TV Channels have great
proliferation and are being watched by nearly every house-hold on daily basis.

11. Visits of Civil Society Groups to the Office of Wafaqi Mohtasib

The various activities outlined in the Annual Calendar of Activities also included visits of civil society
groups to Wafaqi Mohtasib Office. It was designed to promote the organization’s interaction with the
civil society and to inform various segments of the society about the existence of this important and
effective forum for redressal of public complaints. During the outgoing year, a number of such visits
occurred which included APP VNS delegation, a group of internees from the Office of Federal Tax
Ombudsman and a group of women lawyers. These were briefed comprehensively on the institution’s
role and functions by the senior officials.

s, = - -t
A group photograph of the Federal Tax Ombudsman (FTO) interns, who visited the
Wafaqi Mohtasib institution for briefing (28.07.2025).
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PUBLIC AWARENESS ACTIVITIES AT A GLANCE
(January to December 2025)

Total Articles/Columns published in National and Regional Newspapers 230

Press Clippings from National/Regional Newspapers (Urdu/English) 10,128

Press Conferences/Media Talks of Wafaqgi Mohtasib and Heads of Regional | 102
Offices

Newspapers, Television and Radio Interviews of Wafaqi Mohtasib and Heads | 58
of Regional Offices.

TV/YouTube short Video Clips regarding Media Coverage of Regional Offices | 1,657
activities

Radio Programmes by Head Office and Regional Offices 40

Awareness Lectures/Seminars/Programmes by Head Office and Regional | 61
Offices

TV Tickers 225

Awareness messages on mobile telephone by PTA 123 million
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CHAPTER 11

ASIAN OMBUDSMAN ASSOCIATION (AOA) AND
OTHER INTERNATIONAL BODIES

The Office of Wafaqi Mohtasib (Federal Ombudsman) has concurrently been taking steps to promote
ombudsmanship at international level and contribute in responding to the development challenges of
the 21st century including good governance and responsive public sector performance. The process
entailed learning from the international best practices as well as sharing its own experiences as the
first ombuds institution in the country established in January 1983. Pakistan joined the International
Ombudsman Institute (I0I), a global ombuds body of over 200 members from 125 countries in April
1984. The Wafaqi Mohtasib was elected as member of the |10l Board of Directors in 1993. The Wafaqi
Mohtasib was again elected in February 2013 - 2017 and served as President of the Asian region. In
August 2025, Provincial Ombudsman Punjab was elected as the First Vice President of I0l, while the
Provincial Ombudsman Sindh was elected in December 2025 as Director (I0OI) in the Asian region.

The establishment of the International Ombudsman Institute (10I) in 1978 (Alberta, Canada) was a
watershed in the history of ombudsmanship. This arrangement became the precursor of similar
professional bodies in other regions of the world. The Institute encourages the creation and
development of the Ombuds institutions where they do not already exist, provides training, promotes

information exchange while engaging in ongoing dialogue with key international organizations and
stakeholders.

INTERNATIONAL
OMBUDSMAN
INSTITUTE

Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi, addressing 10l Asian Regional Meeting 2025 and
International Conference at Lahore (07 October, 2025).
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The IOl recognizes the diversity of ombuds institutions from different countries and regions and strives
to enhance the role of ombuds institutions in securing the core values of independence, objectivity
and fairness. It is committed to encouraging institutions to pursue international best practices and the
criteria reflected in the Paris Principles, the Venice Principles and the United Nations Resolution on the
Role of the Ombudsman Institutions.

Regional arrangements of Ombuds institutions in Europe, Australia
and Pacific, Latin America and Africa were already in place when
the most populous Asian region conceived of a similar
arrangement for Asia. Accordingly, Pakistan in consultation with
the like-minded countries, convened the First Asian Ombudsman
Conference on 15-16 April 1996 at Islamabad. The Islamabad
Conference decided to establish the Asian Ombudsman
Association (AOA), with its Secretariat housed within the premises
of the Wafaqgi Mohtasib Secretariat at Islamabad. In recognition of
Pakistan’s significant contribution and valuable services for the
cause of ombudsmanship, the Wafaqgi Mohtasib (Federal
Ombudsman) - Pakistan was elected as the first President of AOA
and has held the position for most of the time subsequently.

The Asian Ombudsman Association (AOA), is a 47-member strong, non-political, independent,
democratic and professional body of international character representing more than two thirds of the
world population. The Association has held 26 Meetings of the Board of Directors and 18 Meetings of
the General Assembly. In addition, 18 International Conferences and a good number of
seminars/webinars and training workshops have been held under the auspices of the Association.
The Asian Ombudsman Association, since its establishment in 1996, has focused on promoting
ombudsmanship, developing professionalism, capacity building and exchange of information and
experiences as among its primary goals and objectives. The Association draws its strength from the
professional credentials of its members and their commitment, in terms of Article 5(6)(d) of Bye Laws,
“to do everything in their power to promote the aims of the Association and to observe its statutes and
resolutions”. Accordingly, the AOA membership has meticulously protected the Association’s
fundamental character as an “independent, non-political, democratic and professional body” and
followed the healthy traditions of regular meetings, international conferences, periodic interaction,
mutual consultations to promote greater understanding and solidarity within the AOA family. The

A group photo of the participants of Asian Ombudsman Association (AOA) meetings 2025
(Nanjing - 09.09.2025).
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Association, therefore, has over the years acquired the institutional features necessary for a
non-political professional body of international character, upholding the shared goals of
ombudsmanship in Asia and beyond.

An Overview of AOA Activities

The Asian Ombudsman Association (AOA) has gradually developed institutional strength and features
that are necessary for the promotion of mutual cooperation and realization of its goals and objectives.
Six (06) out of nine (09) objectives of AOA prescribe specific activities aimed at promoting
professionalism in the discharge of the functions of an ombudsperson. These include encouraging
study and research, training and educational programmes, collect, store and disseminate
information, facilitate exchange of information and experiences and arrange periodic meetings.

The year 2025 has been a very rewarding and professionally satisfying year. Its highlights include the
26th meeting of the AOA Board of Directors, the 18th Meeting of the General Assembly along with an
International Conference titled, “Effective Ombudsmanship for People’s Livelihood”. These three
events were hosted by the National Commission of Supervision (NCS) on 09-10 September 2025 at
Nanjing (China).

In addition, international conferences were organized on the subjects of ‘Constitution and the Rule of
Law’ at Baku (Azerbaijan), ‘Clean, Healthy and Sustainable Environment’ at Tashkent (Uzbekistan),
‘Ombudsman’s Role in Achieving Sustainable Development Goals’ at Bangkok (Thailand), ‘Modern
Trends in the Protection of Human Rights’ at Kazan (Tatarstan) and alike.

President of AOA, Mr. Ejaz Ahmad Qureshi addressing the International Conference on Constitution and
the Rule of Law (Baku, 12.11.2025).

The UN Resolution 79/177 of 17 December 2024 recognises the Asian Ombudsman Association
(AOA) amongst the active regional ombudsman bodies and encourages the ombudsman and mediator
institutions to share best practices on their work and functioning, and to continue engaging actively
with other regional networks and associations to exchange experiences, lessons learned and best
practices. In pursuance of the stipulations of the UN Resolution and the Association’s objectives, the
AOA Secretariat has pursued a series of activities during 2024-25. Its prominent ongoing activities
include issuance of a monthly e-Newsletter, e-Profile Directory of AOA members and Alumni members,
upgrading of the AOA Resource Centre facility, AOA website and the Annual Calendar of Activities.

As per information received from the AOA member institutions compiled in the AOA Catalogue of
Activities at the National Level, 327 activities including training programmes, workshops, study visits
and diverse performance related events were recorded during 2024-25. The given number strongly
reflects the firm belief of the AOA members in the principles and purposes of ombudsmanship and
their commitment to developing the concept for the common good of the citizenry.

The facility of the Resource Centre is an important feature of the AOA Secretariat. It is coming up
gradually and will serve as a storehouse of information and material about the growth and status of
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ombudsmanship in the region. Efforts are continuing to upgrade the facility by putting together
authentic record of the professional pursuits of the AOA member institutions available in the form of
documents, professional journals, reports, research papers and documentaries. In June 2024, the
Board of Directors approved provision of video conferences facility and installation of necessary
technical equipment in the Resource Centre. The facility is now in place and is being used for hosting
of webinars, video conferencing and online participation in various events.

During 2025, the AOA Secretariat organized two webinars on the themes identified by the UN
Resolution 79/177 for special focus of ombuds fraternity:

i. AOA webinar on Ombudsmanship: Complying with the International Standards (29.05.2025).

ii. AOA webinar on Ombudsmanship and the SDGs: A Framework of Shared Principles and
Commitments (14.07.2025).

. A view of the AOA Webinar on ‘Ombudsmanship and the SDGs: A Framework of Shared Principles and
Commitments’ (14.07.2025).

In addition, a webinar on “Protection of the Rights of Persons with Disabilities: The Role of
Ombudsman Institutions” was organized on 03 December 2025 in cooperation with the Federal
Ombudsman of Pakistan and the Azerbaijan Commissioner for Human Rights.

International Linkages and Cooperation

Asian Ombudsman Association (AOA) enjoys a unique status as many of its members are also
represented in other professional bodies such as the International Ombudsman Institute (10l), the OIC
Ombudsman Association (OICOA), the Association of Mediterranean Ombudsmen (AMO), the
European Ombudsman Institute (EOI), the Eurasian Ombudsman Alliance (EOA) and alike. The
General Assembly Resolution 79/177 recognizes the Asian Ombudsman Association amongst the
active regional ombudsman bodies. The international standing of the Association is also reflected in
the communication received from the President of the General Assembly inviting the President AOA to
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President of AOA chairing the webinar on Protection of the Rights of Persons with Disabilities (03.12.2025)

participate in the high-level panel on developing strategic initiatives to raise public awareness on the
role and work of ombudsman and mediator institutions held in New York last year. The recent
webinars hosted by the AOA Secretariat on the themes identified in the operative paragraph of the
above referred UN Resolution project the abiding commitment of the Association to the purposes and
principles of the UN Charter as well as the guidelines stipulated in various international instruments
including the Paris Principles and the Venice Principles. It also manifests that the Asian Ombudsman
Association has come of age and its membership remains committed to working together in the best
interest of the Asian regional fraternity.
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The Ombudsman fraternity witnessed another important development when Pakistan took the
initiative of promoting Ombudsmanship in the Muslim world from the platform of the Organization of
Islamic Conference (OIC). The OIC Ombudsman Association (OICOA) was formed in 2014. It is headed
by the Chief Ombudsman of Turkiye, while the Federal Tax Ombudsman of Pakistan is the Secretary
General of the Association. The OICOA has immense potential to emerge as an important
representative body of the Ummah.
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A group photo of the OICOA meeting 13-14 May 2025, Tehran.

The preamble of the OIC Charter and Articles 1(14) and 2(7) provide for the member states to uphold
and promote at the national and the international levels good governance, democracy, human rights
and the rule of law. These provisions are fully shared by other Ombuds bodies and govern the conduct
and scope of the work of this body. The growing stature of the OICOA is evident from the fact that the
B51st Session of the Council of Foreign Ministers of the Organization of Islamic Cooperation (21-22

June, 2025 - Istanbul) granted affiliated institution status with OIC enhancing its outreach in the
Muslim world and beyond.
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CHAPTER 12

WAFAQI MOHTASIB: OPERATIONAL EXCELLENCE
AND STRATEGIC ROADMAP

The Call for Reform

The Wafaqi Mohtasib (Federal Ombudsman) Pakistan is a crucial institution for administrative
accountability in the country, delivering timely and effective justice as demonstrated by its high
efficiency and compliance. Established in 1983, the institution has evolved in scope, efficacy and
impact, emerging as a central pillar for addressing grievances against the maladministration of
federal agencies. It stands today as a crucial institution in the country’s journey towards
administrative justice, good governance and public service accountability.

In order to enhance responsiveness and ensure effective service delivery of the institution, the
Wafaqi Mohtasib constituted an Advisory Committee in June 2025. The ten-member strong
Committee was tasked with identifying key areas for institutional improvement and proposing
comprehensive, practical and sustainable recommendations to strengthen the mechanism for
providing administrative relief to complainants across Pakistan. This comprehensive Study Report,
commissioned as an exercise in institutional self-reflection and strategic charting, moves beyond a
mere quantitative assessment of performance. The central imperative guiding this study is the critical
transition required for the institution: an evolution from a primarily reactive redressal mechanism to
one focused on proactive systemic reform.

Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi presiding over a meeting of the Advisory Committee constituted
to carry out long term reforms in the Institution (21-10-2025).

The operational statistics of the Wafaqgi Mohtasib institution underscore its position as a leading
global grievance redressal body. The consistently high disposal rate and adherence to timely
resolution benchmarks place the institution's efficiency metrics at par with, or even exceeding to
comparable international ombudsman offices. This efficiency is a direct result of streamlined
processes, dedicated human capital and the
increasingly strategic deployment of technology.
The ability to manage a vast and continuously
growing case load while maintaining quality and
speed is a significant institutional achievement.

The ability to manage a vast and continuously
growing case load while maintaining quality
and speed is a sighificant institutional
achievement.

However, a high disposal rate alone, while necessary for operational health, is not sufficient for
fulfilling the deeper constitutional mandate of good governance. The core challenge is not the speed
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of disposal, but the nature of the complaints. The continuous recurrence of similar complaints
suggests that while the individual symptom is being treated effectively, the underlying systemic
disease and the administrative flaws within the agencies remains unaddressed. This realization
supports the urgent need to align the institution’s focus towards deep seated reform. The salient
features of this Study Report and some of its findings are discussed in the succeeding paragraphs
while the full report have been uploaded on the Wafagi Mohtasib’s Official website
(www.mohtasib.gov.pk).

Connecting Digital Channels for Accessibility

A key area of operational strength identified by the Study is the successful integration of digital
channels to expand access to justice. The implementation of online complaint filing systems,
mobile/online accessibility, and digital case tracking has significantly reduced the friction associated
with seeking redressal, particularly for citizens residing in geographically remote areas or those facing
mobility constraints.

The digitalization effort has democratized access,
allowing citizens to bypass traditional bureaucratic
hurdles and lodge complaints efficiently. This move
not only enhances the user experience but also
provides the Institution with a structured, data-rich
input mechanism, enabling complete analysis of complaint patterns, timelines, and sectoral
vulnerabilities. This digital foundation is essential for the transition to a proactive, data-driven reform
agenda.

The digitalization effort has democratized
access, allowing citizens to bypass traditional
bureaucratic hurdles and lodge complaints
efficiently.

The Spectrum of Systemic Maladministration: The Utility Burden

The analysis of the institution’s workload reveals a glaring and persistent pattern of
maladministration heavily concentrated within specific sectors. The data clearly indicates that
systemic flaws in the utility sector constitute the single largest burden on the office, accounting for
over half of the total workload. This focus points to critical governance deficits in areas of direct and
essential public service delivery.

The utility sector’s contribution to the workload
necessitates a fundamental shift in the institution’s
strategy from adjudication to intervention. Resolving
individual billing complaints, while vital for the
affected citizen, does not prevent the next thousand
citizens from facing the same issue. The administrative agencies appear unable or unwilling to
self-correct, suggesting a breakdown in internal accountability and policy implementation.

The utility sector’s contribution to the workload
necessitates a fundamental shift in the
institution’s strategy from adjudication to
intervention.

Equity and Access: Addressing Gender and Geographic Disparities

The data indicates a considerable imbalance in the number of complaints filed by men versus those
filed by women. The lower representation of female complainant’s points to systemic barriers that
inhibit women’s access to the institution. To mitigate this disparity, the Mohtasib’s outreach must be
specifically tailored to reach female citizens,

perhaps through dedicated female complaint (
officers, specialized outreach campaign in
collaboration with local community centers, female institutions/ universities and colleges, and
simplified complaint mechanisms that do not rely heavily on formal, potentially intimidating,
bureaucratic processes.

The Mohtasib’s outreach must be specifically
tailored to reach female citizens.

Geographic and Regional Imbalances

This imbalance necessitates a strategic increase in the physical and virtual footprint of the Institution.
This could involve:

66



WAFAQI MOHTASIB: OPERATIONAL EXCELLENCE AND STRATEGIC ROADMAP

¢ Expansion of Regional Offices: Increasing the number of regional or sub-regional offices to ensure
physical proximity and accessibility.

e Targeted Awareness Campaigns: Launching localized campaigns, using regional languages and
traditional media, to raise awareness about the mandate and ease of access to the Wafaqi
Mohtasib’s office.

Achieving equitable access is not merely an administrative goal; it is a fundamental requirement for
the institution to fully discharge its constitutional duty to all common citizens, irrespective of their
location or gender.

Enforcement and Structural Limitations

To truly pivot towards systemic reform, the Wafaqi Mohtasib Office requires mechanisms that
empower it to compel policy and procedural changes more swiftly and effectively. This does not
necessarily entail blanket prosecutorial powers, but rather targeted tools, such as:

* Compliance Audits: The authority to conduct mandatory, high-level compliance audits on agencies
identified as systemic offenders (e.g., those contributing the most to the workload).

¢ Mandatory Reporting on Implementation: Establishing a legal requirement for agencies to
publicly report, within a defined timeline, on the implementation status of all Mohtasib
recommendations concerning systemic issues.

¢ Sanctions for Persistent Policy Failure: Exploring legislative avenues to impose conditional
sanctions or regulatory oversight on agencies that repeatedly fail to correct basic procedural flaws
identified by the Mohtasib's office.

Charting the Future: Recommendations for Transformative Impact

The findings of this Study Report necessitate a strategic reorientation of the Federal Ombudsman’s
institution, focusing its considerable operational strengths on generating transformative systemic
impact. The following recommendations are designed to facilitate this shift.

Recommendation 1: Targeted Systemic Interventions

The highest priority must be placed on resolving the chronic administrative failures within the utility
sector.

* Task Force Establishment: Constitute a permanent, high-level Advisory Committee (as established
under Article 18 of President’s Order No. 1 of 1983) focused specifically on studying the policies and
processes of federal Government agencies. This committee, comprising internal Senior Advisors and
external experts (e.g., from Civil Society/Media), should be mandated to investigate the root causes
of recurring maladministration (e.g., overbilling algorithms, procedural timelines, customer service
response standards).

* Mandatory Policy Review: Recommendations from this systemic task force must be presented to
the Wafaqi Mohtasib with the hope that those may be transformed into mandatory policy directives
for the utility agencies, enforced through a strict compliance mechanism. The goal is to enforce the
replacement of defective and lethargic administrative practices, not just resolve individual
complaints.

Recommendation 2: Enhancing Equitable Access

To address the profound gender and geographic disparities, a multi-pronged outreach strategy is
essential.

* Proactive Outreach: Launch specialized outreach programmes in remote districts, Women
universities and colleges for female populations, potentially establishing dedicated complaint
windows / desks in collaboration with local administration and NGOs.

» Digital Literacy Initiatives: Collaborate with relevant federal agencies to promote digital literacy
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specifically for accessing the Wafaqi Mohtasib's online portals in underserved communities.

o Staff Augmentation: Strategically deploy staff, particularly female officers, to regional offices
based on demonstrated disparity mapping rather than just population size.

Recommendation 3: Augmenting Enforcement Authority

While major legislative changes are long-term goals, immediate structural adjustments can be made
within the existing framework.

* Public Reporting Mandate: Utilize the existing powers of the Mohtasib to institute a practice of
public reporting on non-compliance by administrative agencies, turning institutional reputation into a
tool for enforcement.

¢ Follow-Up Mechanism: Strengthen the compliance/Implementation Wing responsible to ensure
the compliance for tracking and verifying the implementation of systemic recommendations over a
specified timeline (e.g., 90 days), with the authority to trigger a formal report to the President on
persistent policy failures.

Conclusion: The Wafaqi Mohtasib as an Agent of Governance Transformation

* The Wafaqi Mohtasib institution has secured its position as a highly effective institution for
individual grievance redressal. The efficiency of its case disposal is a significant institutional strength,
now further amplified by the strategic adoption of digitalization. However, this study report marks a
pivotal moment, shifting the institutional focus from celebrating volume to maximizing systemic
impact.

e The findings confirm that the core challenge facing federal administration lies in chronic,
uncorrected flaws, highly evidenced by the overwhelming burden of the utility sector workload.
Coupled with profound gaps in equitable access for women and remote citizens, the Mohtasib's
mandate demands an aggressive pivot towards proactive policy intervention and systemic reform. By
strengthening its enforcement authority, adopting lessons from international models like the
deterrence of the Swedish JO (Justitieombudsmannen) Swedish Parliamentary Ombudsman
Institution, and focusing its highly efficient machinery on dismantling administrative bottlenecks, the
Wafaqi Mohtasib can transcend its role as a reactive fault-finder.
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CHAPTER 13

ORGANIZATION AND MANAGEMENT

Mandate and Governance

Organizational efficacy is fundamentally driven by a well-defined strategic framework, clear
objectives, and targeted interventions. Achieving institutional goals necessitates the effective
management of critical resources, including human (

capital, material assets, and financial allocations.
Success in this respect requires a coordinated,
top-down approach, with strong organizational leadership committed to institutionalizing best
practices, transparency, accountability, and robust governance structures. This management
philosophy is imperative for enhancing service delivery across all public sector operations including
the Wafaqi Mohtasib Secretariat.

Institutional Growth and Expansion (1983-2025)

The Office of Wafaqi Mohtasib commenced its operations in 1983, registering 7,812 complaints in its
inaugural year. It made a modest beginning with four Regional Offices at provincial capitals Karachi,
Lahore, Peshawar, and Quetta. Public response and confidence in this institution increased

consistently. It may be noted that in response to < |t may be noted that in response to sustained

Achieving institutional goals necessitates the
effective management of critical resources.

sustained growth in public complaints, the Office growth in public complaints, the Office has
haS undergone S|gn|f|ca nt Organizational and undergone s|gnif|cant organlzatlonal and
geographical expansion. To ensure accessibility and geographical expansion.

provide services at the doorstep of the public, Wafaqi
Mohtasib Office now operates through 24 Regional Offices across the country including Head Office
at Islamabad, supplemented by four Complaints Collection Centres (CCCs) in remote areas.

Increasing Complaint Volume and Institutional Capacity

The trajectory of the Office of Wafaqi Mohtasib (Ombudsman) reflects a positive and exponential
increase in both the quality and quantity of its services. The institution has demonstrated its capacity
to efficiently handle a large number of cases within the prescribed time frame. Consequently, there
has been a commensurate requirement for
enhanced financial allocations, human resources,
advanced training, equipment upgrades, and
increased office space. The management has been
pro-actively taking necessary measures to respond
to the increasing requirements for continuous
investment in human, physical, and financial resources to ensure timely and efficient delivery of
administrative justice.

Consequently, there has been a
commensurate requirement for enhanced
financial allocations, human resources,
advanced training, equipment upgrades, and
increased office space.

Administration and Strategic Management

The Administration Wing of the Wafaqi Mohtasib Secretariat is central to ensuring efficient
institutional functioning. It comprises several functional sections: Human Resource Management,
General Administration, Budget and Accounts, Internal and External Audit, and Information
Technology (IT).

Despite operating within the financial constraints,
the office of Wafaqi Mohtasib has effectively
managed the rising demand for human resource at
Head office as well as its Regional Offices by
implementing  cost-efficient  strategies and

The Office of Wafaqi Mohtasib has effectively
managed the rising demand for human
resource at Head office as well as its Regjional
Offices.
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judicious austerity measures. Accordingly, key administrative initiatives were introduced across all
operational spheres, aimed at:

i. Strengthening institutional capacity.

ii. Improving overall service delivery.

iii. Ensuring sustainable institutional growth and improved efficiency.

The major initiatives undertaken to achieve these objectives are detailed in the sections below:
A. Extending Services to the Masses: Strategic Expansion

The Wafaqi Mohtasib Office utilizes a strategic, evidence-based approach regarding the
establishment of new Regional Offices. Each administrative decision is carefully assessed based on
cost-benefit analysis to maximize public accessibility to offices of the institution. The institution's
growth has, therefore, been gradual and calibrated. Figure-1, maps the geographical spread and
phased growth of Regional Offices and Complaints Collection Centers, including the year of
establishment, highlighting the institution’s strategic outreach.

Head Office Regional Office Regional Office Regional Office Regional Office
Islamabad Karachi Lahore Peshawar Quetta
1983 1983 1983 1983 1983

WMS WMS WMS WMS
Regional Office Regional Office Regional Office Regional Office Regional Office Regional Office Regional Office
Sukkur Multan Faisalabad D.l. Khan Hyderabad Bahawalpur  Gujranwala
2000 2000 2000 2000 2014 2016 2016
[ws | [wms ] [wms ] &

R EER Eﬁ

Regional Office Regional Office Regional Office Regional Office Regional Office Regional Office Regional Office
Abbottabad Kharan Sargodha Mirpur Khas Khuzdar Swat Muzaffarabad, AJK
2016 2020 2021 2022 2022 2022 2024
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B. Optimum Utilization of Resources

Optimum utilization of resources is crucial to achieving the institutional objectives and a core
component of this includes developing and maintaining a skilled, motivated and dedicated workforce
that supports the institution's mandate. The Figure-ll presents the institutional structure of the
Wafaqi Mohtasib Secretariat, showing the hierarchy of Wings and Sections designed to ensure

effective coordination and smooth administrative functioning.

Organogram of Wafagi Mohtasib (Ombudsman)’s Secretariat

Hon'ble Wafagi Mohtasib

— . - Secretary
ma_ﬂ_.m:o: _3<mm_©m.:O: >Ubﬂm._mm_ Grievance Commissioner Law Win International OOOUQ.Q:O: . .
Wing Wing Wing For Childern (GCC) . and Media Regional Offices
Implementation Grievance Commissioner
Wing For Over seas Pakistanis
L Administration Wing Asian Ombudsman Association o
Coordination Wing Head Office . Regional Offices (AOA) Media Wing
Director General (Coord) Director General (Admn) Associate Advisor (Admn)
[
Superintendent Librarian Superintendent | - Disciplinary cases
(Record) (CIR) AD (A-1)/AD (A1)
DDO Given charge Director ) Consulant Director .
of Transport (Accounts) Dirctor (Admn) (Protocol/ Security) (Gen. Admn) _‘ IMEEEIED
Dy. Director AD (Gen. Admn) ADIT Consultant IT .
AD (Gen. Admn) (Admn) (Protocol/ Security) ' Director IT
AD (A-1) AD (A-I1) Superintendent (A-I11)
Regular BS1-16| | Regular BS17& Above| | Contractual BS1:22 A {EETbhsl)
Superintendent
OMMH___HM: t DDO (Store/Procurement)

Figure-Il
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C. Human Resource Management: Recruitment

Upon concluding the interviews and securing approval of the competent authority, the highest scoring
candidates were recommended for appointment against the aforementioned posts in BS-01 to BS-17,
who are presently working in the Head Office at Islamabad and its Regional Offices.

a. Opportunities Provided to Interns of Various Institutions

i. An “Internship Programme” for a period of 04 months was initiated with a view to enhancing the
capacity and employability of young graduates offering practical experience of various skill sets
relevant to the work of the institution. A scrutiny committee was constituted to shortlist the
received applications in accordance with the advertised criteria which led to the selection of 15
successful candidates who were appointed as interns at the Head Office, Islamabad and Regjonal
Offices at Lahore, Karachi, Peshawar and Quetta.

ii. The National Defence University (NDU), Islamabad, forwarded a list of ten students from
“Economics” and “Government & Public Policy (GPP)” programmes for internship of slots for BS
and M.Phil students during summer vacations 2025. After due process of interview, six interns
were f selected for internship on honorary basis and posted to Registration, Investigation,
Appraisal, and Implementation Wings.

b. Appointments of Officers/Staff on Contract Basis

In order to provide speedy and inexpensive justice to the masses, Senior Advisors/ Advisors/
Associate Advisors, Deputy Advisors, Assistant Advisors, Consultants having versatile experience
in civil services and judiciary were appointed in Wafaqi Mohtasib Secretariat. Appointments of
Ministerial staff in BS-1 to 16 and below were also made under Article-20 of P.O. 1 of 1983.

c. Regular Evaluation of Contract Employees

Performance of employees appointed under Article 20 of P.O. No. 1 of 1983 is evaluated on
regular basis against multiple parameters such as integrity, performance, professionalism, etc.
Contracts of only those employees are extended/renewed who perform their duties satisfactorily
as per prescribed standards.

