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PRESIDENT DIRECTS FEDERAL 
OMBUDSMAN TO CREATE SPECIAL CELL 

TO FACILITATE EXPATRIATES
President emphasizes on further extending the outreach of 

Wafaqi Mohtasib to remote areas
President Dr Arif Alvi has called for revisiting the laws 
governing the institution of Wafaqi Mohtasib to provide speedy 
and free-of-cost justice to the people against the 
maladministration of Government organizations. In order to 
help and facilitate the Overseas Pakistanis, he asked the 
Federal Ombudsman to create a special cell to redress the 
grievances and rectify injustices done to expatriates through 
maladministration of Government agencies. The President 
gave these remarks at a briefing given by Federal 
Ombudsman, Syed Tahir Shahbaz, at the Federal 
Ombudsman Secretariat, on 15th June, 2021. The meeting 
was attended by Acting Secretary Wafaqi Mohtasib, MrAftab 
Akbar Durrani, Justice Sayed Zahid HussainConsultant (Legal 
Affairs) President’s Secretariat and senior advisors of Wafaqi 
Mohtasib. 
 Federal Ombudsman, Syed Tahir Shahbaz, briefed 
the President about the achievements of his organization 
during his tenure. He apprised the meeting that Wafaqi 
Mohtasib had witnessed a considerable increase in the 
number of complaints due to its role in provision of justice and 
a public awareness campaign through media and awareness 
seminars. He informed that Wafaqi Mohtasib had received 
133,251 complaints during 2020 as compared to 73,059 during 

2019, which is 82% higher than the last year. He highlighted 
that the implementation rate of Federal Ombudsman’s 
decisions was 99.6% during the year 2020. Regarding the 
disposal of complaints, the Mohtasib apprised that his 
organization had disposed of 130,112 complaints during 2020 
as against 74,892 in 2019, which is an increase of 74% as 
compared to last year. In order to help address the complaints 
belonging to remote areas, he informed that new regional 
offices had been established at Abbottabad and Kharan to 
provide free of cost justice to the people. He further stated that 
the number of online complaints had increased by 7 times and 
reached 77,930 in the year 2020 from 11,289 in the year 2019. 
He informed that regional offices at Quetta and Bahawalpur 
had registered 643.1% and 302.9% increase in receipt of 
complaints during 2020 as compared to the year 2019. 

 The Federal Ombudsman apprised the President of 
the efforts to improve the living conditions of prisoners in jails 
as per directions of Supreme Court of Pakistan.  He said that 
focus of his office was to improve jail conditions by removing 
irritants of criminal administration justice system. He briefed 
the President on the Education Sector Reform, Measures for 
prevention and control of incidents of fire at Margalla Hills, 

controlling of Environmental Pollution in coastal areas, One 
Window Facilitation Desks established at 08 international 
airports for Overseas Pakistanis, and strengthening the media 
wing for enhancing awareness 
activities. He also briefed the 
President on the project entitled 
“Strengthening the Realization 
of the Rights of Women and 
Children Detainees in Pakistan” 
undertaken to improve 
conditions of prisoners in jails 
and “Prevention and Control of 
Cybercrimes against Children”, 
under which a draft bill has 
been prepared for protection of 
children against cybercrimes.
Federal Ombudsman also apprised the President that the 
existing burden on judicial system has given rise to need for 

Alternate Dispute Resolution (ADR). As the institution of 
Wafaqi Mohtasib can easily be accessed, provides speedy and 
cost free administrative justice and has credibility and 

institutional mechanism it canbe 
used ADR.  
 Addressing the meeting, 
the President emphasized the 
need for further enhancing the 
outreach of Wafaqi Mohtasib to 
remote areas of the country to 
provide speedy and free of cost 
justice to the aggrieved 
persons, at their doorsteps, 
against administrative 

injustices. He underlined the 
need to use the Alternative 

Dispute Resolution system for the provision of speedy, less 
expensive and hassle-free justice to the people which can 

boost the confidence and trust of people upon the judicial 
system. He advised the Wafaqi Mohtasib to create awareness 
among the people about role of the institution in dispensing 
speedy and free of cost administrative justice. The President 
underscored the need to digitally integrate the Wafaqi 
Mohtasib Secretariat with the President’s Secretariat which 
would greatly help in the quick disposal of representations and 

public complaints while saving time and public money at the 
same time. 
 The President appreciated the performance and 
contributions of the Ombudsman in redressing record number 
of complaints and dispensing justice to the aggrieved persons 
against administrative injustices.
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Dr. Arif Alvi, President of Islamic Republic of Pakistan chairing a briefing session on the role of Wafaqi Mohtasib 
at Wafaqi Mohtasib Secretariat

