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THE INSTITUTION OF OMBUDSMAN
The Ombudsman system provides the citizens access to an independent, impartial and
inexpensive dispute resolution mechanism which can resolve their grievances and protect their
rights. The Institution‟s role in enforcing administrative accountability ensures that public service
activities and in particular the exercise of decision making powers, whether discretionary or
otherwise, are carried out not only appropriately but in a manner that is consistent with fairness
and good administrative practice. The Ombudsman investigates maladministration which
includes a decision, a recommendation, an act of omission or commission which is either unjust
or biased, oppressive and prejudiced.
As the spectrum of the government‟s involvement in the administrative, development
and social sectors widened, the government machinery entered almost all facets of human
activity. The government‟s growing involvement even in sectors such as water, gas and electricity
has consequently increased the interaction of the people with the agencies of the government
arising from instances of unsatisfactory performance and abuse of authority by functionaries of
the government.
The Institution provides a mechanism for enforcing accountability. It acts as a deterrent
to mis-governance and correction of malfeasance in government offices.
The inauguration of the Ombudsman Institution with a distinct culture, during the
course of time, has proved to be tremendously efficacious in arresting the continued erosion of
confidence of the common man in the role of the functionaries of the government. Additionally,
because of its performance, its independence, neutrality, informal investigation and no cost, it
has gained confidence and importance and now the system, in one or the other form, exists in
almost every country around the world.
The Ombudsman system is to be judged by its achievements, by its radical and
reformative role in resolving grievances of the people and moulding the behaviour of the
agencies of the government. The Ombudsman looks at the human problem with a sense of
equity and impartiality rather than rely on the customs and traditions for seeking administrative
justice. The other attributes of the system like quick disposal, quick redressal of grievance
involving no expenses, no legal counsel and investigation in an informal atmosphere have won
praises from jurists and intelligentsia.
It is surprising that while there existed pressing need for establishing the institution in
developing countries, it came too late in Asia. The Institution of Ombudsman was set up in
Pakistan through the Presidential Oder of 1983. The need for the Institution was more pressing
in Pakistan considering the rapidly growing population and the evolving institutional processes.
However, since its establishment, the Ombudsman is effectively fulfilling its role in providing
relief to the people of the country. The message about the efficacy of the Institution has
gradually spread and aggrieved persons, in large numbers, are now approaching the Organization
for resolution of their grievances.
Apart from individuals, groups and communities are also approaching this Institution for
redressal of their problems relating to water supply, preservation of parks and play lands from
encroachments and raising of unauthorized structures, besides other issues.
A few deficiencies in the Establishment of the Office of Wafaqi Mohtasib
(Ombudsman), Presidential Order 1983 were rectified through the Federal Ombudsmen
i
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Institutional Reforms Act 2013, which I had the privilege of moving through the Federal
Cabinet, and which was passed by the Parliament in a few weeks. The institution of Wafaqi
Mohtasib is now empowered to act in aid of the people. The Ombudsman may:
i.

Summon and enforce attendance of any person and examine on oath, compel to
produce documents, receive evidence on affidavits and issue commission for the
examination of the witness.

ii.

Authorize to enter and search any premises and inspect any article, book of
accounts or other documents.

iii.

Punish any person for its contempt having the same powers, mutatis mutandis as
that of the Honourable Supreme Court of Pakistan.

iv.

Require any person to furnish information on such points or matters as in the
opinion of the Ombudsman may be useful for the investigative purpose.

v.

Award costs and compensation and refund of amount.

vi.

Seek the assistance of any person or authority for the performance of his
function.

vii.

Take measures to curb maladministration including corrupt practices and graft.

viii.

Informally conciliate, amicably resolve, stipulate settle or ameliorate any grievance
without written memorandum and without the necessity of docketing any
complaint.

These powers have been given, to ameliorate the grievances of the common man. For
fulfilling the objectives, the Ombudsman Office has been made most accessible to the public
through system and procedures that are simple to follow and allow the public freedom in availing
these facilities to seek redress of their problems.
Those who are harassed and victimized by the agencies of the government are
approaching the Ombudsman with confidence and expectation for getting their problems
resolved. The agencies which are accused of non-responsive attitude, red-tapism and delaying
tactics have now become conscious and cautious as they know they have to face the
complainants before the Ombudsman to justify their actions or inactions. In short, the
functionaries have to account for and justify their actions and decisions to prove that no
discrimination has been done and that no rules, regulations and procedures have been violated.
The Ombudsman ensures that rights and privileges of the people are not infringed upon and that
they are not subjected to official high handedness.
Encouraged by the success at the Federal level of the Wafaqi Mohtasib, all the four
provinces and Azad Kashmir, subsequently set up the Institution in their respective provinces on
similar lines. The Institution has made further progress in Pakistan as we now have other
Ombudsman as well, dealing with specialized subjects such as the Federal Tax Ombudsman, the
Banking Ombudsman and the Insurance Ombudsman.
The Institution in Pakistan has acquired operational maturity over time and has moved
beyond addressing individual complains against government agencies and is now focusing on
systemic deficiencies and women and child related issues so as to address problems of the most
vulnerable segments of our society. The constitution of the National Committee on Children for
addressing issues relating to children rights and the appointment of Ombudsperson for
harassment of women at workplace, are two recently added milestones in the journey of the
Institution in Pakistan.
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While the Ombudsman office is effectively addressing public complaints, its role in
reforming systemic deficiencies of public sector agencies is also being recognized. For promoting
responsible and efficient administration it is essential to address the issues simultaneously as
mere redressal of individual grievances, without removing institutional weaknesses, long term
solution to public grievances cannot be achieved. In pursuance of the objective, we constitute
several committees which conduct a number of studies and identify systemic weaknesses in
various government agencies and recommend remedial measures. In this connection,
implementation of corrective measures recommended by us in respect of prisons, pensioners
issue, problems of overseas Pakistanis, delay in issuance of Passports and National Savings etc,
have been widely acclaimed.
The Federal Ombudsman has provided relief to over two hundred thousand
complainants during the last couple of years. For further improving the redressal mechanism and
making delivery service more accessible to the people, specially those living in remote areas, we
have launched yet another initiative under Speedy Complaint Resolution at the proverbial
doorsteps of the common man. Under the Pilot Project the designated investigating officers
visiting interior of the country are required to hear the cases at district or tehsil headquarters
within ten days of registration and prepare findings within 48 hours after hearings. The
complaint is finally disposed of within fifteen days after completing the required formalities. The
pilot project has proved a great success. The initiative is being widely appreciated.
The consideration behind launching of the project is to provide opportunity to
economically disadvantaged segment of the society, living in far flung areas and aggrieved at the
hands of functionaries of the government agencies, to get their grievances redressed.
We are still in the process of fine-tuning and streamlining of the SCR mechanism so as to
extend its reach effectively to the widest possible areas to cover maximum number of people in
remote areas of the country, and to ultimately hear and decide complaints against federal,
provincial and local agencies at Union Council level under the same roof and within 15 days,
without any cost to the complainants.
To deal with phenomenal increase in the volume of work and for ensuring speedy
response to public complaints, the Ombudsman Secretariat has been equipped with state of the
art technology based system which is expected to meet the requirements and expectations of the
multitude of Pakistani complainants both from within the country and those living abroad.
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Chapter 1
Year in Review - 2015
Performance during the year 2015 is briefly indicated in this Chapter supported by
Tables/Figures and Statistical Analysis. During the years from 2013–2015 record number
of 207,392 complaints were disposed of. At the end, Table-3 shows the highest ever
disposal during the last three years since the establishment of this Office. There is zero
pendency. Only 0.37% representations were filed against our findings with the President
of Pakistan. The President upheld more than 90% of our findings. Every complaint is
decided within 60 days. We are extending our outreach to zila and tehsil level closer to
the doorsteps of the complainants and through pilot project, deciding complaints within
15 days.

Inflow and Disposal of Complaints
i)
ii)

Table 1
Complaints Handling Data During the Year 2015
Total workload during the year (backlog and fresh complaints)
Total disposal during the year

60,371
55,329

Fresh Complaints
During the year 2015, a total number of 58,078 complaints have been received at Head
Office and its Regional Offices.
Table 2
S.No.
a)
b)
c)
d)
e)
f)
g)
h)
i)
j)
k)

Fresh Complaints Received During the Year 2015

Office
Head Office
R.O. Lahore
R.O. Karachi
R.O. Peshawar
R.O. Quetta
R.O. Sukkur
R.O. Multan
R.O. Faisalabad
R.O. D.I. Khan
R.O. Hyderabad
R.O. Swat(new region)
Total

Complaints Registered
14772
13787
8555
3485
488
4152
4110
2666
1876
4479
8
58,078

Initial Examination
After receipt, a complaint is carefully scrutinized by the Registrar and forwarded within
24 hours to concerned Investigating Officer to determine whether detailed investigation is
required or the complaint is outside the purview of Wafaqi Mohtasib as laid down in President‟s
Order No. 1 of 1983 read with the Federal Ombudsmen Institutional Reforms Act, 2013.
3
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Complaints pertaining to Provincial Agencies or relating to cases already with courts, not in our
jurisdiction are passed on to them for action at their end. Some complainants approach this
Secretariat prematurely, therefore, these complaints are referred to the concerned Agency for
disposal. The proportion of complaints received against the Federal Agencies and Other
Agencies as well as those outside jurisdiction, is given in figure below:Figure-I:

Proportion of Complaints Received

1%

12%

5%
3%
2%

78%

Federal

Referred to Agency

otside Jurisdiction

Provincial

Other Federal Ombudsmen Institutions

Others

Nature of Alleged Maladministration
The nature of alleged maladministration in admitted cases for detailed investigation, as
seen from the complaints, is given in the figure below:
Figure II:

Nature of Alleged Maladministration

34%
37%

1%
0%
1%
2%
25%
Unjust / Illegal

Delay

Administrative Excesses

Refusal//Failure
Failure
Inattention / Reusal

Contrary to Law

Discriminatory

Others
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Complaint Disposal Data since the Establishment of the Office of Federal Ombudsman in 1983
Table 3 and the Figure-III below indicate the year-wise number of complaints disposed
of since the establishment of this Office.

Year
1983
1984
1985
1986
1987
1988
1989
1990
1991
1992
1993
1994
1995
1996
1997
1998
1999
2000
2001
2002
2003
2004
2005
2006
2007
2008
2009
2010
2011
2012
2013
2014
2015

Table 3
Disposal for the Period from 08.08.1983 to December, 2015
Disposal
Name of the Wafaqi Mohtasib (Federal Ombudsman)
587
Chief Justice (R) Sardar Muhammad Iqbal of Lahore High Court
3,990
-do6,205
-do8,371
-do11,262
-do10,104 Mr. Justice (R) Shafiur Rehman/Mr. Justice (R) Aslam Riaz Hussain
(Judges Supreme Court)
11,142 Mr. Justice (R) Aslam Riaz Hussain (Judge Supreme Court)
11,710
-do15,047 Mr. Justice (R) Usman Ali Shah (Judge Supreme Court)
20,567
-do20,699
-do21,721
-do18,884 Mr. Justice (R) Abdul Shakurul Salam (Judge Supreme Court)
22,159
-do24,407
-do36,896
-do23,721 Mr. Justice (R) Khalil-ur-Rehman (Judge Supreme Court)
22,743 Mr. Justice (R) Muhammad Bashir Jehangiri (Judge Supreme Court)
19,557
-do18,044 Mr. Imtiaz Ahmed Sahibzada (former Cabinet Secretary)
22,017
-do22,030
-do10,713
-do1,734
Mr. Javed Sadiq Malik (former Principal Secretary to the Prime Minister)
13,388
-do21,368
-do20,809
-do24,465
-doOffice of the Wafaqi Mohtasib remained vacant
Office of the Wafaqi Mohtasib remained vacant till Mr. M. Salman
Faruqui, Nishan-i-Imtiaz, Secretary General to the President of Pakistan
was appointed as the Acting Wafaqi Mohtasib on 01.12.2012.
74,746 Mr. M. Salman Faruqui, Nishan-i-Imtiaz, appointed as Wafaqi Mohtasib.
77,317
-do55,329
-do-

5
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During first 29 years, the average disposal per year had been 16,583 complaints, while
during the years 2013, 2014 and 2015(Total: 207,392)a staggering number of 69,130 complaints
per year were settled which is the highest disposal during the last 32 years.
Figure III:

Disposal for the Period from 08.08.1983 to December, 2015
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District-wise Complaints Received During the Year 2015
Name of District
Karachi
Lahore
Islamabad
Kasur
Rawalpindi
Peshawar
Hyderabad
Sukkur
Faisalabad
Multan
Sheikhupura
D I Khan
Sanghar
Gujranwala
Okara
Mirpur Khas
Khairpur
Naushahro Feroze
Sargodha
Rahim Yar Khan
Nankana Sahib
Mianwali
Mandi Bahauddin
Gujrat
Attock
Bahawalpur
Muzaffargarh
Khanewal
Jhelum
Bahawal Nagar
D G Khan
Sialkot
Chakwal
Nowshera
Shikar Pur
Pakpattan
Quetta
Khushab
Rajan Pur
Ghotki
Bhakkar
Hafizabad
Jhang
Vehari
Sahiwal
Abbotabad
Toba Tek Singh
Narowal
Mansehra
Other Districts having less than 250 complaints
Grand Total:

7

Complaints
8,511
7,064
3,005
2,704
2,657
2,351
1,913
1,682
1,453
1,069
1,060
1,041
982
854
817
767
749
745
729
635
586
580
560
546
544
543
526
484
445
442
440
433
432
429
414
394
392
362
361
345
335
333
329
328
318
311
303
277
268
5,230
58,078
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Nature of Complaints– Receipt and Disposal
The basic function of the Federal Ombudsman is to provide speedy and free of cost
relief to the citizens aggrieved of maladministration and misuse of authority by Federal
Government Agencies. However, it is only possible through prompt and efficient processing of
complaints. Therefore, complaint handling is the key component of the functions of the Federal
Ombudsman. For the purpose, an elaborate mechanism for complaint handling has been put in
place in the form of Complaint Management Information System (CMIS). It is an online activity
that facilitates an organized and rapid processing of the complaints throughout the
Ombudsman system.

Regulatory Provisions
Section 3 of Wafaqi Mohtasib (Investigation and Disposal of Complaints) Regulations,
2013, describes the procedure for receipt, registration and processing of complaints.

Processing of Complaints
Efficient and timely management of complaints is accomplished by the following steps:Receipt of Complaint: A complaint may be lodged in a number of ways.
Complainant may file it by post, fax or in person. It may also be registered through email
or can be filed online using the direct link to CMIS provided on the website of the
Secretariat, against maladministration of Federal Agencies, as defined under Article 2(i) &
(ii) of P.O. No. 1 of 1983 read with the Federal Ombudsmen Institutional Reforms Act,
2013. Complaint may also be filed on phone number (051)1055. Upon receipt, the
Registrar processes the complaint on CMIS and allocates a unique number to each case
on the same day.
Initial Scrutiny. Initial scrutiny is undertaken by the Registrar, who determines
its admissibility according to the procedure laid down in Articles 2, 9 and 10 of P.O.
No. 1 of 1983. For an admitted complaint, acknowledgement is sent to the complainant
via CMIS generated letter and a message on cell phone. The admissible complaint is
marked to the designated investigating officer for examination and inquest. The
complainant is encouraged to furnish all relevant documents along with the complaint.
Investigation. The Investigation Officer proceeds with investigation, as follows:







Call for Report from the concerned Government Agency
Receive response from the Agency
Conduct a hearing
Carry out on-site inspection (if required)
Prepare draft findings
Submit draft findings for appraisal and subsequent approval of the
Honourable Wafaqi Mohtasib

The CMIS generates letters to the complainant and the Agency and uploads the
status of the complaint, which can be seen using a link provided on the website of the
Wafaqi Mohtasib Secretariat.
Final Disposal. After approval of the Honourable Federal Ombudsman, the
Findings are conveyed to the complainant for information and to the Agency for
information or implementation, as the case may be. Under the Law, the Ombudsman is
required to settle the case and convey the findings within 60 days. In most cases findings
8
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are issued within 45 days. Complaints heard in Districts and Tehsil headquarters under
Speedy Complaints Resolution (SCR) Pilot Project, are decided within 15 days. More
than 80% complaints are decided through mediation.

Review
If the complainant or the Agency is not satisfied with the Findings, a Review Petition can
be filed with the Ombudsman within 30 days of the receipt of Findings. The Ombudsman is
required to decide the review within 45 days of such application.

Representation
If the complainant or the Agency is not satisfied with the Finding or Order passed in a
Review Petition, a representation to the President of Pakistan may be filed under the Law. The
President is expected to decide the representation within 90 days of its filing.