D. General Administration: Strategic Initiatives 2025

The General Administration Wing, alongside its regular functions, performed a series of strategic
initiatives and welfare measures throughout 2025. These measures were designed to ensure an
improved, healthier, and secure working environment for the Secretariat staff while enhancing
service delivery, driven by internal assessments and external feedback from the public and
complainants.

a. Outreach/ Expansion and New Offices

In response to the substantial increase in the volume and scope of complaints against federal
government agencies, the institution significantly enhanced its national outreach by opening new
Regional Offices and Complaint Collection Centres in 28 cities. All new offices have been fully
equipped with the latest office infrastructure and adequate human resources to ensure
operational efficiency.

b. Complainant Centric Services

i. Facilitation Centres and Special Assistance: The Wafaqgi Mohtasib Head Office maintains two
dedicated Facilitation Centres at its main entry and rear gates. For ease of access and dignified
treatment, these centres are staffed by trained personnel who extend comprehensive guidance
and priority assistance to the elderly and aged complainants.

ii. Facilitation Centres at Regional Offices: Following the successful model at the Head Office, the
Facilitation Centre concept has been successfully replicated across 13 Regional Offices. All
available resources are utilized to provide a conducive ambiance, high-quality facilities, and
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necessary guidance to visitors/complainants.
c. Employee’s Welfare and Amenities

i. Day Care Centre: Recognizing the necessity for work-life balance and supporting its female
workforce, a dedicated Day Care Centre is available at the Head Office.

ii. Cafeteria: To ensure the availability of clean and healthy refreshment, a regular canteen service
operates at the Head Office, Islamabad, serving staff, visitors, and complainants.

d. Accessibility and Technology Integration

i. Help Lines 1055 and 1056: The institution operates two dedicated help lines. 1055 for general
inquiries and the filing of complaints, whereas, 1056 is exclusively reserved for children’s
complaints. Dedicated staff is available to guide and facilitate local and international
complainants.

ii. ATM Facility: To enhance financial convenience for employees, pensioners, visitors, and
complainants, the National Bank of Pakistan (NBP) installed an ATM at the Head Office. Services
were enhanced through improved 1-Link connectivity and guaranteed 24/7 cash availability.

e. Operational Support and Infrastructure

i. Security Arrangements: Comprehensive security protocols and detailed Security Standard
Operating Procedures (SOPs) have been developed and rigorously implemented across the
Secretariat. These measures cover personnel deployment, robust access control, CCTV
monitoring, inspection of security gadgets, and regular Security Committee meetings to ensure the
safety and security of all staff and visitors.

ii. Maintenance and Upkeep: Special measures were implemented throughout the year to
maintain the facilities at both Head Office and Regional Offices. The Administration ensured the
provision of clean drinking water and proper seating arrangements for complainants. Moreover,
major repair and renovation work at the Head Office is also carried out by the Capital Development
Authority (CDA).

iii. Procurement Compliance: A dedicated procurement unit, guided by procurement/technical
committees, ensured that all contract-based procurement adhered strictly to the guidelines of the
Public Procurement Regulatory Authority (PPRA) Rules, 2004, and utilized the electronic tendering
platform (EPADS) for enhanced transparency.

f. Knowledge Management and Archival

i. Library/Resource Centre: The Library at the Head Office serves as a critical knowledge
repository of books, periodicals, and law journals. The collection is continually updated to keep
Senior Advisors/Advisors/Investigating Officers and other employees abreast of new legal
developments. The collection comprises over 14,800 books. The Library Information and
Management System (LIMS) is also utilized for efficient electronic database management and
reference services.

ii. Record Management and Weeding: The Record Section is responsible for maintaining the
record of non-current files as per Secretariat Instructions. Recording, indexing, and weeding of
non-current records was systematically carried out and forwarded to the National Archives of
Pakistan (NAP). A total of 85,526 non-current Category D files were approved by NAP for disposal,
ensuring compliance with archival procedures and space management.

g. Hiring and Logistics: The residential accommodation requirement for employees of Head Office
and Regional Offices at four specified stations remained a priority. Two hundred and sixteen 216
cases were processed and the allocated budget was fully utilized during the year.

h. Printing of Official Material: Quarterly reports, other official material and standees were printed
as and when required.
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i. Attendance Monitoring To reinforce employee discipline, accountability, and resource optimization,
the Office successfully completed the comprehensive rollout of a real-time, integrated biometric
attendance management system across the Head Office and all Regional Offices. The modernization
effort has delivered key benefits, including enhanced administrative efficiency, improved staff
accountability through instant reporting time attendance management system, installed at the Head
Office and Regional Offices.

E. Internal / External Audit

An elaborate mechanism for Internal Audit is in An elaborate mechanism for Internal Audit is

pIaCe in the WafaQI Mohtasib Office and its in p|ace in the Wafaq| Mohtasib Office and its
Regional Offices to keep a check on the activities of Regional Offices to keep a check on the

the organization. It involves regular and critical activities of the organization.
analysis of the functions of the organization for the
purpose of recommending improvements. It is aimed at assisting management in discharging its
responsibilities in an effective manner.

External audit of Wafaqi Mohtasib Office for the financial year 2022-23 and 2023-24 was conducted
by an audit team of the Directorate General Audit (Federal Government). The replies to the audit
observations were furnished within the given time period. The DAC on the audit observation of the
Head Office and Regional Offices of the previous years was also held and almost all the paras were
settled.

F. Budget Allocation

For realization of the organizational goals, sustainability of operations, inter alia, is imperative which
in turn rests on smooth release of funds. Allocated financial resources for FY 2024-25 were released
well in time, which were optimally utilized for carrying out its operations at the Head office as well as
its Regional Offices by adopting strict financial discipline in line with the Government’s austerity drive.

The Indicative Budget Ceiling (IBC) of this Institution including its Regional Offices located at Lahore,
Karachi, Peshawar, Quetta, Faisalabad, Multan, Sukkur, D. |. Khan, Hyderabad, Abbottabad,
Bahawalpur, Gujranwala, Sargodha, Swat, Mirpur Khas, Khuzdar, Kharan, Gilgit, Sahiwal and D.G.
Khan was Rs.1526.695 million for the financial year 2024-25. Out of the total budget, Rs.1521.813
million (99.7%) were spent by observing austerity measures. It was a performance-based budget.
Funds were utilized by adopting a comprehensive fiscal plan. All the heads of expenditure were
monitored by the Wafaqi Mohtasib himself on monthly basis during the year to ensure the financial
propriety and discipline in letter and spirit.

It is instructive to have a plain look at the previous five years 2020-21 to 2024-25 data of annual
budgetary allocation and actual expenditure of this institution. The table below manifests that there
has been consistent increase in the allocated budget during last five years i.e. 2020-21 to 2024-25
at varying percentages.

Five Years Budget/ Expenditure of the WMS (FY: 2020-21 to 2024-25)

Financial Budget Allocated Actual Expenditure | Savings (+) Excess (-) | Percentage Increase (+)
Year (InRs.) (In Rs.) (InRs.) Decrease (-) in budget
2020-21 790,787,000 790,191,518 0.595,482 11.10%
2021-22 837,000,000 834,942,463 2,057,537 5.84%
2022-23 943,000,000* 936,670,112 6,329,888 12.66%
2023-24 1250,195,000 1247,690,861 2,504,139 32.58%
2024-25 1,526,695,000 1,521,813,000 4,882,000 22.12%

5% cut was imposed by the Finance Division on Non-ERE Budget amounting to Rs.7,155,853/- in FY
2022-23. These statistics clearly manifest the
Government’s unflinching commitment to the
mandate/cause of the Office of Wafaqgi Mohtasib
as well as its profound trust in the steady
performance of this institution.

Statistics clearly manifest the Government’s
unflinching commitment to the mandate of
the Office of Wafaqi Mohtasib.
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Ombudsman directs action
to control air pollution

%
|
B
a
|
%
|
|
%
;

-

o A FS PRI S | ereeTaiar Tk

T J;ﬁphrﬁéf
N ot
Slie

Rty ol B rieo oz 4
Wtk AP L i-wﬁﬁ-%f&m
§__ ==l e e o ki

79

PRESS CLIPPINGS



PRESS CLIPPINGS

AP

Y] T O

80



tlmelme of corrmleuun
of residential projects

Inbamabi dleredd that they e glven an

three-month

Ahmad Guroshi on Thurs-  Complainants told the
day has taken nothee of the inspection tean that many

palin] nunsber of com- FOGEHA  p have
plaiis agaivest the Federal Meed

uprta 14 oF
Hoasing

B0
Authority 15 years with littla or no

npﬂ.rmddm
tonplosd monthly progress wark on the
uflates on

completed
The Banrd han‘unq:-

ropect completion.
dm s Beit b o atloatees g

wihi hvee pasaed nway and mn.am:l.tﬂ tlJ!
whiese heirs have been ine project’s commercial area.
iructed to ﬂlannth— mwmh
stallmenl mhuary 15, t-uhcmmltt-ed
mn.mumhdm-nnr-

81

PRESS CLIPPINGS

.«ﬂémuwﬁﬁwiﬁmaﬂ
BUbb Lo/ Ls P Fi202680 g N L

:'f,ﬂ LU BL £ 8 | L Tedbl i
rFEg O | e alBang e d

BR8P T L

%“’%

EMMM A5
LB ee B L b b




PRESS CLIPPINGS

ORILY DR (AEAMARALD s domys.tom.ph

Laigreidpmd B IRUE E raT

* ok

CZOE ‘81 MIEEAON AVOSIHIEM

K i

i s o et

P 82 A Bl L
s
L ol (5
At S
et e L
._s.u-.q'fr. i, ;ﬂ;
mf-m:{,u.ﬁ ij.pr
PEL bt L L e
L e " s ... f

A IR
S
Ln L e 2

82

et o1 it e
ol eyt e o i e emoioTour s
ot e
T

o of the e shegs For with {le
D e ol mipis of o
feon I wis foand thet fhe . Bl The bilin wis -
‘ off varios sec ool lia il 1w




%RLD TRIBUNE

T ]

Wafaqi Mohtasib opens AOA

Webinar on protection of ri

BHLAMARAD-UNS T wahEl
Bt asdls s 4
Frewideni of the Asisn
Amocistion (H0OW) B Ahmad
Charesdsl. hom staried Bhat d Fcoriswina:
Lion agaieet any on thi besks
il d=ibilny lga of inheeent
dignily anch worthof the lmam per-
#on. He uwodedinsl the dmportance
of mrsrinsireamadg Isgus
s i Inbog rill past of relevant sbale-
s for sustainable chrvelopmsent
I'If'ﬁ'llln.-.l,lurl
o the rele of om
thons in dhe Hioen oo U £ghuts al
persens with disabilSties in the om-
st of oorprnste pespoTEIERY. here
ey, Thie Webanar was Il.-]:lll:ruhr
(e anipiciois of Aman Ombedesan. Emphesizing  the  wele ol
Asercialion [ACIA) with Desbudemas insiihtions = e
the LN desgnaed Iniemational moticn e plmlﬁl.lim of hu.nun
Dy ol Perdons wilhh Disabdlition rl!:'-l.ﬂ!fl:ﬂ
whrich i observisd o nd Decesber  Claresid said ghat ans “m
every year The Weblnar wes also o Mg their legiti-
addrmsnd by M. Sahine Aipevm, mﬂrmurndwhrpmcrnd.

tha Wehinar
It

Compamissionsr [or Human ﬂhu L
U Republs: of Asebagan

i it an varksus
LM Cornrenicion o

snbiop b in Dhevwmier 2006,

Fivar
Frontier Post

aificers beld LE-

ghts of persons
with disabilities

That Hidiness and Eabmdrial rir-
rlrmi::rvlm. shombd ot leso
n sochal e
ity MWPW* carrying il
eelioal activiiies ancl remain waichs
[l ol he of Firrass,
eipaality an coi-disermSation o

o= Hhee basecod any disabiliy,

Thi Wilbnar was atiemled,
srnong obhers by a | PRnor of
huresn :f"’ o' 17 W, i
dirrrrim repurmmnistives of (he
civdl sociiy.

Westnimmciny, Jesunry 8, 2025

Wafaqi Mohtasib resolves 223,171
mmplﬂmts in 2024

E
B

Jrarsal rryiE s T Eomidbatvies 10 sl of B ool
v H‘fl.": of B e .—--rhhl X Boitan  ho ']:'“ E Truptirg [
vem, ihe Wika)i Mk It Fanker @ el hrgahin od Ve n.h.mu Shimaits  imipesadaen
] mommborn  of e #0R dE ke B thoToby wpa |-= e, e dEka el feEng
s e el sl Bk gagmnlamtins b boen i baids nl h.h.:lq- q‘- Pedien of B Axien
i s efons 1 miss  mplomerim]  hiving e sl e Mihss ity ilrabashewrr  Feddd slidl
“mhuu-:' i M whils 48 b el o e LAIA L ha greowitied oo the
sliohindh i STV thi | L _i-ll-lln-lv.-llll-aliulrufi I-I-.I 2%h nm-hu:::‘m al
sl el e g 1 e LY R v In lurs:
further  He sald i il 1.3 mik- ||:-hcr hh-n'lunm- !ml—l:ud:lr:-:dﬂ-
I Rk i T o dn i e e s 108 n Horm Xt
oilfica R man L s ol mars n
bt bocromiel 801 e ek DFeTed By Whe  Walagl In ofoase sTelamssislion i boy e spesker

83

PRESS CLIPPINGS



PRESS CLIPPINGS

;dﬁm&u?sw
o
P S I
FMFJ-LME
Eurdd i il sy ¥
ey
ﬁﬁ‘*ﬂlﬂ”.ﬂnhﬁ#d
e St L Y

J.;fwmﬁmm

i o e BT e T
T b sl s s i ol
A AL s
SnereR

Hhia ‘]

e
s o

i L e Pl
B
IO A A

T O gt e 0
alah :'Td‘-.;*ﬂ-r-u:
g L et St add
Ln.-,_:,,-;q..nr.'_'l..d-‘;:;;"dﬁ
b L
s iy
G LT o g L

L il il
o S 2

ey gP LY
Lo ey o U P
gl e e der
Lvd o, MRnd L
N R
Bl M B F L P T
L T ST SR
&l Rl Hoa Al
,‘-‘m..-,_r"g_ﬂ_'x:l:,i'-,e.,.: i
_.:'.:-'-'.'_.,'\!l.' Uy
Sy rrddtrrEs

e T L i B
(R L LR PR,
i ,
LA L
P I e T
e i L F
FR L RSt AT g b
e B gt P et L
o Tyt et T et L L
TN R B E
PO T P B
[ S T
SN U

i TR LD g
LB gl ow) g
w30 bty e
.li:.l.'.'.'u_.l_ta:u'J,l
vt w8
Aot T Hiae il
A e A
BT N A
_;..-"_.n.*.__:':.lfu'.,:-&.rn: P
el i we Rl i
P T
dhandl s SRl Firt i

'
i
i

& : .-i.-'.'.il.lll

il"!‘ . l.: '-:L

L o e L PR U s o T B B

84




PUKISTAN'S FRST BILINGUIAL REWSPAPER OM BUSINESS FROM ISLANABAD & LAHORE

|Bi“1”siness

FRDAY, SEFTENBER 1. I

| Pt sovoumes o | seece i 30

PRESS CLIPPINGS

TImes

it —

PerformanceofWafaqiMnhtaslbs
Office Wins International Recognition

T gl Wb oo Flesaiheris, Adan Calioadoarn Assokation SACML, Al Bz
Afeana! Cureshy' sl peather Presss o el e dalovmeatient.

BEHA 3L CHEMOE TR

ISLAMAHARL. The Waisg &

Vlaktgh [EEEETS
speiiorabr perfiaTia: &
homneswith regrand ool
o publiccompl eis s won
Tk e o el
mtaim The wis staed by
the Wobwy Mobosik M
Fjiz Abrrod {prestil while

ine Awriber stad (b
Pilistn belrg o o i

i and uSgctives, T
nggesians Wi oy

. e
M promimesl paskes T
the erpmbation b s
mwphaxy wih  dw
Nk smnkords
eyt ing the cane valies

F

Thia Mol b ko] China,
bpon, Koem,  Asssbegan
loms, Tivkpr and (Hang
Evg Piksten mijoy o
jumitiom ol pre-aTiesee
the orgastiation = | kel
i Presdesblip wost o
B e S i iepion:
o 1000, e sl el e
reviewed the whoke gaei
il NV aci e having e
e il el syosed wags ol
mwd. b fuiiher wigrhen
e peTalion awl ko i
Il s For ncieving
] iglelling e e

tiopier] with Cieos” e
mided “We borw B s
neverding med prdooes
i, whesEn wo ol
dbcissrl b proges
mak w b wilh g
W s s ax] chirios
m vl & e ey
rhalenges” | olnwrvad,
Bl priried aul thi durieg
ML afenri HA snicies
e underioien lan de
Pl ol s (4 gesibion,
which rss 1o 347 during
el A0S

Ths ascdl @ adeive of
the St thisi i ke & vikeami
mrl dynask

Tlis rren el rreTgrbins by
e UM, b beied H e
Faive regined by

Be wpid jhm e

85




PRESS CLIPPINGS

Daily Times wednesday, January 15, 2025
Wafaqi Mohtasib
addresses record number
of complaints in 2024

hi Walaqi
Miohinsib, Ehz
Almad Joneshi has

said that the aoffice
reteivied and redressed o
Erﬂ Lmnh-g of com-
s & OUIgHng

car 2024, :I‘hi:l sloo] ab
26,171 m;m 223,171
Tespectively, Hing am
inerease of L7% and 16%
He ox

views while i:nl'um.mll}'
Enceraciing wilk 3 group

Gilgst which brésga the
niumbor o 24 Izﬂ;{dnd
that the insiitution |5 plan-
ming to cstablish moce
dﬁmiﬂ DEIRAE
AMeES ,

T o
thed 92,9 peroesd decisions
maide by his argamization
have been |maplemenied
during the year 4,
while  expressimg  the
rezalve i achleve JO0E
implementalion mie, He
spid that pearly 2.3 mallson
housshalds heve Benefied
fram the services of
affered by the Wafagi
:_HU‘MHHII"! (Mfice sinea
its establishment (o 1983,

The Wafugi Mobsasib
further sdded thin during
M, car imvestigation
officers held 126 “Rhali

Babchiries™ | Coarts)
acmss dhe {mh and
breadsh of the COHINARY,
therehy spardeg the com-
pleinasts of the hassle 1o
visrl ke Mahiasib's
1:::1:'_:';: I:ad received
[} HIH hﬁl.b}flﬂl L
dooy sieps. He wenl on fo
add that the Heads of fed-
eral aencles
and depaninienl have Béen
i bt s imiples

86

menisticn of ke declalons
med: by his office within
the shoriest possilble time.
He said thwt the Wafagj
bohiaib’'s affice 5 the
E':r mEn's eourl esigh-
I |1|:I1|11wilhr|.':|.|:w I SETY -
img the marginalized and
'd.l]'“l'l m *Hm H
He suid that by wirye
of e wniirfleg effors
made by his officoms gmd
sinfl membere in theand
due to new mitstive |ike
“Khuli Katcharies™,
Inspection Yisis, Informal
[I:F;.E;JJ; grawing nqnﬂ.:—.uf
are & ;
instimution for = i
s free of cosi pedressal
of their complaings,
Touchd of (ke
Misasih's mernationgl
rofe, he stabed that being
President of the Asjge
Ombudsman intion

it {108) ﬂmhnmlmn
il

Bang the nte -.

) Mlu:.:” e



£ o U Ty -.'.,E.'..jJ!I
e B o i
.nmammwé

B/ T w*m,ln
TS T WS |
s T E

T e T e T

Laji ik Bt

odat i se g shal

2§ 000 AP B e
L i ThE e |

el Al o e
S YL
A AEM Vel AN

o NS P PRT |

J' I..E

g J“LEJ' kg el J—-"'“' Jis

..a.-,:h..,ﬂ ..h_m Ly MM
.,.J.nr.u-f.,.-tm i,

A A | o bed o

-u.':.-irn--hm--ﬂhﬂ

Lix

.a.f-ﬂmﬂamn

87

PRESS CLIPPINGS

.|" A i Hi'-u'L.-JlF-P' - il

e e L A i /ﬂ:):irk
It F e b ..-w:u:d.: ST -Ir-,i::qu
fﬂ'ﬂ'ﬁ_.i P g T ) A0 sl
ﬁu.u-.;...;,.uh e et A
d'a"lbL PRI ....r sk nﬁMaMﬂtﬁ
-.uuru‘ .-" L ey iyl
:E_ u ..h-"u.r-* & 4 mﬂl it
S e Lgf A AL
kg FpylC .,-:'JJ;..-- o b bt R T i
el P & I SRR g g



PRESS CLIPPINGS

ki 0L Tt
L i gl A N L L i i
Pt L e 3 a0 | iR G nﬁ:..:.zg‘,
i TP T P B A
gt i iy B AN T
AELO LA T ul.-l.hi.!;ﬂ'.ﬂaﬂiil.ﬂd:.iﬁ

o
E:-h-.-r-'-l-m-l.?:.':;

88



LIRS fLR PN T .y.l"r l':_l,.|:-"'|-1'
,:.Lg.wr,_l' WA e T G
'.-".u‘.-".u'.k-ul"'._..ﬂrr_.g.l._-;'il‘l"
L J'l'_..- el TN T
dv o e e
iz I'._.-_E: j-;-_".-l"a.r..'l-ﬂ.-l
..I'.l.-'.-ll.,l.l.lfa.-.n"_du'-'-?l'ul:.,-"!"-.r

-J;‘_;l:dgﬂ-u'_r"'

gy P T I = i
An win 0 0 oy i
IR '.'il-.-ﬂ-.-'-'—..,l-‘-u-a
Sl adu g A el BT
e _Euﬁ--‘-_.lrr_ s e g
TN P VR P Tl e 2
T R T
WL Ll B

(LU TR TR
L Rl R R R
R T I A LT e
PR o I K
d L o e
"\.-r-'-_L- Wi ..I:J:'..r:t n.raﬁ:'""-,.r
Al e il o g
T T e

ik et ..E'....il;,r'!_i.il

CL I T TR TR TR L ERTE R i ([T

ﬂ'i'ii-ﬂ'm-'ﬂ-n-h-.fﬁtﬁ-
£ RE B B ik
PN L
iR g b
U Pt i
TR T T
e Pl R P
A A STS B YL
afumant B8 At A
[LE P TR T S A T
R TR

il
L e
= Ahe L m

B TR T
o e T
o e g oL LA el
L et L T
-ML.J;H}J:{-’;
NLIESE I PR e T P
PRI LA ar A
iaft e B A o
N0 ol ]
s T PLLEIEFNTRACY AT ]
ALY AN R S n
-Il-ra--'l.rwul:'-h.l.l'd. ek
R LA R o g

89

PRESS CLIPPINGS



PRESS CLIPPINGS

Vi T P UL P Bk | Pdedigharie e durseansbali

et Srire Al s AL anstiite adiie o g i Jope 2 dpaiFa o
g Ay KA il L P PYRETIOPIT W 2 ST T T TP 1
{ oot Yl Lo S iy e Wb ol e sl gl L2
i A P Baey Welg g T L Fub el oo e L
FRossiution of Dispuies (IROY “intermal L2t & padot sl

EobuiToe B il s e (e g g LT el S Bl o i e 0

(2 i Bl Ty o Ju1j
o b L b i e e D
b F R s Fir s

1" Bkl

Lol UL VI i gloem) *Quirsash Gomplnint Resstetion
TR P ) WU St b T B s
o i A s LRI T
ol i P Y [t it o e B AL e
AT Tl F P PSP O L i s b e
Lot 2 eadit . iy Y L apld LUK
WL et b B | e L S
FYTPREPTE P e T e e TLn bl Y0

1088 Al prngati s
PRI A A S O P
ks I, I AL g6
ab g L tidr g, Kl A

90



i ¥ Bl i Ly gt f o]
w eeiiade g opricaidba g Sl
i Py ekt P A e e el

i Py o I Smanirk f i A
oy

Ut o e el
=|'l"""-..l‘ T .JF'J-IM-&‘-IH—

crasks ,-—"ll_".‘=-=l.'l'ﬁ,'.h_k-';l_...alfl.1 e

.'lu.p-w._-_..-u At il =
_IF...-'I-.—'IJ.r-Ju ul"‘ e il U i e
"'""""'-I':'"'-'-“J-'-‘ sz ] A st g ol S i
ETT T gl W ks it gl oyl
Pl el b el et J.,....-....._‘__HM [
I P i 1 ) ol s
---: P

-illq- lamalond b 208 LY o

et o e s Y

L e i Pt i
P £ b oy ™ ..l“u'h--.-‘\-\."-l.-""-n-ﬂ‘w-i-
.I-'J__|-|d-.¢—c-l'-" A il e A
e £ AL At el b

ke i R sl .J'J--.-EJ-"-.H!-'-
ot ] e e o il L.ﬁiu..ﬂ-.l&
iaia Bl et PR i 2 e
i gidpeud S0 AR faed L Ladol bl
A e o E ot i
| Cotnlagel it bt S sy
{ ad dyanse Ael tppiacii PEiaL Llin
E bl g fpd il e g M

J el Vi il et
-"---'fu'-i.-'-'.-.-".wﬁ o Pl b
F ,.3-._",..:' s e wd N T D
ey il ..I‘..p“'A-l'-'.--..mm

-.E"J-r. -..-|,. Fln  duancemaesdd
J.r_,r.,.i.:-..\,:;:"‘i:.\,.g sl e i il .:':-
Tt WP g 8 s i et
-\.I:r' LRI T NIy, P e |

il .\,.a.g.r e M...lil'{.'l?f..l.!
ol B S AT L R B
b S TR O T T
i SRR R L Sl e gk

e s A TP gL L
A A gy T e, bl el M

Lot Wi a8 (B bl

ades B bbbt s ) G e

i el L ek 20
JIJ,.J‘.-I'H.H-\.‘II.E-I-

P e LY
e PEVIRTE PR
..ru.-:-d-:-.rg.:l. Sy
SFLLRE T g pT )
el . ol oW
.u.nl.--.d.,:..ll' oy
i gL FEAL -
L.-_F‘.L..u:' ethe

i iy oty el Al

g
,E;_._f.a.:.,_-'.-
L L l«.i--'f-\.ll’ld:'\r
e [ L

P e Ty Pt L

(R TRIE PR i.:h_i
g T K
giglariola b
[ W T '-c i
H.*-Lu-ﬂl-*‘r-u-ﬁ-'u-

q_!""..ulh..l'u..-l-ﬁh

MMJ.:H.{-I.@"
B A o T o L

Py Fag ol

. |---l---""|'ﬁIII

Hw;;..

yatdeiast -I-'Jl.l.F-l:l ﬂ-ﬂ
I T IO Lt P
i i T i
. L PRI
b g i 7 Bl
whdragdlah
-"-J-w.l'-.-’--r-.‘.lq‘-'_
b i e 2 ]
Fae oy e o Pl
I T Lt
S A L L
Fpe R T
e ac b e Pl L
£ WAL
L o T ]
il s bttt i
]

A £ Lo
e
e T, i e e
R SO L
£ RO L SR RRE

91

PRESS CLIPPINGS



PRESS CLIPPINGS

Wafaqi Mohtasib: Championing the Cause of
Common Man
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Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi presenting Annual Report for the year 2024 to the President of Pakistan,
Mr. Asif Ali Zardari at Aiwan-e-Sadr, Islamabad (25.03.2025).

Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi calling on the President of Pakistan, Mr. Asif Ali Zardari at
Aiwan-e-Sadr, Islamabad (26.03.2025).

97



PHOTO GALLERY

Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi presenting a copy of the Annual Report - 2024 to
Ms. Rubab Mehdi, Provincial Ombudsperson Protection Against Harassment of Women at Workplace (17.11.2025).

Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi presenting a copy of his Institution’s Annual Report, 2024 to Mr. Muhammad
Zafar ul Haq Hijazi, Federal Tax Ombudsman who called on him in Islamabad (04.12.2025).
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Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi presenting a shield to H.E. Dr. Irfan Neziroglu, Ambassador of Tlrkiye to
Pakistan, who called on him at Islamabad (13.01.2025).

Wafaqi Mohtasib Mr. Ejaz Ahmad Qureshi presenting a copy of Annual Report to Ambssador M. Aftab Khokhar, Asstt.
Secretary General OIC, how called on him in Islamabad (21.4.2025)
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PHOTO GALLERY

Wafaqi Mohtasib and President of the Asian Ombudsman Association (AOA), Mr.Ejaz Ahmad Qureshi addressing an
international workshop on “Stronger Ombudsmanship for People’s Livelihood”, (Nanjing, 10.09.2025).

Wafaqi Mohtasib Mr. Ejaz Ahmad Qureshi presenting a souvenir to H.E. Mr. Jeyhun Bayramov, the Foreign Minister of the
Republic of Azerbaijan during his visit to Baku (12.11.2025).
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A group photograph of the President of AOA, Mr. Ejaz Ahmad Qureshi with heads of Ombuds institutions attending the
International Conference on Constitution and the Rule of Law, (Baku, 12.11.2025).

President AOA, Mr. Ejaz Ahmad Qureshi presenting a souvenir to Ms. Feruza Eshmatova, Authorized Person of the Oliy
Majlis for Human Rights (Ombudsman), Uzbekistan (Baku, 12.11.2025).
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‘Il o
ENG

Wafaqi Mohtasib, Mr Ejaz Ahmad Qureshi addressing media and press representatives at the
Head Office (14.01.2025).

iy

Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi presenting a copy of the Annual Report to Ms. Sibah Farooq, Chairperson,
The All Women Law Firm S&S Associates, who called on him in Islamabad (21.08.2025).
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PHOTO GALLERY

Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi inaugurating the Wafaqi Mohtasib Regional Office at Muzaffarabad
(22.01.2025).

The President of Gujranwala Chamber of Commerce and Industry, presenting a souvenir to Wafaqi Mohtasib, Mr. Ejaz
Ahmad Qureshi on the eve of his visit (09.10.2025).
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A s k.
Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi, presenting a souvenir to Mr. Justice (Retd) M. Nawaz Wahla who addressed
the AOA Webinar on “Ombudsmanship: Complying with the International Standards” (29.05.2025).

Executive Secretary, Asian Ombudsman Association (AOA) briefing a group of interns of FTO who visited the Asian
Ombudsman Secretariat in Islamabad (28 July 2025).
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i -

Advisor Incharge, RO, Abbottabad, ] Senior Advisor, Tahir Nawaz Khan RO, Bahaalpur listening to public
Mr. Rasheed Ahmed conducting a hearing in his office (10.04.2025). complaints (19.06.2025).

Mr. Shafqat Ali, Deputy Registrar, RO, D.I. Khan listening to public complaints Consultant, D.G. Khan, Muhammad Arbab Rahim conducting a hearing in
under the OCR programme in District Bhakkar (22.04.2025). his office (12.08.2025).

Wafagi Mohtasib, Mr: Ejaz Ahmad Qureshi being received by the President of Regional Head GB Mr. Abdullah Khan and QLO Raja Karamat discussing
Faisalabad Chamber of Commerce & Industry on his arrival there (27.03.2025). implementation o iﬁ?ﬁgﬁ“gfﬂg%eé%ﬁi 2%a255 with the petitioner

¥

Mr. Ghulam Rasool Ahpan, Senior Advisor, visiting Hyderabad Institute of

Information Technology in connection with awareness raising campaign
(14.12.2025).

President of Gujranwala Chamber of Commerce and Industry presenting a
souvenir to Wafaqgi Mohtasib, Mr. Ejaz Ahmad Qureshi on the eve of his visit
(09.10.2025)

— s
Syed Anwar Haider, Senior Advisor RO, Karachi addressing Khulli Katchery Mr. Shahzada Allauddin Pirakzai, Incharge, RO, Kharan, addressing a Khuli
at District Korangi (18.06.2025) Katchery organized at a local mosque (13.11.2025).
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Regional Incharge, RO, Khuzdar listening to public complaints in his office RO, Lahore’s Inspection Team inspecting the Lahore Railway Station
(02.06.2025). (16.10.2025)

Syed Mahmood Ali Shah, Incharge RO, Larkana conducting a meeting in his Commissioner IRD, Loralai, Mr. Sarwar Javed interacting with office
office (27.11.2025). bearers of Anjuman-e-Tajran and Zamindar Action Committee at Complaint
Collection Centre, Loralai (20.11.2025).

T | _ e ale

TR |

i NE

Regional Head, RO, Mirpur Khas, listening to public complaints Dr. Muhammad Zahid, Coordinator South Punjab, RO, Multan, conducting an
in his office (17.11.2025) inspection visit of Multan Airport (10.12.2025).

e ' e .
Regional Head, RO, Muzaffarabad listening to public complaints in his office (11.11.2025)

Regional Head, RO, Peshawar, Mr. Mushtaq Jadoon and Regional Head, Regional Head, RO, Quetta, Mr. Ghulam Sarwar Brohi briefing the
RO, Swat, Mr. Sana Ullah Khan, holding a Khuli Katchery at Tehsil Drosh, newsmen on working of the Wafaqi Mohtasib’s Office (12.11.2025).
Distt. Chitral (07.11.2025)
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. i __oill
Mr. Bakhtiar Gul, Deputy Advisor, RO, Peshawar conducting an OCR in IDP Senior Advisor, RO, Sahiwal, Mr. Zulfiqar Lone, interacting with the
Camp Kurram at the SADDA Complaint Collection Center (05-11-2025) complainants during an OCR visit to Chichawatni (09.07.2025).

RN
S I gl adaal
Regional Head, Sargodha, Khawaja Saif ur Rehman listening to public Senior Investigation Officer, Mr. Ameer Muhammad Rind, holding a
complaints during an OCR visit to Mandi Bahauddin (29-10-2025) meeting with Chairman Municipal Committee Sardar Muhammad Khajjak

at the Complaint Selection Centre, Sibbi (12.12.2025).

Regional Head, RO, Sukkur, Syed Mehmood Ali Shah holding an
implementation meeting in his office (12.12.2025).

‘.‘l“' .= I_—‘_u ﬁ-.l
Mr. Bakhtiar Gul, Deputy Advisor, hearing public complaints at Upper Sr. Investigation Officer, Complaint Collection Centre, Wana, District South
Kurram (25.12.2025). Waziristan (Lower), Mr. Imran Khan conducting a hearing in his office
(28.05.2025).
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Ronlea Engerprizes Put, Lid. for o period of 18 wears, 19 months and 10 day e w e £, 0072004 io
31,05,2025 . Dearing this period. he used to pay the conribution to ke Ageney through his emplayer
which was verified by his employer ag the time of is soperaanisation, Afler the superannumtion,
he meoved the Agency for grant of Old Age Pension (OAF) bud In vain snd henee the insiwed
complaiet.

;8 The Agency vide I lengr Mo, EOBIROWMEHQR 023555 dabed 2%.01.2023
submitted thal tolal verifiod seeviee an credit of the complairant was [4.8 yoams {Gonumensing
froen MATI0OM o 1AOS3006 & 11062030 o 0052023 Since his venled ool
employment was less thar §5 years. therefore, he had been gramed Old Age Greanl (CRAGE) In tenns
nf section 37 of EOB AcL 1976

HEARING FROCEEDING S
3 Hearivg was il on e sbove netstboned dme. The complainont oendied e hesming
whenzas the repressmtmive of the Agency remnained ahsent, Commienis of the Agency swen: shanad

with the complaivast. The eomplainsnt reiternied his stance ns incorporated in his respeciive
plendings

b R MDATINNS

4. An sppraisal of the complaimi, comments ol the Apency dond the docuness tesdened by
ik complainant reflect thal the msurable employment aof the eomplainsnt with M5, Rondan
Enterprises P, Lad, woe l, 200072004 w 160052016 & 1063020 w (0032023 wos verified
and his bewm mlmidhing by the Apency isell, A per esleulation of the Agency, the 1ota] insurshle
service ol Che complainail oomes we 1408 vears, Acconrding e Scction 22 of the Empleoees (R
Age Benelils Act, 1976, averilied msunsd person wio has pa in 15 years of service is entitked fr
the (AP, The complainanl emphastzed tha theagh his susable englovient i mone than 15

111




SELECTED FINDINGS

W el 5 - IR O] ] T2 S Fage 2af 1

vegs vet if @ ol conentiom of the Apency megarding the pericd of his insurable employmsent is
slmiived g5 eorrect tem agnin, he is entitled for six months relasation which shall make the peried
of maurable ernployoment more than 13 years. The sance of the complainant appears 1o be well-
fioumded Eor e reason that the schedule annexed o the Employees (0d Ape Benefits Acl. 1%76 in
its clamse-1, it 15 skateed a% umder:-

vy perlon & vl marilis o srere of fenraide enpdopmead ool be
dreaied ox oune full year™

5, In & recent declsion of Honowmble President of Islamic Pepoble of Pakistan, in 4
represerdatbon filed by the complainam of complain Mo, HORDI0132], wherzin vide onke
duted 1852022, it was nuded ihw clause-1 of ihe schedube onnexed s the Employees 08 Ape
Renefits Acl. 1976 prescribey ol & peclod of sis months ar more of insurahle employmendt shall
he trembed as full ane year and as a resuli, the mopreseeiniion wis accepled and the Agency was
direcled o complete the process of grant of old age pensien to the comploinant. The Henoeimbla
President alsa shierved then elanse-1 al e schedule refemed 1o shove, is comsisient with the mule
applicahle 1o ibe Governmenl servamis (C5R-423) on dbe suhject and duly opplicd by the
Hemoumble Suprenze Court i the preceden) dosions:-

=g23 il A deflelency mfa perimd min exceeding vix meamiler i the
gualifldug serviee of an offfcer be decmed e have beew comaamed
wnroamaifeadly.

. An evaluation of the faets of te complaint in hand, it is mansfest that the complainen bes
deficiercy of bess than 04 manths which i3 coverad by the decision referred o above, therelane,
by nll means, he is entitled for gramt ol QAP The refusal to geant QAP e the complainang amoam|s
o mzlsdministrtion in berms ol aricke 2021 of PO Mo, 0 of P985,

T Ag o sequel to the above, while sccepting the complaint in berms of regulmion 2304} ol Lhe
Wafnqi Mohinsh (Investigation and Disposal of Complaimsh Regalations, 2013 the Agency =
recomumended oz undes:

i, o eompleie the process of grant of CAT L the conpladnant by creading his insured
service ps 13 venrs, of the earliest; and

ii. comgliznoe be reported 1o this Secretariol, within 30 dpy s of receipt of copy of the
Findings, in terms of Article 1102} of PO Mol of 1983,

B The party apgrieved of the Findirgs may opt citker to file a revbew petitien before the

A Ombudsman OB, & represestution before the President within 30 days of receipt of such Findings
This period ol limitation shall be reckored from the dute af receipt of the Findings by the patics
If the Firdings ane uphild, tw aggreved pany shall be barred to file o representation before the
President,

(FIAFE AHMAD QURESTI
WAFADQT MOHTASIE (OMBUDEMAN]

ISLAMARAD 2
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WAFADI MOHTASIB [OMBUDSMAN]'S SECRETARIAT

EINDINGS
Compinint N WINS-BWE 1049118
Date of Registration 1003205
Smyyed Mobammied Areeb Abdul Ehafid Shak
Bukhari
Mamse & Address of ihe Camplalnant Réo House Mo 337B-VI, Kashasa Bubbari, General
Officeal Colomy, Street No.22 Easerm, Moeded Towns
B, Bahawalpir,
Manse of the Agency complained apninst Central Direetorate of Mational Savimg (CINS)
Mamsc & Designation of the lnvestigating Bosxit Aziz Khom, Assoctate Advicor (kg
(fficer, Station WS Regiomal (fice Fafmwalpur
Subjeet of Compluint Mul-Administraikon in Payment of Frefif

Drarte whien 10 aked far report from Agency 20032023
Dharte of Receipi of Agemey’s report in WMS 05052023

1. bumber; 02

Mumber & Dates of Hearing 3 Darer  ORD4.2025 & 05.05 2024
Mame & Designation of the Ageney's Apsistar D
Representative Who Attended the Hearing, D+ 2 Kgbal E;T:“
Whether the Complainant Attended the g g
bhearing? ~ APPROVED %
In cate o nominee of complainant stiended = =
the bearing, hisfher name = VI bar E

THECOMPLAINT 7 'Stamasay &

The comgplainant, hearing CHIC # 31I02-R1708E8-9, snied thei his father Sayyed Mobamined
Ibrabiny Shah Bukhari maintained Pensioner’s Benefli Accosmt Mo ]R030014H001760 and Bebbood
Savings Certificales Registration Moo ] BO300MMO0 19400 o Nationsl Savings Centre-L, Bahawalpar. After
complainart®s father's death on 171274024, he being his nomines, received the principle mmounl i the
fune of Rs. 10,000,000/ on 220012025, bud the concerned office of the Agency was rebeciant do provide
profit on the same amount, despite the fact that his father was recedving msonthly profit i@ 13.50% per
pnoeily, wiich was unjustified and mal-sdministrstion on the pan of the Agency. Faibing t pet relief from
the Apeney, he sought this Office”s help for redressal olhis grievance, of the earliest.

RESPONSE BY THE AGENCY

L The matter was tshen up with the Agency for submistica of a report. The Apency submilied
thet the mader was mvestigated and i was found that the deceased father of the complainmnt mpistoined
nhove mentioned accmants along with Saving Account Ne, |B0G00100101342 and in terms of Rule 16 of
the Bahbood Savings Certificate Rides, 2003 and amendments made thereof, the payment wis made to the
legal heirs, Soyyed Mohammed Areeb Abdul Khafid Shah Bukhari (Complsinast) & Sayved Mohommesd
Larnib Abdul Baith Shah Bukhari for the amount left by their father (Deceased) an investar of Matiomsl
Savings Centre-I, Bahawalpur on 224172025 afier submission of Succession Certifieate and in the hght of
obove nales, The Agency further added thet the compininant’s claim for paymend of profls not passible, as
per Revised Rule 16 of the Bshbood Savings Centificate, Rule 4(b) of the Femsicmer Benefil Accomnt and
COMS [slnmahad Office Letter Mo F.1(2) PS-IT [78-1 112020 dated 290572024, as the peofi for the BSC
and FBA schemes bad albready been credited w the Bavings Accounts of the deceased on | 1/02HHS &
12120034,

COMELAINANT'S REJOINDER
3, The complainant did not file rejoinder,
POINTS AT ISSUE
4. The point ot ismac i whether there {5 any mal-administrotion om the part of the Agency in

paymnent of death claim to the complasnant or ofheraise?
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HEARING FROCEEDINGS
5 During hearing of the conplaint, the Ageney wes represented by Mr, Wages Ighal, Assistart

Directar, NSC-I, Dabawalpur, while the complainant was also present. The nepresentutive of the Agency,
submitted the above mentioned report and restsied the siance of the Agency, as quoted in it The
complaina controveried the siance of the Agency and angued that Rule 4(b) of the Pensianer Berelit
Account agd COMS Islamabad Office Letter Mo, F.1(2) PS-IT [TR-11}/2020 dated 10572024 oa the
determines the mie of pmft of BSC and FBA nor the eligibility of for prafit of the ssid schemes; this;
requested for provision of peofit on principte amount to e tune of RS, 140,000,0000-, as e Agency keep
the zaid anvoust from the death of his father 2.1 7/1 22024 10 its dishursement i.e. Z201 /2023,

FINDINGSRECOMMENDATIONS

&, Perusal of record reveals that the decemed father of the complainant Sayved Mobammed
[hrafim Shah Bukhari maintoined Pemsioner's Benefit Account Mo 130300140001 Tl and Behbood
Savings Certificates Registrathon Mo, 1E0300040019400 st Mational Ssvimge Centredl. Bahawalpur.
Afet complainant's father’s death on 17/12/2024, the complainant and his brother being his naminee,
received the principle amount 1o the tune of Rs.10,000,0004 on 22002025, bl the profit on the ssd
amount was not provided so the complainant as per rate of Savings Accounts, which & a clear violmim
of CONE Ffamabad ffice Leter Mo, FLIZ) PS-IT (7811 12020 dated 29052034, amendmends made
in Bahbood Sevings Certfffertes Rules, 2003 and it Peasioners Bemgflr Accouaty Bules, MF vide
Notiffcmtion of Gevermmenr of Pakivan, Fimence Division (Budger Wingh dated 82052024

i "B .. .. Where the Succersor/Nominew in mar Eriiiled for Tranifer of
Trverimem p tharir Name under the Rafes: WSCx will disburee the Prafll om the
Principle owmownd of the respective BSCPBA ar dhe prevailing nme of the
Servings Aceoum fom the date af death 6l encashmant’ closure of the
respechive registratiosaccound,” (CONS Iiamried Gfffce Lever Mo FIEF PRT
(TH-FIR2020 dated IR053054)

i) "0V, . Provided firrher il the mominee or swocetsor, af the ease may
be, st faclfilliing the eligibiliny eviteria loid doen in rwle 3o 8, shall be entitfed
ta recelve the principle amount aad profit thereon ar the prevailing rate af
raving eccour reckoned from the dote of death of certificate kolder #ill

no\B {08y
ercasfimient, “{Rulr o) Bakhood Srings Certificates Rules, 2003 after amemdmenc) 2

=]
ik i, o Mgl family member, shall de enrifled rmhmp?“ o
principal amomat and profi therean af the prevailing rate of srvings aceamnt 4 38 5

8 reckoned from the drte of pensiomer's death Hﬂ'rhmgl’muﬂrfflgr L AEAD

rialy (A} Panclomer s Banefl Accemats Ruler, J0T afivr smnimdmeni) T 13

Thus, the complainam is eligible for grant of profic from the dme of denth of his fther to 1l the dosure of
encasementicloge of nespective registrationdaccount.

T Mon-provigon of peolit oa principle amoant sfler the desth of the deceksed as ender above
circmmstanees is found 1o be illegal and unjust; so, tamtamesnt o msl-sdministration as defiped undes
Artlcle 202 of P01 of 1983, Consequesdly, the complaint under Begalaiion 23{4) of the Wafkgi Mohinakb
(livestigntion & Disposal of Camplaints) Hegulstions, 2013 is sccepted.

g Fallowing the above, the Agency is advised o consider the matter Further, and provide ralied tix
the compdmirant &5 per policy agreement and rules & procedures of the Agency. Compliance repoet be
submitted within thirty {30) days or reasons for not deing so may be intimated in ferms of Article 112 ol
PO 1 of 1983,
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9, The pasty mgprieved of e Findings may opt either 4o file a review petition befors the
Ombidsman OR a represestation befiore the President within 30 davs of recelpt of such Findings. Thas
perind of limitation shall be reckoned fram the date of receipt of the Findings by the parties. [T the aplios of
review pelition is exercised by the aggrieved party snd the Findings are upheld, the apgrieved party shall be

?3, barred 1o file a representation before the President,
0 | 1

f
< A (EJAZ AHMAD QURESHI)
WAFAQI MOHTASIB (OMBUDSMAN)

L8 (O
£ ppprovEl %
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WAFAQI MOHTASIB (OMBUDSMAN)S SECRETARIAT

FINDINGS
Cumplaind No WE-CHUDN 13823
Dute of Kegistration 24,013 20125

Name & Adilriss ol ihe Complainent

Pliss MARDIHA SHAMEEN DAHFHTER OF MUHAMBMAT
TAHIE. BOUSE ¢ 1T, SECTOR Ak, STREET 801, NEW
SHAKRIAL ISLAMABAD MEAR EASHMIR CHOWE.

Mame of e Ageney compluined ngainst il o8- Ulniversity
Mame & Designation of the lavestigafing . faama Seerat, Sr, Adviser, HO. klamabod
Oiiser, Saiion
Maladminiseration ln agalnst oo “oeased"' shatus &
. Hrlef Subject

procedural mismsasagemend

[t v him 10 mskesd for repord Trem

1303-1025
Agency
Diate of Reeeipe of Agemcy's report in 22063035
WhHIS
Mumibr & Dates of Hearing :3;. e 23642405
Same ond [esignation of the Agoey's
Rupreasiative who sitendied the Bued Adram Hukhard, Qall AME
hearing 7 ey
Whether the compliimast aticaded the e = - B
henrisg? = I3 5

o =

‘The complainant siiges Tt she hs complensd her BS Maths, as laeral entry sk, Troes B0
ai F-2, lslamabad, The collzge is affifiaied with Quaid Azm University, Blamabad Her result
wies mnnnced ond she applicd for DMC. The Unieersily sobd her that she should bave been
‘Ceasad’ i the thind semesior. The vomplissee; comencs than che had poeeed the third semesier
exam orad when the resuli wees snnnomced b el was garkied a5 ‘Chasee’ ond not Ceased”. Sk
has made mamy negmests Lo (e Utiversiny i resobve her issue. 16 she was 'Ceased” in the thin
semealior, B why was she allowed o appeas in the cxmmes foc the Tourth, Ghhand sixih semesies,
ihe Usiversity should nol be alkmad W neveks her comgieied coursework, ofter she had
soocesdully pausel, The complaingin staes that i relief is not provided to ber it will reslt in
conadirable [ancind as well 8s. peademic Inss to her. Ske reguesdz thal The universgy may he
ailvasedl W peinuncs hir resuh and resel ve thae e, hmoe this complaind.
x RESPONSE BY THE AGENCY
2 The Agerey vide it repor daed 228 303 Sabmined thas *the complaimam wes reyistiersd
with Liniversity through afilimal colloge IMCG F-02 |plesabad in 85, Maihematics Lateral
‘{(‘ Fntry (2 yenrs) Seresler svaem peogrunme vide Begistration Mo 1 214215605 in Rall-283 1, The

Rules of (Ll neganching BS (2 vears) progrnm ang 55 imde; -
JELE] TR

2,30 Whenever oy student’s COFA in 1.0 andlor mure bt less daas 211, he'she shall be

plezed o probation

b3 A studemt shall be allowe: TWI chanees 1 remali oa probation during the entire
Associate Degren Progmamme of sudies.

w’“—-.- ="
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L33 A Swdent Exiling 1o ackivve the regpared CGEA of 2.0 for the dhind time he'she shall
ez b Be e anedent of the University. Hooever, such a siucleni may apply & new

Aszocinte Degree pmpgramme, il eligible as per ks
The detail of the comptainan™s Examiwation and their aateome ane i under; -

SELECTED FINDINGS

Sew. Sl Semrser Hisall CH" A it Chamx  Anseanre

| M. | Ersmimalion wilald Avnlled

il Pabl-20F Panial ind] cursiies ol 47 L& 1" [
i - |

a3 | g 2020 Fullzd i 0] Lowrss ot al 04 (3 & i
COLFLER

1| Fall-2DE Passed I 5 coarss odl o ]  iCamed m C
m i Pt roleL

| Sk I3 Passed n A7 couras i Al ib | : | 3]

TR T T il T i p———— EE ] . i
ity

A ETTE Pl in AL coaracs ol of e - F
ol

[hvesal Clnleeess ol cemed i per above qeoisd nile 1.2 on faifing ba sckine

CTiPA of 1.0 fay dw frind e

minamran cEg Ry cmeria under univeraiy rules” o 08 At

1

The complutnan wis a student of Affilizbed 188 Model M3 Callege G-104, |slembad in
Associme [Dezree Programme (2 yesrs). As rules ang vry élear from day oie tut the soadent must
mainizin CGRA of 20 oul o 49 M tee end of ech semester o avesd probation (chancel and
wudend cn avall (3 times probsation i<hences), lewever |£-‘:'Ihu third time the student winikd e
o nchieve the OOPA 10 he'she shall crase U be the stidédin ol e Universing.

The abovi muntioned fulis wese ormesunicried s shared wich the concemed Affilisted
Collepe @ e time of AffiEaion. Admission and Enullinmi o osy Unsversity Al el
Programmms: is the sole respensibility of the concempd AlfTliaed Cellege. The Universty does no
eal with the stidenite of AfTlaed Cslbeges m ierm of their odmission or feriher encallmenl in Gis
W ITEEIET.

H is the responsibiliy of alfilzal college w shinl and soenll nfhcf-ﬁl!.illﬂtﬁm!;h:

;u;.:l.fn".'l i,

f,..l.;.w-\:

.1_
o HARRELE

HEARING FROCFEDINGS
In ompleimee el seties, Sved Advam Bukhan, Deputy Controller Exams, Qal!
attended the office. The complainant™s faiher wes also prosene. i conteneked that ba siuglier wis
mever infsemid Thar ghe i been cesmed in the third semecier. She appliad for admission in the 4™
Semesiar which was allowed. She was alss afloned the atmasion i the 7 Sesenst and the 6
smesder md = the md of e G semester she hd pessed all the Giled sobjeers mal qualified for
the diggra ane teanssrip), Ween she apedbed for the rrsenipt and degree she-was informed that
st ‘wis censed bt as per the colkpe record in the # Spmraraler, iLwas not wrilten Mevased” o8
the resule curd bt it was wriiten Schanee”, She poid he sdmission fee for e & 5%and 6

Semeser ool pin in fwvo years of vipamus hard work o comtiplise the degree.

4 The desuments sutssinied showed that the QAL resait's negification showed the resuli of
{he siudents as wnder; -
+ Fadl 2021 ni Chnese

Spring 1022 iz Chiece

Fall JUTI n3 Chompe
[ Gpring 2023 I Grance
{ Fall 2023 |8 Cham |
| Spring 2024 116 Last Semesier [ Coased E
5 When comfroniod the AR of e QAL staicd that thore wis s o i M5 therefor: e
wimect plense codld no appear,

El D p s RECOMMEMI, TIONS

& leviewalthe Mepeing fects, maldminisrional #e Agency is estblshed without doube

The suderit was oo infireeed that she bl begn declmnl cessed as, the universiy sl
Theretore, the complainant should rol suffer for fhe aces und omissisn on the par of the Agency.
HNinoe while mcopting the complaint imle Repulation 23041 of the Waligd  Molnasib
{lovestigtion ond Disposal of Coovplaimsh Regulations, 2k 3, the Quaid-i-%cam Univengty is

t::"'h_.lJ'
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recommesded to grant e degnas 16 e complilnsnt os she has completed the deproe with GPA
% and COPA 1.5,

T Compllance repon be submmiticd w0 ihis Becrctaral within 3 deys of the recempe of these
finsedings In tereres of Article |1(2) of Pregident's Order Mo, [ of 10RL.