Dr. Arif Alvi President Islamic Republic of Pakistan writing his remarks in the visitors book on the eve of his visit 
of Wafaqi Mohtasib Secretariat
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boost the confidence and trust of people upon the judicial 
system. He advised the Wafaqi Mohtasib to create awareness 
among the people about role of the institution in dispensing 
speedy and free of cost administrative justice. The President 
underscored the need to digitally integrate the Wafaqi 
Mohtasib Secretariat with the President’s Secretariat which 
would greatly help in the quick disposal of representations and 

public complaints while saving time and public money at the 
same time. 
 The President appreciated the performance and 
contributions of the Ombudsman in redressing record number 
of complaints and dispensing justice to the aggrieved persons 
against administrative injustices.

Federal Ombudsman Syed Tahir Shahbaz has 
directed the provincial heads of different public dealing 
offices to strictly follow the in-built Complaint 
Management System of their offices, so that complaints 
of general public are resolved at initial stage and within 
minimum time.  He was addressing the regional heads of 
SNGPL Mr. Taj Ali Khan, Mr. Javed Iqbal, Chief Engineer, 
PESCO, Mr. IshaqMehmood, regional head of EOBI, Mr. 
Mir Alam Khan, DG, NADRA KPK and Head of BISP 
Peshawar Mr. Zia urRehmanwho called upon him at 
WMS regional office at Peshawar.He said, if the general 
public being consumers,were not satisfied from 
theirservices, theirgrievances must be resolved at initial 

stage through the concerned agencies’in-built complaint 
resolution system.  

Honourable Wafaqi Mohtasib stressed upon them 
that being the government servants we are duty bound to 
serve the public in best possible way.  He said when the 
Agencies submit their response promptly, appropriately 
and depute well versed representatives to deal with the 
consumers/general public then no complaints arise 
against them.  Federal Ombudsman 
applaudedtheircoordination with the office of Wafaqi 
Mohtasib for resolution of public grievances and urged its 
continuation for better provision of services to the people. 

Ombudsman directs heads of public dealing offices to strictly follow 
in-built Complaint Management System

PROVINCIAL HEADS OF SNGPL, PESCO, 
EOBI, BISP & NADRA CALLED UPON THE 
FEDERAL OMBUDSMAN AT R.O. PESHAWAR

Dr. Arif Alvi, the President of Pakistan, offering dua after planting a sapling on his 
visit to Wafaqi Mohtasib Secretariat
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Office of the Wafaqi Mohtasib was established in 1983 with 
a view to provide hassle-free and free of cost justice to 
common man against maladministration of the Federal 
Govt. Agencies. Every Federal Ombudsman had tried his 
best to provide justice to the common man in easiest way. 
When I assumed the charge of office of Ombudsman, my 
target was to provide justice at the doorstep of the 
common man, therefore, I tried my best to enhance the 
outreach of this office to remote areas.  I emphasized upon 
use of modern media tools for sensitization of general 
public and to provision justice in an efficient way through 
these tools.  During Corona pandemic, the performance of 
every department suffered, but, our performance, 
however, was not affected as we succeeded to shift 
maximum proceedings to online systemby using of 
modern technological tools. We received maximum 
number of complaints through online system, facilitating 
the complainants and the representatives of Agencies by 
conducting hearing proceedings through video 
conferencing.  This not only protected my staff from social 
meetings during Corona pandemic but also enhanced their 
performance.  In the year 2020 it was the first time in the 
history of Wafaqi Mohtasib that the level of complaints 
reached to 134,000 and out of which 77,390 complaints 
were received through online system as compared to 
11,289 in 2019.  Now the complainant was given the 
choicebetweenin-person appearance in the hearing 
proceedings or representing through Whatsapp.  The 
Investigating Officers have been directed to interact with 
the local media while hearing OCR cases in remote areas 
so that maximum people could become aware of the role 
of Wafaqi Mohtasib.
I also made special efforts toaddress systemic issues of 
the Agencies.  Alhamdulillah, a lot has been done in 
improving living conditions of jail inmates, especially the 
women and children.  My office has presented 09 quarterly 
implementation reports on jail reforms to the Supreme 
Court of Pakistan.  Taking cognizance of the gravity of the 
ever increasing cybercrimes against children, a number of 
meetings with the stakeholders was held  and through 
coordinated effort a draft bill containing laws, through 
which crimes against children could be curbed or 
minimized,has been sent to the parliament for approval.