Major Agencies Complained Against
The Agencies listed in the Table below, attracted the maximum number of complaints
during the year under review :Name of the Agencies
DISCOS, SNGPL, SSGCL and K-Electric
National Database and Registration Authority
Higher Education Commission and Federal Universities/Colleges
State Life Insurance Corporation and Postal Life Insurance

Volume of Complaints against Power Distribution Companies (DISCOs)
Wafaqi Mohtasib Secretariat admitted 27,893 complaints against Power Distribution
Companies. The Table below reflects the spread of complaints against each distribution
company.
Table 4
Name of the Company
Lahore Electric Supply Company (LESCO)
K-Electric
Peshawar Electric Supply Company (PESCO)
Hyderabad Electric Supply Company (HESCO)
Sukkur Electric Supply Company (SESCO)
Multan Electric Power Company (MEPCO)
Faisalabad Electric Supply Company (FESCO)
Islamabad Electric Supply Company (IESCO)
Gujranwala Electric Power Company (GEPCO)
Quetta Electric Supply Company (QESCO)

9

No. of Complaints
8,613
5,949
3,629
2,820
2,488
1,852
939
825
747
31
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Nature of Complaints against DISCOs
Nature of Complaints against Power Distribution Companies

12,234

12,170

14,943

14,694 17,834

Admitted

2015

17,412

25,888

25,062

Received

Admitted

Admitted

2014
Received

19,366 19,349

2013

Admitted

Unjust billing and
penalty

Received

Received

Nature of
Complaints

2012
Admitted

2011

Received

Table 5

Disconnection/
Delay in providing
connection

520

519

346

343

462

427

523

491

467

422

Delay in replacement
of defective meter
&installation of
poles/ transformers

366

364

383

382

437

398

554

497

574

524

1,033

1,024

964

940

1,870

1,352

903

523

2,865

1,885

21,285 21,256

13,927

13,835

17,712

16,87 19,814

18,923

29,794

27,893

Others

Total

SNGPL and SSGCL
Table 6 Nature of Complaints against SNGPL and SSGCL

Received

Admitted

Received

Admitted

Received

Admitted

2015

Admitted

2014

Received

2013

Admitted

2012

Received

2011

Unjust/ Inflated
Billing

1,663

1,637

1,544

1,522

1,640

1,609

1,343

1,305

1715

1,625

Delay in providing
connection

1,832

1,798

1,724

1,693

1,854

1,796

1,974

1,864

1,701

1,453

68

63

52

49

131

127

118

107

106

98

Others

1,241

1,170

979

912

1,285

1,133

1,819

1,703

1,591

122

Total

4,804

4,668

4,299

4,176

4,910

4,665

5,254

4,979

5,113

3,298

Nature of
Complaints

Unjust disconnection

10
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NADRA
Table 7

Nature of Complaints against NADRA

Received

Admitted

Received

Admitted

Received

Admitted

2015

Admitted

2014

Received

2013

Admitted

2012

Received

2011

1,687

1,646

1,475

1,422

1,466

1,421

1,863

1,811

3,285

3,190

Administrative
maladministration

96

94

120

113

56

41

18

15

34

28

Others

265

229

363

322

419

376

1,314

1,229

1,534

1,450

2,048

1,969

1,958

1,857

1,941

1,838

3,195

3,055

4,853

4,668

Nature of
Complaints

Delay/Non-issuance
of ID Card

Total

Allama Iqbal Open University (AIOU)
Table 8

Nature of Complaints against AIOU

Received

Admitted

Received

Admitted

Received

Admitted

2015

Admitted

2014

Received

2013

Admitted

2012

Received

2011

Delay in issuance of degrees/
certificates/result cards

808

783

770

756

851

825

644

636

607

594

Maladministration in the
admission process

72

71

111

107

116

113

141

137

144

140

Administrative maladministration

2

2

2

2

-

-

3

3

3

3

183

170

531

504

426

373

612

553

597

553

1,065

1,026

1,414

1,369

1,393

1,311

1,400

1,329

1,351

1,290

Nature of Complaints

Others
Total

State Life Insurance Corporation (SLIC)
Table 9

Nature of Complaints against SLIC

Received

Admitted

Received

Admitted

Received

Admitted

2015

Admitted

2014

Received

2013

Admitted

2012

Received

2011

Delay in payment of death
claims

118

117

134

134

141

137

195

193

289

274

Delay in payment of Insurance
claims

59

58

72

68

84

84

72

69

133

123

Administrative
maladministration

4

3

5

5

13

1

9

7

16

13

Others

71

59

137

118

118

113

168

133

283

261

Total

252

237

348

325

356

335

444

402

721

671

Nature of Complaints
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REVIEW PETITIONS FILED BEFORE THE WAFAQI MOHTASIB AND
REPRESENTATIONS TO THE PRESIDENT
Total Disposal (Year 2013 to 2015)

207392

Reviews

3176 (1.5%)

Representations to the President

995 (0.47%)

Review Petitions to the Wafaqi Mohtasib
Description

2013

2014

2015

Filed

*835

*467

*1874

Decided

785

119

1626

Representations to the President
Description

2013

2014

2015

Filed

*323

*217

456

Decided

138

16

36

Upheld

118

16

8

3

0

26

Remanded Back to WM

* Complaints disposed of in the same year.

Implementation
Implementation of the Findings/Recommendations
The process of a complaint registered with the Wafaqi Mohtasib Secretariat does not
attain finality until it is disposed of by the Implementation Wing, established at the Head Office
and the Regional Offices. The Findings approved by the Honourable Wafaqi Mohtasib,
specifically under clause 23(1) (e, f, & h) of the Wafaqi Mohtasib (Investigation and Disposal of
Complaints) Regulations, 2013, are placed on the CMIS and the record is retained within the
Implementation Wing of the concerned region. It continues to be incomplete until the Agencies
categorically submit that the recommendations have been implemented and disposed of in terms
of Article 11(2) of the President‟s Order 1 of 1983, and clause 15(3) of the Wafaqi Mohtasib
(Investigation and Disposal of Complaints) Regulations, 2013, or a representation filed to the
President.
The Implementation Wing was strengthened and reactivated in 2013 by appointing a
Senior Advisor to manage the Wing. 94% of the Findings were implemented.
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Implementation Mechanism
The Ombudsman‟s Secretariat has Implementation Interface on the Complaint
Management Information System (CMIS). The implementable Findings, with recommendation
and timeline/due date for implementation, are automatically uploaded on this interface, as
shown below:-
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Chapter 2
Complaint Resolution Closer to the Proverbial Doorsteps
of Complainants within 15 days
(I)

The Concept of Swift Complaint Resolution closer to the Doorsteps of
Complainants

The Office of the Federal Ombudsman, since its creation, has provided relief to over a
million complainants yet lack of timely justice for the common man has always remained a huge
challenge for our society and government. In Pakistan, with over 100 million people facing
poverty, denied education and skills for a decent livelihood, access to timely justice becomes all
the more difficult. Moreover, knowing the constraints of the existing judicial system, it seemed
imperative to devise a more workable system to provide justice to the common man. The dream
of providing larger access to justice to the common man, at their doorsteps in the far-flung areas
could be achieved through the combined efforts of Federal and Provincial Ombudsmen and
their ingenuity and creativity to find „out of box‟ solutions.
The Office of Federal Ombudsman, therefore, decided to seek advice and expert input
from the luminaries of our society and constituted a Federal Advisory Committee on overall
functions of this office in general and Alternate Dispute Resolution System in particular, for
speedy resolution of complaints. The following are the members of the Federal Advisory
Committee:

Dr. Ms. Asma Jahangir, S.I., Advocate Supreme Court of Pakistan, Former President
Supreme Court Bar Association and Chairperson Human Rights Commission of Pakistan.



Barrister Mr. Waseem Sajjad, N.I., Advocate Supreme Court of Pakistan, Former
Chancellor, National University of Computer and Engineering Sciences, Former Acting
President of Pakistan, Chairman Senate of Pakistan and Minister for Law, Justice and Human
Rights.



Senator Farooq H. Naik N.I, Advocate Supreme Court of Pakistan, Former Chairman
Senate of Pakistan and Former Minister for Law, Justice and Human Rights.



Mr. Hameed Haroon, H.I., Chief Executive Officer, Pakistan Herald Publication (Pvt.)
Limited (Publisher of Dawn, Herald and Spider), President of All Pakistan Newspaper
Society and Member, Executive Committee of Mohatta Palace Gallery and Committee for
Preservation of Cultural Heritage Monuments.



Prof. Dr. Ijaz Nabi, Country Director, International Growth Centre of the Consortium of
the London School of Economics and Oxford University and Advisor Economic Affairs to
the Chief Minister of Punjab and former Manager Economic Policy for South Asia at The
World Bank.



Dr. U.A.G. Isani, President, Iqra University, Former Chairman University Grants
Commission and Secretary General to the Government of Pakistan and Principal Secretary
to the Prime Minister and Chief Secretary, N.W.F.P.



Dr. Ishrat Hussain H.I., Dean, Institute of Business Administration, Former Governor
State Bank of Pakistan, Chairman Commission for Government Reforms and Senior
Executive World Bank.
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Malik Asif Hayat, H.I., Former Chairman Federal Public Service Commission, Secretary to
the President of Pakistan and former Chairman Pakistan Railways, Inspector General of
Police Province of Punjab and Azad Jamu & Kashmir and D.G, FIA.



Prof. Dr. Masoom Yasinzai, Rector, International Islamic University, and former Vice
Chancellor, Quaid-e-Azam University and the University of Balochistan.



Mr. Mueen Afzal, H.I., Former Secretary General, Ministry of Finance.



Justice (R) Muhammad Raza Khan, Secretary, Ministry of Law, Justice and Human
Rights, and former Chief Justice Peshawar High Court and Member Federal Service
Tribunal.



Mr. S.M. Muneer, S.I, CEO Trade Development Authority of Pakistan and former
President of Federation of Pakistan Chambers of Commerce and Industry and President of
India-Pakistan Chamber of Commerce and Industry.



Mr. Muhammad Saeed Mehdi, Chairman, Sui Northern Gas Pipe Line Limited, President
Admore Gas Ltd. and former Principal Secretary to the Prime Minister of Pakistan, Advisor
to Chief Minister Punjab and Chief Secretary Sindh.



Mr. Shakil Durani, former Chairman Water and Power Development Authority, Chairman
Pakistan Railways and Chief Secretary Provinces of Sindh, NWFP and Azad Jammu and
Kashmir.



Senator (R )Mrs. Shama Perveen Magsi, former Minister for Social Welfare, Woman
Development, Special Education, Information Technology, Law and Parliamentary Affairs,
Government of Balochistan and Honorary Counsel of Republic of Korea at Quetta.



Mr. Shoaib Sultan Khan, H.I, Chairman, Board of Directors of Rural Support Programme
and AKRSP and former Senior Advisor UNDP South Asia Poverty Alleviation Programme
Network.

(II)

Speedy Complaint Resolution (SCR) of Complaints in 15 Days at the
Proverbial Doorsteps

Legal Frame Work
The Office of Wafaqi Mohtasib was established in 1983 through a Presidential Order
(P.O. 1 of 1983). The Federal Ombudsman‟s Office is mentioned at Serial No.13 of the Federal
Legislative List Part-I of the Fourth Schedule of the 1973 Constitution. Its objective was to
redress and rectify the injustices done to a person through the maladministration of federal
government agencies. The Mohtasib has power to summon and enforce the attendance of any
person and examine him under oath, and to compel him to produce any necessary document.
Moreover, the Mohtasib has the power to award compensation to any complainant who has
suffered unduly on account of acts of omission and commission.
Article 33 of P.O. No.1 of 1983 provides:“(1) The Mohtasib shall have the authority to informally conciliate, amicably resolve,
stipulate, settle or ameliorate any grievance without written memorandum and without
docketing any complaint or issuing any official notice.
(2) The Mohtasib may appoint for purposes of liaison, councillors, whether honorary or
otherwise, at local levels on such terms and conditions as the Mohtasib may deem
proper.”
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In 2013, the Parliament of Pakistan passed the Federal Ombudsman Institutional
Reforms Act, 2013, which gave more powers to the Institutions to enforce their Findings. It laid
down time limits for disposal of complaints, review petitions and representations.

Offices and Staffing of Federal and Provincial Ombudsman
The model of Federal Ombudsman over the past 30 years has led to the establishment of
Offices of Provincial Ombudsman in Punjab, Sindh, Balochistan, Khyber Pukhtunkhwa and
Azad Jammu & Kashmir.
Since then, there has been a constant demand for extension of these institutions to areas
which had previously been outside the purview of accountability. Thus, the Federal Government
established a Federal Tax Ombudsman, a Federal Insurance Ombudsman, a Banking Mohtasib,
and an Ombudsman for the Protection of Women against Harassment at the Workplace. The
governments of Sindh and Punjab have also established offices of provincial Ombudsman for
Protection of Women against Harassment at the Workplace.
Despite a difference in detail and the sector, the common objective of all these
Ombudsman‟s Offices is to provide administrative justice against the malpractices of
government agencies in their respective spheres.
Presently, Federal Ombudsman operates with 11 offices nationwide, which include Head
Office at Islamabad and Regional Offices at Lahore, Faisalabad, Multan, Karachi, Sukkur,
Hyderabad, Peshawar, D. I. Khan, Quetta and Swat. A new office, each, is to be set up at
Abbottabad, Hub and Gawadar. Former Federal Secretaries/Additional Secretaries, Judges and
others with 25 to 35 years experience are working as Investigating Officers and Advisors for
relief and speedy redressal of citizen„s complaints.

The Concept
The institution of Ombudsman (Mohtasib), referred to in the vernacular as the “poor
man‟s court,” has been serving the people of Pakistan in a significant manner for more than
three decades.
Now, however, is the time to make the delivery of this service more accessible to the
people. The benefits of low-cost, encumbrance-free, simplified, and swift delivery of relief can be
enhanced considerably by taking the system as close as possible to the citizen‟s doorstep.
Additionally, there is a need to „bundle up‟ the whole range of extended functions of both the
Wafaqi and Provincial Mohtasib Offices in such a manner that the citizen clients may approach
them with the ease of a one-window delivery of services under the same roof, without sacrificing
the autonomy of any of these offices.
It is proposed that joint teams from the Wafaqi Mohtasib and Provincial Mohtasib
Offices should move to the district headquarters initially, and later to the sub-district level (on
pre-planned and pre-advertised dates) to conduct hearings and take on-the-spot decisions.

Rationale
The complexities, as well as the costs and time involved in administering justice under
the formal judicial system, makes it but logical to think of quicker and simpler ways of achieving
the same goal in respect of mal-administration.
The extensive experience of the Wafaqi Mohtasib Office demonstrates that a substantial
quantum of litigation arises out of the maladministration of government agencies. If the flood of
bad administrative practices is checked and filtered at adequately empowered forums such as the
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Ombudsman Offices, an appreciable reduction in long and cumbersome litigation is almost
certain. The average civil criminal cases take years, sometimes decades to finalize.

Wafaqi Mohtasib at Work
i.
ii.
iii.
iv.
v.
vi.
vii.
viii.
ix.

x.

Relief provided to over 200,000 complainants against mal-administration by
government agencies.
All Citizen‟s complaints decided in 60 days, mostly in 45 days.
All Appeals /reviews are decided within 45 days.
Implementation ratio of over 90% of decisions.
Less than 1% representations submitted to the President of Pakistan against
findings approved by the Federal Ombudsman. The Hon‟ble President upheld
90% findings.
Cognizance taken of major and persistent complaints through suo-moto action
and relief provided after proper investigation.
Special Committees comprising eminent personalities constituted to study
systemic failures in government agencies, and for suggesting remedial measures.
Jurisdiction extended to Federally Administered Tribal Areas and three
Grievance Commissioners appointed to decide complaints from FATA.
Grievance Commissioners appointed for dealing with complaints from overseas
Pakistanis on fast track basis through Pakistan Embassies abroad and in Pakistan
through concerned government agencies. Focal persons notified. Facilitation
Desks established at International Airports on 24/7 basis.
Grievance Commissioners appointed for resolving complaints by pensioners.

Salient Features of the Proposal
i.
ii.

Extended the outreach of the current system of administrative justice to the
district and sub-district level through pilot project.
Provision of speedy and free-of-cost redress to the grievances of citizens.

Essential Requirements to Implement the Proposal
i.
ii.

Political will and blessing.
Ownership of the initiative by the participating Mohtasibs, particularly the
Provincial Mohtasibs.

Proposed Steps/Consultative Meetings
Extensive consultations were held between a team of Senior Advisors of the Wafaqi
Mohtasib Secretariat with the Provincial Mohtasibs and Chief Secretaries of the provinces to take
them on board and they have generally supported the proposal, in principle.

The SCR Pilot Project
In order to implement and evaluate the proposal for Speedy Complaint Resolution
(SCR), a pilot project was conceived after extensive research. Special Initiative Cells were created
at the Head Office and 9 Regional Offices of the Wafaqi Mohtasib Secretariat to work under the
overall supervision of a committee comprising the Secretary, WMS, and three Senior Advisors.
The Pilot Project was formally launched on 27th January, 2016 for a period of approximately two
months. A total number of 42 officers were designated as District Officers for hearing and
deciding the complaints in 35 selected Districts for the Pilot Project. In the first phase,
complaints pertaining to 19 Agencies were selected for hearing. A virtual office was created for
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all the District Officers separately for all Districts to closely monitor the progress under the SCR
Pilot Project.
Under the Pilot Project, complaints are received and scrutinized by the Registrar. The
District Officers select cases for investigation and chalk out a schedule for their visit to the
Districts concerned. A copy of each schedule is immediately forwarded to the Head Office for
strict monitoring. The venue and date of hearing is advertised in advance. The District Officers
are required to hear the cases within 10 days of registration. Findings are prepared within 48
hours after hearings and uploaded on the system for appraisal and subsequent approval by the
Honourable Wafaqi Mohtasib. The process of appraisal and approval is completed within 24
hours. In this manner, all the complaints under the Pilot Project are disposed of positively
within 15 days of registration.
Approximately 1000 complaints have been processed and disposed of under the SCR
Pilot Project since its formal launch. These complaints are generally against the Utility
Companies, Pakistan Post Office, State Life Insurance Corporation, Benazir Income Support
Program, Pakistan Bait-ul-Mal, Pakistan Railways, House Building Finance Corporation,
National Highway Authority, National Bank of Pakistan and WAPDA.
The SCR Pilot Project has earned wide acclaim from the public. It has received extensive
coverage in the print and electronic media, both at national and regional level. The credibility and
acceptability of the Findings of the Pilot Project can be gauged from the fact that only 8 cases of
review have been received against the decisions made under the SCR. The Provincial
Governments extended due cooperation and the District Officers have unanimously opined that
SCR can easily be made a permanent feature provided the required additional resources in terms
of staff, equipment, accommodation and transport are made available by the government.

(III) World Bank sponsored reports on performance of Wafaqi Mohtasib
and Speedy Complaint Resolution
Extending Outreach to the Proverbial Doorsteps of Complainants
In order to implement the National Agenda for real Change 2013 for speedy and
inexpensive justice to the people at their doorstep and to their satisfaction; and realizing the
inconvenience faced by the masses in approaching the Federal Ombudsman for redress of their
grievances, the Honourable Wafaqi Mohtasib, on the advice of the Federal Advisory Committee
on Reforms and Speedy Complaint Resolution (SCR) to, inter alia, expand the area of operation,
prepared a concept paper for speedy resolution of complaints. Subsequently, the World Bank
hired the services of a Consultant to carry out a study with the specific objective of determining
the viability of extending the outreach of Ombudsman Offices, especially Wafaqi Mohtasib,
down to grassroots level and to develop a robust mechanism for speedy resolution of complaints
of citizens, at their doorsteps.
The Consultant carried out an extensive study in consultation with the stakeholders at
Federal and Provincial level, taking into account the policy and legal framework as well as the
available literature, including the annual reports of Federal and Provincial Ombudsmen, Law and
Justice Commission (LJCP) and reports relating to international models of complaint redress
mechanisms and arrangements.
In its overview, the report indicates that out of 257 countries in the world, 144 countries
including 29 OIC Member States have Ombudsman Institutions. The reason behind the
popularity of the institution of Ombudsman is cost-effective, encumbrance free, simplified and
speedy redress of grievances.
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The Salient Features of the Report are as Follows:
A.

Capacity and Credibility of the Federal Ombudsman Office

Speaking on the capacity of the Federal Ombudsman Office to resolve complaints, the
report states that a total of 1,82,636 complaints have been disposed of during the period of 2013
to 30th September, 2015. Referring to the credibility of the decisions taken by the Federal
Ombudsman, the report indicates that only 0.36% of the findings were challenged vide
representations made to the President of Pakistan, out of which 91% decisions were upheld. The
average rate for the disposal of complaints during the said tenure is 62,977 per year.
B.