E The parity sagréeved of the Pindings may opt either 5 fili o review petivkon before te
{imisdsman OF. o represantalion before the President witlin 30 days of receipt of swch Findings.
This peerivd af lirmision shall be reckomed from the date of recoipt of the Findings by the paries
I¥ e optinn of review petilion is exercized by the apprigved prety and the Findings are spheld,
ihe aggzieved party shall be barmad % Tile a epresemiation before de President.

boiar é
(A4 DURESHI)

WaFaQl MOHTASIE (OMBUDSMAN)

1B
AP oy,

A appaEED

g [ .
d

T g AWADND

fhegnst
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WAFADI MOHTASIE (ONBUDSMAN)S SECRETARIAT

FlMDINGS
Complaint Mo WMSBYWPIG63525
Take of Registration 1 2205.2005

M. Mishah Sijad Bo Savid Colony, Lar Ada, Tehsdl
& [Hatriel Bahawalpur.
Stade Life Insuramie Carporalion of Pakistan

Puamie & Adddress of the Complimand

Name of the Agency complained ngalsst

" BLICPL

Mami & Designation of the Invistigatieg - Toaair Narwe Ko, Crrrieriomer- (R 0L
Offheer " Regiowal (iffice Bahavwdpar,
Suhject o compluing i Mal-administcation i Faymend of Desih Claim.
Duie whes report ealled fmm the Apcoey R H | R 1
Date of Receipt of complele report 1B
Number & Dates of Haring pog w::gmm
Mame & Designation of the Ageney’s . ATRIE
Represaniniive Whe Atiended the  Hearimg, - wonadl Aklmar, Deginy Mamager, SLICP GAFFH'G HE; ,
Whether ihé Complainant Atiended the g - i
Bearing? '-% W s E
I case @ nominee of complainam atbended the
hearing, kisher nami B HLﬂnr_qg;L-, .@-

JHE COMPLAINT

The compluinant, bearing CHIC # 31 H2-B267026-4, staed that her father Sijad Hus=ain Shab
purchased an insurance policy, bearing Mo, GITEISEZ1-9, from the Apency inibe vear 2023 and he died oo
P11 173024, She, being enritled. submited deab claim of the deceased againet the impagned insurmea policy,
bt thi samse had nat been paid by SLICP as yet, which was ungustified and mal-administration on the pam of
ﬂi:h.#.gm{::-'- Failimg to get peliel from the Agency, she sought this Offce"s belp for redresssl of her grievance,
Al thi earliesl.

RESFOMSE BY THE AGENCY

1 The matter was taken up with the Agency far submission of o reporl. In response, the Agency
vide Mems Mo, RUPFHSWMBWROIDT635025 deted 170603028 reported the following detsils of the case:
PE_JE} Mo, THI s
Diane of comenencenesi FIWIVZOZS
Table & Terms R1AI7
- Premium s 26,4000
" Medical or Non-Medical | Non-Medienl
Eaz Premdurn Paid 0SB0
Dt of Death /1120

The palicy was issuad an 301 VA2 at standard premium rofes, us no history of any chronde disenselnilmens
wars disclosed by the policvbolder/life insured at the tme of issmnce of policy, The policy bolder died oo
THT1A2024 G 00 Year and 12 dayvs afber issuance of palicy, Being an carly death claim, inguiry was
comdisctod. which revealed presmmomnce aflment *CHIVDMHTN®, nor-disclomre and concenlmems of
fucts om part of the poficybolder, and the claim was repudinted by the competent mnthority. The evidences
subsinrdiating ihe facts are as under:

i Treavment record of BVH Bahawalpur dated 10V012024 cleady showed that the decessed was 3 ksown
case of "R 4 years and KT of HTY 8 wears. which pertnins b pre-imstmance period,

i,  Preseripiions of De. M. Saloaan Arshod doted 020772022 & 26002022 cleady confirms the the
deceased WH-H-PIiEI'Iﬂ o “HT™ & CED", which p&l"laiml-u prE-imsimnc e period.

liik. Preacription of Dr, Raheel Khan dated D6082003, [312030123, WV042004, DLDGII4 & T206024
clearly confirmed tht the deceased was 2 patieot of "CKIVIMHTHNT, which permains 1o pre-imsurance period.
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=2- WHS-BWF 163515
HHNTS AT ISSUE
FF The paind b issee ks whether fhere is any mal-ndministration on the pan of the Ageney in
repudintion of denih claim or atherwise!?
HEARING PROCEEDINGS
4. Ta peabe imo the msfer a hearing was fixed, whoch was anended by Mr, Scalnl Akhlar,

Deputy Munager, SLICF Babawalpir, while the complainan was also presend, Both the parfies advinced
fheir respective orguments on the hesis of teir earlier submissions stated in the complaim and in the report
af the Apeney, The reprecentative of the Apeney further arpoed that the insursnee elaing i based on policy
obtatined throwsh frawd, misccpresemation od concealmwnt of mabenal Fac, therelore, 310 was righitly
repodiated by the Apesey. The complainant controvensd the version of the Ageney and stated that the
insured was i goad health at the tive of isiuamce af’ policy and be was nol Taking any treslmenl & the time
when he purchased policy. She alen slaled that the decensad palicy holder did nod éanceal any information
reganding his healih and he wus healthy at the time of agreement, (o query, the represeniaiise SEthe Agerey

admitted the fact that after iovestigation inan the matier, the complainmt wis not ity of

bearing by the competent aushority before repudiation of the instant Desth Claim, < 0 i
FINDINGERECOMMENDATIONS "

5. Perusal of record divlges that the Jaie policyhoker purchased a Policy on Y0083 o dicd

nfter 01 Yesr and 12 doys of issuance of Policy Le, on 117112024, The policy cloim of the complminant was
repudigted by the Apency after alleging coneealment of ailment by the insured &t the time of contract. The
arpurnent of the Ageney to the exeni that the deceased insuned was a paisent of “CEINDMHTN in this
repard retinnce i placed on Lahore High Court, judgment of 20080 CLD 1666 LHE, whéren it was abserved
a3 ander: -

* e Plarr of Commprorer et v per wesival vantifioote progiwes by plalpi)f ininer was

i of fypertonsion. diadeter mellie . Svoh el af imneer cosld not e

el ar emovpuiota P s ooty af peoanle Seving sueh allmenrr W resmrdeing

iy corafind i itk D e Shood el e oleeeed o huoiger ihen penple o

fupdg suedk dfemes— Cunpcesfment of sl afiemess ool mo be v 0 dioe

Srvrstriennly, -

4, The contenipon of the Agency that the deceased was a patlest of “CEROTMHTNT & withogi
subsiance as in onder o subsiongiote it cloim, the Apency hos produced the copes of prc;m'pnﬂﬁ B
climienl investignticn or diagnostic assesement has been produced 1o commoborote the factum of alleged pre-
insurance ailment and mere asserlion of the alleged pre-insurange ailment without proof of its trestment is
withou! subsiance. In this regard relimes is plsced oo Presidemtial Order Mo 62 WHUZ020 dared 0812 2021,
Further, the sance of the Agency was that the decessed was patient of “CELVDMHTAN™, when the issured
died natural desth {5 mentionsd an dembs centifieats) nod the above memtioned dissase, whils the competent
autherity repuodised the death elnim agoinst the impegned policy us an the hasis of the prescriptions,
sithour flamher investipation info the mutier and prosing mela-fde intention on the pan of the decemsad
palsey-hodder, which i unconvineing.

T [¥sclosure of matenal facts ax o ome’s health, 15 o ocklih iswwe and the what 1= maeral
depends L the circumsinnces of ench case, the concepd of pood health means ressomably posod health nnd
6 warrarny of good healih can never meon thet & person hos not i him the seds of disorder os one is bomm
witly seeds of monaliy, A person can be ignomnt nboan his Bealsh or about the deadly disease, which has its
paiols i lilen. A person has normally 8 peseral iden of his health, 2o question arises os to when the contrmet of
insurnce becomes voldable m the optos of insurer. Non-disclesure relates o the facts which ore in the
krowledpe af the person making sesemest. A persen wha is himself answare of hig ill health, can nuke on
inmocent stalement that be s ot suffering from dseaseliness, This saiemeni cannnt be used against such a

person and atasernent (8 fual eoly when person making the sintement deliberately ond willfully suppresses
s rangerinl faets, krowing that disclosurz of such focls wes muoerial and ficts wene fraudalently supghessed.
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3 Under the low principle of ol petice enshrined in the musem anadd alteram paries is ome of
ihe mst impariant pringiples and it violation is alwags comsidersd enough te vitiale even mesl solemn
procecdings and wihere sdverse netbon is comenaplated 10 b2 taken against o persen be hes o right o defend
such action, notwithstanding the fact that the statmie povemning his right does not contain provision of the
prineaple of nalwsal justice and even |o absence thereaf it 12 00 be considered a8 3 part of =uch s@tute i the
interest of justice. 11 has abso boen seitled by Superior Coarts tha prnciple of natural justice is mow made
inbuili pant of civil conmcts Like the one wnder disoasaon. Moceover, wheoever any person oo body of
peTEn i -.-.rrl.pl;m:md o ke decision alter ex-post hxbo vesisgalion mio facts which woukd resell in
corseqecnce affedting 1he person, property or other mght of ansther person, then in twe absnce of any
expmess wonds in the enaciment giving such poser excliding the spplication af the principles of notural
justice, the Courts of low are inelinsd generally o imply that the power 5o given is couplad witk the duty 1o
act m acconbance with such pranciple of sstural jusibee as may be applicable inthe fams and circamsianess of
n gase In this regand relance is placed on judgments meporied o *Pakistan Infernational Airlines
Carparation (PLAC) thromeh Chnirman and sthers Va, Masic Jumal Malik wnd others™ Q2801 SCME
934y, “Hazara (HIll Tracth Improvement Trust through Chairman amd others Vs, Mst. Qaisra Elahi
und others™ (2005 SCMR 678} “Abdul Hafeer Albasi and others Ve Managing Director, Pakistan
International Airlines Corporation, Karachi and ethers™ {2002 SCME 1034) and “The University af
DACCA throsgh I Vice Chancellor und the Registrar University of DACCA Ve Fakir Ahmed™
(FLI 1965 Supreme Court #11).

I Repudintion of ithe policy under obove circumsionees is found e be illegnl and unjusi; =0,
tariamound 1o mal-administrmion e defined under Aricle 2(2) of PAOLL of 19R). Consequenidy, the
conriplaing under Regulation 23(4) of the Wafngi Mohiash {Investigntion & Disposal of Complainis)
Regulations, 200 5 i= aceepied.

1. Fallowing e above, the Ageney B sdvised 0 cobsider the mster further, mnd provide
n:pprl_'mrinl.t: rediel 1o the l.:d,lrnplu'irﬂ.n.l 5 T r.ulil."_r agreamint mid roles & pn:n‘.‘-&d.l.n'r.‘s of thi AgEncy.
Conspliance report be submitted within thiry {30 davs or reasans far not daing 5o may be intimated in temms
of Article 1102} of PO, | of [983.

I The party aggreved of the Faindings may apl either o fle 8 revbew petition befone e
Oimbuwdsman (R 4 representaiog before the President within 30 days of receipt of soch Fisdings. This perod
of limitaticn shall be reckaned fram the dabe of receipt of the Findigs by the pasties. I ibe option of review
petition is exercised by the appreved porty and the Findings nre opheld. the sgorieved party shall be bamed
in file n representalion befiore the President, Fﬁﬁm

womoves

i BD i g
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WAFAD MOMTASIE{OAMBLDSNLANY E SECRETARIAT
CLOSURE FINDINGE

Complamnts Ma W5~ AFP-001 1035

[t orf Pl stration: 2705, 205

Wi & Ackiress of e Mellr. Maveed Bafig,.

Comphimam Pcanan Avenue hiear Johar Mor Bashid Minhas Koad,
Earachi (Mo 3 1905353 T)

P of the Agency complamed Apency: Pakistan Meidbesl & Dental Councl

Fesrme 0 the Imesiigating Oficer: Sved Anwer Haider, Senior Adviser,

Suhject of Comsphini: Complnint of mal sdministration i respect of alleged
withholdisg of degres and mremscript without any lugal
order by the Aency.

Dt suleen 10 asked for Kepon TTOE 05

Duaie of Recuipi of Agescy's Repod. {H.06,2005

pmeber & Dwies of Hemnng: 0,006 3028, 1806 2025 2606 2025, 03072005,
{907, 404, D00 2035 snd 20 0T 225

Mame & Duslgnation of Wy, Asrar Al  Focal Person {locharge)

Represenmative of Agency

M, Maved Rafig bes complained of maladministration i ber complaint which is
reproduesd as under:-

“Compiaini Againd Hasssmend, Wilibakding of Begree and Misuss of Aoty by
FRPMC {Constituent of A Usiversiey) . To: Wafagi Mobtasib (Federal Cmbudssma)
Ciovermment of Pakistan Subjosy Compling Agoins Hamesmenl, Withliolding of
AMeodemic Necoetls, md Misuse of Disciplinery Powers by Famia Ruth Pau Mealical
College (FRPMC) Rispisctid SinMadam, |, Naveed Rafig. former student of Fazals Ruth
Pitm Medical College (FEFMT), AU Reg Moo MBBS-1954], respoctlidly lilk ths
complaint against the ropeied misgs of sthonty, emotioml homssment, wed vnges)
withholding of my acadvmis neconds s Hose kob appainément by FRPMC. Bachground
and Reference to Notices: |. On May 5, 2023, FRPMC issued a notice o my father, Mr.
Mishmmasad Rafiq (Rl FREMCPO235/2025), alleging thart | was involved in *malafide
activities" for menely puidisg Tellow sudests and advising thim 1o seek begnl remedy m
ihe e of academic injustics, 1 fabely socuses me of collecting moaey and instigming
sliideinls — socusations thal are oy bessess, delemainry, and meupporied by any
peidimice 1 The came notice thneateoed uniliseral disciplimany action and called for &
heaning belore the commimen om May ¥, 2025, despite me being a former studen and na
parrenly smmlled — herge putside the college's disciplinary jorisdistion. 3. In response o
& legal inquiy by my counsel, PRPMC issued another commnieation on May 20, 2005,
which Furiber referaied #s imeniion B pressure me im0 appesring before a bsed
commities, anid hinbsd & withbolding my degre: and Hoese Joh unless | zomplisd. This
letler alse fidls o deny or sddress the ek of due process, herassmend, and repatationl
darmape. Unjust Actions by’ FRPMC: Wilhtcadiag of Degres med Transeipt without sy
legal ondor, despite suvsssefol gradustion and payment of all dues. Dendal of Heuse Job,
which is mondstory foe regestnmion and practice ms o medienl graluste,

- ¥
I:.-é.t.lll M *\ﬂ'\-ﬁlﬂlﬂ'{.
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Barred from Conveisation, despiie payment of Ks. 20000, resulting in mot only lingo el
foss. ot emotboral desress. Emotiosal ond mentl bmesment though thrests of cereer
desmige and coercion in sppanr bafers hissed commmitie. Minse of Disciplmnry Powers
agairet a pon-erwollad, fomer guden, vicloting both legnl noms sed eihical stndanls,
Fendarmenial Logal Concem Rpised IF junior students approach a senior for guidance, of
bagally appenach fonumes like Wedagi Mohizch, PMOC, or the cowts npanding sendei
impustice -— jsdh il gal® Absalsin by not. Gnsnwaging lawll menns in sddress prisvmoes
& 0 probectal right wader the Consimeion of Pakisan, Branding such cumdect
“insigaio” or “maladlde” & 2 dengercus misose of puthonty, Yicktions Comm|msd by
FREMEC Viakation of Asticle 4 & 10-4 [Right to dee process & fair rial] Menial ard
emotional torere through threats and ceerdion Unlawiul withhelding of dagree ard
gasemial decuments Defamation and charmcer assassination withoul evidiso: Denial of
accews o educations] entiflements alnedy pand for Retiel Seughr: 1. Immediale drection
0 FRPMC o release my deproe, franscripl mil Hinee Job confimstion. 2. Refund of Bs.
203, 000 Firr g g e frorn antvend gt comvooation afber paymaet. B A wrikan mpelogy
{iom the onllege sdmimismion for herassment and misess af sslborin. 4. A declangion
thai opproaching Jegal forums or peding others w do g0 |s @ consiinnioral right 5.
Dhiection K The cullige v pefrwin from semlistory actions against studants whe sk kgl
pidress, | eequest the Wafagi Mohmsit's urgent inlerviantion in this saner aot only for
nstice in my case but to uphald the prinel ke tha no siudest shoald be penished for secking
justice. Sincerchy, Mavend Rafig AL Reglnration No: MBES- 195417

Representntive of the Agency PM&DT submiited report compiled by Fazaia Ruth FFAL
Medical College, Karachi on the complaing of e complninamt which is reproduced s under-

“Wir. Moveed Ralig is o stadent of Fazass Ruth PFALT Medical College, Karachi,
He has completed the fve vear geodentie programme but il left wills the clinical
insernshiphouse job trainieg whech |3 ihe contiresmm and ihe sandalooy regulatony
reguirennt of repisnlbon & medical doctor with Pakistan Modical and dental
pounedl and withee this pegistrmion not eligible 1o pracibes medicine and acquire
further Higher Education in Pakistan,

Beefore the issnance of the corment natics (under discussion), Mr. Muhammad Rafg
fiithier of Mr. Mivesd Rnfig fendered s spodogy o 7 June 2023 with a proenise
that his son will not indubge inbs sy misorduct snd wrong doing in (e after
an engury B an agt of forgery where M. Naveed Raflg subiritied 2 fake NOC
with signatare of Principal FRPMC on migraton i annther Medical Colbege.
Therefore this fime, disciplinary commines decided to comact i his father. A
ratice was =ent o his theough courier on his posial sddress aud the same wis
forwanted e W, Mavesd Rafig on has emal. Mo sent w0 his father theough
et wag not received by him and refunsnd beck witheet delivery, however Mr,
Havead responded (hmugh arsail from bis email address.
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WS- APP-00) | 9762025 3
M, Maveed Rafiy bas been imsued natices raice in the pust penaining to other lisms
once [y writing and once he was <alled verbally, Hoth the times he was very
apologetic e and proanised that e will refrain himself from sach etivities in fulure.
CURRENT ISSUE; BACKGROUND
Miedicnl studies are woghest Studets are fequired o pass oll subjects of the
relevart profissioeal year, filing, even in one ssiect o in one compouent of o
subject inchuding oral proctical esd writken exambnation, results in failare and
degention o the saee class

I wims brought 10 the ksowhedge of administralon thm My Maveed hes confacicd
studdent whis lave been fiked in their classes becsuss of their poor performance and
propulling them o create o group which he will led and drag, Abr Uriversity and
FRPMC ai various forem io pressurize the wiversity to chimge the resudis axd
declare the Taiked stadent pass. Is carry' Tt this aetivity, he asked for o monetary
ciHurkesion from these studonts W ergags o lyer and for the other cxpenses. The
evidence wis there in sypport of this lafrmamion

The case wis forwarded 1o the dissplingry comminee for fact finding and
verification infanmmion. Fe was ismed sonless by the disciplinary commitiee foc
personal mppearmnce for verl fieation of evideses and frots,

I His respanse taroagh omail o 6% May, 20625, he writes that "out of respect and
in the sgifil of transparency. 1 will reap-mﬁdtbﬂh:mm raised and that he will
resporad soan (o the salice served,

Oin %" maay, 2025 g wiomd Gile with the name of & lnwyer received frons email address
of Mr. Mavesd Rafig saving that sl eoncerns mised in notice are baseless and oot
fallim purview of the disciplinary commaftes."™

3 This cise was regastered on 27052025, During the b &3 deys, sven heasings were hekl as
mencioned ghove The representative of the Apcncy was presesi bl the comiplainert remained ahsen
despite nitice, SMSs and telephone call except-one heariag i.e. 22,07 K25 dage of bearing. During the final
hearing, the complaizant was ngain contacted an telephome gbove coll number bui his cell phone was found
aifff, The repart revisils thar issue ratsed by the complainant pre properly nesponded by the Fazasa Ruoth PEAL
Mefical College which is on irsingion working usder the Minastry of Delense. Report of the Fasais Buh
PEAL Madszl College revesls that the complumant & imvaleed in sctivites sgaiest the discipline of the
instiyfion. [hming the besring on 220720235, the complainani bad also stated that he his lodged
Constiutioeal Petition against the PMOC and Fazsia Ruth FEAL Medical College, Karachi in High Coun
of Balochistan, (e,

4 s the subject matter of the sosplning i sabjudice before in the High Court of Balochisan, Cuens,
the complaint i chosed in tems of Regulotion Mo, 240 (0 of Walagi Mobtasib (Investigtion mmd Dsposal
ol Camplainis), Regelations, 2013,
! r.,'_-.IE. i
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Complamt We W S-ONILTHIS | 625
[iate off Regisiration 108 o i
MR, MUHAMMAT AKRAM 540 I0BAL MUHAMMAD,
ot of the HOUSE MO, 37 W SCHEME 1 FARID TOWN TEHSIL &
gl kot DHETRICT SAHIWAL
Mo of the Agpency : .
el i UTILITY STORES CORPORATION OF PAKITAN (USC)
M & Designation of the
v ting oMfcer Arshad Mashamood Cheema, Advisor, 10, Islsmshad,
Stution
MALADMINISTRATION [N FORFEITURE  OF
et Subject SECURITY AMOUNTS DEPOSITED BY THE
COMPATMANT.
Py, Mutamead Ashfsy General Marager, USC
In miendance Syed Mehibood Al Legal Officer
Disie of Pindings i Ovigiml S .
e s A APPROVED %

e af Registration of g =
Thevien Petiticn by 77082025 g jimras B
CromplainemiiA pescy “‘i =
Humiber & Duane of Henrlng FI05-2025, J0-08-2025 & 0102005 IsLamazapn
Mame & Designation of L

OHfficers processing the
Review Petidion

Raja Akhlng Hussin, Advisar.
Aubran Ahmod, Senior Ervestigation Officer

G DsG iy

M. Muliammad Akeam filed a complae apatnst the Agenoy and staed teat in 2022 and
2023, the Agency scoepled his tenders for supply of Hoe and exceuted agreements dated 24,00 2022,
20,04, 2022 and 12002023, He sulsequenily sopplied rice o the Agency us per terms of the tender
ppreesenis s reveived the final prymend but afier three months of mpely and finsd payment. the
Apemcy el o sasples o the [nboratery aail held thas the rice were not as per specification and
furrfeited his security amomn which was mjust as per the Revised Findings in another complaist No,
W54 which were upheld by the President vide declsion daied 11.02.2025. The Ageney
reported that rice smphes were seni 1o laborstory for analysss and peeording to DA lab nmabysis, the
rioe were not s per terms of the fender agreements. Consequently, potices were issaed 10 he
cornplainest ond afer dug process, pemaliies were imposed by Gorfelting the security deposits,
Howerer, 05 o result of award given by FPRA, penalcks were waived off but forfeture of scourity
amuunt remuined intact, Dhring hearing proseedings, both parties reirerated their mspestive e,
€ perusal of the recand, It was observed that s per berma af the agreements, the Agency wis bound
§0 send rice samples o Lab within te gpecified pericd. The Agency sol the riee sample i respect of
weinder apreement dated | 2003023 witliin the stipolmed fimefrome whersis ee asmples of the other
vendier agreemenis daied 24.02.2032 und 20,04 20022 were: sent to lab after expiry of the stipalaed
periid fokbowed ty imposition of penalies s furfiiure of security amount. The Agency’ s action
was in wledathon of the sesiled terms of the apreemenis which esiablished mal-administration on the
part of ihe Agency. Thesefore, while accepling the conplaint under Regulation 44} of W afagl
Mohimsih {Investipmion ond Disposal of Complalnish Begulniiors, 203, it Agescy wes
recomnmensdid 1o sefimed the withheld seourity amomi 65 the complainom wherens the complainmt’s
prayer of refund 40 the exized of agreement dated 12,01 2023 was declined.

Cond"d,..- P2
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BEQUEST FOR RECONSIDERATION
r The complainant filed a feview petition and while nterating his earlier sianoe sdded tha

thee Agsency, withoss affarding m oppormusity of hearing, blacklisted hiss on the basis of doabiful
laboratery repors the were conducted without followisg SOPs or lawlal suthoriiy which the Ageocy
itselfhas adrsitied bn fs crder dated 27902 2024, Further sdded that PPRA, bae sx saids hes blacklisting
and rommnded the ease back o fhe Agency with direetion of framing S0Fs and vrdered an Inquiny
nipalns the delinguent oFficurs vet swith no result. Also added thi the Agency during pre-qualification
tendess for the supply of rice declured some blacklisted vendors ssccessfid, compleied tender
agreemnents with them and released thelr pavments but did not consider him for the said pre-
qemlificatson iendees raiher unjusily withheld his pre-gualificution tender fiewr oif’ K. | CELEHL-, Singe
thase facts hewe nol bees coasidered, the Findings may be reviewed for redressal of Bas pricvisce,

HEARING PROCEEDINGE
3. Hearings held an the above mewmitoned dates were aftendi=l by the complrine mnd the
represestatives of the Agency. Precisely, the complainast mised the Sallowing {smues for redressal:

(i} Mom refiend of pre-qualification tendsrs feg of B 1 lacas ao
activiy wes dane wmder the 1oolcrs,
SIE 'L-‘"
(i3 Mo seading of rice samople within 3 manths of the execution ':IEL.!.."I"JD' ¥ e,
agresment dmed [2-01-2023 ss such the Agency is ngf APPROVED T
empawered 1o forfell the sepurity amount depesited by e 01 0 ©

comnplainam. %
i s ", lata AR "';
{Fil} Mon issmnce of cleitsnes cemificate afier waiving off penalties .

by the Acrbatratar,

4, The representatives of the Agency contended that pre-qualification tenders feg i non-
refandahle a3 the complainant’s compamy was nopistered under e pre-gualification fenders. On the
issue of sending e samphe, the representatives of e Agency stnted that e apreement wes execuied
an 12-00-20273 for supedy of rice o the Apency and the rice sample was st b the Isboratery oo 10-
01330121 which was within 3 msonths of the stipulated time fior gendiag the snme under the sgnxemant,
On aking, the represenintive of the Agency sdmised that the rics supplied by the complainamt bave
besn sdd imrspective of the substamdard quality of such Tice reporied by the laborainry. With regands
o fsummce af hesmnes cerificaie, the Agency's represenimives mformed that tis certificate will be
\Q'- {zzped m and whes the complaining waill apply for the parposs,

EINIMNGS
I_,_{ 3. s per the Terms and Conditions for pee-qualificasian tenders, pee-uall flcamion tenders foe e
r

as registration e, 18 (ol fefiandabde on registrlion af n compemy, Since the complalnant™s company
wia registered in ght of pre-quslification tenders. hence, the complainant is sot entitled 1w pefind of
the fee.

. Admitiedly, rice same was sentiothe laboratery fer It repont within % manths of the execuiion
of the sgreement dated | 3-H-2023. But it is strangs 10 nose that despate having aubs::andnfqul!il]r af
fice, ns per repart of the lborstary, the Apecy sold the rice which made the labarasory report
redundent. Since the Agensy did not follow the kaboratary seport and sold the rice, thercfors, there s
nit juesifiemion bo Sarfeit the scurily smount

Comt'd..... 3
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. A repsnds the Bsunnce of clearance cerfifieste, the Agenoy's rupretailatives comumitied that
puch comificate will b issed o the complainant as and when he upplies for the purpase

RECOMMENDATIONS

i In vigw ol conclusion drawn in paras 5-7, e Apency is recommenided 10 refund the ferfeited
secarity ampunt to the comglilnant regarding ngressneat dated 12012023, The Agency may aksn
fusue eleprmee cestificie &fter making a formal application by the complinest far the purposs.
Hivwever, the comgplnizant 38 pot ¢mitled to refund of pre-qualification tenders fee.

o, T|-|.¢ﬂeulewhﬁinnidjmjufhwﬂm:mnﬂ.ranndﬂ':Fihiinpdaludll&-
OE-2075 nme sodified sccordingly. Complisnes be reporied accordingly within 30 days of receipt of

thess Findings.