Mr. Shoaib Ahmad Siddiqui, a Pakistan Administrative 
Service Officer in BS-22 has assumed charge as new 
Federal Secretary of Wafaqi Mohtasib Secretariat. Prior to 
this posting, he served as Secretary, Ministry of Information 
Technology and Telecommunication, Ministry of 
Communication, Planning and Development and Reforms 
Division, National Security Division; and Special Secretary, 
Ministry of Interior, Additional Charge Secretary, Ministry of 
Information and Broadcasting & National Heritage and 
Narcotics Control Division. He also worked in the 
President’s Secretariat as Additional Secretary. 
He did his Masters in Development Administration from 
University of Birmingham, UK and B.Sc (Civil Engineering) 
from University of Engineering & Technology, Lahore. He 
also holds LLB and LLM degree from Karachi University 
and MBA Executive from Preston University, Islamabad. 
Mr. Shoaib Ahmad Siddiqui has rich and diverse 
experience of working both in Federal and Provincial 
Governments in the field of Administration, Management, 
Public Sector Governance, Finance and Human Resource 
Management. He also held the position of Secretary of a 
range of Provincial Departments and Federal Ministries. 
Mr. Siddiqui has also received training from a number of 
institutions of repute in Pakistan and abroad. The fields of 
his training include Human Resource Development, 
Project Analysis and Management, Computer Know How 
and Officer Management and Service Rules etc. He held 
chairmanship of various Boards of important organizations 
such as Telecom Foundation, PTCL, USF, Pakistan 
Software Board, National Telecommunication Corporation 
and Virtual University. He has also been on the Boards of 
different departments/organizations and companies. 
He contributed to the authorship of Annual Plan 2018-19, 
PSDP 2018-19, National Water Policy and Sustainable 
Development Goals (SFG-Pakistan perspective, Data 
Reporting Gaps 2018) and has travelled to a number of 
foreign countries to attend various international 
conferences and workshops covering issues of modern 
era.

FROM OMBUDSMAN’S DESK MR. SHOAIB AHMAD 
SIDDIQUI, THE NEW 

FEDERAL SECRETARY,
 WAFAQI MOHTASIB SECTT
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Syed Tahir Shahbaz, the Federal Ombudsman has said that his office has been making its utmost efforts 
to improve jails conditions, changing the mindset and to remove the irritants of criminal administrative justice 
system. The Supreme Court of Pakistan in a Suo Motu Case No.1 of 2016 the Federal Ombudsman of Pakistan 
formed a Prisons Reforms Report to improve the living conditions of jail inmates, especially the women and 
children. The Supreme Court also directed for implementation and presentation of quarterly reports.  The 
Federal Ombudsman held number of meetings in this regard and has presented 09 quarterly reports in the Apex 
Court.

Recently, on 4th June, 2021 the Federal Ombudsman held meetings with the Chief Secretary KPK, on 
22nd June, 2021 with the Chief Secretary, Sindh and on ……….    with the Chief Secretary Punjab towards 
implementing the jail reforms aimed at improving living standards in prisons in Pakistan to monitor the progress 
in improving jails and their legal structure. During the meetings the progress of the Provincial, District Oversight 
Committees and Welfare Committees to improve life of prisoners especially children, women and destitute 
prisoners was discussed decisively with all the stakeholders.  He was informed that they had already constituted 
District, Welfare and Provincial Oversight Committees and their meetings have been regularly conducted.  The 
IGs of Prisons informed that Juveniles and women prisoners have already been segregated; Prisoners voluntary 
Donations Fund and Free Legal Aid Committees have been established. 