Cost of Relief and Implementation Rate

The study indicates that the average cost for lodging complaint at the Federal
Ombudsman Office is Rs.400/- and that too is borne by the government and not by the
complainant at all. The implementation rate of the decisions has been quoted as 90% and ratio
of appeals is less than 3%.
C.

Informal Resolution of Disputes and Mechanism for Enforcement of Decisions

Referring to the Article 33(1) of the Presidential Order 1983, the report highlights the
powers of the Federal Ombudsman to decide cases through an informal mechanism without
docketing any complaint or issuing official notices. The report also refers to the punitive
provisions of the laws governing the establishment and functioning of the Office of the Federal
Ombudsman in case of non-compliance of the Orders of the Ombudsman by any Agency of the
Government or its officials.
D.

Reducing the Burden on the Judicial System
Realizing that litigation in Pakistan is cumbersome and generally prolonged, causing huge
backlog of cases at all levels of judicial system, the Report indicates that on 31st
December, 2013, a total of 1,709,345 cases were pending in the Courts of Pakistan.

E.

Limited Physical Outreach of Federal Ombudsman

The Report states that the major impediment in providing relief to the aggrieved people
at the grassroots level is the limited outreach of the Federal Ombudsman Institutions. The
Report adds that, although, Ombudsmen Offices are affording facility for filing formal and
informal complaints through multiple modes including on-line complaint system, yet for
hearings, the complainants have to travel down to the Regional Offices or the Head Office, thus
incurring expenditures.
In the backdrop of the above facts, the conceptual scope of the study, covering all the
four provinces and the AJ&K, was identified by the consultant as follows:F.

Conceptual Scope of the Study:

Identification of significant international models of complaint redress mechanisms
and arrangements;



Identification of resources in the targeted areas that can be utilized in the proposed
extended system of administrative justice;



Identification of additional resources requirements for the proposed extended system
of administrative justice;
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G.



Exploring ways for developing rapport with concerned government functionaries at
federal provincial and district levels;



Identification of civil society organization and Bar associations for the purpose of
involving them in complaint redress mechanism; and



Development of conceptual framework of a proposed extended and integrated
system of service delivery for administrative justice at division, district and subdivisional/tehsil level.

International Models and Complaint Redressal Mechanism / Arrangements

The study indicates that there are seven international models of complaint handling
systems, all involving five key elements, viz, organizational, culture and commitment, principles
of fairness, human resources, approaches and processes and information management and
analysis. Out of the seven models, the most relevant to the subject is “Public Sector Redress
Body” (also known as Ombudsman). It is considered as the “fastest growing and most effective
vehicle for redress of complaints against governments as providers of services”.
H.

Comparative Analysis of the Institutions of Ombudsman of Various Countries
and Federal Ombudsman of Pakistan

The study highlights the types of investigative techniques, timeframe for disposal of
complaints, linkages with civil society, public awareness and outreach, use of technology,
conducive environment and training facilities of the ombudsman of the Republic of Indonesia,
Malaysia, USA, Hawai State, Australia and Canada and enunciates the strength of the Federal
Ombudsman of Pakistan in the context of his jurisdiction and powers, review system,
expeditious disposal of complaints, appointment of Grievance Commissioners and, especially,
the powers to informally conciliate, amicably resolve, stipulate, settle or ameliorate any
grievances without written memorandum and without the necessity of docketing any complaint
or issuing any official notice. The report states that the philosophy underlying this provision is to
provide speedy relief to the aggrieved, without going into formalities. The provision needs to be
understood and interpreted liberally and to the benefit of the common people. Owing to the
overriding nature of this provision, the Mohtasib can even decide the cases beyond the scope of
“mal-administration”.
I.

Comments on the Existing Grievance Resolution Mechanisms

Touching upon the mandate of other ombudsman institutions in Pakistan, the report
also enlists the Parallel Complaint Redress Systems at Federal Level such as the National
Accountability Bureau and Regulatory Bodies; and highlights the shortcomings in the prevalent
complaint handling systems adopted by these bodies. These shortcomings include lack of
hierarchy in complaint handling, multiplicity of forums for filing complaint, lack of time frame
for redress of grievance, lack of specifically defined number and criteria of qualification for
investigating officers; and absence of standards for quality and quantity of resources allocated for
complaint handling at DISCO level.
J.

Potential Resources for the Proposed Extended System of Administrative Justice

The study indicates that the consultant‟s consultations with the Provincial Ombudsmen
and Chief Secretaries of all provinces reveal the existence of an extensive framework that can
conveniently be utilized by Federal Ombudsman Offices for their reach out to the grassroots
level. Giving a brief account of the existing facilities at grassroots level in all the four provinces,
the report enlists the additional resources required for the proposed extended system of
Administrative Justice in terms of human resource, equipment and corporate packages besides
23

Annual Report of the Federal Ombudsman 2015

capacity building and awareness raising through SMS, public service message in local languages
on radio and television and print media.
K.

Conclusions Drawn and the Way Forward Suggested in the Study

The study concludes that the people from far-flung areas have difficulties in approaching
the Federal Ombudsman in the absence of regional offices in most of the districts and there is a
need to extend the service delivery of Federal Ombudsman. Consultations held at provincial
level strongly supported the proposal for extending the outreach of Federal Ombudsman at the
grassroots level across the country on the basis of the existence of facilities at district level and
the willingness of the Chief Secretaries of Khyber Pakhtunkhwa, Sindh and Punjab as well as the
provincial Ombudsmen of Punjab, Baluchistan and KP to share those facilities with the Federal
Ombudsmen.
The report describes the manner in which this legally justifiable extension of the services
of Ombudsman Office, especially the Federal Ombudsman can take place through utilizing and
strengthening the existing framework of complaints redress mechanism. In this context, the
study proposes establishment of 107 Complaint Receiving Desks (CRD), one at each DC office
in the provinces of Sindh and KP as well as in the regional offices of Provincial Ombudsman of
Punjab and Baluchistan. Appointment of Liaison Counsellors, one each for the CRD as well as
the necessary equipment such as laptop or desk computer with internet protocol (IP) cameras,
network video recorders cables for installation, printer, scanner, internet connection, phone, fax
and LEDs for video conferencing etc. has also been proposed. The study also describes the
modus operandi for the smooth running of the set up and collaboration with the partnering
organizations and stakeholders. The study highlights the need for capacity building, awareness
raising and the funding arrangement to bear the cost of the program.
The study also indicates that in order to ensure political buy-in and smooth collaboration,
it is pertinent that the proposal is discussed at the IPCC that is chaired by the Prime Minister and
attended, among others, by the Chief Ministers and other important officials in order to build
consensus on the proposal. The study also describes the political, social, institutional, financial
and technical sustainability of the proposal and recommends a phased implementation thereof.

World Bank Report on Citizen Report Card of the Institution of Wafaqi
Mohtasib (Federal Ombudsman) of Pakistan
Under the sponsorship of the World Bank, NCBMS Consulting (Private) Limited
(“NCBMS”) carried out an analytical exercise to evaluate the performance of Wafaqi Mohtasib
Secretariat (WMS) in the light of opinion of the complainants logged with WMS in last three (3)
years.
In order to achieve the desired objectives Citizen Report Card Study/Survey was
conducted for collecting citizens‟ feedback on the adequacy and effectiveness of the services
provided by WMS.
A.

Citizens Report Card Analysis

The agreed upon sample size was 3,000 complainants from past three years with the
proposed distribution of sample size among all provinces namely: Punjab 50%, Sindh 25%, KPK
20% and Baluchistan 5%. On the basis of Citizen Report Card, the study made the following
key findings:-

Time taken to decide complaints
All 3000 complaints were decided by Wafaqi Mohtasib within 60 days and currently there
is no backlog of complaints.. It is a big accomplishment.
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Awareness about WMS
The majority of the respondents i.e. 81% came to know about the existence and
operation of Wafaqi Mohtasib Secretariat from friends and family, 12% through
Newspapers and about 7% through other mediums (i.e. television, internet and radio).

Frequency of complaints against Federal Agency
52% of complaints were lodged against WAPDA/Electricity providers, 18% were against
NADRA / Passport Offices, 4% each against SSGCL/SNGPL and AIOU. Rest of the
11% complaints were registered against various agencies like Benevolent Fund and
Group Insurance, Estate Office Management, Federal Directorate of Education,
Islamabad etc.

Reason behind positive experience
About 89% of the respondents were satisfied about the overall performance (as very
good, good and fair) of the WM‟s office, 12% of the complainants were impressed about
the staff attitude, 53% were satisfied on prompt disposals of their complaints, 25% were
pleased with the fairness of the process and 10% were happy about the convenience and
simplicity of the procedures being followed.

Complainants rating
1263 complainants rated the performance of WM‟s office as very good, 1229 rated it as
good and 176 rated it as fair.

Inquiry of undue favour
The complainants consider that WM‟s Officials have high integrity for not asking for any
favour from them.

Findings against Complaints
90% of the complaints were decided in complainant‟s favour and only 10% were decided
against the complainants.

Implementation of WMS’ findings
85% decisions were implemented by the department / agency in letter and spirit, 13% of
decisions are in the process. In about 1% of decisions the complainants decided to file a
review petition and in about 1% of decisions the agencies filed representations against
the findings with the President.
B.

Overall Findings

Overall study indicates that the Wafaqi Mohtasib Secretariat is doing
commendable job in fulfilling its duty to the public by providing speedy redress to
citizens against all forms of maladministration. “WMS has become one of the most
efficient and responsive institutions in the country. It is a big achievement for a public
sector body to have such a positive feedback from its stakeholders. WMS is the leader in
providing speedy and inexpensive justice when compared to the judicial system and
even other leading Ombudsman offices such as Federal Tax Ombudsman (FTO)”.
C.

Recommendations for Further Improvement (and our response)
i)

In order to create awareness about existence of Wafaqi Mohtasib Secretariat and
its complaint investigation process increased use of print and electronic media be
made. (Due to paucity of funding PEMRA has been approached repeatedly
for publicity by electronic media in public interest.
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ii)

Number of branches of WM Offices may be increased especially for hearing.
(New Regional Offices have been established in Swat and Hyderabad.
Three more offices are being set up in Abbottabad, Hub and Gilgit). In
addition, the hearings are being held at district level in 36 districts where
relief is being provided at the complainants’ doorstep within 15 days. The
initiative is now proposed to be extended to Tehsil and Union council
level.

iii)

WM officials handling the complaint redress process should be provided further
training on customer services through tailor made courses within the
organization and / or renowned institutions like LUMS, IBA etc. (Training is
being provided at various levels. The Secretariat of the Asian Ombudsman
Association has been set up in Pakistan in WMS Building which is
available for training of the staff of Asian Ombudsmen).

iv)

Online survey should be formulated and integrated with current complaints
management system. (WMS regularly receives the feedback through various
modes).

v)

In the light of Supreme Court orders to adopt Urdu language as official language
of Pakistan, WMS office should issue its decision in both Urdu and English. (All
mandatory communications are in English and Urdu. Communications to
the complainants in Hyderabad and Sukkur Regional Offices are also in
Sindhi. However, findings are issued only in English).
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Chapter 3
Reports on Systemic Issues to Reform
Public Administration
The office of the Wafaqi Mohtasib, since its inception has been investigating individual
complaints with a view to providing relief to the aggrieved citizens under the law. During the last
three decades this office has provided relief to thousands of complainants but even then the
issues resulting from acts of maladministration in various agencies keep on causing undue
hardship to hundreds of people who have suffered through acts of apathy, neglect and gross
injustice at the hands of functionaries of Federal Government agencies. In most of the cases the
main cause of grievance was absence of or faulty rules, regulations and procedures and also non
existence of standing operating procedures, where required.
Such dismal state of affairs invited the attention of the Federal Ombudsman to take
cognizance of the systemic issues under the relevant Laws to improve the organizational health
of such departments on long term and sustainable basis. It was, no doubt, a critical as well as an
arduous task to properly diagnose the root causes through inquiries and research studies to
enable the decision makers to bring about such structural and policy changes and paradigm shift
that would ameliorate the hardships of the people. Therefore, the Federal Ombudsman‟s law was
duly amended and a number of options were provided to improve the efficiency and
effectiveness of public sector organizations.
The Wafaqi Mohtasib, therefore, constituted number of committees to conduct studies
on systemic issues of some public dealing organizations with a view to identifying weak areas and
systemic failures which were considered to be the main cause of maladministration within the
Federal Government organizations and to suggest remedial measures.
It will also be pertinent to mention that the Honourable Supreme Court of Pakistan, in
its orders dated 28th May 2015, in suo moto case No. 1 of 2006, regarding miserable condition of
prisoners in jails issued the following direction to the Wafaqi Mohtasib:“In view of the Ombudsman offices‟ mandate, it is not sufficient to just address
individual complaints, the Ombudsman offices must address systemic failures that are
the root causes of “maladministration” and formulate and enforce standards of “good
administration” as envisaged by the law”.
GIST OF REPORTS/STUDIES

(1)

Central Directorate of National Savings (CDNS)

The landscape for national savings continues to change around the globe and so does its
regulatory environment. Given low savings to GDP ratio as compared to its peer and other
developing countries in the region, it is important that Pakistan adapts its systems, incentives and
processes to global best practices to encourage savings as well as to compete with other service
providers. If the Central Directorate of National Savings is to be able to operate effectively and
efficiently, it is necessary to give it autonomy with powers to make its own administrative and
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financial decisions in a prudent manner rather than continuing to be managed on ad-hoc or part
time basis.
Taking cognizance of a large number of complaints being registered in this office and
persistent stories appearing in the print and electronic media, the Hon‟ble Wafaqi Mohtasib
constituted a committee to study the organization, role, systems, procedures and causes of maladministration and mal-functioning in the CDNS. The Committee headed by the former
Member FPSC and former Finance Secretary Mr. Abdul Wajid Rana held six meetings from time
to time, diagnosed the institutional weaknesses and systemic issues in the organization and
produced a comprehensive report containing recommendations for consideration by the
government.
The committee observed that the CDNS is not an ordinary organization but is
performing a vital role in the financial sector of Pakistan and the economy since independence.
Today, the outstanding stock of NSS is approximately Rs 3,000 billion inclusive of bearer bonds.
As of June 30, 2015, the investment in NSS constitutes 9 percent of GDP, 19.1 percent of
domestic debt, 70.1 percent of non-bank borrowings, 18 percent of deficit financing and 25
percent of bank deposits. It is now dealing with over 7 million clients including pensioners,
widows, senior citizens and other investors and 3 million monthly transactions.
Considering the growing NSS portfolio, governance, organizational, managerial and
procedural weaknesses as well as rising complaints of mal-administration against CDNS and best
practices in relation to National Savings Organization around the globe, the Committee has
recommended that the CDNS must be made an autonomous organization to be managed by a
Board of Governors having sufficient administrative and financial powers to take prudent
decisions and minimizing risks which must include public-private sector professionals instead of
managing it as a section of the Ministry of Finance. It will make the organization less reliant on
the bureaucratic hierarchy of the Ministry of Finance. Similar system is prevalent in many
developing countries. Other recommendations of the Committee include major restructuring of
the CDNS at all levels to align them with modern management principles, full automation of all
systems as early as possible, allocating resources without further delay as well as providing ATMs
facility to its clients throughout Pakistan. It will not only help in improving services but will also
lessen long queues in the National Savings Centres. The Committee has also made
recommendation for professionalizing financial management in the CDNS and adopting modern
techniques including maintaining updated data of dormant cases rather than using moribund
systems and procedures as at present. It will make the organization more accountable,
transparent and will enable it to accurately determine the true cost of borrowing. It is further
recommended that the CDNS must revive its schemes for investment by the Pakistan expatriates
living in the Middle East and Gulf countries as was done in 2004-2005.
The Committee has also recommended that Internal Audit must be made answerable to
the Board of Governors to make it independent of the management and more effective as well
as to deal with the problem of huge pendency in relation to timely reconciliation, audit, recovery
of embezzled amount and financial misappropriation. Additionally, for strong and efficient
internal audit, it is proposed to put in place an effective external audit.
The Committee further recommended for introduction of an effective complaints
management system in the CDNS as well as performance evaluation mechanism of the
employees to make the organization more efficient and to minimize the complaints. Far reaching
recommendations have been made to transform administrative system of the CDNS including
various incentives for the employees of the organization. It has proposed re-designating various
positions, revising pay scales, providing incentives to the employees of CDNS and making room
for external hiring at various stages to make the organization more attractive for the fresh
graduates and professionals. It is also felt necessary that infrastructure of the CDNS at all levels
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requires major renovation and redesigning for which the annual budget of CDNS needs
necessary rationalization to provide additional resources for such work. It will provide sense of
dignity and pride not only to the employees of the organization but also to esteemed customers
who are lifeline of the organization providing resources for financing the government deficit and
development.
The Committee is of the firm view that strong, vibrant and unblemished strategic
leadership on regular basis is vital for CDNS to ensure effective management, cultural
transformation, coordinating development of new management structures, to support
enrichment of public services. It is damaging to let this important financial institution, dealing
with private households‟ savings and handling a portfolio of Rs. 3000 billion, continually
managed on part-time and ad-hoc basis. It may be added that the current organizational structure
has evolved over time as a result of „patch-work as and when needed‟ rather than a consequence
of any management study or scientific analysis. Expediencies and deficit financing requirements
seem to have been instrumental in determining the form and status of various Savings Schemes
introduced from time to time without any market survey, financial sector demands and pricing of
the schemes. These recommendations, if implemented, will go a long way in transforming the
CDNS into a modern, effective and efficient national savings organization at par with its peers in
other developing countries.

(2)

Facilitation Initiatives by Federal Ombudsman for Overseas
Pakistanis

Office of the Federal Ombudsman is committed to the welfare of 7.5 million Pakistanis,
who are living and working in 70 different countries of the world. Despite their remittances of
around 20 billion US Dollars per annum they have frequent complaints against the attitude of
federal government agencies. It was in this background that the Honourable Federal
Ombudsman appointed Hafiz Ahsaan Ahmed Khokhar, Advocate Supreme Court, Senior
Advisor (Law) and Registrar Wafaqi Mohtasib Secretariat as the Grievance Commissioner for
Overseas Pakistanis with the objective to, inter alia, advance the welfare of Pakistanis working or
settled abroad and their families living in Pakistan by identifying their problems and addressing
those problems within the scope of Wafaqi Mohtasib Secretariat.
The Grievance Commissioner Cell prepared a plan of action to quickly bring the relevant
Ministries, Divisions, Departments and other relevant agencies on board. A detailed study of the
problems of the overseas Pakistanis was carried out and extensive discussions were undertaken
with all the relevant agencies to redress the complaints of overseas Pakistanis through a multipronged strategy. This strategy also envisaged some immediate measures aimed at resolving
individual and systemic issues of overseas Pakistanis and to advance their welfare and that of
their families living in or outside Pakistan.
These measures are now bearing fruit and a well-coordinated effort is in hand to build
upon the initiatives taken and to strengthen the arrangements for quick and meaningful
resolution of complaints of Overseas Pakistanis. It is encouraging to note that there has been a
positive response from the Pakistani Diaspora and useful proposals have been received from
them for improvement of the system. Regular meetings are being convened in the Wafaqi
Mohtasib Secretariat with all stakeholders including 32 concerned Federal Ministries and
Departments. The latest introduction is establishment of One Window Facilitation Desks at the
international airports in Pakistan by Federal Ombudsman through which a considerable chunk
of complaints of Overseas Pakistanis are being instantly addressed. Similarly, the introduction of
online complaint resolution mechanism is facilitating quick redressal and proper tracking of the
complaints. The Foreign Office has issued instructions and complaints are being heard through
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video link between Federal Ombudsman‟s Secretariat and the Pakistan Missions where
concentration of Pakistanis is higher i.e. USA, UK, Canada, Saudi Arabia and UAE.