{EJAZ AHMAD QURESHT)
WAFAQ] MOHTASIE (OMBUDSMAN)
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WAFAQI MOHTASIB (OMBUDSMAN)'S SECRETARIAT
FIN

Congplalnt Mo : WMS-HORAWNRS TS

Date of Registrution 7 AAAnzods

Name & Address of the _ MS. MUMTAZ BEGUM, HOUSE NO NE-2681
Camplainant T BTREET 21, DHOKE HUKAMDAD, RAWALFINDH
Name of the Ageney  FEDERAL EMPLOYEES BEMEVOLENT FUND &
enmplained agninsi ' GROUP IMNSURARCE (FER&GT)

Name & Designation of the  Arshad  Mabmood Cheema,  Adviser, HO
Investigating Officer, Stngon. ~ [slamibad

FAILURE OF THE AGEMCY IW GRANT OF
BENEVOLENT FUMDX T THE COMPLAINANT

Brief Subjeo ! BEING WKW OF LATE GOVERNMENT
BERYANT. HAMELY, A1, PARYAIZ

Druic whsem 10 asked for report 20.07.2025
frons Ageney '
[rate of Receipt of AZeacy's B T - e
repari m WS :

_ B Mamber 2
Nupsber & Dntes of Hesting @ 5 e 12,08 2025 S26.08,2025 "
Name and Designntion of the A
Agency's Heprescnintive whe i Mo & APPROVED "o,
attended the henring n
Whather the complainant P Mo < e
lﬂﬂldnﬂlhh“'hﬁ ’ :' IS LAMMABED -]

In cass u nomimec of
complainant attended il : Mr. Muahammad AL S of the conplaisan

hicaring, histher naime
THE COMPLATNT

Precisely, Ms. Mumtae Begum, hes filed the skove referned complatni against TEEFERAL
EMPLOYEES RENEVOLENT FUND & GROUP INSURANCE (FERRM&G] MAgency, asserting
thereln shat her hushand wha wis on emploves of Mingsiry of Infosanation mnd Brosdeasting died
during hiis service on (5.0R. 1996 wherenfber bis seven chrildren used to get binevoden fund from
(.08, 1596 1o 05082011, On completion of 15 vears {the macimums period for grant of
Bemevilert Fand] no- funber extension in payment wes gramied, Even otherwise, all e male
children af the decerssd employee have amined the oge of majority whersns the femate children
bave since been marsed. Grevance of the complainani is thal beirg widow of the dieesed
employee, she was entitkad For the grant af monthly benevalent fimd ban the Apency ilhipaly
rejected her request ol conveyed her vide Jetier dased 04.06.3025, By alleging the same as an
et o maladeninéstration, she has fled this complaint for redressal of her grievance,

M E adi

2. The Agency vide, its letter No. 1-022% Coard 837725 REI} dated 12.08.2025, subenitted
hat the claim of the complainant for pranihdy benevolent grane was repected under section 14 of
the FEB&GH Act, 1969 gmd she was informed accardingly.

HEARING FROCEEDINGS

3, Hearitgs were held o the above mentioned dates. None appearid on hehall’ of the
Agency. Rupresentative of the comglalnant heswever, anended the hearing and revierated hir

stance 2 incotpoanied in hor panipliant
4 An appradsal of pleadings of the paties and folloswed by verdal sabmisssons. it B -un

admitted position that the complainam i widow of AD Parvaiz, & decensad emploses f
Minksiry of Information and Broadcasiing who had died dirisg the service oo 0508190 The
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Ageney ke on isuing benevolent fund g0 seven male and fetnake chikiren of the decensed fior a
period of |3 vears woe f DGR, 1906 g0 0508201 | which was the maxkmism pirenl umder soctin
Mol the FER&GE At 1968, thenebare, no firther exiensian was gromied being insdimissible,
Tven ptherwise, the male children of the doceised employec bave attamed the age of majonity
wiwergas the femnale children have singe Been maried Mow the complainant has claimed the
mantidy benevolant fund grant a3 whlowf/amily membir of the deveased which was rejecied hy
e Agency in berms of section 1400} of the FER&GT Act, 1965 malnly on the ground that the
compEnan was i the nominee. This view appears to be agaimst ihe tenms of b clause (3 al’
section 14 of FER&GT Act. 1969 which reads as under--

“Whens e valid mominsion mode by the employes suhsists al the tne of his deaath,
the amaunt of bemevalend grang shall be pold 1w peh nscmber or menbeors of b
family. subjzcy o such condigions bnpeeed with & view i ensusing that e aisdouin =
Justly and equidahly wilized for the maintenance and hemefit of all 1be memhers of
famaly, a8 may be prescribed or may, consistently with nshes, be desermined by the
Beoard or sm officer suthoriond by the Board in that behal [

i A bare readivg of ibe above memtioned sub-clause reflecty that nomvinalion hy the
ernplosee 18 ool mandalory. Iherefore, repection al’ request of famaly member of the decessad
emiploves on the grsund of non=mominstion is not vulid, 1 is provided in the same subclause that
if mo valid momination was made by the employee ® the time of his death. the ampon of
berwevolent prant shall be paid o sich member or members ol his fimily, subject 10 sach
conditions fimgsed with the view o ersuring thar the pmossd b jusly and egaimbly uilized for
the mminlenance aod beneli of all the member of the fanly, There is s seeod view that
widnw is a parl of fumily of the decensed emplovee, therelione. her dght 1o get bengvolem grani
cannod b usmped. [n soch & situniion, cass of complainani is alsa covered under secison 132 al
the FEBEG Acl. 1968 whise 1 13 specilffcally nrastioned thl wien the employee dées during
ihe contirmamce ol his ewmployiwit, ke spouse shall be enfitled to receive For life such
herevokeni grant from the benevolent fund & specified fnocobume (43 of second schediale.
Peesuhmnily, 7l is clear that section FR T of the Ast thid cammit 1 read in iselstion. B has io be
resil along with sections 13021 and 14021 of she Act ikl On reading these sections togeiber, cise
nf the complainant appears fo have been sstablished, In such an eventuality the impugesad ocder
pepeting request of the complainant for Eemnee ol benevolent gran is contmry in lew, hence
aminis g0 maladiminisgration in terwes of arficle 202000 of PO Mo 00 of F9835.

fi. Ax sagrd e ihe above, ihe coonplaini stomds accopted inkerms of Anleks 23(4) of Walags
Mobarsib (Invesigntion & Dispesal of Comphisniz) Regulmions, 2015 and the Agency 3
reciranended oz umeder:-

i, W kg bengvalern fund proni o the complaisas ag widew of AT Panaie,
deceimed or per law, rules and repulations; and
V i, Implemestation be reporied, within 30 dags of the recsipl ol copry of the Tindings.

7 The party aggrieved of the Findimgs may opt ¢liher i flle o review pelition befone the
Cwmbiudsman (HL & represemimlion before the Prestident within 30 days of receipt of such Fioafings
Thi period of limitniion shall be reckoned Trom the dags of reeeips of ke Findings by the partics
I the Firdings are upheld, e sgprieved pany shall be barred o fike o represeatation befone the

Presidend.
AR (O, L
S appRIVED S, (EJAZ AHMAD QURESHI)
3 Coulh £ WAFAQIMOHTASIE (OMBUDSMAN)
a F
T L AMARAD =
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WAFAQH MOHTASIE (OMBUDSMAN)"S SECRETARIAT

ELNDRINGE
Compdaing Mo t o WSO ML S TS
Diaie of Registration ;  OTAOBZ025
Home & Address of ihe o MEL IMEAN KHAN 50 MASEER JaM, WAFACH
Campdainant © MOHTASIE SECRETARIAT, DLEHAK
ﬁ::ji:m"’ Agency Complimed . pe) jO01S AFFAIRS DIVISION
s ME. ADMNAN AHMAD, SERIOR INVESTIGATION
Mome of the Investgating Officer OFFICER, H.0, ISLAMABAD
MMECRIMINATION IN THE SELECTION PROCESE OF
Subjedt ol Comglaant i MOAVINEEN-E- HUUJALMAZIME FOR HAR OPERATION,
zs
ESlE
Dste when Bepor calked from G e,
B © 19082025 Sarprovene.
. o =]
Diste ol Revpt of Compilets L0095 1= -
1. Mumber: 01 9 ;
i . . H o FTOTREp
Mumsber & [ates of Hearing ' i) Dales:  02.09.2025 ISLAMIEAD T
Blarne and Dheslgreiion of the
Apency s Represemative who 1 Bir Muhsemed Hefeer, Seeisan Offer
anended the bsarng
THE COMPLAINT

The comgplainom, & resident of the Ex-FATA region, submitted this complsind under
Sectimn % al The Estabdichenens of the Offtce of Walngi Molinsib {Dmbudsman) Onder, 1983
(President”s Onder Mo, 1 ol 1983}, alkeging malsdmbniseation and discrimination in the selection
process Tor the positian of Supervisary Nazim imsder the Moay|becn-e-Hulkag Frogesmme for Hail
Operation 225, The complainant applied under the Ex-FATA quota {fésh cabepory ), suscesstully
passed hoth the writhen and physecal tesis, and secured the top position oo the meril BsL However,
o v mr eliecdindl i 1o 0 pedigetson (8 che sotal numwher of positions fron B to 30, sttributed o
constrmints in the Haijj guota. This redection led 1o the abolilon of ong Ex-FATA sem (fresh
cefegory ). The consplainant contended that e 3% Ex-FATA quela on 50 posithoes viekls 1.5,
which should be rounded wpio 2, in occordance with esinblished quota rounding principles. The
Apency’s fmlure o apply fhis rounding  despite repeated representations amounis o
discrimminalion. The complainant Gited Fedeml Public Service Contmlssion {FPSC) consolldaied
advertisements (Mo, 102021 dated 04, 112021 and Mo 05200 % dEed 03,00 2019), where similas
rounding practices were applied. He reqoesied the mtervention of this Offsce for has nomandtion in
the Hajj Ohperacion 2024

RESPONSE BY THE AGENCY
. The Apency nepocted hat the sipengeh of Wedfare SifT |5 direcily proportional to the quota

of Hujjej. Previously, the Hujjaj quota shood ot 179,200, with s cormesponding, welfore sifPamength

aif 1,752 caloalated af ane welfare staff member per B Hujiaj, Based an servics vea avallabl Bty

and apemmiiceal requirements, £80 ot of these [792 p:mli:ln wiere albocared to Mosvinesn-2-

ol HujNaciens, and advertised accandingly. However, tbe Hujisj quats wis laer redused to
FL2000, resulring in & proportsonal decrense in Welfare Siaff postions o 1120, Consequendly,

caly 431 prsitions (comprising 30 Supervisery and 400 Field Supporting Stafl) wom allocsted fo

E ihe MfcavineimMazm emtegory. In ligh ot this redoction, the meni list vwis recaloudated based an
‘\( the revised number of vacaneies, The repon funher clantied that the complainard, br. Imesm Khan,
Ead initisdly Bos shordissed for one Ex-FATA (fresh cotegory) seat among e B0 Supervisory
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peetiiseen.  However, when the number of Supervisory positions wns redeced o 50, the
provancial frogiceal gootas werd pepplied. OF the two previcusty allocated Ex-FATA seals, one
{Eresh category ) wns abolished, end the repester category wins retakned based cn the revised 3037
mtiee A deiriled disiribution of e revised 50 seais i attsched.
EOINTS AT ISSUE

1 i) Whether te Ageney™s rosmding Sowen of th 3% Ex-FATA quata fracizon (1.5 10

|| canstiutes maladministration and discrimination”

ik Whether the complainant, as the top merit candid e, is entitled 1o nomination wder
acorrestly caloalmed guola’
HEARING PROVCERTNINGS

4, Heming was beld on the above=meniiomed date, The representative of the Agescy atiended
e hearing while the complairant wes heard ielephonically. Both parties. reileratsd thirlr soanes
us imcorpirated = thelr repectively pleadings.

EINDINGS

i From peusad of Agency’s mepor alomg-with mevised 50 seats distdbutlen, (0 his been
obeerved thar the 1.0% quoime for the |slannabad Capstal Territory {ICT) and Cilgi-Bakisan (GB)
each yieldod 0.5 senis, which wiens rounded up b | bn aceardance with esioblished gooda munding
principles. However, the 3% Ex-FATA quoln on 50 positions vielded 1.5 seute, vet v not
pounded wp io 2. This inconsistency constitutes discrmidatkon and vickies Asticlke 28 of the
Canstituiion of the 1slamic Repuhlic of Pakistan, 1973, which guaranteess equl reatmen o all
persons similarly placed, Pasther, under Amigle 1T of the Constinstion; mo citizen in-the senvice-of
Pakisizn shall be-discriminated against in any-manier, The Hon'lde Peshowar High Cour, ™
Muhamansd Lermr v, Governmeni of Khyber Pakhbnkbua (2024 PLC (5.} 158), emphasized
e mumclstory peiure of quast cal cubatoms, holding that fractioes of 0.5 and abosn mus) b cosmied
as whole nemibers under Seetion 1003} of the [isabled Persons {Employment and FehabiBtation)
Ordinamce, 1981 The Cout dirscted dhat sppaiimments mws uphold reserved quotns and repecied
arblirary reduciions dat undermine proportional repressniotion, Singlocly, i Mer Shabble Al
¥han Bajurini and cthers w5, Federation of Pakision and cdbers (FLD 2008 Sindh 803}, the Sindh
Higgh Court apheld the valldicy of o rule nllpwing fmctions above 0.5 10 be counted 5 ong wholi
enil [para 9, Riale 32} prosisa, Eleciions Rules, 2007}, recogrizng if as a practical mechanism jo
ensure medmingful repressmation withow wiolating sinheiory imest (para 17} It i3 also a setiled
principle of staisary inierpretation that whers b inlerpretalicss of @ law are possible, the one
wlibch i3 benefleinl 1o the chiizen must be adopied, ond e ame which |z detmentnl st be
repcted, commomly referrsd fo o5 the Golden Bl of Inberpretatsan.

. Im dight of the foregeng, ke Apener s decision b roend down 1.5 0 | and abalish the Ex-
FATA quatn positive (fresh canegory) withoul maistsining proportianal allocstion i arbitrary,
discriminoiory, amd conkrary 1 constgutione] mandmes, 1 disregards the binding nature of quista
fractions aml b prinsipss of apiwble epresenation. Accordingly, thls complaim s sccepisd
mmder Regulnticn Z34) of the Wafagi Mohtash {Invesiigation snd Disposal of Complainis)
Regulations, 2013

,||_'||' 1l -

F APPROVED %

HRFAG,
L

e

2L AR
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BRECOMMENDATIONS FOR IMPLEMENTATION
T In view of the above facts snd circumsiances, the Agency is hereby necommendat-

i, Te adopt spproprisse mensures for comection of the mal-administrtion and
st e complabnant 25 Supervisory Mosim for Hajj Operation, 2026 in ander
Lo medresd his grievance.

li. Compliomee of the nhove recommendations may be mnlimded within thirty (3]
davs of whe receign of ooy of these Findings or remsans for non-compliance may
be intimabed i o of Arilele 11 (2} of Presédemt Cirder Mo. | of 1953,

",7{ i The parly nggrieved af the Findings mey opt either w0 file o review pemlon before the
Crmibsacdeman OF, 8 representation before the President within 3 days of receipl of sech Findings,
This pericad af limitatkon shall be reckomad fron the date of receipt of the Findings by the partivs.
1f the opison of the review pefilion is cocrcised by the aggrievad party snd the Findings are apheid,
the appreved party shafl be hamed 1o filke o represenation before the Presdent

X ﬁ_
1 1S -
= i .l_.:_

STAPPROVEN T, (EJAZ AHMAD QURESHI)
3 copn o WAFAQI MOHTASTB (OMBUDSMAN)
5 5

i
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WAFAQI MOHTASIB (OMBUDSMAN)'S SECRETARIAT

L i} FlI 5
Complnint Mo WS -HRAMKIR IS5
Diaie of Regisiraiisn THARLHIES
N & Add ik ME #la UR BASHEED AHBASL SUTE M0 B-11
"‘“u_ """"" x BLOCK A", 48 FAMILY SUITES G-5/1 ATA
Complaian TURK AVENUE ISLAMABAD
FINANCE DIVISION (AGENCY-T)
Hn-el nlil::r!ﬂfhlr ACCOUNTANT GENERAL PAKISTAM
COMmpInINCS AuNRl REVEMUES [AGER) (AGERCY-11)
Mame & Designution of the Archad  Mabmeeed Chrema,  Advisor,  HOu

Investigating Dificer, Station

Isdamnkasd,
ILLEGAL AND UNIUST REDUCTION IN PAYY

Hrief Sabjre HALARY OF THE COMPLAINANT,
Drate when 10 asked for pepornt 14.0%.2025
Trom Agency
Thaig of Reecipt of Agescy™ 25,00, 200F & 62 10025
report in WHH
i Number &2
Mumber & Dates of Hearing i1 Danes: 208028 & 02.10,2025

Wame and Desipratian of the

Ageney's Represcatative whie Pdr. Bhalid #in S0 (Legal-\'}, Finmecy Divisdon

atteniled the bearing P, Rizwan Zahid, Sr, Awdor, AGITL

Whetler the cnmaplainani ) A5G

atieaded the Menring? i T

I ecnse @ monenee of & APPROVED

o i nint adtesded the -— 15 v o

hearimg, his'her st 3 i g
lBiaManag

THE COMPLAINT

Precisely, Mr. Zia ur Roshesd Abbad, hes filsd the above refemed complaint againe
Firmsee [ivisien [Agency-1) and ACCOUNTANMT GEMERAL PAKISTAM REVENLES
(ACPRY |Agency-1T) asseriing cherein thet he wos sgpoimied as Deputy Begistrar an regular!
permanem ks i the Securities and Exchange Conumission of Pkt (SECPF), o stabgmary
body, established under SECP Act, 1997, regulmied under the Minisiry of Finance. Lator om, he
was geometed s Additional Registrae’ Adjudication Officer and performed bis dutics in SECP
Hll 29062024, Added that fn pursusnce of mequisitioning by the Presiden’s Secretaria, his
services wore phaced ol the disposal of President’s Secretarial (Publie), lslomsbad by 1hi
Establishmenr [Hvision, on deputation ®asls 35 Director General (B3-30) for o perivd of three
yeirs I Bis own pay and sesie. He sssmomed the charpe lis the President’s Secretirio as an
2406 004, Since then he wis draming salary from the AGPR with pay prodesiion. Funber
added th oa the basie of oo illegal and unjust offkee memerndum dated 2008 22T ismed by
the Agenes-L ihe Apency-ll has jevued him revised pay slip whesehy T9% of his pay bl been
reduced. The mid memormmdum wes issued on the s of judgessent of Hoe”ble Sugweme Court
of Pakistan dred 05,12.2004 pusssd in CF Mo, 537 af 205, The complainant bas challenged the
{ dated 0082025 issued by the Agency-1 on twa folds. Firdly, he hed the privilege of poy
prodection which has itkgalls been frusmied. Secomdly, misimerpestation of jugemen of
Hea'hle Supreme Court of Pakistan: dated 15,1 2.2024 passed i CT Mo, 687 of 2022 hy the
Agency-l, a8 the judgement had not siteried ke nighls of employees working on dipadion
beasds. By nlleging the acis of the Apencies amaunticg 1o ialadminsiralin, e compalnont has
fhled the instant campfaler (o redressal of his prievaree,

M : . K

; The Agenid-l vide keper FRo4{%R-22H dated D110:21E3 mdmitied that e

ok

complaissant whiy was e employee of SECP wes posted i Aiwan ¢ Sodr on deputalion hases o
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Directinn Generl (Legal). Added that the SECP bas special pay seales and the complaina i
gresing it he may be allowed pay of SECP in the President’s Seereiaris alleging his
entitement ol pay peoleetion, Further comiended thit Hoohle Suprens Court of Pukiston in is
jodgement dated 05, 122024, bsued in CF Mo, 637 af’ 2022 has helil ths emplovees
pmonomous bodies orgamizations. wiieh heve special pay scales are ol entitled Tor pay
poaliciion even on regulor appoleement. Cancluded that the impugned nofificition daied
L0235 was Besed & per rules and rogulstions (n persuance of judgement of How'ble
Supreme Courtof Pakisan, therefore, no maladministralion con be atr{kimed g0 the Agency-1.

i The Aperey-11 vidy beiter Mo Legal =MW SHORAIINES doied 2409 D% asbaiied
that revised pay elip of 1he complairant hae been Gssued i pursmnes of Fieance Diviskn
{Bopulagion Wing) 05 F.Ned(0R-112008-476 dated 20008, 2075, Coneluded chal bring 8 TS
vedl e odfice of the Agency-1, W was bound & act upon s CUM ised by the Apeney-1

POINTE AT ISSUE

4 i Whetker LA E Mo 0 RIUD0EE-476 daped 20.08.2025 imomed by the Agency-l covers
case of the complainant who was requisitioned and mtified on depatation basis and 2ot an

resgisbar hasis?

i, Whethir the complainard is emitled for pay protection despile the fae et his parent
department had adopied spevinl poy scales?

HEARING PROCEEDINGS

5 Hearings were held on the above mentiened dotes. Bosh the paries attenced the herings

ard reiterated their stances g inconporated i their respestive pleadings,
FINDISGS

8 An appraisal oF the pleadings of the paniss, dnouments wemdered by ghein Tolkowed by
verbal submisstons, it is evident thal the complainant was working as Addicknel Registrar?
Adjealiceting Officer in the SECP, o sanwry body working under the Finance Divisiod, The
SECT had sdopied spedal pay seales for its employees, Services of the complainant wene placed
ut the dispusal of President’s Secreiariat (Public) on depuistion basis on sandard tenms anid
condilives [ o persd nf three veans in his own pay and scale vide motifleation F.No4R72021-
E-1 duted 11.06.2004 issoed by the Estoblishment Division, In pumsunce thencof, the
compluinsnt assmed the chege of Director Cemersl (ES-H1) in the Prusidem’s Secretarial
(Puablic) on 25062024, 1 s clear ihe he wis oo inducied on regolar Baals i the President’s
Zecretnnar bug b sinius wis ihst of & depitationis. His pay hi been revised oo the buie of
judkpernesd of the Hon'ble Supreine Court of Pakistan darsd 05.12.0124. & minuls acanning of
the judgement reveals that |t periains 1o joinisg of an employoe agains new appolnizsents and
mot olbersdse pd it does not affect the salary siztus of o depresationist though his paren!
depariment had not adepled the basic pay scales ol the Federnl Clovemmil. I these
cireyummances, pry of the complibnant was fully peotected and the impegeed €M heing the
pabcame of misinlerprelition 1o the exteni of depiialcnist is contrary (e law wod does not affect
the rights of the complaivant. The issuance of revised pay fip by the Agency-11 is alsa apsingl
the dictates of the Honble Supreme Coun of Pakistam, Malidminisiration as Biphlighsed by e
complainm therefome stands ennblised.

RECOMMENTIATIONS
A Ap sequel to the above, the complaint stands accépled o ieme of Anicle 234 e} of
Walaqi Mohiasih {Investigation & Dispisal of Complaims] Regulaskns, 23 oo bolb e
Agencies an necommgnded as wder:-

qﬁﬁ"ﬂ f Agency-] o mwdify of concel the LM FNo 4 $IR-IV201B-476 dated 20,048,200
é‘?maﬁﬂ {0 L2 xieon Ill-'.'.l.rl'q:lll-l'l.'pdﬂl.,.llld ) .
5 T Agericy-11 v dssue revised pay alip & wes issued 1o 1he cogplamant upan his
o Y5 ” piready drawing pay  befcee revision ns D HE-30 in dbe Presidan’s Secnstamial
o D S (Puble),
% qELAM il Emplementaion ke reparied, within 3% doys of the receipl of caples of ihe Findisgs.
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i The parly sgoreved of the Fiedings may opd either 1o file a review petition belore the
Oimbudsmean OF o represessation belore the President wighin 30 days of receige of such Findings,
This peerod of limatation stall be seckened froo the date of receipd of the Findings by the pasties
IF the Findings are uphild, e aggeieved pamy ehall b barred %o file o representation hedfone the

President,
1.._5]5 fa L

APPROVED (EJAZ AHM AT QGUIRESHT)
2 WAFA MO TASIE (08 BUDSMAN)
1y Wy Tl E

%‘ ISLAN ABAD <

135



SELECTED FINDINGS

1 WS RO R AOE T RS
)

=

HEE e

WAFAQI MOHTASIE (OMBUDSMAN)'S SECRETARIAT

FINDIN

Copaplaind Mo, C WS -HERAR 25

Teate of Kogistratian R X1 R, (4]

Mamees & Addeesses of the Pf. ASEA PARVEEMN. HORISE WOy 188 MOHALLAN
Canplainamis U GULSHAM COLOMNY SHUIAH ROAD LAHORE

jam< of the Agency . ACCOUNTANT GEMERAL FAKISTAN
emplalmed agalnst " BREVEMLUIES (AGPR).

Wame & [esignation af the ARSHAD MAHMOOD CHEEMA, ADYISOR,
Investigatimg OfMicer, Station~ HAOL ISLAMABAD.

UNIUST DEDUCTHINE OF INOOME TaX,
GROUP  INSURANCE  ARD BENEVOLENT

Briel Subjeet ! FUND FROM THE FAMILY PENSION OF THE

COMTLATMNANT. pSIB

D
Deate whem O nsked for i i
P p— RS i USRS AAPPROVED %
[bate of “ﬂdptlﬂ' .ﬁ[l.l.'_l'l . 16 10,025 c;r 1§ WO DG ﬂﬂ:l
repart i WHS =l < E
Number & Dates of Hearimg © i putat N T e S
Mame and Deslgmation of the
Apemeys Heprosantstive whe 1 Mr, Rizwan Zehid, Sr auditer, AGPR,
stiended the hearing
Whether the enniplalmam Mo
abigndied the hearimg?
In gase & manvines of
cemplaimand aitended the | M A Abeed, Nominee of 1he complainant
hearing, his'her name
THE COMPLAINT

Freziegls. bMa, Asin Parvien., b Gled the abewe reliared cofnplaint apaiesy the Aecoanian
Generad Pokistan Revenues {AGPR Y Agency, alleging therein thi her hushand who was o officer
of Matkonnl Highways and Moloewsys Police, embriced Shalsdat in e year 2014, wherealler she
was granted specinl fomily pension. Added that ber special pensicn was pan of mslsancs package
For faeilles of deveased Covernment sorvasss who met seeurily relatod deaths during service. This
packape was appooved by the pime minisier of Pokistan esd was notified by the esinhlishane
diwision vide O Mo, BO0H03-E-2 on 200002014, The sald special ponslon wias paeable il
siparannuation sge of the Shaheed: eqml 10 presumptive mlory of Shabeed olong with uzusl
nllpwmeces, annual mcrements aad ather solary benefis. Added thm the special family pension s
iither ealary of the penconis nor that of the Shabwe], Pision amound is el o preamplive
updated monthly salary of ber Shaheed husband which is exempl fram income dax b the Agency
iz dlbrpally and eejustly deductiog the lseonss e for the [ cleven weare. Similarly, the Ageicy
i alao deducting monthly prams for benevolent fund and group Esurance which can in oo way be
dechrczed from her Eamily pension. In this regand, she requested e Agency 1o discanuinee and
refund the deductad sroount bl o van acd bemee the instant complainl

COMMENTS OF THE AGENCY

1 The Agescy vide fin lener Moo LEGAL-IMWIMSHOREITWISME dated [6.10.2025
mimnimed ghat husband ol the complainant ramely Mr. Kanman Shateod envhmeed Shohdat on
0507200 4 wbile in service Contendal thit & & matter of el inder the estsblishanet division s
Ok dabed 200102014, family of de Shalwsd B oentiled 1w fall pay and allvaanees ol
siperannuanon of the Shaheed. Serefore. it caneod be categorized as special fanaly persion rather
represents conbivemtion of salary under the PM Asssionce Package, Concluded that siges ihe
cemplainan |g recelving sabary, therefore. the sume is being treabed os pay ond allowances,
therefore, &e not exempl [rom inooewe lax, benevaleni fund eed group insumnce deducieons.
Further added that ance the peried prescribed uader the mmimance package i& completed md the
case & converid from salory 00 penssan, all such deductions will asomatically cease o be
dedmcted, as pensiomary payments are exep from e sfoeeenentlceed deductsos,
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HEARING PROCEEDINGS

3. Hearing was held on the abeove menoned dote. Represmmiotives of both the parlice attemskal
the hearieg and reitersed their siances as incorpormied in their pleadings.