The Chief Secretary KP Dr. Kazim Niaz informed that phase-I of Central Prison Peshawar has been 
completed with the capacity of 2355 prisoners , District jail Abbottabad with 808, sub-jail Besham with 14, 
sub-jail Charsada with 809 and sub jail Swat with 273 prisoners have been operationalized.  However, sub jail 
Hangu will be operationalized within two months.  He further informed that 06 central jails, 04 district jails and 04 
sub jails have also been upgraded.  He said that provincial government of KPK has been exempted all prisoners 
from examination/verification fees.  He said 2330 prisoners have been imparted formal education, 933 prisoners 
completed religious education and 75 prisoners have completed adult literacy education. He further added that 
apart from this, 705 prisoners have been provided skill development education.  He also said that free legal aid 
was provided to 3,114 prisoners.  He said that proper health facilities through medical treatment and through 
Psychologists were being provided on regular basis.  He suggested that one high security prison must be 
constructed for high rate terrorists in the province. He said that Biometric System in all jails of KPK has been 
established. The Ombudsman was informed that Rs. 256,560 were donated by the two private persons for Diyat 
and Rs 42,30,991 have been released by Federal Government Human Right Division for payment in 03 

OMBUDSMAN OFFICE MAKING STRENEOUS EFFORTS 
TO IMPROVE JAILS CONDITIONS, CHANGING THE 

MINDSET AND TO REMOVE THE IRRITANTS OF 
CRIMINAL ADMINISTRATIVE JUSTICE SYSTEM

Syed Tahir Shahbaz, the Federal Ombudsman

Federal Ombudsman, Syed Tahir Shahbaz chairing a progress review meeting on improving jail conditions in KPK along 
with Chief Secretary KP, Dr. Kazim Niaz.
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Convicted prisoners as DIYYAT on the recommendations of Sub Committee for ARSH, DAMAN & DIYYAT. 
 The Chief Secretary, Sind Syed Mumtaz Ali Shah informed that Prisons Information Management 

System will start functioning in few days in all jails of Sindh.  He said that experts from Judiciary, Civil Society 
and Education have been inducted in the Oversight Committees.  He informed that out of 18,440 inmates, 4350 
prisoners and 1222 jail staff has been vaccinated of Covid-19.  He also informed that high risk prison has been 
planned to build in Thatta and Rs.01 billion has been earmarked for this jail.

 Syed Tahir Shahbaz, Federal Ombudsman has asked the provincial government to encourage the 
private donors and educational institutions to play their fundamental role more effectively and efficiently.  The 
Ombudsman also asked the provincial authorities  for early establishing high tech coordination system with the 
concerned departments i.e. Police, Prisons, Prosecution & NADRA for developing for implementation of 
biometric verification system / common interface for the prisoners throughout the chain from jails to courts within 
the shortest possible time. 

The Federal Ombudsman, Syed Tahir Shahbaz chairing a progress review meeting on prison reforms in Sindh along with 
Chief Secretary Sindh Mr. Syed Mumtaz Ali Shan.

Chief Secretary KPK, Dr. Kazim Niaz presenting a shield to the Federal 
Ombudsman, Syed Tahir Shahbaz at Chief Secretary House Peshawar.

Syed Mumtaz Ali Shah, Chief Secretary Sindh honouring with traditional 
Sindhi cultural shaal and cap to the Federal Ombudsman Syed Tahir Shahbaz.



The Federal Ombudsman of 
Pakistan Syed Tahir Shahbaz has 
said that holistic approach was 
needed for the prevention & control 
of cyber crimes against children 
because it has emerged as one of 
the most serious global issue.  
Therefore, being a critical issue it 
requires a comprehensive strategy 
to deal with this issue including 
strengthening laws and mechanism 
for effective enforcement.  He said 
that it was heart-breaking to see the 
media reports about these cases on 
daily basis around the country.  He 
said that a crime against children is 
the sign of moral and social 
deterioration of the society.    The 
Federal Ombudsman stressed on 
making better coordination between 
Police, FIA, PTA and other related 
institutions to curb such crimes.  He 
was chairing a meeting of the Task 
Force on Prevention and Control of 
Cyber Crimes against Children in 
the conference room of Wafaqi 
Mohtasib Secretariat. He lauded the 
efforts of the Task Force in 
compiling the Prevention & Control 
of Cyber crimes against Children 
Bill, 2021.  The proposed 
amendments are aimed to 

strengthen the prevailing legal 
framework for the prevention and 
control of sexual exploitation and 
cyber crimes against children.  

The National Commissioner 
for Children Mr. Ejaz Ahmed 
Qureshi while highlighting the 
gravity of the issue explained that 
cyber crime has acute adverse 
effects on women and children and 
it was our collective responsibility as 
a state and as a nation to come up 
with an affective National Plan of 
Action.  The meeting finalized the 
draft of bill and National Plan of 
Action for Awareness Raising, 
which would be submitted to the 
Parliament for consideration and 
approval. 