Facilitation Measures
i.

One Window Facilitation Desks at Islamabad, Lahore, Karachi, Peshawar,
Quetta, Multan and Sialkot airports for resolution of public complaints (12
Federal Govt Agencies represented on these desks). The complaints are being
resolved at the spot and, if not resolved, then heard by the Grievance
Commissioner either at airports or at Wafaqi Mohtasib Secretariat or its Regional
Offices. The facilitation desks are working on 24/7 basis.

ii.

Establishment of Independent Website for Overseas Pakistanis by Wafaqi
Mohtasib. 1754 complaints were resolved.

iii.

Appointment of Focal Persons in 116 Pakistan Missions and 40 in different
Federal Agencies. Their contact details are available on website.

iv.

Advisory Councils in Agencies have been established for overseas issues.

v.

Online System of Handling of complaints has been established in Pakistan
Missions.

vi.

Facilitation of Overseas Pakistanis in Companies & Tax Registration.

vii.

Facilitation in Attestation of Documents.

viii.

Resolution of issues pertaining to Residence Permits for Overseas Pakistanis.

ix.

Counselling of Overseas Pakistani Prisoners in different countries.

x.

Introduction of E-gate Immigration Facility at International Airports of Pakistan.

xi.

Steps for facilitation of remittances from Overseas Pakistanis in coordination
with State Bank of Pakistan.

xii.

Machine Readable Passport Facility in countries, where 10000 or more Overseas
Pakistanis are present, be provided.

xiii.

Fixation of one day in a week for hearing of complaints of Overseas Pakistanis in
116 Pakistan Missions by Ambassadors without prior appointment.

xiv.

List of Focal Persons in government agencies within the country and in Pakistan
Missions abroad has been uploaded on the website.

xv.

Overseas Complaints are being forwarded to the Government Agencies for their
resolution in 15 days and/or follow ups when more time needed. Grievance
Commissioner ensures compliance.

xvi.

Role of Community Welfare Attaches has been redefined for the welfare of
Overseas Pakistanis.

xvii.

Regular monthly meetings are being held with the concerned federal agencies at
Federal Ombudsman Secretariat.
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xviii.

On the reports of Ambassadors, systemic issues relating to Overseas Pakistanis
are taken up with relevant agencies.

xix.

OPF and Ministry of Overseas Pakistanis have been advised to make
arrangements this year for celebration of Overseas Pakistanis Day in recognition
of their services. These celebrations should, henceforth, be held regularly every
year.

xx.

Awareness campaign has been launched in the media for informing Overseas
Pakistanis regarding initiatives of Federal Ombudsman Secretariat.

Centralized Data of Complaints and Resolution thereof at One Window Facilitation
Desks
upto 20 February, 2016
Total passengers
handled/Assistance provided
on the spot

Sr. No

Airport

1.

Benazir Bhutto International Airport, Islamabad

2163

2.

Allama Iqbal International Airport, Lahore

1871

3.

Jinnah International Airport, Karachi

602

4.

Bacha Khan International Airport, Peshawar

2488

5.

Quetta International Airport, Quetta

653

6.

Multan International Airport, Multan

1324

7.

Sialkot International Airport, Sialkot

120

TOTAL

9221

Data of Overseas Complaints Received Through Different Modes
Sr. No

MODE

Complaints
Received

1.

Complaints received on Overseas website designed by Federal
Ombudsman Secretariat

695

2.

Complaints received
Secretariat

359

3.

Complaints received from Punjab Government

directly

in
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One Window Facilitation Desk at International Airports
ISLAMABAD

Mr. M. Salman Faruqui, Wafaqi Mohtasib inaugurating One Window Facilitation Desk at Benazir Bhutto
International Airport, Islamabad

Mr. M. Salman Faruqui, Wafaqi Mohtasib chairing meeting at Benazir Bhutto International Airport,
Islamabad in connection with One Window Facilitation Desk
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View of One Window Facilitation Desk at Benazir Bhutto International Airport, Islamabad

LAHORE

Mr. M. Salman Faruqui, Wafaqi Mohtasib inaugurating One Window Facilitation Desk at Allama Iqbal
International Airport, Lahore
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View of One Window Facilitation Desk at Allama Iqbal International Airport, Lahore

KARACHI

Mr. M. Salman Faruqui, Wafaqi Mohtasib inagurating One Window Facilitation Desk at Jinnah
International Airport, Karachi
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View of One Window Facilitation Desk at Jinnah International Airport, Karachi

Mr. M Salman Faruqui, Wafaqi Mohtasib at the occasion of inauguration of One Window Facilitation
Desk at Jinnah International Airport, Karachi
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PESHAWAR

Mr. M. Salman Faruqui, Wafaqi Mohtasib inaugurating One Window Facilitation Desk at Bacha Khan
International Airport, Peshawar

View of One Window Facilitation Desk at Bacha Khan International Airport, Peshawar
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QUETTA

Inauguration of One Window Facilitation Desk at Quetta International Airport

View of One Window Facilitation Desk at Quetta International Airport
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SIALKOT

One Window Facilitation Desk at Sialkot International Airport

(3)

Prison Reforms

The Honourable Supreme Court of Pakistan in its order, dated 28th May, 2015, in Suo
Moto Case No.1 of 2006, directed the Honourable Wafaqi Mohtasib as under:“In view of the Ombudsman offices’ mandate, it is not sufficient to just address individual
complaints, the Ombudsman offices must address systemic failures that are the root causes of
“mal-administration” and formulate and enforce standards of “good administration” as
envisaged by the law”.
In order to implement the directions of the Honorable Supreme Court of Pakistan, the
Honorable Wafaqi Mohtasib constituted a committee for systemic study and assessment of
situation in prisons of the country and for suitable recommendations. The Committee visited the
following jails on the dates mentioned against each.







Central Jail Adyala
Central Jail Haripur
Central Jail Karachi
District Jail Quetta
District jail Much
Central Jail Kot Lakhpat, Lahore.

25-06-2015
31-07-2015
07-08-2015
31-08-2015
01-09-2015
05-10-2015
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The major issues highlighted in the reports of visiting teams related to over-crowdedness,
shortage of manpower, non-implementation of prison manual, non segregation of juvenile,
women and under-trial prisoners from convicts, unsatisfactory health and sanitary conditions,
lack of educational institutions, shortage of transport to take the prisoners to courts and lack of
external oversight mechanism.
Members of the visiting teams observed that the prisoners in jail particularly the women
and juvenile prisoners were living in miserable conditions due to non-availability of basic needs,
and also due to torture and sexual abuse.
An MOU was signed by heads of HEC and Vice Chancellors of Universities with
Patron-in-Chief of Pakistan Sweet Homes to provide free of cost education facilities, including
technical education and skill development and educational material in prisons to up-grade
facilities for the prisoners. The Patron-in-Chief of Pakistan Sweet Homes offered to establish
Sweet Homes for children in Prisons to cater for their normal up-bringing. The First such Sweet
Home has been established in Central jail, Kot Lakhpat, Lahore.
The following recommendations were made by the National Committee:Administrative Issues
(i)
(ii)
(iii)

(iv)
(v)

Important data about the accused prisoners especially women and juveniles
should be collected and computerized.
There is a dire need to provide proper facilities of food, health, education and
furniture for the prisoners and to facilitate visits by the relatives. The prisoners
should be especially protected from viral and contagious diseases.
The statistical data and detailed information about prisoners should be prepared,
computerized and made readily available. The prisoners should be timely
informed about the remission in their punishment and the date of their release.
This should be the responsibility of Home Departments and IGs Prison.
Necessary infrastructure should be made available to them by Home
Departments.
All vacancies of the required administrative staff should be immediately filled in
all jails.
The jail staff should be posted out of jails every three years.

Segregation of criminals:
i)
ii)

The convicted and under-trial prisoners, juvenile and women be fully segregated
in prisons and detention centers.
The young accused prisoners in juvenile jails should be isolated from the lockup/ jails and kept in Borstal jail, like a Boarding School.

Supervision/Monitoring
(i)

(ii)

The Provincial level standing committees be constituted for ensuring policy and
uniformity. The District supervisory and monitoring committees comprising
district officers, private members and District ombudsman may be constituted
to ensure strict compliance of prison laws, rules and standards.
The Grievance Resolution Offices (GROs) at the district level and respective
Provincial Ombudsman would be required to address complaints of the people
on predetermined dates.
41

Annual Report of the Federal Ombudsman 2015

(iii)

Renowned and committed activists or retired public officials may be appointed as
Honorary Magistrate or Justice of the Peace for addressing and resolving the
problems of inmates of the jails.

Education/skill Development
(i)

(ii)
(iii)

In order to initiate better skill development and welfare oriented measures for the
betterment of prisoners and to provide education particularly to the women and
juvenile prisoners, the Provincial governments would approach some of the
premier institutions like Higher Education Commission, Allama Iqbal Open
University, COMSATS Institute of Information Technology and reputed
NGOs/ Organizations working for introducing such programmes. The heads of
these academic institutions along with the Patron-in-Chief of Pakistan Sweet
Homes and the representatives of Provincial Governments have already
concurred to the suggestion in a meeting held on 21-8-2015.
The women prisoners after their release from the jail should be provided proper
security and care in collaboration with some renowned NGOs working in the
relevant field.
A Prisoner‟s Endowment Fund may be set up initially with a capital of Rs.200
million, in coordination with the provincial governments which would be
operated by a team headed by the Provincial Education Ministers by rotation for
financing skill development of the prisoners and providing assistance to
deserving prisoners from all over the country.

In conclusion Honourable Wafaqi Mohtasib Mr. M. Salman Faruqui expressed deep
gratitude to Senator (R) Mr. S. M. Zafar, former Law Minister, Chairman Supreme Court Bar
Association and President Human Rights Commission for chairing the Committee, and
Justice (R) Shahzado Shaikh of the Federal Shariat Court, Justice (R) Pir Syed Ali Shah of Sindh
High Court and Mr. Shakil Durrani former Chairman WAPDA and Chief Secretary of Sindh and
KPK for chairing the sub-committees. He also expressed gratitude to Inspectors General of
Prisons and heads of the prisons visited by the Committee members for their cooperation. He
also thanked Patron-in-Chief of Pakistan Sweet Homes Mr. Zamurad Khan and Chairman HEC,
Vice Chancellors of AIOU and Punjab University, Rector of COMSATS and Chairman
NADRA for their support and Mr. S M Tahir, Secretary of the Committee, Ms. Farah Tarin,
Mrs. Zariyab Mussarat and Ms. Rafia Bano who worked beyond their call of duty to assist the
Committees and arrange their prison visits.
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Senator (R) Mr. S.M Zafar and Federal Ombudsman inaugurating Sweet Home at Kot Lakhpat Jail. The
Patron of Sweet Homes is also present

Federal Ombudsman Mr. Salman Faruqui and Patron of Pakistan Sweet Homes visiting Kot Lakhpat Jail
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Wafaqi Mohtasib M. Salman Faruqui visiting Sweet Home after its inauguration

Participants of the committee on Prisons at Wafaqi Mohtasib Secretariat
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Participants of the committee on Prisons with Wafaqi Mohtasib, Vice Chancellors and Patron of
Sweet Homes

(4)

Pension System of the Federal Government Agencies

The Wafaqi Mohtasib, taking cognizance of the growing number of complaints regarding
delay in grant of pension to retirees as well as media reports relating to problems faced by
pensioners in receiving pension from National Bank of Pakistan, constituted a Committee to
conduct a study of Federal Government pension system and to suggest reforms to make it more
efficient, effective and transparent. Chairman of the Committee was former Auditor General of
Pakistan and Members were former Federal Secretaries. Controller General of Accounts was exofficio Member of the Committee. AGPR, Ministry of Finance, Establishment Division,
Ministry of Railways, Pakistan Post, Federal Directorate of Education (FDE) were co-opted.
Methodology adopted by the Committee was to:a)

Assess magnitude of the problem.

b)

Determine nature of the problem.

c)

Deliberate on what can be done to remedy the situation and make
recommendations.

Magnitude of the Problem
i)

Office of the Accountant General Pakistan Revenues (AGPR), which deals with
major bulk of pension cases of Federal Government Employees, reported that
during the year 2015 (01.01.2015 to 31.12.2015), only 5% cases were received by
them according to the laid down time-lines. The rest (95% cases) were received
with a delay of one month to more than a year.

ii)

Pakistan Railways, which is one of the major Departments in terms of number of
employees, reported that in 12% cases the delay beyond 30 days was attributable
to executive departments.

iii)

Wafaqi Mohtasib (Ombudsman)‟s Secretariat received 520 pension-related
complaints during the year 2015.

iv)

Many instances came to notice where family pension was delayed on account of
delayed return of disburser half by National Bank of Pakistan (NBP) to AGPR.
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v)

There are organizations who do not make timely payment of pension as funds are
utilized to meet their operational needs and nothing or very little is left for
payment of pension.

vi)

The Committee observed that despite Supreme Court Orders and executive
instructions, inordinate delays in payment of pension are frequently reported. The
underlying reasons were considered as:
Lack of effective enforcement mechanism for implementation of pension
rules;

Inadequate supervisory checks; and

Lack of structured monitoring system.

Nature of the Problem
(i)

Incomplete Service Related Documents:The delays in payment of pension are on account of deficiencies in service related
documents, delayed or incorrect pay fixation, lack of timely verification of service
and lack of simplified pension application form and procedure. The requirement
of providing NOC from the Estate Office, which becomes quite an exacting task,
when the parent office does not take the responsibility and the pensioner has to
run from pillar to post to get it. In many cases of delay, service records are found
incomplete at the time of preparation of pension papers and in other cases where
records/service statements are awaited from other offices/stations, protracted
inter office correspondence cause delay. These delays would not happen if:

(ii)

(a)

The requirement of periodic verification of service is met as soon as a
government servant has completed 10 years service, then on completion
of 24 years service and finally before the date of retirement/
superannuation.

(b)

The laid down schedule for initiation of pension papers one year prior to
the date of retirement is followed and the various stages prescribed both
for the administrative department and the accounts offices are adhered
to.

Capacity Issues:Lack of capacity, particularly in the administrative departments, is another factor
that contributes to delay in pension. Not only the sections dealing with pension
are inadequately staffed but the staff posted there do not have the necessary
know-how and training to properly process the cases. Another area of concern is
that appropriate level of staff is not posted in pension sections with the result
that the work gets relegated to a secondary position and it does not receive due
attention.

(iii)

Lack of Adequate Supervisory Checks
Things do not move in proper direction since there is no ownership at the top
level as a result of which progress of work of pension section is not reviewed on
regular basis by the Senior Management. Since structured supervision is not in
place, various issues do not get resolved under an institutionalized arrangement.

Recommendations:
i)

Implementation of all laid down rules and procedures have to be ensured
through an effective enforcement mechanism.
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(5)

ii)

The level of supervisory checks needs to be upgraded.

iii)

Structured monitoring system should be put in place so that various issues get
resolved under an institutionalized arrangement.

iv)

Secretaries/Heads of Accounts Offices to hold monthly meetings to review
progress and take remedial measures.

v)

Heads of Accounts Offices to hold similar meetings.

vi)

Secretaries and Heads of Accounts Offices to hold joint meetings and
communicate regularly for taking joint action as per situation.

vii)

Placing properly trained dedicated human resource in pension branch of the
Divisions/Departments.

viii)

Providing No Objection Certificate (NOC), No Demand Certificate (NDC)
should be the responsibility of Administrative Department. Similarly pension
should not be held up on account of disciplinary proceedings/audit paras.

ix)

Pension should not be held up for want of NOC/NDC: anticipatory pension
may be allowed as provided under the rules.

x)

National Bank of Pakistan (NBP) and disbursing Banks to ensure prompt
payment as per authorization and reconcile payments with authorizing office.
Pensioner should have the right to select branch for disbursement of pension to
him.

xi)

Special Counters in Banks during the pension payment days should be opened on
a regular basis.

xii)

Transition to Direct Credit System (DCS) to be made as per Government timelines.

State Life Insurance Corporation (SLIC)

SLIC is government owned Life Insurance Company. The table below shows the nature
of complaints received in the Wafaqi Mohtasib Secretariat during the period 2013- 2015.
Nature of Complaints against SLIC

Received

Admitted

Received

Admitted

2015

Admitted

2014

Received

2013

Delay/non-payment of death claims

141

137

195

193

289

274

Non-payment of Insurance claims

84

84

72

69

133

123

Administrative irregularities

13

1

9

7

16

13

Others

118

113

168

133

283

261

Total

356

335

444

402

721

671

Nature of Complaints

Largest number of the complaints pertains to delay/non-payment of death claims,
followed by non-payment of insurance claims.
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In view of the growing complaints regarding settlement of insurance claims, the
Honourable Wafaqi Mohtasib under Article 18 of the President Order No. 1 of 1983 constituted
a Committee to identify maladministration, and causes of delay in cases related to death claims,
revival of polices, payment of surrendered values and to trace out deficiency in the system and to
recommend remedial measures. The Committee during its investigation noted that delay in
settlement of claims was a routine phenomenon and time running into years. The reasons for
delay are attributed to investigations, submission of claims, making nominations and submission
of succession certificates. It was also observed that attitude of the Agency towards processing of
claims was generally not sympathetic. The quality of investigation was generally found to be very
poor and there was no laid out qualification or selection criteria for claim investigation.
The Committee, after detailed study, has made following recommendations to improve
efficiency and public dealings of the Agency:-

 The settlement of death claims should be prompt and within the time frame as
required in the Insurance Ordinance.

 All forms, particularly death claim forms, should be simplified.
 There should be separate forms for claims for natural and unnatural deaths and the
claims to be processed by separate teams.

 The quality of investigation should be improved and claim examiners should be
trained to conduct the inquiry in more specific and concise way. Hearsay evidences
and concrete evidences should clearly be separated.