FINIHNGS

4 A apprial of the pleadisgs of the passes, dosvsnents tendersd by them, folbowed by
vierhal sfhmissicns, it s evident that Mr. Kanwan Shahzasd, hushand of the complairant emtraced
Shahcdar on 03072004, while he was in service. Consequerd wpan bas Shahdm, the complaimant
was plven sssistance packags for familiss of Govt employvess who had died in security related
mabiem According to 06 doied 200 102014 refesred to above, this benedid vas categonized as
spersion” Langusge of the (A Tends o8 under:

“Ulpon embrocing Skahdat, salory of such Govemmesnt employess nidch leher'-v.u'e
dmwing inamediniely befiore Shahdm may comtine 1o be pakd @nsintemepoed, a]l:n:g:.ﬁh
usual dln'nq‘m aned nnnual imcrements from finse W Ume, comicnsurale © dwir pay
senles, alonpwith full pensionory benefits, 40 their widows! widoewers” chikdren ull
:q:um-muuli:'n {Establishment Division's 06 Mo, THO2005-E-2 dared 20" Aogol,
el D I

5. A b reacting of the shove refermed 0.0 refbegta that it has twa paris. The firs pan perinins
to the hepefits given o the family |:r|'1~|'||: Shaheed till the Shaheed miains the ge of supsmnnuation.
This covers paymend of sabary alongaish usunl sllowances sad annsl increments from fime o
time, commeensame o their pay senles, The second part perioins to the pericd when the Shaheed
b 0 peizh 88 the ape of superansizatbon then the sove refemed benefits shall be converted oed
coloalated os per peosion rules. This does not mean thae the first pant refierred 80 ahovw is v A
peen shom bl the distinction dewwn in the ahone mensSaned (.0 is that caloulaticns of benefits i be
given ¥ the families of the Shahead= shall be m por calealations al wbary, In U first part, family
of thse devensed shall ger the entire benefis s i the deceased is a living persan. On renching af the
ape of superamaaison the amolumests shall be comveried as actunl peraionary boeelits, Salery can
anly b piveen Do @ Hvimp and serving person, Smee husband of the comglrinamt had disd, therefore,
he was neitber a living nor 2 servieg person. The complainant oo B nol o civil person wie codld
b entitied for the sbary, Basieally, the speelal benedles given o the family of the Shaheesd through
the O dated 3102004 hy all meuns is o pendsan, therelone, the deductions of ineoeme i,
benevolenit Cad e gron p ivsurasee are coptrary 1o law amounting o maladmingsiration in teoms
of antick: 202 of PO 01 of 1983

RECOMMENDATIONS

. Im view af the above, the complaint slamds acoepied in terms of Article 2304 He) of Walfag
Mahtasik (Investigazon and Duaposal of Complalets) Regulatdons, 200} wed the Apercy is
recommended as umder:

i oo ssop dednsiions of iscomse e benevolesd fund and group insammee from the
family pension of the complainant.

i, 8o relund the deducted anvoun 10 the comgdaing 2 per law, mles and regulations,

i, compliance be reparted within 30 dovs of recepl of copy of the findmps.

7. The party apprievid of the Fiidings may opt either o (ile & review petition befone the
Oanbudsman CH &orepresemtation before the President within 50 days of recespd of such Findings.
This pervosd of lenfiaion sball be reckoned frem the doie of receipt of the Findings by the panties,
If the Fireings ore wupheld, ihe aggrieved pary shall be farmed 1o Gle & npreseatation befors the
Peesidens,

518
-::""1'th II':"’i:-:,
FAPPROVED
=3
AL T 4 (EIAE AHMAD QURESHI
s S WAFAQIMOHTASIE (OMBUDSMAN)
F ELAMABAD
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SECTION

Dy. No

| QIQCRIREP

AIWAN:E-SADR

PRESIDENT’S SECRETARIAT (PUBLIC) /\’"’./

dedkedkk

Rep. No. 176/WM/2024
Date of Decision: 20.02.2025

sami Ahmed Vs Controller General of Accounts

Subject: REPRESENTATION FILED BY MR. SAMI AHMED AGAINST THE

ORDER OF THE WAFAQI MOHTASIB DATED 08.11.2023 IN COMPLAINT
NO. WMS-HOR/0009470/23
Please refer to your representation filed before the Honorable President of Pakistan

on the above subject.

2.

This representation has been filed by Mr. Sami Ahmed on 28.03.2024 against the

Revised Order of the learned Wafaqi Mohtasib (WM) dated 08.11.2023, whereby it has been
held that:-

follows:

“In order to appreciate the point at issue, CSR 423(1) is reproduced below*

"CSR 423(1). A deficiency of a period not exceeding 6 months in the qualifying

service of an officer shall be deemed to have been condoned automatically."
Nododibt under CSR 423(1), a deficiency of a period not exceeding 6 months in the
qualifying service of an employee is condoned automatically. Admittedly, the
complainant was compulsory retired before completion of 10 years. The issue of
non-applicability of CSR 423(1) in compulsory retired case has been addressed in
the Judgment of FST in case titled Ziarat Gul Vs MAG Rawalpindi and another
(1993 PLC (C.S) 766). In that case, the claimant Mr. Ziarat Gul was compulsorily
r‘gtired and he was short by 27 days of the minimum period of 10 years service. It
was concluded in the above referred Judgment that Mr. Ziarat Gul was not entitled

to pension being compulsory retired. The operative past of the Judgement is as
Sfollows:

"The provision of condonation of deficiency in the period qualifying for
\pension presupposes a condition that the claimant is entitled to pension but
there cannot be any condonation in the case where the claimant is not
" -otherwise entitled to get the pension. In other words, the condonation in length
of service is not admissible in the case where the deficient service does not
count for pension even otherwise. Since the appellant was not retired from
service in normal circumstances as he was retired from service as a matter of
punishment and he had not put in the requisite minimum service qualifying
for pension, he could not derive the benefit of condonation for becommg
eligible to earn pension"
On the touchstone of the said precedent of FST (1993 PLC (C.S) 766), the
complainant in the present case is not entitled to condonation of 43 days for grant
of pension as he was compulsory retired. Hence, there is no substance in the review
petition. '
The Review Petition filed by the complainant is rejected with the conclusion drawn
in the preceding para and the éarlier Findings dated 20.09.2023 are recalled
accordingly.”

The learned Wafaqi Mohtasib vide Original Findings dated 20.09.2023 observed as

“Tt is transpired from the record that the complainant filed a similar nature
complaint earlier which was disposed of vide findings WMS-HQR/8200/23 in term.é_
of Regulation 23(1) (s) of Wafaqi Mohtasib (Investigation and Disposal of
Complaints) Regulations, 2013. The complainant concealed the facts about
impugned findings.

In view of the above, the instant complaint was rightly closed under Closure
Findings dated 09.08.2023 in terms of Regulation 23(1)(s) of the Wafaqi Mohtasib
(Investigation and Disposal of Complaints Regulations, 2013 and the present
complaint is also disposed of in the above terms.”
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4. Mr. Sami Ahmed (the complainant) filed a complaint against Controller General of
Accounts (CGA) submitting that he was compulsorily retired from POF Wah Cantt in March
2014 after 9 years, 10 months and 17 days of service. Further, deficiency in his case to get
pension was only 1 month and 13 days which did not exceed 6 months as per Rules and
Regulations issued by the Ministry of Finance. Therefore, he could not eligible for pension if
condonation of 43 days was granted. Unfortunately, the pension case had long been lingering
on between vatious Administrative and Accounts Authorities including the Commandant IDA
Wah Cantt and the CMA (P) Wah Cantt. Despite his continuous efforts, the concerned
authorities were no given due importance to his issue. Thus, he submitted his complaint with
the learned Wafagi Mohtasib for redressal of his grievance.

5. Considering the respective stances, the learned Wafaqi Mohtasib proceeded to pass
the above refenred order which is assailed by the complainant.
6. .. .The case was fixed for hearing on 15.01.2025. Mr. Amir Ahmad alongwith wife of

the petmoner attended the hearing. Ms. Somayya Babar Khan, Controller Military Accounts
appeared on behalf of the Pakistan Ordnance Factory (Wah). Mr. Abdul Basit Jasra, Director
General represented the CGA. The learned counsel for the petitioner stated that in the instant
case the petitioner is entitled to pension in terms of CSR 423(1). On the other hand, the learned
Controller of Military Accounts Ms. Somayya Babar Khan stated that as-the petitioner was
compulsorily retired, he therefore cannot claim the benefit of the provisions in question. She
also relied on a judgment of the FST reported as 1993 PLC CS 766. She further stated that the
present petitioner also filed a case before the Federal Services Tribunal, according to which the
FST has also denied the grant of pension to the petitioner. On a query, the learned Controller
of Military Accounts very fairly and justly responded by saying yes if compulsory retirement
had taken place after ten years, then the petitioner would have been entitled to pension,
regardless of the cause of retirement. Resultantly, the petitioner is held entitled to the pension

which will be paid to him within two months. ThiWand the impugned
order of the learned Wafaqi Mohtasib is set aside.

7. Accotdingly, the Honorable President has accorded approval to para 6 above.
(Justice (R) Trfan Qadir)

Consultant (Legal Affairs)
(1) The Controller General of Accounts,

CGA Office G-5, Islamabad.

(2) Mr. Sami Ahmed,
R/o House No. 24-H/561, Wah Cantt Tehsil Taxila,
Rawalpindi.
Copy for information to:

¥ The Secretary, Wafaqi Mohtasib (Ombudsman) Secretariat, Islamabad.

(2) Press Wing for necessary action / uploading it on the official website.
(3) Magter file.
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Rep. No.452/WM/2024
Dated: 16.07.2025

Syeda Shahida Bibi Vs Pakistan Telecommunication Employees Trust (PTET)

Subject: ?{Ig)}l;']IFSENTATION FILED AGAINST THE ORDER OF THE WAFAOI
ASIB _DATED  26.08.2024 1IN COMPLAINT
HOR/0005215/2024 NOME

Please refer to the representation filed before the H 1 i i
the subjoot onourable President of Pakistan on

2. This representation has been filed b i i ibi ili
y the Complainant-Syeda Shahida Bibi assailin
the Order dated 26.08.2024 of the learned Wafaqi Mohtasib (WM), whereby it has been held:g

4 In view of the above quoted case law and rule 6 of the Agency’s Rules, 2012, a
widow daughter is not entitled to the pension of her deceased father. ;Vo
mqladministration on the part of the Agency is established and complaint is rejected
being devoid of any merit in terms of Regulation 23(3) of the Wafagi Mohtasib
(Investigation and Disposal of Complaints) Regulations, 2013.”

3. Brief points of the case are that the Complainant-Syeda Shahida Bibi, resident of Gujar
Khan, filed a complaint before Wafaqi Mohtasib against the Agency -Pakistan
Telecommunication Employees Trust (PTET) on account of restoration of the discontinued
family pension. The complainant alleged that her father, an Ex-T/Tech of PTCL passed away
on 27.05.2000 after his retirement. She was the only widowed daughter of the deceased, and
lier mother had already passed away. Consequently, the Agency transferred the family pension
in her name. Upon her marriage, the pension was discontinued by the Agency on the ground
that she was not a widow.

4. The Agency reported that after her marriage, no family member was entitled to the
family pension and pension was closed. The Agency further clarified that Pakistan
Telecommunication Employees Trust Fund (Pension) Rules, 2012 are made under Section 44
of the Pakistan Telecommunication (Re-Organization) Act, 1996, Rule 6 of the Rules ibid
provided a mechanism for family pension. The Agency also informed that a similar question
had already been decided by the Honourable Lahore High Court whereby a petition filed by a
widowed daughter was dismissed as per W.P No. 39242 of 2019, dated 04.10.2022, the court

held that:

“3 Notably, the respondent department had statutory Rules which were not
challenged under Pakistan Telecommunication Employees Trust Fund (Pension) Rules,
2012 made under Section 44 of the Pakistan Telecommunication (Re-Organization)
Act, 1996 (XVII of 1996) and rule 6 whereof mechanism is provided to dispense family
pension:

“6.  Family Pension: In case of the death of the beneficiary while in service, gratuity
in lieu of one fourth of the gross pension shall be allowed at the rates shown in
Annex-II In addition, family pension shall be admissible at fifty percent of the
gross pension to the widow for life or until her remarriage, whichever is earlier.
In case of the death of the widow, family pension shall be admissible go the
sons, if any, until they attain the age of twenty one years, and to unmarried
daughters, if any, until they are married.”

5. The Complainant filed the instant representation for redressal of her grievance.
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APPENDIX-I

OUR TEAM

Mr. Ali Tahir, Secretary, Wafaqi Mohtasib Secretariat
He served as Secretary, Ministry of Science & Technology, National Food Security, Kashmir Affairs & Gilgit
Baltistan and Special Secretary in Establishment Division.

HONORARY SENIOR ADVISORS

1. Justice (R) Muhammad Raza Khan, Senior Advisor, Head Office, Islamabad

He served as Secretary, Law and Justice and Chief Justice, Peshawar High Court.
2. Syed Asif Shah, Senior Advisor, Head Office, Islamabad

He served as Secretary, Ministry of Commerce and Member, Federal Public Service Commission.
3. Mr. Ahmed Farooq, Senior Advisor, Head Office, Islamabad

He served as Secretary to the President of Pakistan and Member, Federal Public Service Commission.
4. Dr. Syed Muhammad Junaid Zaidi, Senior Advisor, Head Office, Islamabad

He served as Executive Director in COMSATS University, Islamabad

SENIOR ADVISORS/INVESTIGATING OFFICERS

5. 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.

6. Syed Anwar Haider, Senior Advisor, Regional Office, Karachi
He served as Federal Secretary (Senior Member), Board of Revenue and Additional Chief Secretary,
Home and Prison Department, Sindh.

7. Mr. Muhammad Ayub Tarin, Senior Advisor, Head Office, Islamabad
He served as Additional Auditor General of Pakistan, Additional Finance Secretary and Accountant
General Pakistan Revenue, Islamabad.

8. Mr. Abdul Moiz Bokhari, Senior Advisor, Head Office, Islamabad
He served as Special Secretary, Ministry of Foreign Affairs, Assistant Secretary General, Organization
of Islamic Cooperation (OIC), Jeddah and Ambassador to various countries.

9. Ms. Raana Seerat, Senior Advisor, Head Office, Islamabad
She served as Member (Audit) in Federal Board of Revenue and Chief Commissioner, Large
Taxpayers Unit, Islamabad.

10. Mr. Abdul Hameed Razi, Senior Advisor, Regional Office, Lahore
He served as Member (Incharge), Wafaqi Mohtasib Secretariat, Regional Office, Lahore.

11. Ms. Seema Shakil , Senior Advisor, Regional Office, Karachi
She served as Member, Inland Revenue, FBR and Advisor (Incharge), Federal Tax Ombudsman, Karachi

12. Mr. Muhammad Waseem Akhtar, Senior Advisor, Regional Office, Lahore
He served as District and Sessions Judge, Punjab Judiciary.

13. Mr. Hamid Ali Khan, Senior Advisor, Head Office, Islamabad
He served as Federal Secretary in National Counter Terrorism Authority (NACTA).

14. Mr. Tahir Nawaz Khan, Senior Advisor, Regional Office, Bahawalpur
He served as District and Sessions Judge, Punjab Judiciary.

15. Mr. Ghulam Rasool Ahpan, Senior Advisor, Regional Office, Hyderabad

He served as Federal Secretary in Ministry of National Health Services, Regulations and Coordination, Islamabad.

16. Mr. Muhammad Zulfigar Lone, Senior Advisor, Regional Office, Sahiwal
He served as District and Sessions Judge, Punjab Judiciary

ADVISORS/INVESTIGATING OFFICERS
17. Mr. Javaid Akhtar Sheikh, Advisor, Head Office, Islamabad
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18.

19.

20.

21.

22,

23.

24,

25,

26.

27.

28.

29.

30.

31.

32.

33.

34.

35.

36.

37.

38.

39.

He served as Additional Secretary, Ministry of Railways and Additional Secretary, National Assembly
Secretariat, Islamabad.

Mr. Sang-i-Marjan Mahsud, Advisor, Regional Office, D.I.Khan

He served as Chief Secretary, Northern Areas (GB) and Secretary to Chief Minister, KPK.

Mr. Shahid Humayun, Advisor, Head Office, Islamabad

He served as Additional Secretary and Joint Secretary, Cabinet Division, Islamabad.

Syed Zakir Hussain, Advisor, Regional Office, Karachi

He served as Chairman, Enquiries and Anti-Corruption Establishment, Sindh and Additional IGP on
various positions in Sindh Police.

Mr. Saqib Aleem, Advisor, Regional Office, Lahore

He served as Additional Secretary, Ministry of Law and Justice and Wafaqi Mohtasib Secretariat, Islamabad.
Mr. Shahid Latif Khan, Advisor, Regional Office, Lahore

He served as Director General, TDAP, NAVTTC and Intellectual Property Organization and Executive Director
General, Ministry of Commerce.

Mian Shujaud Din Zaka, Advisor, Regional Office, Lahore

He served as Accountant General, Punjab.

Syed Shujaat Abbas, Advisor, Regional Office, Karachi

He served as Director General, NADRA, Senate Secretariat and Port Qasim Authority.

Major General (Retd.) Haroon Sikandar Pasha, Advisor, Head Office, Islamabad

He served as Director/Director General (Federal Ministries), Chief Executive Secretariat and DG, NAB, Sindh.
Prof. Dr. Inam Ul Haq Javeid, Advisor/Grievance Commissioner for Overseas Pakistanis

He served as Chairman, Pakistan Academy of Letters, Federal Text Book Board and Managing Director,
National Book Foundation.

Mr. Shahid Hussain Jilani, Advisor, Regional Office, Faisalabad

He served as Additional Secretary, National Assembly Secretariat.

Raja Akhlaq Hussain, Advisor, Head Office, Islamabad

He served as District and Sessions Judge in various districts and Secretary, Law and Justice Commission of Pakistan.
Mr. Arshad Mahmood Cheema, Advisor, Head Office, Islamabad

He served as District and Sessions Judge and Advisor/ Registrar, Federal Tax Ombudsman.

Mr. Ejaz A. Chaudhry, Advisor, Regional Office, Lahore

He served as Operational Consultant in different projects of World Bank.

Dr. Syed Rizwan Ahmed, Advisor, Regional Office, Hyderabad

He served as Ambassador/ High Commissioner in various countries.

Mr. Muhammad Mushtaq Jadoon, Advisor, Regional Office, Peshawar

He served as Secretary, Government of KPK.

Shahzad Raza Syed, Advisor, Regional Office, Lahore

He served as Deputy Auditor General, Auditor General of Pakistan.

Mr. Rashid Ahmad, Advisor, Regional Office, Abbottabad

He served as Additional Chief Secretary (Development), Government of KPK.

Mr. Muhammad Rashid Qamar, Advisor, Regional Office, Multan

He served as District and Sessions Judge, Punjab Judiciary.

Mr. Izhar Ahmed, Advisor, Regional Office, Sahiwal

He served as Secretary to Government of Punjab.

Mr. Mudassar Khalid Abbasi, Senior Law Officer, Head Office, Islamabad

He is a former judge of Lahore High Court and Advocate Supreme Court of Pakistan.

Mr. Masood Arshad, Senior Consultant Legal, Regional Office, Lahore

He served as Director General, Lahore High Court and District and Sessions Judge.

Engr. Moula Bux, Advisor, Regional Office, Karachi

He served as Advisor and Deputy Director CEO Task Force, K-Electric.
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56.

57.

58.

59.

61.
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Mr. Mansoor Qadir Dar, Advisor, Regional Office, Muzaffarabad(AJK)

He served as Secretary, Government of AJK.

Dr. Khalid Mahmood Lodhi, Advisor, Head Office, Islamabad

He served as Chief Commissioner, Inland Revenue Service, Federal Board of Revenue.

Dr. Naveed Ahmad Chaudhry, Advisor, Regional Office, Lahore

He served as Director Staff in National School of Public Policy (NSPP).

Hafiz Shakil Ahmed Qureshi, Advisor, Regional Office, Abbottabad

He served as Additional Director General (Admn), Pakistan Post under Ministry of Communications
Mr. Javaid Ayub, Advisor, Regional Office, Muzaffarabad (AJK)

He served as Secretary, Physical Planning and Housing, Government of AJK

ASSOCIATE ADVISORS/INVESTIGATING OFFICERS

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.

Syed Ghazanfar Mehdi, Associate Advisor, Regional Office, Lahore

He served as Director General in Wafaqgi Mohtasib Secretariat and CF and AO in Economic Affairs Division.
Mr. Riaz Ahmed Memon, Associate Advisor, Regional Office, Karachi

He served as Secretary, Sports and Youth Affairs Department, Planning and Development Department and
Education and Special Secretary, Health and Education.

Mr. Riaz Hameed Chaudhary, Associate Advisor, Regional Office, Lahore

He served as Chairman, LWMC and Managing Director, PSIC.

Dr. Sheikh Imtiaz Ali, Associate Advisor, Regional Office, Hyderabad

He served as Director General (Faculty) in National Institute of Labor Administration Training.

Mr. Basit Aziz Khan, Associate Advisor, Regional Office, Bahawalpur

He served as Advisor, Ombudsman Punjab and Assistant District Public Prosecutor.

Dr. Abdul Waheed Indhar, Associate Advisor, Regional Office, Sukkur

He served as Director, School Education (Elementary, Secondary and Higher Secondary), Sukkur.

Mr. Muhammad Arif, Associate Advisor, Regional Office, Mirpur Khas

He served as Resident Engineer, National Heritage and Cultural Department, Government of Sindh.

Mr. Khalid Nazir, Associate Advisor, Regional Office, Bahawalpur

He served as Chief Engineer, MEPCO.

Mr. Farman Ahmed Jatoi Baloch, Associate Advisor, Regional Office, Sukkur

He is a practicing advocate High Court.

Mr. Zeeshan Muhammad Khan, Associate Advisor, Head Office, Islamabad

He served as Secretary to HWM, Wafaqi Mohtasib Secretariat, Head Office, Islamabad.

Syed Iftikhar Hussain Naqvi, Associate Advisor, Head Office, Islamabad

He served as Joint Secretary in Establishment Division.

Mr. Ghulam Sarwar, Commissioner-IRD (Informal Resolution of Disputes), Regional Office, Gujranwala
He served as Joint Secretary in Ministry of Communications.

Kh. Saifur Rehman, Associate Advisor, Regional Office, Sargodha

He served as Joint Secretary, M/o Interior and Narcotics Control

Mr. Liagat Ali Memon, Associate Advisor, Regional Office, Dera Ghazi Khan

He served as Director General (Admn), MEPCO.

Mr. Manzoor Hussain Soomro, Commissioner-IRD (Informal Resolution of Disputes), Regional Office, Sukkur
He served as Chief Executive Engineer (HR/Admn), SEPCO.

Mr. Muhammad Qasim Jan, Commissioner-RD (Informal Resolution of Disputes), Regional Office, Peshawar
He served as Director General (Admn & Legal), WAPDA

Mr. Sana Ullah Khan, Associate Advisor, Regional Office, Swat

He served as Chief Conservator of Forests, Forest Department, Government of KPK

Mr. Nisar Ahmed, Commissioner-IRD (Informal Resolution of Disputes), Regional Office, Karachi
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67.
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70.
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73.

74.

75.

76.
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78.

79.

80.

81.

82.

83.

84.

85.

86.

87.

He served as Additional Director (Legal Regulatory Affairs) in Pakistan Civil Aviation Authority (PCAA).

DEPUTY ADVISORS/ ASSISTANT ADVISORS/ CONSULTANT/ INVESTIGATING OFFICERS
Mr. Muhammad Saqib Khan, Registrar, Head Office, Islamabad
He is the longest serving officer in the Wafaqi Mohtasib Secretariat.
Mr. Moinuddin A. Siddiqi, Consultant, Head Office, Islamabad
He served as Deputy Secretary, Prime Minister's Office, Islamabad.
Barrister Lamia Niazi, Consultant, Head Office, Islamabad
She is on the legal panel of National Assembly Secretariat and a Legal Practitioner.
Syed Nabil Igbal Gilani, Consultant, Head Office, Islamabad
He served as Deputy Director I.T in Wafaqgi Mohtasib Secretariat.
Ch. Salamat Ali, Consultant, Head Office, Islamabad
He served as Deputy Secretary in Senate Secretariat.
Mr. Pervez Halim, Consultant, Head Office, Islamabad
He worked as Deputy Secretary in the Federal Government and performed Protocol duties.
Mr. Mahmood Aslam Butt, Consultant, Head Office, Islamabad
He worked as Chief, Federal Board of Revenue and Director, NACTA, Ministry of Interior.
Syed Muhammad llyas, Consultant, Head Office, Islamabad
He worked as Director, Ministry of Information and Broadcasting,.
Mr. Mushtaq Ahmed Awan, Deputy Advisor, Regional Office, Gujranwala
He served as Superintendent of various Central and District Jails.
Ms. Shahina Ahmed, Consultant, Regional Office, Karachi
He served as Director, Wafaqi Mohtasib Secretariat, R.O. Karachi and Deputy Secretary in Govemment of Balochistan.
Mr. Bakhtiar Gul, Deputy Advisor, Regional Office, Peshawar
He served as Managing Director, FATA Construction Unit and Director, Irrigation and Hyderal Power, FATA.
Mr. Khalil Ahmed, Deputy Advisor, Regional Office, Mirpur Khas
He served as Investigation Officer and Banking/ Financial Expert, National Accountability Bureau, Sindh.
Mr. Wahid ur Rehman, Assistant Advisor, Regional Office, Swat
He served as Additional Deputy Commissioner, District Administration, KPK
Mr. Muhammad Khalid Naseer, Consultant, Head Office, Islamabad
He served as Audit Officer, Directorate General Audit Works (Federal), Islamabad.

Mr. Igbal Hasan Siddiqui, Consultant / Director, Head Office, Islamabad

He served as Private Secretary to the Advisor to the Prime Minister on National Security and Foreign Affairs.
Mr. Muhammad Arshad, Consultant, Head Office, Islamabad

He served as Deputy Director, FIA and Accounts Officer, AGPR, Islamabad.

Mr. Gulzar Ahmed Butt, Assistant Advisor, Regional Office, Lahore

He served as Senior Superintendent of Prisons.

Mr. Muhammad Kashif, Consultant-IRD (Informal Resolution of Disputes), Regional Office, Khuzdar

He served as Anchor, Compere and Host in Pakistan Television.