In the start of the meeting 
Syeda Viqar un Nisa, Advisor WMS 
and Secretary of Task Force briefed 
the meeting on the draft of 
“Prevention & Control of Cyber 
crimes against Children Bill, 2021” 
and insertions of the offences of 
Cyber bulling, online grooming, 
cyber enticement, sexual 
exploitation of children, exposure of 
harmful online contents, 
kidnapping, abduction or trafficking 

of minor for abuse of sexual 
conduct, non-commercial 
exploitation, police cognizance of 
the offences under PAEC, 
composition of joint investigation 
team, giving authority to PTA and 
sending cases to FIA, blocking 
unlawful contents and amendments 
in Qanoon e- Shahadat regarding 
admissibility of witnesses recorded 
by the court through modern 
devices or techniques.  It has been 
proposed provisions to make all 
cyber crimes against children and 
PECA non-cognizable, non-bailable 
and non-compoundable. It has also 
been proposed expanding police 
jurisdiction to take cognizance of 
offences and refer the matter 
relating PECA to FIA right away, 
compilation of investigation within 
45 days, trial of cases on weekly 
basis and court to decide such 
cases within three(03) months.  Ms. 
Mehnaz Akbar Aziz, MNA/ 
Chairperson Parliamentary 
sub-Committee on Child Rights also 
spoke on the occasion and said 
every bill must have a narration bill 
for giving public awareness on the 
proposed bill.

OMBUDSMAN STRESSES FOR STRENGTHENING LAWS 
AND MECHANISM FOR EFFECTIVE ENFORCEMENT TO 

CONTROL CYBER CRIMES AGAINST CHILDREN

Wafaqi Mohtasib (Ombudsman)’s Secretariat  News Bulletin Apr - Jun 2021

For General Complaint:  1055 For Children: 105607

The Federal Ombudsman, Syed Tahir Shahbaz chairing a meeting of task force on prevention and 
control of cyber crime against children. 

Consolidated approach is needed for 
the Prevention & Control of Cyber Crimes against children

Syed Tahir Shahbaz, the Federal Ombudsman
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OUTREACH COMPLAINT RESOLUTION (OCR)
PRESIDENT DR. ARIF ALVI EMPHASIZED FOR FURTHER 

ENHANCING THE OUTREACH TO REMOTE AREAS TO 
PROVIDE SPEEDY AND FREE OF COST JUSTICE

During a meeting on his recent visit 
to WMS the Hon’ble President Dr. 
Arif Alvi emphasized the need for 
further enhancing the outreach of 
Wafaqi Mohtasib to remote areas of 
the country to provide speedy and 
free of cost justiceagainst 
administrative injustices, to the 
aggrieved persons, at their 
doorsteps, 
 Wafaqi Mohtasib 

Secretariat has reinvigorated its 
Outreach Complaint Resolution 
Program after Corona pandemic 
through which people from far-flung 
areas are provided speedy and free 
of cost justice at their doorsteps 
without having to travel to Head 
Office or Regional Offices of the 
Wafaqi Mohtasib Secretariat. Due 
to effective awareness drive during 
OCR hearings, Regional Offices at 

Quetta and Bahawalpur had 
registered 643.1% and 302.9% 
increase in receipt of complaints 
during 2020 as compared to the 
year 2019.  The officers of the 
Wafaqi Mohtasib have been 
directed to visit the nearby tehsil 
and district headquarters for 
convenience of the general public, 
closer to their homes. 

Mr. Muhammad Zahid Malik, Investigating Officer, Regional Office 
Bahawalpur hearing public complaints in a remote area of Rahim Yar Khan

Mr. Shahid Latif Khan, Adviser Incharge Regional Office Gujranwala hearing 
public complaints in a remote area of Sambrial

Mr. Arbab Sher Baz Khan, Adviser Incharge Regional Office Peshawar 
hearing public complaints in a remote area of Swat

Mr. Inayatullah Daula, D.G. Incharge Regional Office Faisalabad hearing 
public complaints in a remote area of Sargodha
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IMPORTANT DECISIONS

VILLAGE ELECTRIFIED IN LODHRAN UNDER 
OMBUDSMAN’S DIRECTIONS

OMBUDSMAN DIRECTS IESCO TO PAY G.P. 
FUND WITHIN 15 DAYS

Mr. Zafar Hussain and 18 
other residents ofBastiTettoWala, 
Mouza Kamal PurJatial, 
Teh.&Distt: Lodhran filed 
complaint against Multan Electric 
Power Company (MEPCO) for 
delay in completion of 
electrification work in their village. 
They stated that electric poles and 
wires had been placed in their 
village but installation of poles and 
wires were not completed.  They 
requested the Agency time and 

again for completion but of no 
avail.  On summoning by WMS, 
the Agency informed that the 
electrification work of this village 
was approved, some poles were 
erected but due to non supply of 
the wires and transformers, the 
work could not be completed.  