 For any repudiation, there must be concrete evidence.
 It is a usual finding that repudiation is based on the history of Diabetes and
Hypertension without considering the relation of cause of death to these ailments.
These ailments are not considered as a disease in general and it is very difficult to
ascertain after death that the concealment of this fact was willful, ignorance, or
non-detection.

 There must be at least some basic medical tests to rule out common ailments like
Diabetes and Hypertension which are the basis of repudiation by the Agency.

 The issue of succession and guardianship certificate is worth considering but it is
beyond the Agency boundaries as it involves the claimant and the court of laws.

 The premium collection system must be on line and any payment received either cash
or cheque should immediately be credited to the account of policy holder.

 The dishonored cheque should immediately be informed to the concerned policy
holder.

 The processing of the surrender application must be prompt and procedural delays
must be minimized.

 There must be a vigilant monitoring of all the medical service providers and they
should be paid appropriate charges. There must be a committee of senior officials
and in-house doctors for their appointment or termination.

 The delivery of policy documents should be within the institutional statutory time
frame.
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 The policy stamp duty should be same for whole country as the Agency is a federally
administered corporation and the disparity in rates should be taken up with the
respective Board of Revenue of each province.

 Processing of maturity claims must be very prompt and procedural delays should be
eliminated. The policy holder should not be penalized for loss of policy record in the
office as it is the sole responsibility of the Agency to keep the same in safe custody
for the whole term.

 The minimum qualification for agent must not be less than Bachelor‟s Degree and
training courses for them should be structured as per latest curriculum and emphasis
should be made to adopt ethical practices while securing business.

 The agents should be made equally responsible for any fraudulent claims.
 The Corporation must go for advanced computerization and technology as most of
the delays are due to manual processing which is time consuming. It should put its
system on-line so that policy holder may know his policy status.

 The Corporation web site must be equipped with all necessary information such as
having facility of sending applications for loan, surrender, death and maturity claims.

 The Chairman and the Executive Directors are appointed by the Government of
Pakistan. It is, therefore, recommended that such appointments must be made as per
SECP criterion and professional standards.

(6)

Pakistan Institute of Medical Sciences(PIMS) Islamabad

Pakistan Institute of Medical Sciences started functioning at its present location with
effect from October, 1985 with the objective and purpose to provide specialist services of
international standards to the public. It was also supposed to act as a focal point for World
Health Organization along with other national and international health care agencies for the
purposes of research, medical education and on the job training in various health related
disciplines including public health and pharmaceutical services.
Over the years the quality of infrastructure and service delivery standards of this
institution has deteriorated to such an extent that when Dr. Shahid Nawaz Malik, Head of the
Department of Cardiology of PIMS was shot and critically wounded in February, 2015, this
institute miserably failed to provide much needed urgent diagnostic support due to complete
breakdown of medico-surgical infrastructural support.
Taking cognizance of this poor state of affairs at such a prime institution which
constituted mal-administration in terms of Article 2(2) of the Establishment of the Office of
the Wafaqi Mohtasib (Ombudsman)‟s Order No. 1 of 1983, the Wafaqi Mohtasib under Article
9(1) of the above law on his own motion, took notice and constituted a Committee on 21st
February, 2015 to investigate into the state of affairs of neglect, inattention and maladministration on part of the PIMS administration. The terms of reference of the above
Committee were:i.

To conduct a thorough study of the quality of services, infrastructure and
security in the institution.

ii.

To make recommendation for smooth, effective and efficient functioning of the
institution in accordance with the objectives for which it was established.
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The committee, therefore, started its work in earnest during which it came across many
challenges, the most important of which was lack of proper information on the current status of
different departments, their capabilities, capacities and availability or lack of infrastructural
support. While going into the historical perspective of the institution, the Committee studied its
basic management and support structure. In order to carry out an objective analysis of the
situation, the committee consulted the current and past management of the institute and also
obtained perspective of the health experts, related national and international health institutions,
civil society, parliamentarians, PIMS‟ Associations and Unions and government agencies. On the
basis of these consultations and discussions and its own evaluation, the committee came out
with a package of reforms and viable recommendations to turn PIMS into an efficient and
effective health service delivery and research organization.
The main recommendations of this committee include:i.

Complete administrative and financial autonomy to PIMS and SZABMU under an
independent Board of Governors with the President of Pakistan as its Chairman.

ii.

An effective and efficient administrative and financial management structure under
an Administrator supported by a Chief Financial Officer.

iii.

Opening of a PLA account and financial planning to make this organization selfsufficient and financially independent.

iv.

A comprehensive and duly notified Rules and Regulations with clearly defined
delegation of powers, roles and responsibilities.

v.

Proper career planning of each cadre of health services‟ functionaries under an
organizational structure with equal opportunities for exposure, experience and
capacity building necessary for elevation within the respective cadres.

vi.

Strengthening and enhancement of infrastructure with addition of new medical
towers and replacement of existing equipment. Establishment of Dental Hospital
and College, Organ Transplant and Day Care Surgery Centres and improvements in
Nursing and Paramedical training and support. All non-core activities to be out
sourced to private sector.

vii.

Establishing four new general hospitals in four corners of Islamabad to serve as
satellite hospitals of PIMS to reduce the burden of indoor patients at PIMS.

viii. All public works to be carried out by the PIMS management under authorization
and supervision of its own BoG without involvement of Government agencies.
ix.

Introduction of an integrated IT based solutions for maintenance of staff, patient
and disease related records. This information will be helpful for the educational
institutions and public health organizations for data analysis, research and
development.

x.

An efficient monitoring and evaluation set up under an Independent Quality
Assurance Department.

xi.

A social welfare mechanism with the active involvement of NGOs and Civil
Society for the welfare of patients and staff.

xii.

Setting up of modern pharmacy services for ensuring availability of quality
medicines at concessional rates.

The subject report has now been sent to all the related agencies and it is expected that
with the implementation of the above recommendations and proposed reforms package, the
overall governance of SZABMU and PIMS and the quality of health care service delivery to the
patients would significantly improve.
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(7)

Delay in Issuance of Machine Readable Passports

During the first half of 2013 people have been facing great hardship in the issuance of
passports. There were extra-ordinary delays, and people with urgent need like patients going
abroad for treatment, students seeking admission in foreign universities, some wanting work
visas and many others with genuine needs, were going from pillar to post to get their passports.
Thousands had paid urgent fees but had been waiting for months without success.
The problem remained un-addressed by the government agencies and a crisis situation
emerged. This situation was exploited by persons with vested interests and passport offices in
the country. These elements provided passports to those who paid extra charges and thousands
of applicants were forced to provide illegal gratification. The “tout” mafia which had been
prevalent for many years took full advantage of this acute shortage, and started making millions
from the distressful common citizens, patients, students etc. As the situation worsened over
weeks and months, both the press and the electronic media highlighted the plight of people in
their programmes and features.
When government agencies failed to take any corrective measures to provide relief,
Honourable Wafaqi Mohtasib was compelled to take a Suo Moto notice of this situation and
constituted a Committee to look into the affairs of the Agency and suggest remedial measures.
The committee considered the following issues in light of the TORs:

The extent of maladministration, corruption and mismanagement.



Causes of delays in the awarding of contracts for passport material.



Overall deficiencies in the issuance of passport system.



Reform for streamlining the system and removal of deficiencies, corruption and
mismanagement in the department.

Recommendations
The committee prepared two volumes of cases of delay in the issuance of Machine
Readable Passports and made the following recommendations.
i.

There is clear evidence of corrupt practices involving elements at various levels. It
requires a thorough probe by NAB to establish criminality and prosecute the
culprits. This proposal is supported by the former as well as the present Secretary
Interior and DGs.

ii.

The Establishment of a Passport and Immigration Authority on the pattern of
NADRA, as supported by the Directorate and Interior Division, is a durable and
feasible solution.

iii.

Board of Directors of this Authority should include officer not belowBS-21,
belonging to Ministries of Interior, Foreign Affairs, Overseas Pakistanis and
Finance. It must be autonomous, financially and administratively and empowered
to take decisions and work on professional lines.

The committee was of the firm view that those applicants who had paid urgent fees, but
were not provided passports within the prescribed period deserve refund of the difference. The
Interior Division was directed to immediately work out a simple procedure of refund in
consultation with the Finance Division.
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(8)

Tragic Road Accident at Khairpur, Sindh

A tragic collision took place between a Karachi bound bus, originating from Bahrain in
Swat and a truck near Khairpur Sindh in the early hours of Tuesday 11th November 2014. The
accident resulted in loss of life of 57 passengers and injuries to 21 others.
The Honourable Wafaqi Mohtasib took notice of the incident and ordered suo moto
action under the relevant Act. An inquiry committee was constituted by the Honourable Wafaqi
Mohtasib on 11.11.2014 consisting of senior members of the Mohtasib Secretariat with following
terms of reference.
i. To fix responsibility for dereliction in duty, negligence and acts of omission or
commission of the concerned departments and their functionaries and
ii. To make recommendations to avert the possibility of recurrence of such incidents
in the future.
3.
The committee examined the incident from various angles, both national and global,
such as public transportation issues, existing road infrastructure, vehicle safety issues, public
transportation issue, regulation issues and hospital/emergency response situation. After having
examined the incident in detail the Committee made following recommendations to the authority
concerned to avert possibility of such accidents in future:


Media should raise public awareness on the importance of compliance with
legislation and application of individual protective measures for personal safety.



To establish an effective surveillance system for preventing road traffic injuries
through planning intervention strategies.



Speed laws should specify a maximum urban speed limit.



Road planners should adopt effective and safe traffic management measures in
planning transport and land-use developments.



Health agencies should ensure development of effective emergency medical services
and to provide health promotion road safety programmes.



Road Engineers and Highway authorities should improve the safety performance of
the road network by ensuring that planning, design, construction and maintenance
places a high priority on safety outcomes.



To help avoid fast deterioration of the road network, there is a need to enforce strict
implementation of Axle load Management Regime in consultation with all stake
holders.



There is a need to develop and upgrade the existing setup of R&D for road
infrastructure. This will help to address the issues relating to pavement design
failures resulting in huge cost to the national exchequer. This may be taken up by
NHA by involving Academia and all Provincial Road Department.



Issues relating to capacity building of Contractors and Consultants be addressed i.e.
laws and regulations governing these stakeholders need to be reviewed for which
PEC should play the lead role in consultation with all stakeholders.



Short, Medium and Long term Plans be developed for up gradation of road
infrastructure after due consultations and deliberations. Sanctity of such plans be
ensured.
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(A)

There is a need to establish a monitoring authority for motorways and highways
with the mandate to ensure that internationally accepted bare minimum quality
standards are implemented.

COMPOSITION OF COMMITTEES WHICH PREPARED THE
REPORTS/STUDIES
Central Directorate of National Savings

1.

Mr. Abdul Wajid Rana, Member, Federal Public Service
Commission, former Secretary, Ministry of Finance and
Economic Affairs

Chairman

2.

Mr. M. Ayub Khan Tarin, Senior Advisor, Wafaqi Mohtasib
Secretariat, former Additional Auditor General of Pakistan and
Additional Secretary Finance Division

Member

3.

Mr. Shahid Rashid, Chairman, Intellectual Properties
Organization, former Secretary Establishment Division

Member

4.

Mr. Ahmad Owais Pirzada, Member, Competition Appellate
Tribunal, former Additional Secretary Finance and Director
General, Central Directorate of National Savings

Member

5.

Mr. Waqar Ahmad, Joint Secretary, Finance/Director General,
Central Directorate of National Savings (CDNS)

Co-opted/Member

6.

Mr. S.M. Tahir, Senior Advisor, Wafaqi Mohtasib Secretariat,
former Secretary Wafaqi Mohtasib Secretariat, Islamabad

Member/Secretary

Prison Reforms
1.

Senator (R) Mr. S. M. Zafar, Advocate Supreme Court of
Pakistan, former Federal Minister for Law and Justice

Chairman

2.

Mr. Shakil Durrani, former Chairman WAPDA, Federal Secretary
& Chief Secretary Sindh, KPK & AJK

Member

3.

Mr. Zamurd Khan, Patron-in-Chief, Pakistan Sweet Homes and
former Managing Director of Bait-ul-Mal, Islamabad

Member

4.

Prof. Dr. Mukhtar Ahmed, Chairman Higher Education
Commission of Pakistan, Islamabad

Member

5.

Dr. S. M. Junaid Zaidi, Rector, COMSATS Institute of
Information Technology, Islamabad

Member

6.

Dr. Shahid Siddiqui, Vice Chancellor, Allama Iqbal Open
University, Islamabad

Member
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7.

Justice (R) Syed Pir Ali Shah, Provincial Ombudsman Sindh for
Protection Against Harassment of Women at Workplace, Karachi

Member

8.

Prof. Justice (R) Shahzado Sheikh, Honorary Advisor, WMS,
Islamabad,

Member

9.

Ms. Suraiya Anwar, President, SOS Children‟s Village Pakistan

Member

10.

Mr. Waqar Ayub, Provincial Ombudsman, KPK, Peshawar

Member

11.

Mr. Muhammad Wasay Tareen, Provincial Ombudsman,
Balochistan, Quetta

Member

12.

Inspector General (Prisons), Government of Punjab, Lahore

Member

13.

Inspector General (Prisons), Government of Sindh, Karachi

Member

14.

Inspector General (Prisons), Government of KPK, Peshawar

Member

15.

Inspector General (Prisons), Government of Balochistan, Quetta

Member

16.

Mrs. Shaheena Waqar, Head of Women Aid Trust, Islamabad

Member

17.

Mr. Abdul Sattar Khokhar, Senior Joint Secretary, M/o Interior,
Islamabad

Member

18.

Mr. Shafiq ur Rahman Paracha, former Commissioner, Karachi

Member

19.

Hafiz Ahsan Ahmad Khokhar, Senior Advisor (Law) and
Grievance Commissioner (Overseas Pakistanis) WMS, Islamabad

Member

20.

Mrs. Farah Ayub Tarin, Senior Advisor, WMS, Islamabad

Member

21.

Ms. Nasreen Farooq Ayub, Provincial Child Commissioner,
Punjab

Member

22.

Hafiz Tahir Khalil, Bureau Chief, Daily Jang, Islamabad

Member

23.

Mr. Javid Akhtar, Associated Press of Pakistan, Islamabad

Member

24.

Mr. Khalid Abbas, Superintendent Jail, Haripur

Member

25.

Ms. Zariyab Musarrat, Deputy Director, Wafaqi Mohtasib
Secretariat, Islamabad

26.

Ms. Rafia Bano, Deputy Director, Wafaqi Mohtasib Secretariat,
Islamabad

Member

27.

Mr. S. M. Tahir, Senior Advisor, WMS, Islamabad and former
Secretary

Member/Secretary

54

Co-opted Secretary

Annual Report of the Federal Ombudsman 2015

Pension Issues
1.

Mr. Tanwir Ali Agha, former Auditor General of Pakistan and
Secretary, Ministry of Finance

Chairman

2.

Mr. Ahmad Jawad, former Federal Secretary and Secretary
Privatization Commission of Pakistan

Member

3.

Raja Raza Arshad, Sr. Advisor, WMS & former Federal Secretary

Member

4.

Syed Bilal Ahmed, former Federal Secretary and Member Federal
Service Tribunal (FST)

Member

5.

Mr. Shahid Rashid, former Secretary, Establishment Division and
presently Chairman, Intellectual Property Organization (IPO)

Member

6.

Mr. Izhar-ul-Haq, former Military Accountant General and
Former Addl. Auditor General of Pakistan

Member

7.

Mr. Asif Usman, former Controller General of Accounts

Member

8.

Mr. M. Ayub Khan Tarin, Sr. Advisor WMS, former Addl.
Auditor General of Pakistan and Addl. Finance Secretary

Member/Secretary

State Life Insurance Corporation
1.

Ms. Talat Altaf Khan, Additional Secretary, WMS, Lahore

Member

2.

Mr. Riaz Ahmad, Director General, WMS, Lahore

Member

Pakistan Institute of Medical Sciences (PIMS)
1.

Mr. Anwar Mahmood, former Secretary M/o Information and
Broadcasting, M/o Health and Honorary Senior Advisor, Wafaqi
Mohtasib Secretariat, Islamabad.

Chairman

2.

Mr. Imtiaz Inayat Elahi, Senior Advisor, Wafaqi Mohtasib
Secretariat, Islamabad.

Member

3.

Prof. Dr. Farhat Abbas, T.I., Dean, The Agha Khan University
Hospital, Karachi.

Member

4.

Maj. Gen (R) Azhar Mahmood Kayani, H.I., Chief Executive
Rawalpindi Institute of Cardiology, Rawalpindi.

Member

5.

Prof. Dr. Fazal-E-Hadi, former Executive Director, PIMS

Member

6.

Syed Yasin Ahmad, former Additional Secretary, Cabinet
Division, Islamabad.

Secretary
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Immigration & Passport
1.

Justice (R) Muhammad Raza Khan, former Chief Justice of
Peshawar High Court

Chairman

2.

Mr. Ejaz Ahmad Qureshi, Sr. Advisor, WMS, Islamabad and
former Chief Secretary, KPK and Sindh

Member

3.

Dr. Wasim Kausar, Advisor, WMS and former I.G. Motorways
and Highway Police

Member

4.

Mr. Shah Mehboob Alam, Advisor, WMS Islamabad and former
Joint D.G. Intelligence Bureau

Member/ Secretary

Improving Road Safety
1.

Mr. Imtiaz Inayat Elahi, Senior Advisor, WMS, Islamabad and
former Secretary, Ministry of National Health Services,
Regulations and Coordination and former Chairman CDA

Chairman

2.

Maj. Gen. (R) Haroon Sikandar Pasha, Adviser, WMS, Islamabad
and former D.G. (NAB) Sindh

Member

3.

Mr. M.A. Soomro, DG (Incharge), WMS, R.O. Sukkur

Member

(B)

More Committees Constituted By Wafaqi Mohtasib for Improving
Public Sector Performance

The Honourable Wafaqi Mohtasib Mr. M. Salman Faruqui in response to increasing
public complaints against several important public sector institutions, had constituted
committees consisting of eminent personalities for conducting close examination of those
institutions for identifying systemic deficiencies and making recommendations for improving
their performance.
The initiative of the Hon‟ble Wafaqi Mohtasib was greatly appreciated by public at large
as implementation of recommendations by respective institutions such as NADRA, Immigration
and Passports, Overseas Pakistanis Foundation, Prisons, Railways and State Life etc resulted in
tremendous relief to the public in general.
Encouraged by results and public response, the Honourable Wafaqi Mohtasib has
recently set up more such committees with similar task i.e. to study agency related issues and
suggest measures for improving their public response and efficiency. The recently constituted
committees are as under:-

i.
The Committee on Availability of Life Saving Drugs, Quality of Drugs
and its Affordability.
The 14 members committee is headed by Prof Emeritus Lt Gen (Retd) Mahmood
Ahmad Akhtar, Former Surgeon General Pakistan Army. On this broad based committee all
stake holders are represented both from public and private sectors. The committee will examine
frequent shortage of essential drugs their escalating prices and quality of drugs in supply.
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Following are the other members of the committee:a.
b.
c.
d.
e.
f.
g.
h.
i.
j.
k.
l.
m.

ii.