Mr. Khalid Sial, Consultant (Media and Public Relations), Head Office, Islamabad

He served as PRO/ Superintendent, Wafaqgi Mohtasib Secretariat, Head Office, Islamabad.

Mr. Asghar Ali Awan, Assistant Registrar, Regional Office, Gujranwala

He served as Assistant Accounts Officer, Wafagi Mohtasib Secretariat and Pakistan Military Accounts
Department.

Mr. Tanveer Hussain, Consultant, Head Office, Islamabad

He served as Senior Manager in COMSATS University, Islamabad.

Mr. Muhammad Amjad Akram, Consultant, Head Office, Islamabad

He served as Senior Private Secretary, Wafaqgi Mohtasib Secretariat, Head Office, Islamabad.

Ms. Abida Saleem, Consultant, Head Office, Islamabad

He served as Deputy Director, Wafagi Mohtasib Secretariat, Head Office, Islamabad.

Mr. Muhammad Farooq Azam, Consultant, Head Office, Islamabad
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He served as Deputy Director Civil, Capital Development Authority (CDA), Islamabad.

Mr. Anjum Naveed, Assistant Advisor, Head Office, Islamabad

He served as Senior Private Secretary, Wafaqgi Mohtasib Secretariat, Head Office, Islamabad.

Sheikh Noor Muhammad, Consultant-IRD (Informal Resolution of Disputes), Regional Office, Multan
He served as Deputy Secretary, Civil Aviation Authority

Mr. Muhammad Arbab Rahim, Consultant, Regional Office, Dera Ghazi Khan

He served as Director in Arbab Industries (Pulses and Rice Mills)

Mr. Azizuddin Masood, Consultant, Regional Office, Karachi

He served as Deputy Director, Wafagi Mohtasib Secretariat, Regional Office, Karachi.

Mr. Taqi Muhammad Soomro, Consultant, Regional Office, Karachi

He served as Assistant Director, Wafagi Mohtasib Secretariat, Regional Office, Karachi.

Mr. Fida Hussain Solangi, Consultant-IRD (Informal Resolution of Disputes), Regional Office, Sukkur
He served as Superintendent of Police, DIGP Office, Sukkur

Engineer Muhammad Altaf, Consultant-IRD (Informal Resolution of Disputes), Regional Office, Quetta
He served as Chief Engineer, Sui Southern Gas Company Limited.

Mr. Abdullah Khan, Consultant-IRD (Informal Resolution of Disputes), Regional Office, Gilgit Baltistan
He served as Assistant Inspector General (AIG) Legal, Central Police Office, Gilgit Baltistan

PROFILE OF REGULAR OFFICERS POSTED AT WMS, HEAD OFFICE AND REGIONAL OFFICES
Mr. Amir Ahmed Shaikh, Member (Incharge), Regional Office, Karachi/ Provincial Coordinator, Sindh
He served as Inspector General, AJK and Karachi Police Chief.
Mr. Muhammad Safdar, Director General, Head Office, Islamabad
He served as Director General, Immigration and Passports and Commissioner/ Regional Tax Officer, FBR,
Rawalpindi.
Mr. Muhammad Ashfaq Ahmad, Director General, Head Office, Islamabad.
He served as Additional Secretary in the Government of Azad Jammu and Kashmir.
Dr. Saleem Mohsan, Director General, Regional Office, Lahore
He served as Chief, National Fertilizer Development Centre, Ministry of National Food Security and Research.

Ms. Afshan Sabir, Director, Regional Office, Lahore

She served as Deputy Secretary, National Heritage and Culture Division.

Mr. Rashid Ahmad Sheikh, Director, Regional Office, Karachi

He is serving as Director in Wafaqi Mohtasib Secretariat.

Mr. Fawad Hanif, Director, Regional Office, Peshawar

He is serving as Director in Wafaqi Mohtasib Secretariat.

Ms. Bahleem Bilgees Jan, Director, Regional Office, Karachi

She is serving as Director in Wafaqi Mohtasib Secretariat.

Mr. Ghulam Mujtaba, Director (IT), Head Office, Islamabad

He served as Additional Director (BS-19), Baluchistan University of IT, Engineering and Management
Sciences (BUITEMS).

Mr. Muhammad Alamzaib, Deputy Advisor, Regional Office, Peshawar
He is serving as Deputy Advisor (Implementation) in Wafaqgi Mohtasib Secretariat.
Ms. Zariyab Mussarat, Deputy Director, Head Office, Islamabad

She served as Assistant Manager in Associated Press of Pakistan.

Ms. Siddrahtul Muntaha, Section Officer, Regional Office, Lahore

She served as Deputy Manager, Pakistan Minerals Development Corporation.
Mr. Salahuddin, Deputy Director, Regional Office, Peshawar

He is serving as Deputy Director in Wafaqgi Mohtasib Secretariat.

Mr. Muhammad Tahir Zameer, Deputy Director, Regional Office, Lahore
He is serving as Deputy Director in Wafagi Mohtasib Secretariat.

Mr. Adnan Jadoon, Deputy Registrar, Regional Office, Abbottabad

He is serving as Deputy Registrar in Wafaqi Mohtasib Secretariat.

Mr. Nabeel Hasan Khan, Librarian, Head Office, Islamabad
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33.

34.

35.

36.

37.

38.

39.

He is serving as Librarian in Wafagi Mohtasib Secretariat since 2011.

Dr. Sohail Ahmad Phatak, Assistant Director I.T, Head Office, Islamabad
He served as Software Developer in Wafaqgi Mohtasib Secretariat.

Mr. Adnan Ahmad, Senior Investigation Officer, Head Office, Islamabad

He is serving as Investigation Officer since 2019 and also as Principal Staff Officer to HWM.

Mr. Sami Ullah Khan, Deputy Director, Head Office, Islamabad

He served as Assistant Registrar in Quaid-i-Azam University.

Mr. Yasir Shabbir Malik, Deputy Registrar, Regional Office, Faisalabad
He served as Assistant Regjstrar in WMS, R.O. Faisalabad.

Mr. Shafqat Ali, Deputy Registrar, Regional Office, D.l.Khan

He served as Assistant Registrar in WMS, R.O. D.I. Khan.

Dr. Muhammad Zahid, Senior Investigation Officer, Regional
Coordinator for Southern Punjab

He is serving as Investigation Officer since 2019.

Mr. Ameer Muhammad, Senior Investigation Officer, Regional Office, Sibi
He is serving as Investigation Officer since 2019.

Shahzada Allaudin Pirakzai, Assistant Registrar, Regional Office, Kharan
He served as Deputy Director (Acting) in National Commission for Human Development.
Mr. Imran Khan, Senior Investigation Officer, Regional Office, D.I.Khan
He is serving as Investigation Officer since 2019.

Ms. Alia Zaidi, Section Officer, Head Office, Islamabad

She served as Section Officer in Ministry of Finance.

Qazi Nazim Naeem, Deputy Director, Regional Office, Hyderabad

He served as Deputy Manager, State Life Insurance Corporation.

Mr. Kamran Maqgsood, Investigation Officer, Regional Office, Faisalabad
He is serving as Investigation Officer since 2019.

Ms. Sahar, Investigation Officer, Regional Office, Lahore

She has been serving in Wafaqi Mohtasib Secretariat since 2014.

Syed Sayyar Badshah. Investigation Officer, Regional Office, Peshawar
She has been serving in Wafagi Mohtasib Secretariat since 2019.

Ms. Anjum Bibi, Assistant Registrar, Regional Office, Peshawar

She is an advocate and practicing since 2015.

Mr. Arif Khan Kundi, Investigation Officer, Regional Office, Multan

He worked as Advocate High Court - a Legal Expert.

Mr. Muhammad Sohaib, Investigation Officer, Regional Office, D.G.Khan
He is an advocate High Court and practicing since 2013.

Mr. Jamil Ahmed, Investigation Officer, Head Office, Islamabad

He served as Consultant/ Assistant Director in Wafaqgi Mohtasib Secretariat.

Syed Fazal Raza Razvi, Assistant Director, Regional Office, Bahawalpur
He is serving as Assistant Director in Wafaqi Mohtasib Secretariat.

Mr. Hassan Ghulam Muhammad, Assistant Director, Regional Office, Multan
He is serving as Assistant Director in Wafaqi Mohtasib Secretariat.

Mr. Muhammad Ayoob, Assistant Director, Regional Office, Sukkur

He is serving as Assistant Director in Wafaqi Mohtasib Secretariat.

Mr. Mahmood Khan Mahay, Assistant Registrar, Regional Office, Multan

Office,

He served as Superintendent in Ministry of National Health Services Regulation and Coordination.

Syed Mehmood Ali Shah, Assistant Registrar, Regional Office, Sukkur

He served as Engineer in PTCL and now posted as Investigation Officer, Regional Office, Sukkur.
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CONTACT DETAILS
WAFAQI MOHTASIB SECRETARIAT, Head Office
36-Constitution Avenue, Sector G-5/2, Islamabad.
Tele No. 051-9213886-7 Fax No. 051-9217224
1. REGIONAL OFFICE: ABBOTTABAD
District Government Building, Complex, Opposite GPO, Regjonal Office, ABBOTTABAD
Phone. 0992-9310538, Fax N0.0992-9310549
Email: Ombuds.wmsroa@gmail.com
2. REGIONAL OFFICE: BAHAWALPUR
House No.56, Muhammadia Colony, Noor Mahal Road, BAHAWALPUR
Phone N0.062-9255612 Fax No.062-9255614
Email: Ombuds.wmsrob@gmail.com
3. REGIONAL OFFICE: D.I.LKHAN
Plot No. 1. Survey No. 79, Quaid-e-Azam Road Near GPO Chowk Cantt. D..LKHAN
Fax # 0966-9280256
Email: ombuds.wmsrod@gmail.com
4. REGIONAL OFFICE: FAISALABAD
Building No. P-21, New Civil Lines, Jail Road, Near Total Petrol Pump, FAISALABAD
Fax # 041-9201021, Exchange # 041-9201020
Email: ombuds.wmsrof@gmail.com
5. REGIONAL OFFICE: GILGIT BALTISTAN
Opposite Twin bridges,main River View Road,Chinar Bagh,
Phone: 0312-9703311
6. REGIONAL OFFICE: GUIRANWALA
H.No.247-B Model Town, GUJIRANWALA
Fax No. 0559330636
Email: Ombuds.wmsrog@gmail.com
7. REGIONAL OFFICE: HYDERABAD
State Life Building No.3, 6th Floor, Thandi Sarak, HYDERABAD
Fax # 022-9201600, Exchange: 022-9201606
Email: ombuds.wmsroh@gmail.com
8. REGIONAL OFFICE, KARACHI
4-B Federal Government Secretariat, Saddar KARACHI
Fax # 021-99202121, Exchange # 021-99202107
Email: ombuds.wmsrok@gmail.com
9. REGIONAL OFFICE: KHARAN
Commissioner Office, District KHARAN
Phone: 092-847-510305, Fax No. 092-847-510306
Email: Ombuds.wmsROK@gmail.com
10. REGIONAL OFFICE: KHUZDAR
ZTBL Building, Main RCB Road, KHUZDAR
Phone: 0848-920093
11. REGIONAL OFFICE: LAHORE
State Life Building, 3rd Floor, 15-A Davis Road, LAHORE
Fax # 042-99201021, Exchange # 042-99201017-18
Email ombuds.wmsroi@gmail.com
12. REGIONAL OFFICE: MIRPURKHAS
Ali Town, Hyderabad Road, Near KFC Bulding, Regjonal Office, Mirpurkhas
Phone: 0233-933005
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13. REGIONAL OFFICE: MULTAN
House No. 04-06,Block-X,Near Madani Chowk, New MULTAN
Fax # 061-9330027, Exchange # 061-9330021
Email: ombuds.wmsrom@gmail.com
14. REGIONAL OFFICE: MUZAFFARAD
Room No.205-206, 2nd Floor, Block No. 5, Civil Secretariat, Old P&D Complex,
Chattar, Muzaffarabad (AJ&K)
Phone: 05822-940241
15. REGIONAL OFFICE: PESHAWAR
Secretariat, 1st Floor Benevolent Fund Building, PESHAWAR Cantt
Fax # 091-9211571 Tel # 0919211573
Email: ombuds.wmsrop@gmail.com
16. REGIONAL OFFICE: QUETTA
1st Floor, Block 1, Civil Defense Training School Building Samungli Road, QUETTA
Phone: 081-9202679, Fax: 081-9202691
17. REGIONAL OFFICE: SAHIWAL
House No.35-W Ground Floor, Scheme No.02,Farid Town ,Sahiwal
18. REGIONAL OFFICE, SARGODHA
Office of the Provincial Mohtasib Punjab, Near Circuit House, PAF Road Sargodha
Phone. 092-48-9330155, Fax N0.092-48-9330156
Email: Ombuds.wmsros@gmail.com
19. REGIONAL OFFICE: SIBI
Wafaqi Mohtasib Complaints Collection Centre, Deputy Commissioner office.
Sibbi, Baluchistan
Phone:0332-7919990
20. REGIONAL OFFICE, SUKKUR
House No. A-107, Street No.2, Near NADRA Office, Sindhi Cooperative Housing Society, Airport
Road, Sukkur
Fax # 0719310012
Email: ombuds.wmsros@gmail.com
21. REGIONAL OFFICE: SWAT
Near Masjid Allah o Akbar, Saidu Sharif, SWAT
Phone. 092-946-920052, Fax No. 092-946-920051
Email: Ombuds.wmsrok@gmail.com
22. REGIONAL OFFICE: D.G.KHAN
Situated at Building No. 138-Block-A,Khiaban-i-Sarwar,D.G.Khan
23. REGIONAL OFFICE: LARKANA
House No.187,Sachal Sarmast Township Scheme,Near Radio Pakistan
Building ,PTV News, Larkana.
24. COMPLAINT COLLECTION CENTRE: WANA
Tehsil Compound WANA, Opposite NADRA Office, South Waziristan Tribal District
Phone: 0965-211046
25. COMPLAINT COLLECTION CENTRE: SADDA
Wafaqi Mohtasib Complaints Collection Centre, Boys Hostel, Karkhano Road, Tehsil Sadda, Lower Kurrum, District Kurrum
Phone: 0300-681375
26. COMPLAINT COLLECTION CENTRE: LORALAI
Provincial Ombudsman Office, DC Complex, Loralai.
27. COMPLAINT COLLECTION CENTRE: UPPER KURRAM
Provincial Ombudsman Office, Governor Model Hostel, Near Sateen Chowk, Sadda Cantt.
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Table-1: Institution, Workload and Disposal of Complaints

S. No. Description Cases

a Number of cases brought forward from previous year 18,007

b Number of cases received during the year 256,688

C Total Workload during the year (a + b) 274,695

d Number of cases disposed of after initial 56,306
examination / preliminary investigation

e Number of cases disposed of after detailed 204,795
investigation

f Total Disposal during the year 261,101

Table-2: Average Workload and Disposal Per Investigating Officer

S. No. Description Cases
a Investigation workload during the year 218,389
b Average workload of each Investigating Officer. 2,912
(Total 75 Investigating Officers)
c Disposal during the year 204,795
d Average disposal per I.0. 2,731
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Table-3: Office Wise Receipt and Disposal of Review Petitions

S. No. Name of Office Receipt | Disposal*
1 Head Office, Islamabad 466 469
2 Regional Office, Abbottabad - -
3 Regional Office, Bahawalpur 88 78
4 Regional Office, D.l. Khan 21 15
5 Regional Office, D.G. Khan 3 3
6 Regional Office, Faisalabad 86 95
7 Regional Office, Gujranwala 24 43
8 Regional Office, Hyderabad 97 95
9 Regional Office, Karachi 213 205
10 Regional Office, Kharan - -
11 Regional Office, Khuzdar - -
12 Regional Office, Lahore 86 86
13 Regional Office, Loralai - 01
14 Regional Office, Mirpur Khas 03 02
15 Regional Office, Multan 84 80

16 Regional Office, Muzaffarabad - -

17 Regional Office, Peshawar 137 159

18 Regional Office, Quetta 75 70

19 Regional Office, Sargodha - -

20 Regional Office, Sibi 01 01
21 Regional Office, Sukkur - 02
22 Regional Office, Sahiwal 87 13

23 Regional Office, Swat - -

24 Sadda Collection Center - -

25 Wana Collection Center 2 2

Total 1,480 1,432

* Include petitions brought forward from the previous year.
1,480 fresh Review Petitions received against 261,101 decisions i.e. 0.57%
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Table-4: Representations Filed and Decisions Received from the President’s Secretariat

S. No. Description Cases
a Representations filed during the year 688
Against the decisions of 261,101
b Decisions Received 688
c Decisions upheld 318 (46.22%)
d Accepted 140 (20.35%)
e Remanded 17 (2.47%)
f Others / Infructuous 213 (30.96%)
Table-5: Volume of Complaints Against Key Agencies
RECEIPT AND DIAPOSAL DURING 2025
S. No. | Name of Agency | Receipt Disposal
A-Power Companies
Lahore Electric Supply Co.
1 (LESCO) 39,410 41,929
Multan Electric Power Co.
2 (MEPCO) 22,744 23,303
3 K-Electric 16,743 17,206
Sukkur Electric Power Co.
4 (SEPCO) 12,962 12,727
Hyderabad Electric Supply
5 Co. (HESCO) 11,236 11,501
Faisalabad Electric Supply
6 Co. (FESCO) 4,882 4,791
Peshawar Electric Supply
7 Co. (PESCO) 3,495 4,284
Quetta Electric Supply Co.
8 (QESCO) 2,528 2,481
Gujranwala Electric Power
9 Co. (GEPCO) 1,833 1,952
Islamabad Electric Supply
10 Co. (IESCO) 1,619 1,648
Sub-Total: 117,452 121,822
B-Gas Companies
Sui Southern Gas Co.
11 Limited (SSGCL) 16,755 15,809
Sui Northern Gas Pipelines
12 Ltd. (SNGPL) 6,742 6,838
Sub-Total: 23,497 22,647
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C- Some other Agencies having complaints more than 500

Benazir Income Support

13 Programme 26,327 27,226
14 NADRA 11,049 10,279
15 Pakistan Post Office 5,692 5,485
Department
16 Postal Life Insurance (PLI) 5,364 5,394
17 Pakistan Bait ul Mal 2,780 2,689
Federal Investigation
18 | pceroy (HIA g 2,624 2,605
19 EOBI 2,261 2,603
20 PTA 2,163 2,144
21 Immigration & Passport 2,144 2,651
22 PTCL / UFONE 1,453 1,531
23 Pakistan Railways 1,388 1,430
24 Allama Igbal Open 1,229 1,241
25 Federal Employees BF & Gl 1,135 1,120
26 National Bank of Pakistan 1,108 1,100
27 State Life Insurance 1,085 1,090
28 State Bank of Pakistan 1,016 1,061
29 Higher Education 790 77
30 Capital Development 712 700
31 Intelligence Bureau (IB) 632 719
32 Accountant General 576 577
Sub-Total: 71,597 72,451
Total (A+B+C) 212,546 216,920
Remaining Agencies 44,211 44,210
Total: 256,688 261,101
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PRESIDENT’S ORDER NO. 1 OF 1983

Government of Pakistan
Ministry of Law and Parliamentary Affairs
(Law Division)
Islamabad, the 24th January, 1983
No. F. 17(2)/83-Pub.—The following Order made by the President is hereby
published for general information :—

ESTABLISHMENT OF THE OFFICE OF
WAFAQI MOHTASIB (OMBUDSMAN) ORDER, 1983

President’s Order No. 1 of 1983

WHEREAS 1t 1s expedient to provide for the appointment of the Wafaqi
Mohtasib (Ombudsman) to diagnose, investigate, redress and rectify any injustice
done to a person through mal-administration;

Now, THEREFORE, in pursuance of the Proclamation of the fifth day of July,
1977, and in exercise of all powers enabling him in that behalf, the President and
Chief Martial Law Administrator is pleased to make following order:

1. Short title, extent and commencement.—(1) This Order may be called
the Establishment of the Office of Wafaqi Mohtasib (Ombudsman) Order, 1983.

(2) It extends to the whole of Pakistan.
(3) It shall come into force at once.

2. Definitions.—In this Order, unless there is anything repugnant in
the subject or context,—

(1)  “Agency” means a Ministry, Division, Department, Commission or
office of the Federal Government or statutory body, corporation or
other institution established or controlled by the Federal Government
but does not include the Supreme Court, the Supreme Judicial
Council, the Federal Shariat Court or a High Court; (Amended vide
Ordinance No. LXXII of 2002)

(2) “Mal-administration” includes:

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

(a) 1s 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

() 1s perverse, arbitrary or unreasonable, unjust, biased,
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or
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d) involves the exercise of powers or the failure or refusal to
do so, for corrupt or improper motives, such as, bribery,
jobbery, favouritism, nepotism and administrative
excesses; and

(1) neglect, inattention, delay, incompetence, inefficiency and
ineptitude, in the administration or discharge of duties and
responsibilities.

3 “Mohtasib” means the Wafaqi Mohtasib (Ombudsman) appointed
under Article 3:

(4) “Office” means the office of the Mohtasib;
(5) “prescribed” means prescribed by rules made under this Order;

(6) “public servant” means a public servant as defined in section 21 of the
Pakistan Penal Code (Act XLV of 1860), and includes a Minister,
Adviser, Parliamentary Secretary and the Chief Executive, Director,
other officer or employee or member of any Agency; and

(7 “staff” means any employee or commissioner of the Office and
includes co-opted members of the staff, consultants, advisers, bailiffs,
liaison officers and experts.

3. Appointment of Mohtasib.—(1) There shall be a Wafaqi Mohtasib
(Ombudsman), who shall be appointed by the President.

(2)  Before entering upon office, the Mohtasib shall take an oath before
the President in the form set out in the First Schedule.

3) The Mohtasib shall, in all matters, perform his functions and exercise
his powers fairly, honestly, diligently and independently of the executive; and all
executive authorities throughout Pakistan shall act in aid of the Mohtasib.

4. Tenure of the Mohtasib.— (1) The Mohtasib shall hold office for a
period of four years and shall not be eligible for any extension of tenure or
re-appointment as Mohtasib under any circumstances.

(20 The Mohtasib may resign his office by writing under his hand
addressed to the President.

5. Mohtasib not to hold any other office of profit, etc.—(1) The Mohtasib
shall not—

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

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

(20 The Mohtasib shall not hold any office of profit in the service of
Pakistan before the expiration of two years after he has ceased to hold that office;
nor shall he be eligible during the tenure of office and for period of two years
thereafter for election as a member of Parliament or a Provincial Assembly or any
local body or take part in any political activity.

6. Terms and conditions of service and remuneration of Mohtasib.—
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(1) The Mohtasib shall be entitled to such salary, allowances and privileges
and other terms and conditions of service as the President may determine and
these terms shall not be varied during the term of office of a Mohtasib.

(20 The Mohtasib may be removed from office by the President on the
ground of misconduct or of being incapable of properly performing the duties of his
office by reasons of physical or mental incapacity:

Provided that the Mohtasib may, if he sees fit and appropriate to refute any
charges, request an open public evidentiary hearing before the Supreme Judicial
Council and, if such a hearing is not held within thirty days of receipt of such
request or not concluded within ninety days of its receipt, the Mohtasib will be
absolved of any and all stigma whatever. In such circumstances, the Mohtasib may
choose to leave his office and shall be entitled to receive full remuneration and
benefits for the rest of his term.

(3)  If the Mohtasib makes a request under the proviso to clause (2), he
shall not perform his functions under this Order until the hearing before the
Supreme Judicial Council has concluded.

(4) A Mohtasib removed from office on the ground of misconduct shall not
be eligible to hold any office of profit in the service of Pakistan or for election as
member of Parliament or a Provincial Assembly or any local body.

7. Acting Mohtasib.—At any time when the Office of Mohtasib is vacant,
or the Mohtasib is absent or is unable to perform his functions due to any cause,
the President shall appoint an acting Mohtasib.

8. Appointment and terms and conditions of service of staff— (1) The
members of the staff, other than those mentioned in the Article 20, shall be
appointed by the President, or by a person authorised by him, in such manner as
may be prescribed by the Federal Government. (Amended vide Ordinance No.
LXXII of 2002)

(2) It shall not be necessary to consult the Federal Public Service
Commission for making appointment of the members of the staff or on matters
relating to qualification for such appointment and methods of their recruitment.

(3)  The members of the staff shall be entitled to such salary, allowances
and other terms and conditions of service as may be prescribed having regard to
the salary, allowances and other terms and conditions of service that may for the
time being be admissible to other employees of the Federal Government in the
corresponding Grades in the National Pay Scales.

(4) Before entering upon office a member of the staff mentioned in clause
(1) shall take an oath before the Mohtasib in the form set out in the Second
Schedule.

9. Jurisdiction, functions and power of the Mohtasib.—(1) The Mohtasib
may, on a complaint by any aggrieved person, on a reference by the President, the
Federal Council or the National Assembly, as the case may be, or on a motion of the
Supreme Court or a High Court made during the course of any proceedings before
it or of his own motion, undertake any investigation into any allegation of
mal-administration on the part of any Agency or any of its officers or employees:
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Provided that the Mohtasib shall not have any jurisdiction to investigate or
inquire into any matters which:

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

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

(c) relate to, or are connected with the defence of Pakistan or any part
thereof, the military, naval and air forces of Pakistan, or the matters
covered by the laws relating to those forces.

(2)  Notwithstanding anything contained in clause (1), the Mohtasib shall
not accept for investigation any complaint by or on behalf of a public servant or
functionary concerning any matters relating to the Agency in which he is, or has
been, working in respect of any personal grievance relating to his service therein.

3 For carrying out the objectives of this Order and, in particular for
ascertaining the root causes of corrupt practices and injustice, the Mohtasib may
arrange for studies to be made or research to be conducted and may recommend
appropriate steps for their eradication.

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

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

2 No anonymous or pseudonymous complaints shall be entertained.

(3) A complaint shall be made not later than three months from the day
on which the person aggrieved first had the notice of the matter alleged in the
complaint, but the Mohtasib may conduct any investigation pursuant to a
complaint which is not within time if he considers that there are special
circumstances which make it proper for him to do so.

(4)  When the Mohtasib proposes to conduct an investigation he shall
issue to the principal officer of the Agency concerned, and to any other person who
is alleged in the complaint to have taken or authorised the action complained of, a
notice calling upon him to meet the allegations contained in the complaint,
including rebuttal;

Provided that the Mohtasib may proceed with the investigation if no
response to the notice is received by him from such principal officer or other person
within thirty days of the receipt of the notice or within such longer period as may
have been allowed by the Mohtasib.

(5) Every investigation shall be conducted in private, but the Mohtasib
may adopt such procedure as he considers appropriate for such investigation and
he may obtain information from such persons and in such manner and make such
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inquiries as he thinks fit.

(6)  Aperson shall be entitled to appear in person or be represented before
the Mohtasib.

(7)  The Mohtasib shall, in accordance with the rules made under this
Order, pay expenses and allowances to any person who attends or furnishes
information for the purposes of any investigation.

(8)  The conduct of an investigation shall not affect any action taken by
the Agency concerned, or any power or duty of that Agency to take further action
with respect to any matter subject to the investigation.

(99  For the purposes of an investigation under this Order, the Mohtasib
may require any office or member of the Agency concerned to furnish any
information or to produce any document which in the opinion of the Mohtasib is
relevant and helpful in the conduct of the investigation, and there shall be no
obligation to maintain secrecy in respect of disclosure of any information or
document for the purposes of such investigation:

Provided that the President may, in his discretion, on grounds of its being a
State secret, allow claim of privilege with respect to any information or document.