During hearing proceedings, 
the agency admitted delay on their 
part and requested time of three 
months to complete the work.  

After mal-administration proved on 
part the Agency, the Ombudsman 
ordered to complete the entire 
work of electrification within 45 
days.  The Agency completed the 
entire work of electrification within 
the given time and reported to 
Ombudsman.  The complainants 
and the residents of 
BastiTettoWala thanked the 
Federal Ombudsman for 
resolution of their grievances 
within shortest possible time.

Mr. Muhammad Ajmal 
retired LM-1 of IESCO filed a 
complaint for unjust delay in 
payment of his GP Fund.  He 
stated that he retired on 14.3.2020 
andan amount of Rs.336,379/- on 
account of his GP Fund was due 
but the department paid him only 
Rs.50,004/- in this regard.  He 
approached the Agency for 
payment of remaining GP Fund 
but of no avail.  He requested the 

Federal Ombudsman for the 
redressal of his grievance. 

On inquiry, the Agency 
informed that in order to calculate 
balance GP Fund ,itrequired 
complete scrutiny of entire service 
record of the employee to workout 
wrong debit/credit in order to avoid 
any over payment and this 
procedure required reasonable 
time.   During hearing proceedings 
the mal-administration was 

established on the part of the 
Agency, therefore, the 
representative of the Agency 
agreed to release the GP Fund at 
the earliest.  

In view of the 
circumstances, the Ombudsman 
directed the Agency to pay the 
balance of GP Fund to the 
complainant within 15 days.

VENDOR RECEIVED 50.83 MILLION FROM FBR ON 
OMBUDSMAN’S DIRECTION

APPOINTMENT OF TUTOR RESTORED UNDER 
OMBUDSMAN’S DIRECTIONS

A Vendor company named 
COMPASI Pvt. Ltd. filed a 
complaint against FBR for delay in 
payment of its outstanding dues.  
They claimed that they  had 
supplied computers and laptops to 
the FBR by winning a tender but 

no payment of the supplied goods 
had been made to the company 
even after lapse of one year.  FBR 
stated that due to shortage of 
funds, the payment could not be 
made to the company. The 
Ombudsman directed FBR to pay 

the outstanding dues of the 
company within 30 days.  
Resultantly, the FBR issued a 
cheque of Rs.5,83,70,000/- to the 
Vendor who thanked the Federal 
Ombudsman for resolution of their 
grievanceso quickly.

Mr. Usman Ghani resident of 
Kohat filed a complaint against 

Allama Iqbal Open University 
(AIOU) for unjust cancellation of 

his Tutor appointment.  He stated 
that he was selected as tutor by 

Contd. on P/12
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PRESDIENT FIRMS TO REDRESS 
GRIEVANCES AND RECTIFY INJUSTICES 

DONE TO OVERSEAS PAKISTANIS

President of Pakistan Dr. Arif Alvi has 
expressed his resolve to redress 
grievances and injustices done to 
Overseas Pakistani against 
mal-administration by government 
agencies by taking prompt action.  
He was addressing a briefing 
session at the Wafaqi Mohtasib 
Secretariat.

 Federal Ombudsman has 
already appointed a Grievance 
Commissioner for Overseas 
Pakistanis in the Wafaqi Mohtasib 
Secretariat to specifically deal with 
the issues/complaints of Overseas 
Pakistanis.  In last few years, 
Federal Ombudsman on the 
recommendations of Grievance 