Prof. Dr. Shabbir Ahmad Lehri, President, Pakistan Medical and Dental Council.
Prof. Khawaja Sadiq Hussain, former Principal King Edward Medical College
Lahore and President of College of Physician and Surgeons of Pakistan.
Maj. Gen (Retd) Zaheer ud Din, former Director General (Medicine) Pakistan
Army and Principal Army Medical College.
Mr. Imtiaz Inayat Elahi, former Federal Secretary, Ministry of National Health
Services, Regulations and Coordination, Islamabad.
Dr. Imam ul Haq, former Drug Controller and Chairman Quality Control
Authority and Dean and Director, Riphah Institute of Pharmaceutical Sciences.
Dr. Muhammad Aslam, CEO Drug Regulatory Authority of Pakistan.
Brig. (Retd) Dr. A. A. Najmi, Prof. Fauji University Medical College, Rawalpindi.
Mr. Yasin Malik, CEO Hilton Pharma Pvt Ltd. Karachi.
Mr. Khalid Mehmood, Chairman Getz Pharma.
Mr. Muhammad Zaka, Managing Director, Schazoo Laboratories Ltd.
Mr. Salman Burney, former Chairman Glaxos, Laboratories.
Mr. Asif Aziz Akhai, Senior Vice Chairman, Chemist and Druggist Association of
Pakistan.
Mr. Jaweed Akhter, Senior Advisor WMS and former Federal Secretary and
Member Federal Service Tribunal.

Committee to Review the Performance of NADRA

The 13 member committee is headed by Lt. Gen (Retd) Asif Yasin Malik, Former
Secretary Defence will identify reasons for the deteriorating standards of the Agency‟s
performance. Following are the other members of the committee:a.

Mr. Ishtiaq Ahmed Khan, former Secretary, Election Commission of Pakistan.

b.

Mr. Hamid Ali Khan, former Federal Secretary/Coordinator NACTA.

c.

Mr. Tauqir Ahmad Faiq, former Federal Secretary.

d.

Ms Neelum S. Ali, former Secretary, Overseas Pakistanis, Islamabad.

e.

Hafiz Ahsan Ahmed Khokhar, Grievance Commissioner, Overseas
Pakistanis/Senior Advisor (Law), Head Office, Wafaqi Mohtasib Secretariat,
Islamabad.

f.

Maj. Gen. Zahid Ihsan (Retd), Founder Chairman, NADRA.

g.

Mr. Yasir Ishaq Ansari, former D.G. Networking, NADRA, currently SVP
National Bank of Pakistan.

h.

Mr. Shah Mahboob Alam, Advisor WMS and former Joint Director General,
Intelligence Bureau and Managing Director/CEO, OGDCL.

i.

Maj. Gen. Haroon Sikandar Pasha (Retd), Advisor, Head Office, Wafaqi
Mohtasib Secretariat, Islamabad and former D.G. NAB Sindh.

j.

Mrs. Yasmeen Saud, former Senior Member FBR.

k.

Mr. Shuja Abbas, former Director NADRA.

l.

Syed Yasin Ahmed, former Additional Secretary, Cabinet Division.
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iii.

Committee on Measures to Facilitate Overseas Pakistanis

The 11 member committee headed by Ambassador (Retd) Khalid Mehmood, Chairman
Institute of Strategic Studies Islamabad and Former Ambassador to Saudi Arabia/China & UN,
will study and examine issues relating to overseas Pakistanis and make recommendations for
redressing their grievances and improving Pakistan‟s image abroad. Following are the other
members of the committee:a.
b.
c.
d.
e.
f.
g.
h.
i.
j.

iv.

Dr. Z.U. Khan OBE, Prominent Pakistani Resident in UK/Islamabad.
Mr. Ahmed Bilal Mehboob, President Pakistan Institute of Legislative
Development & Transparency (PILDAT).
Lt. General (Retd) Tahir Mahmood Qazi, Former Ambassador.
Mr. Rafat Mehdi former Ambassador to Canada/Spain.
Special Secretary, Ministry of Foreign Affairs, Islamabad.
Mr. Habibur Rehman, Managing Director Overseas Pakistanis Foundation
(OPF).
Mr. Abdul Hameed, former Federal Secretary and Chairman Academy of Letters.
Hafiz Ahsan Ahmad Khokhar, Grievance Commissioner for Overseas
Pakistanis/Senior Advisor, Wafaqi Mohtasib Secretariat, Islamabad.
Mr. Tarique Imam, former Director General Radio Pakistan & Managing
Director, ATV Shalimar.
Ambassador ® Shafkat Saeed, former Ambassador to Iran, European Union and
Member/Secretary.

Committee to Examine Government Procurement System

The 12 member committee headed by Mr. Shams ul Mulk, former Chief Minister, KPK
and former Chairman WAPDA will examine the issues relating to government procurement
policy. Following are the other members of the committee:a.
b.
c.
d.
e.
f.
g.
h.
i.
j.
k.

Mr. Salman Bashir, former Secretary, Ministry of Foreign Affairs.
Mian Muhammad Javed, former Chairman PTCL, PEMRA & NEPRA.
Mr. Iftikhar Rashid, former Secretary Communications and Inspector General.
Mr. Zafarullah Khan, former Secretary, Water and Power.
Maj. Gen. (Retd) Hidayatullah Khan Niazi, former Chairman, NHA.
Maj. Gen. (Retd) Farrukh Javed, former Chairman, NHA.
Mr. Ashfaq Mehmood, former Secretary, Water and Power.
Mr. Najeeb Ullah Malik, former Secretary, I.T. and Former Chief Secretary
Punjab.
Mr. Ijaz Chaudry, former Secretary, Ministry of Petroleum and Natural Resources
and Former Chief Secretary Sindh.
Mrs. Farah Ayub Tarin, former Controller General Accounts.
Ms Nazrat Bashir, former Managing Director, PPRA – Member/Secretary of the
Committee.
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v.

The Committee to Review Role and Mandate of Regulatory Bodies.

The 10 member committee headed by Mr. Abdullah Yousaf, Former Secretary General
to the Government of Pakistan, Chairman Federal Board of Revenue and Secretary, Ministry of
Petroleum and Natural Resources to examine all aspects of the Regulatory matter.
Following are the other members of the committee:a.
b.
c.
d.
e.
f.
g.
h.
i.

vi.

Mr. Farrukh Qayyum, former Federal Secretary, Ministry of Petroleum & Natural
Resources.
Mr. Iftikhar Rashid, former Secretary, Ministry of Communication and Chairman
PEMRA.
Mr. Mushtaq Malik, former Chairman, PEMRA.
Mian M. Javed, former Chairman, PTCL and Chairman PEMRA and NEPRA.
Mr. Ashfaq Ahmed, former Federal Secretary, Ministry of Water and Power.
Mr. Munir Ahmed, former Chairman OGRA.
Mr. Saeed Ahmed, Chairman OGRA.
Mr. Shamim Ahmed, former Chairman, Federal Board of Revenue.
Mr. M. Zafarullah Khan, former Federal Secretary, Ministry of Water and Power.

The Committee to Review in-Service Training Needs of Federal
Government Servants

The 10 member committee headed by Dr A Hafeez Pasha, former Federal Minister for
Finance and Economic Affairs, Deputy Chairman, Planning Commission and Assistant Secretary
General United Nations will examine the existing training arrangements, their relevance in the
field and make recommendations for improving public servants performance. Following are the
other members of the committee:a.
b.
c.
d.
e.
f.
g.
h.
i.

Dr. Masuma Hasan, former Ambassador of Pakistan to Austria and Cabinet
Secretary.
Mr. Abdullah, former Chief Secretary, KPK.
Lt. Gen (Retd) Sabahat Hussain, former Chairman, Punjab Public Service
Commission.
Mr. Ejaz Ahmed Qureshi, former Chief Secretary KPK & Sindh and Federal
Secretary.
Mr. Taimur Azmat Osman, former Secretary Establishment Division and
Information & Broadcasting.
Mr. Muhammad Ayub Khan Tarin, former Additional Auditor General of
Pakistan.
Maj. Gen. Sikandar Shami, former Director General National Institute of Public
Administration, Lahore.
Maj. Gen. (Retd) Akbar Saeed Awan, former Director General, National Institute
of Public Administration Peshawar.
Mr. Naimatullah Abid, former Director General, National Institute of
Management, Peshawar.
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vii.

Committee to address Problems Faced by Retired Government
Servants

The eleven Member Committee Headed by Mr. Saeed Mehdi, former Principal Secretary
to Prime Minister of Pakistan and currently Chairman Board of Directors of SNGPL will look
into the problems faced by retired government servants.
Following are the members of the Committee:a.

Syed Anwer Mehmood, former Secretary, Information and Broadcasting and
Health Division.

b.

Mr. Raja Hassan Abbas, Secretary Cabinet Division.

c.

Mr. Abdul Wajid Rana, former Secretary Finance Division.

d.

Mr. Babar Yaqoob Fateh Muhammad, former Secretary Cabinet Division and
currently Secretary, Election Commission of Pakistan.

e.

Ms. Nargis Sethi, former Principal Secretary to Prime Minister of Pakistan,
former Secretary, Cabinet Division and currently Member Federal Public Service
Commission of Pakistan.

f.

Mr. Farrukh Qayyum, former Secretary Finance Division and former Secretary
Ministry of Petroleum and Natural Resources.

g.

Maj. Gen. Muhammad Tahir (Retd), former D.G. Welfare GHQ, Rawalpindi.

h.

Maj. Gen. Haroon Sikandar Pasha (Retd), Advisor, WMS, Islamabad

i.

Mr. S. M. Tahir, Senior Advisor, WMS, Islamabad

j.

Mr. Taimur Azmat Osman, Senior Advisor, WMS, Islamabad

viii. Committee to Address Maladministration and Malpractices in
Ministry of Housing
The Seven Member Committee Headed by Mr. G. M. Sikandar, former Secretary,
Ministry of Housing and Works has been constituted to address maladministration and
malpractices in the Ministry of Housing in providing accommodation/plots to the Government
Servants.
Following are the members of the Committee:a.
b.
c.
d.
e.
f.

Mr. Najeebullah Malik, former Chief Secretary Punjab and Secretary, Ministry of
Information Technology.
Raja Muhammad Abbas, former Chief Secretary Sindh and Secretary, Ministry of
Housing and Works.
Capt. (R) Agha Nadeem, former Secretary, Ministry of Information and
Broadcasting.
Mr. Seerat Asghar, former Secretary, National Food Security and Research
Division and Ministry of Housing and Works.
Mr. Abdul Khaliq, former Secretary, Finance and Federal Tax Ombudsman.
Mr. S. M. Tahir, Senior Advisor and former Special Secretary, Wafaqi Mohtasib
Secretariat, Islamabad
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Chapter 4
Analysis of Complaints against some Major
Federal Agencies
(1)

DISCOS/Power Sector

Electricity disbursement and their billing sector were one of the sectors which attracted
large number of complaints during the year under review. Within this sector, 27,893 complaints
were admitted during 2015 against ten electricity Distribution Companies (DISCOs), with three
companies accounting for 65% of complaints as tabulated below:Name of Company

Complaints

10 DISCOs

27,893

LESCO

8,613

K– Electric

5,949

PESCO

3,629

Percentage

18,191
(65%)

Nature of complaints against DISCOs and their brief description is as follows:-

Excessive Billing/Wrong Imposition of Penalty
Most of complaints admitted during the year under review (25,062 out of a total of
27,893) were on account of excessive billing due to wrong imposition of penalty.
The solution being that periodic inspection of the premises be carried out to determine actual
connected load, charges and demand note for additional/extended load be recovered/issued,
even if there is no occasion of issue of detection bill. This will obviate the complaint of
consumers about „excessive‟ detection bill, wherever occasion for this, arises.
Delay in Replacement of Defective Meters
Agency does not replace defective meters in time, despite the consumer‟s repeated
requests and issues bills on estimated basis. Estimated bills are calculated on the basis of
monthly average of eleven (11) preceding months or consumption pertaining to same
months of last year whichever is higher (as per SOP). Complainants generally find this
formula/working to be disadvantageous to them
By way of remedy, immediate replacement of defective meter, preferably within a month
is recommended, so that chances/occasion of bills on estimated basis, are obviated.
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Non-Recording of Meter Readings in Time
(a)

This results in accumulation of consumed units (KWH), placing the consumer in
next (higher) slab with higher tariff (per unit rate), leading to excessive bill. This is
later offset by giving consumer slab benefit of the corresponding period. Agency
states that many times, it occurs because of non-recording of readings by meter
readers in time. On some occasions, it occurs due to locality/area being remote
or not easily accessible. Limited strength of meter readers (deficit between
sanctioned and actual strength) is another reason.
This calls for a timely recording of meter readings. Appropriate action need to be
taken against the delinquent staff. Steps also need to be taken to fill the shortage
of staff.

(b)

Some complaints were on account of Agency‟s overhead high voltage lines
passing very close to the top of the complainant‟s house. In such cases, the usual
point of litigation between Agency and complainant was whether the
towers/poles and overhead wires were installed before the construction of the
house or in case, the house was already there, whether the owner/complainant
had raised a new storey while the wires were already passing overhead. Cost of
shifting of poles and wires, is another point of contention. According to Agency,
the cost is to be borne by the complainant, whereas the complainant contends
that it is the responsibility of the Agency.

(c)

Some complaints were based on the fact that the complainant deposited demand
notice money for erection of electric poles, wires or transformer. The Agency
undertook the work, bringing material and labour to the site. But due to
resistance by the people of the locality, the work was held up.

Many a time, the case became sub-judice with one of the parties (complainant or his
opponents) going to the court.
Electricity being the most basic and essential human need, there is growing demand
not only for new connections and rural electrification, but for efficient and effective service
delivery by the concerned functionaries. While rural electrification falls within the policy
parameters of the government of the day, the Agency needs to pay attention to impart
appropriate training for its functionaries at various levels and to improve supervision to enable
them to perform their functions more efficiently and effectively.
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Sui Northern Gas Pipelines Ltd. (SNGPL)and
Sui Southern Gas Corporation Ltd. (SSGPL)
The Wafaqi Mohtasib Secretariat received 5,170 complaints against SNGPL & SSGCL
during the year 2015. The Table appended below reflects the nature of complaints.
Nature of Complaints
Particulars

2011

Delay
in
connections

2014

2015

Percentage of 2015
complaints

providing 1,832 1,724 1,854 1,974

1,727

33.41 %

1,663 1,544 1,640 1,343

1,746

33.77 %

106

2.05 %

1,591

30.77 %

Unjust billing
Disconnection/Restoration
Others

2012

68

52

1,241

979

2013

131

118

1,285 1,819

(Of the 5,170 complaints lodged in the year 2015, broadly 33.41% were regarding delays in
provision of gas connection, while 33.77% related to unjust billing)
An in-depth analysis of complaints received has been carried out through our Complaints
Management Information System (CMIS) which reveals the following reliefs given to the
complainants through findings issued under various sub Regulations of Wafaqi Mohtasib
(Investigation and Disposal of Complaints) Regulations, 2013.
Resolution of disputes and conflicts with SNGPL & SSGCL
Particulars

Delay in
Providing
connection

Unjust
billing

Dema
nd
note

Othe
rs

Gran
d
Total

Percenta
ge

554

Disconnec
tion/
Restoratio
n
31

Relief
provided/Agency
accepted to provide
relief/mutually
settled
Relief Findings
Revised Findings
Disposed by earlier
findings
Sub Total:
Rejected Findings
Complainant failed to
furnish documents/
subjudice/not
aggrieved
Complaint out of
jurisdiction
Agency not at fault
Rejected in Limini

638

140

439

1802

34.84 %

141
35
18

351
277
18

17
14
2

19
1
1

122
53
24

650
380
63

12.58 %
7.35 %
1.21 %

832
49
148

1200
116
207

64
4
14

161
2
29

638
19
169

2895
190
567

55.98 %
3.68 %
10.98 %

151

36

2

28

46

263

5.08 %

301
246

103
84

15
7

83
70

120
226

622
633

12.04 %
12.24 %

The SNGPL and SSGCL are public service departments and the Wafaqi Mohtasib has
extended its maximum support to ensure Speedy Complaints Resolution of disputes and
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conflicts pertaining to Gas Company affairs. The above Table would indicate that 58.98% of the
complaints filed were resolved/settled within 15-60 days from the date of filing the complaint. It
was only 3.68% of complaints which were rejected being not in conformity with the provisions
of P.O.1 of 1983 and sub Regulations of Wafaqi Mohtasib (Investigation and Disposal of
Complaints) Regulations, 2013. It was only in 12.04% of complaints, where, the Agency was not
found at fault.
The findings have not only promptly addressed the grievance of the complainant but
were also beneficial to SNGPL and SSGCL, due to the fast track resolution of the matters. The
complaint resolution procedure at the forum of Wafaqi Mohtasib has proved to be very effective
and beneficial to the complainants and Agency in comparison to other legal forums available as
apart from lengthy litigation has helped the company to recover its judicious outstanding
revenues and at the same time have provided due relief to the consumer‟s complaints.
The SNGPL and SSGCL, due to prompt disposal of complaints have recovered a
considerably large amount pending against the disputed cases. On the other hand consumers
suffering over a long period of time due to pending cases at legal forums have been helped to
find the speedy and timely justice. This has saved the energy and finances of both companies and
many consumers which were being exhausted unnecessarily on the litigation and indefinite
timelines at other legal forums which are already occupied with a considerably large number of
other important litigation cases. The utility companies have also improved their responses and
procedures in the light of recommendations of Wafaqi Mohtasib.
The Wafaqi Mohtasibs has stipulated definite time frame. Initially the complaints were
disposed of within 60 days which were reduced to 45 days. Recently the Speedy Complaints
Resolution Mechanism (SCR) has been introduced which decides the complaints within 15 days.
Carrying the theme of speedy justice, Senior Advisors/Advisors are regularly hearing the
complaints at district/sub district levels to address the grievances of people at their door steps.
The Wafaqi Mohtasib has played a vital role in the Speedy Complaints Resolution
Mechanism. It was through interpretation of the Agency‟s rules coupled with the Wafaqi
Mohtasib (Investigation and Disposal of Complaints) Regulations, 2013 that the complainant
and the Agency were satisfied with the findings and only 7.35 % (Agency or Complainants) filed
review petitions which were also decided within 45 days and only less than 1% preferred appeal
to the President of Islamic Republic of Pakistan against the findings.