(10) In any case where the Mohtasib decides not to conduct an
investigation, he shall send to the complainant a statement of his reasons for not
conducting the investigation.

(11) Save as provided in this order, the Mohtasib shall regulate the
procedure for the conduct of business or the exercise of powers under this Order.

11. Recommendations for implementation.—(1) If, after having
considered a matter on his own motion, or on a complaint or on a reference by the
President, the Federal Council or the National Assembly, or on a motion by the
Supreme Court or a High Court, as the case may be, the Mohtasib is of the opinion
that the matter considered amounts to mal-administration, he shall communicate
his findings to the Agency concerned:

(a) to consider the matter further,

() to modify or cancel the decision, process, recommendation, act or
omission;
() to explain more carefully the act or decision in question;

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

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

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

(g to take any other step specified by the Mohtasib.

(2) The Agency shall, within such time as may be specified by the
Mohtasib, inform him about the action taken on his recommendations or the
reasons for not complying with the same.
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(2A). If after considering the reasons of the Agency in respect of his
recommendations under clause (2), the Wafaqi Mohtasib is satisfied that no case of
mal-administration is made out he may alter, modify, amend or recall the
recommendations made under clause (1):

Provided that where the order is made on a complaint, no order shall be
passed unless the complainant is given an opportunity of being heard.

(Inserted new Clause (2A) vide Ordinance No. LXXII of 2002)

(3) In any case where the Mohtasib has considered a matter, or
conducted an investigation, on a complaint or on a reference by the President, the
Federal Council or the National Assembly or on a motion by the Supreme Court or
a High Court, the Mohtasib shall forward a copy of the communication received by
him from the Agency in pursuance of clause (2) to the complainant or, as the case
may be, the President, the Federal Council, the National Assembly, the Supreme
Court or the High Court.

(4)  If, after conducting an investigation, it appears to the Mohtasib that
an injustice has been caused to the person aggrieved in consequence of
mal-administration and that the injustice has not been or will not be remedied, he
may, if he thinks fit, lay a special report on the case before the President.

(5)  Ifthe Agency concerned does not comply with the recommendations of
the Mohtasib or does not give reasons to the satisfaction of the Mohtasib for
non-compliance, it shall be treated as “Defiance of Recommendations” and shall be
dealt with as hereinafter provided.

12. Defiance of Recommendations.—(1) If there is a “Defiance of
Recommendations” by the public servant in any Agency with regard to the
implementation of a recommendation given by the Mohtasib, the Mohtasib may
refer the matter to the President who may, in his discretion, direct the Agency to
implement the recommendation and inform the Mohtasib accordingly.

(2)  In each instance of “Defiance of Recommendations” a report by the
Mohtasib shall become a part of the personal file or Character Roll of the public
servant primarily responsible for the defiance:

Provided that the public servant concerned had been granted an
opportunity to be heard in the matter.

13. Reference by Mohtasib.—Where, during or after an inspection or an
investigation, the Mohtasib is satisfied that any person is guilty of any allegations
as referred to clause (1) of Article 9 the Mohtasib may refer the case to the
concerned authority for appropriate corrective or disciplinary action, or both
corrective and disciplinary action, and the said authority shall inform the
Mohtasib within thirty days of the receipt of reference of the action taken. If no
information is received within this period, the Mohtasib may bring the matter to
the notice of the President for such action as he may deem fit.

14.  Powers of the Mohtasib.—(1) The Mohtasib shall, for the purposes of
this Order, have the same powers as are vested in a Civil Court under the Code of
Civil Procedure, 1908 (Act V of 1908), in respect of the following matters, namely:-
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(a) summoning and enforcing the attendance of any person and
examining him on oath;

() compelling the production of documents;
(c) receiving evidence on affidavits; and
(d)  issuing commission for the examination of witnesses.

(2) The Mohtasib shall have the power to require any person to furnish
information on such points or matters as, in the opinion of the Mohtasib, may be
useful for, or relevant to, the subject matter of any inspection or investigation.

(3)  The powers referred to in clause (1) may be exercised by the Mohtasib
or any person authorised in writing by the Mohtasib in this behalf while carrying
out an inspection or investigation under the provisions of this Order.

(4)  Where the Mohtasib finds the complaint referred to in clause (1) of
Article 9 to be false, frivolous or vexatious, he may award reasonable compensation
to the Agency, public servant or other functionary against whom the complaint was
made; and the amount of such compensation shall be recoverable from the
complainant as an arrears of land revenue:

Provided that the award of compensation under this clause shall not debar
the aggrieved person from seeking civil and criminal remedy.

(5)  If any Agency, public servant or other functionary fails to comply with
a direction of the Mohtasib, he may, in addition to taking other actions under this
Order, refer the matter to the appropriate authority for taking disciplinary action
against the person who disregarded the direction of the Mohtasib.

(6)  If the Mohtasib has reason to believe that any Public servant or other
functionary has acted in a manner warranting criminal or disciplinary proceedings
against him, he may refer the matter to the appropriate authority for necessary
action to be taken within the time specified by the Mohtasib.

(7)  The staff and the nominees of the Office may be commissioned by the
Mohtasib to administer oaths for the purposes of this order and to attest various
affidavits, affirmations or declarations which shall be admitted in evidence in all
proceedings under this Order without proof of the signature or seal or official
character of such person.

15.  Power to enter and search any premises.—(1) The Mohtasib, or any
member of the staff authorised in this behalf, may, for the purpose of making any
inspection or investigation, enter any premises where the Mohtasib or, as the case
may be, such member has reason to believe that any article, book of accounts, or
any other document relating to the subject matter of inspection or investigation
may be found, and may:

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

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

(c) 1mpound or seal such articles, books of accounts and documents; and

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

(2)  All searches made under clause (1) shall be carried out, mutatis

mutandis, in accordance with the provisions of the Code of Criminal Procedure,
1898 (Act V of 1898).

16. Power to punish for contempt.—(1) The Mohtasib shall have same
powers, mutatis mutandis, as the Supreme Court has to punish any person for its
contempt who:

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

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

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

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

Provided that fair comments made in good faith and in public interest on
the working of the Mohtasib or any of his staff, or on final report of the Mohtasib
after the completion of the investigation shall not constitute contempt of the
Mohtasib or his Office.

(2) Any person sentenced under clause (1) may, notwithstanding
anything herein contained, within thirty days of the passing of the order, appeal to
the Supreme Court.

(3)  Nothing in this Article takes away from the power of the President to
grant pardon, reprieve or respite and to remit, suspend or commute any sentence
passed by any court, tribunal or other authority.

17. Inspection Team.—(1) The Mohtasib may constitute an Inspection
Team for the performance of any of the functions of the Mohtasib.

(2)  An Inspection Team shall consist of one or more members of the staff
and shall be assisted by such other person or persons as the Mohtasib may
consider necessary.

(3)  An Inspection Team shall exercise such of the powers of the Mohtasib
as he may specify by order in writing and every report of the Inspection Team shall
first be submitted to the Mohtasib with its recommendations for appropriate
action.

18. Standing Committees, etc.—The Mohtasib may, whenever he thinks
fit, establish standing or advisory committees at specified places with specified
jurisdiction for performing such functions of the Mohtasib as are assigned to them
from time to time, and every report of such committee shall first be submitted to
the Mohtasib with its recommendations for appropriate action.

19. Delegation of Powers.—The Mohtasib may, by order in writing,
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delegate such of his powers as may be specified in the order to any member of his
staff or to a standing or advisory committee, to be exercised subject to such
conditions as may be specified, and every report of such member or committee
shall first be submitted to the Mohtasib with his or its recommendations for
appropriate action.

20. Appointment of advisers, etc.—The Mohtasib may appoint advisers,
consultants, fellows, bailiffs, interns, commissioners and experts or ministerial
staff with or without remuneration, to assist him in the discharge of his duties
under this Order.

21. Authorisation of Provincial functionaries, etc.—The Mohtasib may, if
he considers it expedient, authorise, with the consent of a Provincial Government,
any agency, public servant or other functionary working under the administrative
control of the Provincial Government to undertake the functions of the Mohtasib
under clause (1) or clause (2) of Article 14 in respect of any matter falling within
the jurisdiction of the Mohtasib; and it shall be the duty of the agency, public
servant or other functionary so authorised to undertake such functions to such
extent and subject to such conditions as the Mohtasib may specify.

22.  Award of costs and compensation and refunds of amounts.—(1) The
Mohtasib may, where he deems necessary, call upon a public servant, other
functionary or any Agency to show cause why compensation be not awarded to an
aggrieved party for any loss or damage suffered by him on account of any
mal-administration committed by such public servant, other functionary or
agency, and after considering the explanation, and hearing such public servant,
other functionary or Agency, award reasonable costs or compensation and the same
shall be recoverable as arrears of land revenue from the public servant,
functionary or Agency.

(2)  In cases involving payment of illegal gratification by any employee of
any Agency, or to any other person on his behalf, or misappropriation, criminal
breach of trust or cheating, the Mohtasib may order the payment thereof for credit
to the government or pass such other order as he may deem fit.

(3)  An order made under clause (2) against any person shall not absolve
such person of any liability under any other law.

23. Assistance and advice to Mohtasib.—(1) The Mohtasib may seek the
assistance of any person or authority for the performance of his functions under
this Order.

(2)  All officers of an Agency and any person whose assistance has been
sought by the Mohtasib in the performance of his functions shall render such
assistance to the extent it is within their power or capacity.

(3)  No statement made by a person or authority in the course of giving
evidence before the Mohtasib or his staff shall subject him to, or be used against
him in any civil or criminal proceedings except for prosecution of such person for
giving false evidence.

24.  Conduct of business.—(1) The Mohtasib shall be the Chief Executive
of the Office and shall enjoy administrative and financial autonomy as may be
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prescribed by the Federal Government. (Amended vide Ordinance No. LXXII of
2002)

(2)  The Mohtasib shall be the Principal Accounting Officer of the Office
in respect of the expenditure incurred against budget grant or grants controlled by
the Mohtasib and shall, for this purpose, exercise all the financial and

administrative powers delegated to him. (Amended vide Ordinance No. LXXII of
2002)

25. Requirement of affidavits.—(1) The Mohtasib may require any
complainant or any party connected or concerned with a complaint or with any
inquiry or reference, to submit affidavit attested or notarised before any competent
authority in that behalf within the time prescribed by the Mohtasib or his staff.

(2)  The Mohtasib may take evidence without technicalities and may also
require complainants or witnesses to take lie detection tests to examine their
veracity and credibility and draw such inferences that are reasonable in all
circumstances of the case, especially when a person refuses, without reasonable
justification, to submit to such tests.

26. Remuneration of advisers, consultants etc.—(1) The Mohtasib may, in
his discretion, fix an honorarium or remuneration of advisers, consultants, experts
and interns engaged by him from time to time for the services rendered.

(2)  The Mohtasib may, in his discretion, fix a reward or remuneration to
any person for exceptional services rendered, or valuable assistance given to the
Mohtasib in carrying out his functions:

Provided that the Mohtasib shall withhold the identity of that person, if so
requested by the person concerned, and take steps to provide due protection under
the law to such person against harassment, victimisation, retribution, reprisals or
retaliation.

27. Mohtasib and staff to be public servants.—The Mohtasib, the
employees, officers and all other staff of the Office shall be deemed to be public
servants within the meaning of Section 21 of the Pakistan Penal Code (Act XLV of
1860).

28.  Annual and other reports.—(1) Within three months of conclusion of
the calendar year to which the report pertains, the Mohtasib shall submit an
Annual Report to the President.

(2)  The Mohtasib may, from time to time, lay before the President such
other reports relating to his functions as he may think proper or as may be desired
by the President.

(3)  Simultaneously, such reports shall be released by the Mohtasib for
publication and copies thereof shall be provided to the public at reasonable cost.

(4)  The Mohtasib may also, from time to time, make public any of his
studies, research, conclusions, recommendations, ideas or suggestions in respect of
any matters being dealt with by the Office.

(5)  The report and other documents mentioned in this Article shall be
placed before the Federal Council or the National Assembly, as the case may be.
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29. Bar of jurisdiction.—No court or other authority shall have
jurisdiction—
(1) to question the validity of any action taken, or intended to be taken,

or order made, or anything done or purporting to have been taken,
made or done under this Order; or

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

30. Immunity—No suit, prosecution or other legal proceeding shall lie
against the Mohtasib, his Staff, Inspection Team, nominees, member of a Standing
or Advisory Committee or any person authorised by the Mohtasib for anything
which is in good faith done or intended to be done under this Order.

31. Reference by the President.—(1) The President may refer any matter,
report or complaint for investigation and independent recommendations by the
Mohtasib.

(2) The Mohtasib shall promptly investigate any such matter, report or
complaint and submit his findings or opinion within a reasonable time.

(3)  The President may, by notification in the official Gazette, exclude
specified matters, public functionaries or Agency from the operation and purview
of all or any of the provisions of this Order.

32. Representation to President.—Any person aggrieved by a decision or
order of the Mohtasib may, within thirty days of the decision or order, make a
representation to the President, who may pass such order thereon as he may deem
fit.

33. Informal resolution of disputes.—(1) Notwithstanding any thing
contained in this Order, the Mohtasib and a member of the Staff shall have the
authority to informally conciliate, amicably resolve, stipulate, settle or ameliorate
any grievance without written memorandum and without the necessity of
docketing any complaint or issuing any official notice.

(2) The Mohtasib may appoint for purposes of liaison counsellors,
whether honorary or otherwise, at local levels on such terms and conditions as the
Mohtasib may deem proper.

34. Service of process.—(1) For the purposes of this Order, a written
process or communication from the Office shall be deemed to have been duly
served upon a respondent or any other person by, inter alia, any one or more of the
following methods, namely:

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

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

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

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

(2)  In all matters involving service the burden of proof shall be upon a
respondent to credibly demonstrate by assigning sufficient cause that he, in fact,
had absolutely no knowledge of the process, and that he actually acted in good
faith.

(3)  Whenever a document or process from the Office is mailed, the
envelope or the package shall clearly bear the legend that it is from the Office.

35. Expenditure to be charged on Federal Consolidated Fund.—The
remuneration payable to the Mohtasib and the administrative expenses of the
Office, including the remuneration payable to staff, nominees and grantees, shall
be an expenditure charged upon the Federal Consolidated Fund.

36. Rules.—The Mohtasib may, with the approval of the President, make
rules for carrying out the purposes of the Order.

37.  Order to override other laws.—The provisions of this Order shall have
effect notwithstanding any thing contained in any other law for the time being in
force.

38.  Removal of difficulties.—If any difficulty arises in giving effect to any
provision of this Order, the President may make such order, not inconsistent with
the provisions of this Order, as may appear to him to be necessary for the purpose
of removing such difficulty.
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THE FIRST SCHEDULE
[See Article 3 (2)]

| DR do solemnly swear that I will bear true faith and allegiance
to Pakistan;

That as Wafaqi Mohtasib, I will discharge my duties and perform my
functions honestly, to the best of my ability, faithfully in accordance with the laws
of the Islamic Republic of Pakistan, and without fear or favour, affection or ill-will;

That I will not allow my personal interest to influence my official conduct or
my official decisions;

That I shall do my best to promote the best interest of Pakistan;

And that I will not directly or indirectly communicate, or reveal to any
person any matter which shall be brought under my consideration, or shall become
known to me, as Wafaqi Mohtasib, except as may be required for the due discharge
of my duties as Wafaqi Mohtasib.

May Allah Almighty help and guide me (Ameen).

THE SECOND SCHEDULE
[See Article 8 (4)]

Lo, do solemnly swear that I will bear true faith and allegiance
to Pakistan;

That as an employee of the office of the Wafaqi Mohtasib, I will discharge
my duties and perform my functions honestly, to the best of my ability, faithfully in
accordance with the Laws of the Islamic Republic of Pakistan and without fear or
favour, affection, or ill-will.

That I will not allow my personal interest to influence my official conduct or
my official decisions;

And that I will not directly or indirectly communicate or reveal to any
person any matter which shall be brought under my consideration, or shall become
known to me, as an employee of the office of the Wafaqi Mohtasib.

May Allah Almighty help and guide me (Ameen).
GENERAL

M. ZIA-UL-HAQ,
President and Chief Martial Law Administrator.
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CHIEF MARTIAL LAW ADMINISTRATOR'S SECRETARIAT PAKISTAN
NOTIFICATION
Rawalpindi, the 13th August, 1984

No.57/104(15)/ML-IB/CMLA.—In exercise of the powers conferred by
clause (3) of Article 31 of the Establishment of the Office of Wafaqi Mohtasib
(Ombudsman) Order, 1983 (P.O. No. 1 of 1983), the President is pleased to exclude
any matter relating to, or connected directly or indirectly with the Federally

Administered Tribal Areas from the operation and purview of all the provisions of
the said Order.

By order of the President.
MAJ. GEN.
MALIK ABDUL WAHEED,
COS to the President and CMLA.
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CHIEF MARTIAL LAW ADMINISTRATOR'S SECRETARIAT PAKISTAN

ORDER

1. In response to the representation made by the Ministry of Defence, the
President in exercise of powers conferred by Article 32 of the Establishment of the Office
of Wafaqi Mohtasib (Ombudsman) Order, 1983 (P.O. 1 of 1983) is pleased to order, to
remove all doubts in this behalf, that the ouster of jurisdiction contained in paragraph (c)
of proviso to clause (1) of Article 9 of the aforesaid President's Order is absolute with
respect to the following matters :-

the Defence Division, the Defence Production Division and the military,
naval or air forces of Pakistan, and any department, body, authority or
organisation directly or indirectly under the management or control of, or
in any manner connected with, either of the said Divisions or the said
forces.

2. By order of the President.

Rawalpindi:
13th August, 1984. MAJ. GEN.
MALIK ABDUL WAHEED,
COS to the President and CMLA
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FEDERAL OMBUDSMEN INSTITUTIONAL REFORMS ACT
NO. XIV OF 2013

M -302
REGISTERED No. L..7646

The Gazette of Pakistan

EXTRAORDINARY
PUBLISHED BY AUTHORITY

ISLAMABAD, WEDNESDAY, MARCH 20, 2013

PART 1
Acts, Ordinance, President’s Orders and Regulations
SENATE SECRETARIAT
Islamabad, the 20th March, 2013
No. F. 9(10)/2013-Legis.—The following Act of Majlis-e-Shoora (Parliament)
received the assent of the President on 20th March, 2013 is hereby published for general
information:

ACT No. XIV of 2013

An Act to make institutional reforms for standardizing and harmonizing the laws relating
to Federal Ombudsmen institution and the matters ancillary or akin thereto

WHEREAS it is expedient to make institutional reforms for standardizing and

harmonizing the laws relating to institutions of Federal Ombudsmen and the matters
ancillary or akin thereto:

AND WHEREAS, it is expedient to enhance effectiveness of the Federal
Ombudsmen to provide speedy and expeditious relief to citizens by redressing their
grievances to promote good governance;

AND WHEREAS, it is necessary that in order to enable the Federal Ombudsmen
to perform their functions efficiently, they should enjoy administrative and financial
autonomy;

Now, THEREFORE, it is hereby enacted as follows:—

1. Short title, extent and commencement.— (1) This Act may be called the
Federal Ombudsmen Institutional Reforms Act, 2013.

(2) TItextends to the whole of Pakistan.
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(3) It shall come into force at once.

2. Definitions.— In this Act, unless there is anything repugnant in the subject or
context,—

(a) ““Agency” means, the Agency defined in the relevant legislation and in
relation to the Establishment of the Office of Wafagi Mohtasib
(Ombudsman) Order, 1983 (P.O.No.1 of 1983) shall include an Agency in
which the Federal Government has any share or which has been licensed or
registered by the Federal Government and notified by the Federal
Government in the Official Gazette.

(b) “Ombudsman” means an Ombudsman appointed under the relevant
Legislation and includes the Ombudsman appointed under section 21.

(¢) “relevant legislation” means, the Office of Wafaqi Mohtasib (Ombudsman)
Order, 1983 (P.0O.No.1 of 1983), the Establishment of the Office of Federal
Tax Ombudsman Ordinance, 2000 (XXXV of 2000), the Insurance
Ordinance, 2000 (Ordinance No. XXXIX of 2000), the Banking Companies
Ordinance, 1962 (LVII of 1962), and the Protection against Harassment of
Women at the Workplace Act, 2010 (IV of 2010).

3. Tenure of the Ombudsman.— The Ombudsman shall hold office for a period of
four years and shall not be eligible for any extension of tenure or re-appointment as
Ombudsman under any circumstances:

Provided that the Ombudsman shall continue to hold office after expiry of his
tenure till his successor enters upon the office.

4. Acting Ombudsman.— At any time when the office of Ombudsman is vacant or
he is unable to perform his functions due to any cause the President shall appoint an
Acting Ombudsman who shall perform functions and exercise powers as are vested in the
Ombudsman and shall be entitled to all privileges as are admissible to Ombudsman:

Provided that till such time the Acting Ombudsman is appointed, the Wafaqi
Mohtasib (Ombudsman) shall act as Ombudsman of the concerned office 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.

S. Removal of Ombudsman.— An Ombudsman may be removed from office
through Supreme Judicial Council on the grounds of being incapable of properly
performing duties of his office by reason of physical or mental incapacity or found to
have been guilty of misconduct.

6. Resignation.— The Ombudsman may resign his office by writing under his hand
addressed to the President.
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7. Grievance Commissioner.— (1) The Ombudsman shall appoint or designate an
officer not below BPS-21 as a Grievance Commissioner in an Agency against which a
large number of complaints are received persistently. '

(2) The Grievance Commissioner shall exercise the powers and perform the
functions as may be specified by the Ombudsman.

8. Oath of office.— An Ombudsman shall take Oath before he enters upon his
office in the form as prescribed in the relevant legislation and in case such form is not
prescribed in the relevant legislation he shall make oath before the President before he
enters upon office in the form set out in the Schedule to this Act.

9. Expeditious disposal of complaints.— (1) The Agency shall, if so required by
the Ombudsman submit written comments in a complaint within fifteen days, and this
period may be extended for a further period of seven days on a sufficient cause.

(2) The representative of the Agency shall, if so required by the Ombudsman,
attend the hearing of complaint, or may request in writing for adjournment with specific
reasons, such adjournment if justified shall not be allowed more than seven days.

(3) Disciplinary action shall be taken by the competent authority if there is failure
in terms of sub-section (1) or sub-section (2).

(4) The Competent authority shall within fifteen days inform the Ombudsman
about the action taken on his orders under sub-section (3).

(5) The Ombudsman shall dispose of the complaint within a period of sixty days.
10.  Powers of Ombudsman.— In addition to powers exercised by Ombudsman
under the relevant legislation, he shall also have following powers of a civil court,
namely:— ’

(i) granting temporary injunctions; and

(ii) implementation of the recommendations, orders or decisions.

11.  Temporary Injunction.— The Ombudsman may stay operation of the ifnpugned
order or decision for a period not exceeding sixty days.

'12.  Power to punish for contempt.— An Ombudsman shall have power to punish
for contempt as provided in the Contempt of Court Ordinance, 2003( V of 2003).

13.  Review.— (1) The Ombudsman shall have the power to review any findings,
recommendations, order or decision on a review petition made by an aggrieved party
within thirty days of the findings, recommendations, order or decision.

(2) The Ombudsman shall decide the review petition within forty five days.
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(3) In review, the Ombudsman may alter, modify, amend or recall the
recommendation, order or decision.

14.  Representation.— (1) Any person or party aggrieved by a decision, order,
findings or recommendations of an Ombudsman may file representation to the President
within thirty days of the decision, order, findings or recommendations.

(2) The operation of the impugned order, decision, findings or recommendations
shall remain suspended for period of sixty days, if the representation is made as per sub-
section (1).

(3) The representation shall be addressed directly to the President and not
through any Ministry, Division or Department.

(4) The representation shall be processed in the office of the President by a
person who had been or is qualified to be a judge of the Supreme Court or has been
Wafaqi Mohtasib or Federal Tax Ombudsman,

(5) The representation shall be decided within ninety days.

15.  Personal hearing.—It shall not be necessary for the President or the Ombudsman
to give personal hearing to the parties and the matter may be decided on the basis of
available record and written comments filed by the Agency.

16.  Supply of copies.—The Ombudsman shall supply free of cost copies of the
findings and recommendations to the parties within fifteen days of the decision.

17. Administrative and financial powers of Ombudsman.— (1) The Ombudsman
shall be the Chief Executive and Principal Accounting Officer of the Office and shall
enjoy complete administrative and financial autonomy.

(2) The remuneration payable to the Ombudsman and the administrative
expenses of the office shall be an expenditure charged upon Federal Consolidated Fund. -

(3) The Ombudsman shall have full powers to create new posts and abolish old
posts, to change nomenclature and upgrade or downgrade any post provided the
expenditure is met from within the allocated budget of the office of Ombudsman.

(4) The Ombudsman shall have full powers to re-appropriate funds from one
head of account to another head of account and to sanction expenditure on any item from
within the allocated budget.

(5) The Ombudsman may delegate any of his financial powers to a member of
the staff not below BPS-21 or equivalent:

Provided that approval of the Ombudsman shall be obtained by the delegatee for

exercise of powers under sub-section (3) and for re-appropriation of funds under sub-
section (4), before implementation thereof.
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18.  Bar of jurisdiction.—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.

19. No Additional responsibility.— Except as provided in section 4, the
Ombudsman shall not—

(a) hold any other office of profit in the sérvice of Pakistan; or

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

20. Holding office of profit after expiry of tenure.— The Ombudsman shall not
hold any office of profit in the service of Pakistan, other than a judicial or quasi-judicial
office, before the expiration of two years after he has ceased to hold office nor shall he be
eligible, during the tenure of office and for a period of two years thereafter, for election
as a member of Parliament or a Provincial Assembly or any local body or take part in any
political activity.

21.  Miscellaneous.— A woman, with an experience of atleast ten years in the matters
relating to protection of women against harassment shall also be eligible to be appointed
by the President as Ombudsman under the Protection against Harassment of Women at
the Workplace Act, 2010 (IV of 2010).

22.  Power to make rules.— The Federal Government may, by notification in the
Official Gazette, make rules to carry out the purposes of this Act.

23.  Removal of difficulties— If any difficulty arises in giving effect to any
provision of this Act, the President may make such Order, as may appear to him to be
necessary or expedient for the purpose of removing the difficulty.

24. Overriding effect.— (1) The Provisions of this Act shall have effect
notwithstanding anything contained in any other law for the time being in force.

(2) In case there is a conflict between the provisions of this Act and the relevant
legislation, the provisions of this Act to the extent of inconsistency, shall prevail.
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THE SCHEDULE

[See section 8]

| ST do solemnly swear that I will bear true faith and allegiance to
Pakistan;
That as ----------------- Ombudsman, I will discharge my duties and perform my

functions honestly, to the best of my ability, faithfully in accordance with the laws of the
Islamic Republic of Pakistan, and without fear or favour, affection or ill-will;

That I will not allow my personal interest to influence my official conduct or my
official decisions;

And that I will not directly or indirectly communicate, or reveal to any person any
matter which shall be brought under my consideration, or shall become known to me, as
Ombudsman, except as may be required for the due discharge of my duties as
Ombudsman.

May Allah Almighty help and guide me (Ameen).

IFTIKHAR ULLAH BABAR,
Secretary
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@ www.mohtasib.gov.pk
o WafagiMohtasibSecretariatOfficial

@ wafagimohtasib

Wafaqi Mohtasib (Ombudsman)’s Secretariat
36, Constitution Avenue, G-5, Islamabad (Pakistan)
Phone No: 92-51-9213886-7

Helpline: 1055 For Children: 1056

Fax No: 92-51-9217224

Email: mohtasib.registrar@gmail.com

visit our site www.mohtasib.gov.pk

For more information/complaints
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