Commissioner has taken suomotu 
on different issues of Overseas 
Pakistanis for the resolution of their 
grievances.  Under the directions of 
the Federal Ombudsman, special 
complaint cells were established in 
all Pakistani Missions abroad, where 
complaints of Overseas Pakistani 
are  dealt under intimation to the 
Wafaqi Mohtasib. The Grievance 
Commissioner also heard numerous 
complaints through Skype from 
Pakistani Foreign Missions.One 
Window Facilitation Desks have also 
been established at 08 international 
airports where representatives of 12 
federal agencies e.g. Customs, FIA, 
ASF, PIA, NADRA, ANF, Bureau of 
Emigration & Passports etc. remain 

availablefor resolution of on spot 
complaints of Overseas Passengers.  
Syed Tahir Shahbaz, the Federal 
Ombudsman himself paid many 
visits at different airports to check the 
performance of these desks.  In last 
3-4 years more than two lac 
passengers were facilitated through 
these desks.  The Ombudsman 
office also launched awareness drive 
to sensitize the Overseas Pakistanis, 
in which brochures were placed at 
one window desks for awareness 
purposes.  Large size awareness 
Posters have also been mounted at 
public places.  During the year 2020 
and the first quarter of 2021 following 
complaints were registered by the 
Overseas Pakistanis:

7324 overseas passengers facilitated in first quarter at one 
window facilitation desks

Complaints registered by Overseas Pakistanis

Grievance Commissioner for Overseas Pakistanis Dr. Inam ul Haq Javeid chairing the progress review meeting of One Window 
Facilitation Desk at International Airport Lahore.

Details 2020 2021 (Jan-Jun) 

Complaints registered in 91 Foreign Missions 51,557 5,587 

Complaints registered at One Window Facilitation 
Desks 6,447 8,443

 

Complaints registered in WMS through Email 58 202 

Total 58,052 14,232 
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PHOTO GALLERY

The Federal Ombudsman, Syed Tahir Shahbaz conducting hearing proceedings in a review case against the 
Pakistan Housing Foundation

The Federal Ombudsman, Syed Tahir Shahbaz administering the oath from newly inducted officers.

Mr. Sarwar Brohi Associate Advisor Regional Office Wafaqi Mohtasib Quetta is presenting Annual Report for the 
year 2020 to Honourable Governor Balochistan (Rtd.Chief Justice) Amanullah Khan Yaseen Zai.
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RECEIPTS AND DISPOSAL OF COMPLAINTS 
DURING THE QUARTER APR-JUN 2021

*Include cases brought forward

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

University 
  

6 State Life Insurance 
Corporation 

  

7 Pakistan Bait ul Maal   
8 Employees Old Age 

Benefits Institution (EOBI) 
  

 Total of Above 08 Agencies   
 Total of other Agencies   
 Grand Total   

11,691
779

4,218
1,083

574

192

290

250

19,077
7,230

26,307

11,077
950

4,600
387

699

255

257

241

18,466
6,764

25,230

For Further Guidance and
Information Contact our

Wafaqi Mohtasib
Secretariat

Helpline for children 
complaints: 1056

Fax No. 051-9217224
Email: 

ombuds.munawarsajjad@gmail.com
Media Wing: 

wmsmediawing@gmail.com
Spokesperson / Director Media: 

051-9216752
Website: www.mohtasib.gov.pk

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

During hours 
9:00 am - 10:00 pm

HELPLINE NO. 1055

A group photo of Syed Tahir Shahbaz Federal Ombudsman and officers of Wafaqi Mohtasib Secretariat with 
the President of Pakistan Dr. Arif Alvi on the eve of his visit.

CONTD. FROM PAGE 09 (APPOINTMENT OF TUTOR RESTORED UNDER OMBUDSMAN’S DIRECTIONS)
AIOU and was informed by 

SMS to appear in the regional office 
and collect his part time tutorship 
letter on 29.12.2020.  Due to 
illness, he failed to appear on 29 
but appeared on 31.12.2020, 
therefore, the Agency issued 
appointment letter to some other 
candidate.  He approached the 
agency for redressal of his 
grievances but in vain.

The Agency informed that as 
he failed to appear before the 
regional head on the prescribed 
date, therefore, next candidate was 
issued appointment letter.  During 
hearing proceedings the 
Ombudsman observed that the 
appointment made by a superior 
authority after undergoing the 
process of selection cannot be 
terminated by a subordinate office.  

Moreover, the regional office has 
arbitrarily refused to allow the 
complainant to join on the frivolous 
ground of one day’s delay, 
therefore, the Ombudsman 
directed the AIOU to allow joining to  
the complainant and report within 
30 days.  The Agency allowed the 
complainant to join as tutor, who 
thanked the Wafaqi Mohtasib for 
the resolution of his grievances.