National Database & Registration Authority (NADRA)
Since 1999, NADRA is charged to register every birth and issue Identity documents to
every adult. NADRA maintains the database on every registered citizen. While the technological
development enhanced the efficiency and security of the system, it increased the hardships of the
uneducated, poor citizens who applied for renewal of their first issued computerized cards. The
increased number of complaints 4853 in 2015, as against 3195 last year is mainly attributed to
this mass contact of affected citizen with NADRA Registration Centres. The increase in
complaints can also be attributed to:

Greater public awareness amongst the masses about the institution of Federal
Ombudsman and the spread of the word about rapid and just relief being provided to the
poor and needy.



Improved and fair system adopted during investigation to determine and segregate the
deserving cases for grant of relief in DUPLICATE Mark Category. Remission of
fees/fine to Rs 1000/- (against Rs 10000/-) in consultation with NADRA representative
and after examination of record, is a major relief for the poor.
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2.
The complaints generally pertained to delays in processing/issuance of identity
documents (mainly CNIC), levying of heavy fees/ fines (Rs 10000) for processing cases
involving duplicate cards or wrong data entries, blockages of cards in Fraud, suspect or Alien
categories and certain administrative irregularities.
3.
The issue of double cards, either due to the fault of individual or lack of guidance to
uneducated men and women at the time of application continues to be the leading cause of the
complaints, as these cards are blocked by NADRA and the affected suffer without their identity
document. During investigations, NADRA has been very cooperative to accept the failure in
their database delivery system or lack of guidance in the Registration Centre. A genuine need is,
however, felt to improve the standard of facilitation to fill the details/data specially in remote
areas where the cases of uneducated, old men and women are handled in large number. Handling
of cases by experienced and better staff would reduce cases of duplication, incorrect entries right
at the outset.
5.
The trend of complaints from some Pakistani expatriates about lack of facilities,
inexperienced staff, delays in attending/processing their cases and the problem of ONLINE
System, need to be addressed by NADRA on priority.

Allama Iqbal Open University (AIOU)
Nature of Complaints Against AIOU
Nature of
complaints

Received

Admitted

Received

Admitted

Received

Admitted

2015

Admitted

2014

Received

2013

Admitted

2012

Received

2011

Non-issuance of
Degrees/
Certificates/ Results

808

783

770

756

851

825

644

636

597

584

Failure to give
admission

72

71

111

107

116

113

141

137

141

137

Administrative
irregularities

2

2

2

2

-

-

3

3

3

3

183

170

531

504

426

373

612

553

586

543

1065

1026

1414

1369

1393

1311

1400

1329

1327

1267

Others
Total:

The Allama Iqbal Open University was established in May 1974, under an Act of the
Parliament of Pakistan, with the vision to provide education and training to people, who could
not leave their homes and jobs for full time studies, through correspondence courses, tutorials,
seminars, workshops, laboratories, television and radio broadcasts and other mass
communication media.
The complaints in respect of Allama Iqbal Open University (AIOU), which provides
education to hundreds of thousands of students, were on the higher side in the last 3 years
compared to 2011. It was observed that most of the complaints, about 46%, were on account of
delays in issuance of degrees, certificates and results. This obviously requires the attention of the
University, so that delays on this account can be reduced to the minimum. However, as a result
of Wafaqi Mohtasib‟s advice, the general governance of AIOU has improved. This is
substantiated by the reduction of complaints in 2015. Credit also goes to the current Vice
Chancellor.
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The Wafaqi Mohtasib‟s Secretariat received 1327 complaints regarding Allama Iqbal
Open University in 2015, of which 1267 were admitted.
In the process of inquiries into the complaints against AIOU, it was noticed that a large
percentage of complaints pertained to non-inclusion of Assignment marks, which students are
required to write. On the intervention of the Wafaqi Mohtasib, in most cases, the marks have
been included after investigation by AIOU and the students were provided revised results. The
University was accordingly advised, during the hearing proceedings, to improve the system, so
that such complaints are minimized.
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Chapter 5
Addressing Issues relating to Children Rights
Rationale and Background
Children constitute 50% of the whole population in Pakistan which counts about a total
of 90 million but as almost 40% live below poverty line and all cannot vote, so their issues are
neglected and easily sidelined. Taking cognizance of the deficiency, Wafaqi Mohtasib Secretariat
(WMS) and United Nations Children‟s Fund (UNICEF) in April 2009, took major initiative
under Responsive, Enabling, and Accountable Systems for Children‟s Rights (REACH) project
and set up a Children‟s Complaint Office (CCO) within the WMS in order to address children‟s
rights issue and to achieve compliance of the UNCRC in Pakistan.

Office of the National Commissioner for Children
Having fulfilled its initial objectives and after endorsement of the recommendations of
the consultancy report on the “Way Forward of CCOs and a Child Ombuds-System in Pakistan”
(conducted by Mr. Hiermann, the former Child Ombudsman of Norway for 8 years), the CCO
was upgraded to the Office of the National Commissioner for Children. The consultancy
recommendations were endorsed by the Federal and Provincial Mohtasibs in a meeting held at
the WMS on the 7th of May 2013 and immediately thereafter, on 8th of May 2013, Mr. Ejaz A.
Qureshi; former Chief Secretary Sindh and Khyber Pakhtunkhwa and the Head of Federal CCO
was appointed as the National Commissioner for Children by the Federal Mohtasib. The
National Commissioner‟s office is now functioning with a broadened mandate.
National Commissioner‟s Office is the first of its kind not only in Pakistan but in South
Asia. Besides, there are no public forums to provide an opportunity to the children to raise the
voice in matters relating to them. Since its inception, it has undertaken many activities to raise
the profile of child rights among the government agencies, civil society, media and general public
apart from its main function, which is to serve as a dedicated forum for receiving and resolving
complaints from and about children, against maladministration by any federal agency.

Mandate
The Office was given the mandate to:

Monitor compliance of Federal Agencies and stakeholders with the National Plan of
Action (NPA) for children and assist Pakistan in implementing the UNCRC.



To evaluate and promote the implementation of policies in the field of the protection
of the rights of children in the country.



To develop and implement a programme for the protection of the rights of the child
in its administrative territory.



Create a “Public Child Redress Mechanism”.
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Undertake training and capacity building of Provincial Governments, Civil Society
Organizations (CSOs) and Media to build team work, synergy as well as elicit
suggestions to attain objective of child rights and welfare.



Coordinate with provinces for joint initiatives and share best practices with stake
holders.



Sensitize Civil Servants about Child Rights.



Conduct research on the status and way forward of child rights in Pakistan.



Serve as a dedicated mechanism for receiving and resolving complaints from and
about children, against maladministration by any federal agency, including taking
initiative on suo moto cases.



Expand these activities and mechanisms to provinces and the Regional Offices of
Wafaqi Mohtasib secretariat (WMS).



Above all, to serve as a precursor to a full-fledged Ombudsperson for Children in
Pakistan.

PROGRESS/ACTIVITIES
Appointment of Provincial Commissioners
As per the recommendations of the Consultancy Report prepared by Mr. Hiermann, the
former Child Ombudsman of Norway and persuasion of the National Commissioner for
Children, the Provincial and AJK Ombudsman Offices appointed Provincial Commissioner for
Children in their provinces respectively. The purpose was to have a broader mandate with
greater focus on systemic issues, more coordination among the offices, increasing participation
and inclusion of children in their work, advocacy and awareness raising and taking initiative
through suo moto cases.
At federal level, National Commissioner‟s office has more of a coordinating and
standardization role and with the persistent efforts of the National Commissioner; the following
Provincial Child Commissioners have been notified:i.

Ms. Nasreen Farooq Ayub, Provincial Child Commissioner – Punjab

ii. Mr. Abdul Sattar Khan, Provincial Child Commissioner – Khyber Pakhtunkhwa
iii. Syed Munawar Ahmed Shah, Provincial Child Commissioner – Balochistan
iv. Mr. Muhammad Naseer Jamali, Provincial Child Commissioner – Sindh
v. Mr. Absar Hussain Jarral, Child Commissioner – Azad Jammu & Kashmir

Appointment of Investigating Officers/Advisors
The ten regional offices of WMS in Peshawar, Dera Ismail Khan, Lahore, Faisalabad,
Multan, Quetta, Sukkur, Hyderabad, Karachi and Swat have designated Senior Investigating
Officers/Advisors for handling complaints pertaining to children.

Provincial Child Rights Standing Committees
To address the systemic issues in education, health and labour etc., Child Rights Standing
Committees (CRSC) in Punjab, Khyber Pakhtunkhwa and in Balochistan have been notified. The
rationale of CRSC is to protect and promote children's rights in Pakistan and ensure swift redressal
of their complaints. These committees review the reports elicited from relevant ministries on the
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progress of State of Children in Pakistan Report. Senior officials from concerned provincial
agencies i.e. education, health, labour, social welfare and CSOs attend these meetings.

Open Katcheri at School Level
In a bid to provide awareness among general masses regarding the rights of children,
National Commissioner‟s office initiated visits to conduct “Open Katcheri at School Level”. The
objective of this activity is to create awareness among the children, parents and local people
about National Commissioner‟s office and WMS and listen to their grievances against federal
agencies and lodge complaints on spot for swift redressal towards fair justice. So far, nine open
Katcheris have been arranged in far-flung and adjoining rural areas of Islamabad Capital
Territory (ICT).

Meeting on Child Rights Monitoring System
A meeting was conducted on Child Rights monitoring tools. The members highlighted
the need of a committee which would recommend policies on better education, better health
care and better environment for children. Thus it was decided to constitute „National Committee
on Children‟ with a specific aim to formulate and co-ordinate policies on child rights and child
protection among Federal and Provincial Ombudsmen in Pakistan.

Members of the National Committee on Children
In pursuance of the decision taken in the meeting on Child Rights Monitoring System, a
National Committee on Children was constituted through a formal notification of WMS,
comprising of prominent personalities belonging to different fields of society, including; former
Federal Minister for Law, Justice, Parliamentary Affairs and Human Rights Senator S.M.
Zafar, Ms. Raheela Hameed Durrani, Quetta, Ms. Feryal Ali Gauhar, Lahore, Ms.
Shehnaz Wazir Ali, Chairperson SZABIST, Dr. Farzana Bari, Director, Center of
Excellence in Gender Studies, Quaid-e-Azam University, Professor Taqdees Gillani,
Chairperson, Kashmir Cultural Academy, Dr. Tufail Muhammad, Children (Paeds)
Specialist, Ms. Samar Minallah Khan, Anthropologist/Documentarian, Begum
Jaan, Doctor and the founder of the Tribal Women Welfare Association and others.

Meetings of the National Committee on Children
On 16th January 2015, the first meeting of the National Committee was held in Lahore, in
which it was decided to form sub-committees and following committees were notified; Advocacy
Committee, Legal Framework Committee, Promotion & Awareness Committee, Research &
Coordination Committee and Child Protection Policy Committee. It was decided and planned to
conduct one quarterly meeting of the apex National Committee on Children as well as subcommittees meetings will also be arranged in different provinces.
Second meeting of National Committee on Children was held in President House on 5th
May, 2015 and was chaired by President of Pakistan. In the meeting, consensus was developed
on the following points i.e. The National Committee should develop its work plan by
establishing priority areas of oversight role, and monitoring of policies for child protection. It
would formulate its recommendations after due deliberations, keeping in view the existing laws,
resources and best options for optimum results. The committee members who volunteer would
be enabled to bring important cases of child rights violation and issues to the notice of respective
Provincial Ombudsmen and Provincial Commissioners.
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Complaint Management Information System for Provincial Ombudsmen
Earlier, Complaints Management Information System (CMIS) was designed, developed and
implemented in a way for handling of children‟s complaint in systematic way and keeping all the
record of the children‟s complaints. The first online module was launched in October 2009. It was
also decided that over the time this setup will be replicated at provincial level. Last year, UNICEF
and Federal Ombudsman agreed to help replicating current CMIS system at provincial level.
Project Coordinator and Software Developer of WMS visited Provincial Ombudsmen
Punjab and Khyber Pakhtunkhwa. The objective was to enhance coordination and impart
training on CMIS to officers and staff of Provincial Ombudsmen.

Consultative Meeting for Launching of State Of Children in Pakistan
Report-2015
The report on “State of Children in Pakistan” is the first government endorsed
comprehensive study on the status of children in Pakistan. The study was conducted in year
2012 and the report is a factual representation of children‟s situation in Pakistan, as it covers the
federal areas as well as all the provinces and special regions. The key objective of this research
was to posit workable recommendations for policy makers to improve the state of child rights in
the light of the 18th amendment that awards full mandate to the provinces.
As the statistics in the report represent the data of 2011, in this respect, the study needed
to be revised and the consultant was re-engaged for the revision/up-gradation of the report. The
Consultant submitted final draft of the State of Children in Pakistan Report – 2015 and it is
currently in the process of printing. After that this Office will officially launch the report from
the platform of WMS, through an appropriate function to enhance awareness.

World Day against Child Labour
National Commissioner‟s Office with the collaboration of UNICEF and ILO organized
an event on World Day against Child Labour – 2015 in Pakistan National Council of Arts,
Islamabad. The purpose of the event was to support the worldwide movement against child
labour in any of its form and to raise awareness about the menace of child labour throughout
Pakistan. The event was attended by fed. and prov. government departments, CSO‟s and public
reps. Sardar Mehtab Khan Abbasi, Governor Khyber Pakhtunkhwa honoured the occasion as a
chief guest.

Committee on Prisoners with Special Reference to Children and Women
The Hon‟ble Supreme Court of Pakistan vide Order dated 28-05-2015, passed in the suo
moto case No. 1 of 2006 discussed the role of the Wafaqi Mohtasib offices not only in
addressing the complaints of common citizens against the Federal Agencies but also to identify
systemic failures in the Criminal Justice System and the prisons. In pursuance of the direction of
the Hon‟ble Supreme Court, Mr. M. Salman Faruqui, Federal Ombudsman of Pakistan (Wafaqi
Mohtasib) constituted an “Advisory Committee with Special Reference to Children and Women
Prisoners” under the provisions of Article 18 of Establishment of the Office of Wafaqi Mohtasib
Order of 1983.
The members of the Committee were mandated to visit different jails all over Pakistan
and in this respect visits have been conducted of Adiala Jail Rawalpindi, Haripur Jail, Central Jail
Karachi, Quetta Jail, Kot Lakhpat Jail Lahore and Macch Jail. The members of the committee
were mandated to observe the following aspects of the jail and the prisoners:a.

The plight of prisoners, especially children and women prisoners languishing in jails.
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b.

The provision of facilities in accordance with law and jail manual for children and
women prisoners.

The members of the National Committee on Children had also been associated in the
visits for taking necessary follow up actions for the betterment of women and children.

FUTURE INITIATIVES
Third Meeting of the National Committee and Sub-Committee Meetings
The suggestions of committee members were considered in detail and two major ones
having broader spectrum were selected i.e. communication strategy and legislative review for
discussion and will be placed on agenda before the National Committee for approval. In this
connection, concept papers on consultancy for communication strategy and consultancy for
legislative review has been prepared and shared with the prominent committee members
including UNICEF for discussion.
It is pertinent to mention here that National Commissioner‟s office has recently started
working with UNICEF and other government departments regarding the consultancy for study
on sexual exploitation of children online. In this respect, this Office wishes to place the same
before the committee for input/suggestions and to be included in the work plan. Apart from
above any other item/issue seems of importance to the members of the committee, will also be
discussed and included with consensus in the work plan of the National Committee for 2016.
In view of above, third meeting of the National Committee was held on 25th Feb‟ 2016
for endorsement of proposals on communication strategy and legislative review and to practically
move ahead on the suggestions of committee members. Also the sub-committee meetings would
be held in provincial ombudsmen offices or Wafaqi Mohtasib regional headquarters to discuss
and formulate future plan of action.

Co-ordination Visits/Meetings in Provinces
Post 18th Amendment, in order to monitor the situation of child rights in Pakistan and to
ensure accountability of federal agencies assigned with the task of compliance with the UNCRC,
it became necessary that CRSC should be created at the provincial level. In this regard Khyber
Pakhtunkhwa, Punjab and Balochistan Ombudsman have been persuaded and they have notified
CRSCs. Sindh and Azad Jammu & Kashmir are in the process of notifying CRSCs. This Office
continues to interact with Ombudsmen and Child Commissioners/focal persons of Sindh and
Azad Jammu & Kashmir and would remain engaged till success.

Training of District/Tehsil/UC Officials in Provinces
WMS has expanded its outreach to districts under “Speedy Complaint Resolution”
program. Punjab has also spread out their outreach program from district to tehsil and union
council level as well as they designated 36 District Child Commissioners for swift redressal of
child related complaints and creating more awareness. So, in view of the efforts made and in
order to support the ongoing programs further, the provinces will be provided financial support
after analyzing their quarterly work plan and output in order to expand their outreach programs
to the grass root level for redressal of child related complaints and issues. This will ultimately
result in creating more awareness nationwide.

Conference with Provincial Ombudsmen/Child Commissioners
A conference and meetings with Provincial Ombudsmen/Child Commissioners will be
arranged to review activities undertaken by Provincial Ombudsmen/Child Commissioners and
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to coordinate and share best experiences and working of National Commissioner‟s office with
concerned authorities/individuals for improved results at provincial level. A team from this
Office comprising of National Commissioner along with Project Coordinator will play their role.
We are going to conduct coordination sessions by meeting Secretaries, Child Commissioners,
and Provincial Ombudsmen under a set timetable and agenda.

Awareness Activities and Printing of Awareness Material
The intention of this Office is to raise awareness in most feasible way with respect to
cost and dissemination in I.C.T and provinces. The awareness material includes informative
flyers, brochures and posters which will be printed for the purpose of dissemination to
complainants, schools, hospitals and CSOs. The awareness program on radio, television and ads
in newspaper will play an immense part to influence on awareness of people. The dissemination
of material is most appropriate and cost effective way to sensitize about child rights.

CONCLUSION
Children constitute 50% of the whole population in Pakistan. It is about a total of 90
million. As they live below poverty line and cannot exercise right of vote, so their issues are
neglected and easily side-lined. Pakistan being a signatory of UNCRC, is obligated for protection
of child rights and for the implementation of Convention in Pakistan but not much has been
done. Also, it‟s not an easy task to get the optimum outcomes from the limited resources in a
very short period of time but, National Commissioner‟s office under the guidance of Mr. Ejaz A.
Qureshi, National Commissioner is proving that they have the capacity to work and have
emerged as voice of the children in Pakistan.
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Chapter 6
Reports on Complaint Resolution and other Activities at
Regional Levels
(1)

Regional Office Lahore

The offices of the Federal Agencies that are located within the territorial jurisdiction of
Lahore have to deal with an ever increasing client base. It is inevitable that under such
circumstances, the gravity, extent and incidence of mal-administration also rises. Wafaqi
Mohtasib Secretariat, Regional Office, Lahore which has been operational since 1983, has
historically, been receiving a large number of complaints as compared to other Regional offices.
Its territorial jurisdiction covers almost the entire central Punjab including Lahore and
Gujranwala Divisions. A cursory look at the number of complaints received from 2013 to 2015
is as under:Number of Complaints Received 2013-2015
Year

Complaints

2013

10569

2014

13295

2015

13787

In spite of ever increasing number of public complaints, Regional Office, Lahore has always
achieved the targets within given time. In the beginning of the year, the Lahore High Court in one of
its judgments held that the jurisdiction of the Wafaqi Mohtasib did not extend to WAPDA and the
SNGPL as a consequence of which nearly 4000 cases had to be closed. Subsequently after a legal
contest, the cases were revived in the month of October 2015. On the directive of Wafaqi Mohtasib
Mr. M. Salman Faruqui, these cases were reopened and ultimately disposed of in a record time of 30
days. One of the features in the disposal of these revived cases was that they were also appraised at
the local level before their submission to the Hon‟ble Wafaqi Mohtasib for approval. The pace and
time limit of routine investigation work was also met while disposing of revived cases. The average
disposal of complaints by an investigating officer was far higher than the limit of 60 cases per month
fixed by Head Office. On the basis of informal resolution of disputes, most of the complaints were
finalized on mutual consent of the respective parties.

Implementation of Cases
The cases appearing on implementation module of CMIS were in an overwhelming
majority and were got implemented within the time limit provided in the recommendations.
Likewise the cases, where approval from different other Agencies was required, were also got
implemented after taking them up with the appropriate higher authorities/Ministries.
Some of the important issues resolved in the afore-mentioned cases were:

The case No. H/734/2015 was got implemented wherein one Ghulam Hussain
an employee of Pakistan Rangers who was received at Mansar Camp in 1973 as
POW of Ex-Pakistan Civil Armed Forces was paid GP fund amount over Rs. 1.7
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million with up to date interest on the intervention of this Secretariat. This case
had lingered on in various departments since over four decades.


In case No. L/1198/2007 a complainant was paid Rs. 5.0 million by SLIC on the
findings of HWM which were subsequently sustained by The Hon‟ble President
of Pakistan.



In cases, No L/5919/13 and No. L/8553/13, the Ministry of Finance released
Supplementary Grant Schedule for Rs. 6.5 million wherein 148 employees of
PITAC were to be paid cost of living allowance arrears along with restoration of
commuted portion of their pensions.

On the intervention of this Secretariat the Ministry of Interior expedited the issuance of
policy regarding multiple identity cards.

SCR Initiative
In view of a large number of complainants who had to travel long distances in order to
attend the hearing at various officers of the Wafaqi Mohtasib, it was decided to take justice to
their doorsteps. Therefore, in December 2015, the Wafaqi Mohtasib, Mr. M. Salman Faruqui
took an initiative to provide speedy and prompt justice at the door step of the complainants in
the form of Speedy Complaints Resolution (SCR) system. Five districts namely Kasur,
Sheikhupura, Nankana, Gujranwala and Sialkot were selected. The Designated Officers visited
the respective Districts to select venues and arrange logistics to conduct hearings. Focal persons
of the respective agencies were also got appointed in the districts as an arrangement prior to the
visit of the respective I.Os to the districts.
It is expected that with the initiation of this scheme the outreach of the Mohtasib would
be extended to the remotest places and provide an opportunity to the public at large for the
redressal of their grievances against federal agencies.

Sectoral Studies Conducted at Regional Office Lahore
The Wafaqi Mohtasib constituted several committees in Lahore Region to conduct
sectoral studies into the complaints resolution mechanism of the selected agencies including
NADRA, SLIC, PPO, Railways, CDNS, and AGPR. The committees were advised to come up
with practical recommendations. These studies were completed well in time and have been
provided to concerned agencies for consideration and implementation of the Recommendations.
The Ministry of Interior on the recommendations of the secretariat issued policy
guidelines in dealing with CNIC duplicate category cases whereby the quantum of cancellation
charges was drastically reduced bringing much needed relief to the public. Prompt decisions were
also taken by NADRA.

Inauguration of Sweet Home in District Jail Kot Lakhpat, Lahore
Wafaqi Mohtasib Mr. M. Salman Faruqui inaugurated first Sweet Home for children of
female inmates of District Jail Kot Lakhpat Lahore on 5th October, 2015. It was a project of
Pakistan Sweet Home an NGO working under its Patron in Chief, Mr. Zamurd Khan, former
Member National Assembly. The HWM accompanied by members of civil society also visited
Kot Lakhpat Jail and separately addressed the female and male inmates of the Jail.
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Awareness Campaign
The institution of the Wafaqi Mohtasib has a pivotal role in the overall alternate dispute
resolution mechanism of the country but it was felt all along that the public does not have the
requisite information about its functioning and important initiatives. Efforts were made for
familiarizing and popularizing the role and functions of Federal Ombudsman Office, Pakistan.
Honourable Wafaqi Mohtasib, Mr. M. Salman Faruqui, Nishan-e-Imtiaz also participated in one
of the programmes and briefed the Media about the role and function of Federal Ombudsman in
Pakistan.
During the year 2015, the Media Advisor appeared and participated twice in Business
Plus Channel Programme “MUKALAMA”. During the programme, the procedures and
functions of the Wafaqi Mohtasib were highlighted. Similarly important briefings were also held
in the Regional Office by the Honourable Wafaqi Mohtasib on different occasions. An
awareness campaign was also launched in the print media. Detailed articles on the functions and
role of the Wafaqi Mohtasib were printed in leading dailies of Lahore.
Honourable Wafaqi Mohtasib during his visit to Lahore interacted with media persons
regarding steps taken to expedite the disposal of cases within 15 to 60 day time. He lauded the
role of Lahore Region in checking the mal administration of Federal Agencies and promoting
culture of good governance.

Addition in Office Space at Regional Office Lahore
The HWM keeping in view the ever increasing volume of work at R.O.L had been
pleased to direct to hire an additional office space at R.O.L to accommodate investigating
officers. An area of 3672 sq. ft. was hired in the same office building with an innovative idea to
create work stations so that more staff could be accommodated in lesser space without
compromising the movement of staff besides making spacious and comfortable sitting
arrangement for the complainants. Wafaqi Mohtasib Mr. M. Salman Faruqui inaugurated the
newly renovated office in March 2015.

(2)

Regional Office Faisalabad

During 2015 under the patronage of Honourable Wafaqi Mohtasib Regional Office
Faisalabad took number of steps and new initiatives as under:-

Finalization and Implementation of Findings
During 2015, 2678 complaints were finalized in 30 to 60 days and issued to concerned
Agencies for implementation.

Initiative of Speedy Complaint Resolution
In view of a large number of complainants, who had to travel a long distance to attend
the hearing at various offices of the Wafaqi Mohtasib Mr. M. Salman Faruqui Wafaqi Mohtasib
decided to take justice to their door steps. Three districts were selected namely Chiniot, Jhang
and Sargodha and designated officers finalized complaints within 15 days.
During these visits local Press Media has consistently been invited, which provided
extensive and exhaustive coverage and gave vast publicity to the initiative at grass root level to
educate the society about their rights and redressal of their grievances through this program
introduced by the Wafaqi Mohtasib.
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Citizens Hour
The concept of Citizens Hour was introduced by Honourable Wafaqi Mohtasib at the
Head Office as well as Regional Offices wherein the complainants are free to call on the
Honourable Wafaqi Mohtasib, the Regional Heads and every Advisor / Investigating Officer to
submit their complaints or to raise any issue relating to their complaints without prior
appointment.

Complaints Volume
During the year 2015, 3027 complaints were registered, the majority of which pertained
to SNGPL and WAPDA. The Agency-wise breakup of registration of complaints during 2015 is
as follows:Complaints
S.No. Name of Agency
Registered
1.

Water and Power Development authority (WAPDA)

932

2.

Sui Northern Gas Pipelines Ltd. (SNGPL)

1035

3.

National Database & Registration Authority (NADRA)

239

4.

Post Office

64

5.

State Life Insurance Corporation (SLIC)

82

6.

Benazir Income Support Program (BISP)

126

7.

National Bank of Pakistan (NBP)

56

8.

State Bank of Pakistan (SBP)

09

9.

Zarai Taraqiati Bank Limited (ZTBL)

25

10.

Pakistan Railways

57

11.

Pakistan Telecommunication Company Limited (PTCL)

27

12.

District Account Office (DAO)

06

13.

Others/Misc.

369

Total

3027

Important Cases Resolved In 2015
Complaint No. F/628/2015 against EOBI
The complaint was filed by one Mr. Mahmood Akhtar against Employees Old Age
Benefits Institution (EOBI) for delay in payment of full pension despite his frequent visits to
Agency‟s office. It was revealed that the appellate authority of the Agency remanded the case to
the local authorities without any time limit. The Honourable Wafaqi Mohtasib sent a copy of the
findings to appellate authorities for incorporating the time period for implementation of their
orders in future.
Complaint No. F/213/2015 against PMDC
The complaint was filed against Pakistan Medical and Dental Council (PMDC) regarding
delay in issuance of accreditation certificate by the Agency despite payment of prescribed fee of
Rs. 50,000/- and frequent visits. After detailed proceedings, the unexplained delay was found to
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be involved on the part of the Agency. The Agency also failed to discharge its responsibility for
even not communicating the reasons of delay. In order to avoid the situation in future, the
PMDC was advised to revise their pattern with time frame and also furnish the copy of these
findings to the Federal Government through the concerned Ministry to probe into the matter by
playing their vigilant role against felonious acts.
Complaint No. H/8120/2015 against Pakistan Post
The complaint was filed against delay in issuance of duplicate Defence Saving Certificates
despite various representations made to the Agency, which itself admitted that the case file had
been misplaced. Thus it was found that the grievance of the complainant was genuine. It was
recommended that after due inquiry duplicate Defence Saving Certificates may be issued within
60 days.

(3)

Regional Office Multan

OMBUDSMAN (Mohtasib) institution has very successfully established its reputation as
poor man‟s court for redressal of public grievance arising out of bureaucratic indifference,
excesses, inactions, delays and procedural lapses.
The Wafaqi Mohtasib (Ombudsman)‟s Secretariat Islamabad alongwith its Regional
Offices spread all over Pakistan is striving hard to provide free and speedy justice to the
complainants against maladministration of public sector agencies and public officials of the
Federal Government.
In view of increased inflow of public complaints it was necessary to maximize the use of
Channels of Electronic Communication for reaching out to the complainants. It was decided
that where connectivity through cell phone with the complainant was available, it should be
utilized through the state-of-the-art CMIS from the moment the complaint was received. It is
now fully operative and its activity is very useful specially for the far flung areas falling within the
jurisdiction of Regional Office Multan.
One window complaint resolution facility set up at Multan Airport by the Federal
Ombudsman Mr. M. Salman Faruqui has representatives of all the concerned agencies round the
clock to help the expatriates travelling through the Airport. The facilitation desk at Multan,
Airport, inaugurated by the Honourable Wafaqi Mohtasib in December 2015, is greatly
appreciated by overseas Pakistanis.
Provision of speedy Justice has always been the cherished aim of all relief providing
organizations and its importance gets more focused when the complainants are mostly resourceless people. The use of information technology in this regard proved to be very helpful.
Complaints Management Information System (CMIS) provided vigilance in this regard and the
mandatory provision of complaints disposal within maximum period of sixty days was achieved
with disposal of more than 50% complaints within 30 to 45 days at the Regional Office.
To facilitate the complainants of distant areas specially of Southern Punjab, it was
decided to provide justice to people closer to their door steps. An initiative under Speedy
Complaint Resolutions (SCR) programme was taken in December 2015, and Districts,
Dera Ghazi Khan, Bahawalpur, Vehari, Lodhran and Khanewal were earmarked by Federal
Ombudsman for visits by Investigating Officers every week for complaints redressal on the spot.
This extraordinary step was appreciated by the Civil Society, electronic and print media and the
general public because the incidence of mal-administration was more widespread in distant rural
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areas as compared to the urban areas as the senior officers were unable to frequently visit those
places and citizens were left at the mercy of the functionaries of government agencies.
The complaints against Multan Electric Power Company were mainly on account of
wrong billings and delayed connections to premises. Frequent complaints of over-reporting of
consumption by the Meter Readers come up for investigations. This is a wide-spread menace.
The initiative taken for reading of consumption through hand held camera unit is a step in the
right direction and is expected to minimize complaints.
Complaints against SNGPL were mostly against delay in installation of Gas connections.
With increase in population and large scale urbanization, the demand of gas supply has grown
manifold and its supply could not be augmented proportionately whereas the complaints against
NADRA pertained to delay in issuance of CNIC, although the Agency is presently equipped
with updated I.T infrastructure.
Complaints against State Life Insurance Corporation were mostly against refusal or delay
in disbursement of the death claims. It was found that in majority of the cases, the claimants,
mostly housewife widows were denied their claims on flimsy grounds by taking undue advantage
of their lack of knowledge about Insurance Laws. This mindset is required to be changed at
policy level considering the peculiarities of this sector, for ensuring prompt payments to the
genuine unfortunate claimants.
Most of the complaints pertaining to Pakistan Railways and Pakistan Posts concerned the
matters of pensionery benefits. In majority of such cases, it was found that the financial
problems of Pakistan Railways were the main cause of frequent complaints. However, the
complaints relating to Benazir Income Support Programme (BISP) mostly related to procedural
errors and flaws in determining the eligibility of the claimants.
Receipts and disposal figures –Year 2013 to 2015
Year

Receipts

Disposals

2013

2802

5169

2014

3490

10276

2015

4110

3833

Complaints against Agencies-2015
S.No.

Agencies

Complaints

1.

MEPCO

1852

2.

SNGPL

486

3.

NADRA

406

4.

BISP

282

5.
Baitul Mal
86
The disposal figures include cases brought forward from previous years.

(4)

Regional Office Karachi

The Regional Office Karachi disposed 8417 complaints during the year 2015. Majority of
the complaints were decided and disposed off within a period of 30 days of the receipt. As
against 2015, the disposal during the year 2013 was 7271 and in 2014 it was 6049.
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Our major initiative has been to make much of our work paperless. Our findings are sent
through emails to the Agencies, more particularly Karachi Electric and NADRA (against whom
major number of complaints are made). The follow-ups and compliance reports are also mostly
received through emails. Besides, there is a separate MIS Interface for implementation wing,
which is maintained on daily basis.
Almost all the complaints against K-Electric and NADRA are being scanned at the time
of receipt and are made available to all the I.Os. on their respective interface. Their reports are
also partially being received through emails, which has minimized the time in handling
investigating and disposing off the complaints. Separate/independent MIS Interfaces through
Wafaqi Mohtasib‟s organization have been provided to K-Electric and NADRA, through which
K-Electric and NADRA will have simultaneous access to all the complaints being received by
this office, and upon receipt of notice through electronic mode, K-Electric and NADRA will be
in a position to collect the reports from their field offices and present them within the shortest
possible time before the I.Os. at the time of hearings. Similarly, the Findings are also being
issued to K-Electric and NADRA through emails.

Provision of computers and equipments
In order to facilitate smooth functioning of paperless office, as well as to ensure proper
and updating the activities through MIS Interface of each I.O., additional equipments like
computers and scanners have been procured and a central typing pool has also been established
to cope up with the increasing demands of work. Bandwidth of internet has been increased and
shortly it will be brought on fiber optics, to speed up the uploading and downloading through
interfaces and emails.

Development activities
At present, Regional Office Karachi is functioning on two floors of the building at Block
No.4-B, Pakistan Secretariat, Saddar, Karachi. One floor is in use of Abandoned Properties
Organization (APO), Cabinet Division, Karachi. There is a shortage of space to accommodate
the entire officers/staff in the existing space. We are adding Block 63, Pakistan Secretariat,
Karachi, as additional office space.

Speedy Complaints Resolution
The arrangements for setting up SCR close to door steps of residents of far flung areas
near Karachi, i.e., Lyari, District Malir, District Thatta are being finalized. The senior
Advisors/Advisors of this office have started holding courts on weekly basis in the aforesaid
districts and priority is being assigned for disposal of these complaints within 15 days. SCR
functioning is in its initial stage at present, and we are making efforts to expand/enlarge such
activities throughout Karachi metropolitan area.

Letters of thanks/appreciation
Several complainants write letters of thanks/appreciation for the efforts made by this
office to resolve their complaints/grievances in short time of 15 to 30 days (only a few in 45
days). They express surprise and convey heartfelt gratitude when their maladministration issues
are resolved and findings implemented in such a short time.
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(5)

Regional Office Hyderabad

The activities at Regional Office, Hyderabad, during the year, generally focused on the
complaints/grievances pertaining to WAPDA/HESCO, NADRA, SLIC, SSGCL and other
agencies. In all, 2648 cases were registered and processed during the year 2015. Implementation
of the processed implementable cases has been very encouraging.
The recent initiative of speedy disposal of cases by reaching out to the complainants at
the footstep has also been successfully launched at Hyderabad. The investigation teams are
regularly visiting some of the districts in Hyderabad region including Sanghar, Tando
Muhammad Khan, Badin, Mirpur Khas and Nawabshah. The coverage is being further extended
to other Districts after overcoming the teething problems.

Trend of Complaints and Recommendation
The most common complaints against WAPDA/HESCO pertain to wrong/excessive
billing, imposition of detection bills and delay in replacement of defective meters. The issuance
of fictitious bills, without recording actual reading, is the main cause of grievance.
Most of the complaints relate to charging the bill on assessment basis without checking
of the reading on the meter. The issuance of fictitious bills, without recording actual reading, are
the main cause of grievance.
It is suggested that in order to reduce the number of complaints, the Agency must ensure
that the Meter Readers take correct monthly readings and the bills are in accordance with the
consumption. In case of defective/slow meters, the Agency should immediately install a check
meter to ensure accurate recording of consumption for billing purposes. In order to check wrong
and bogus billing, meter cards should be placed on the consumer‟s house and regular meter
readings should be recorded in presence of the consumer and entered on the card.

(6)

Regional Office Sukkur
During the period under review the agencies most complained against were:

WAPDA
The complaints against SEPCO (WAPDA) were against misuse of authority and corrupt
practices including wrong meter readings and unjustified detection bills based on improper
procedure and violation of standing instructions on the matter.

NADRA
NADRA remained high on the list of Agencies against which complaints were received.
However, there is reduction owing to change in NADRA policy about DUP on reference from
Wafaqi Mohtasib Secretariat. The complaints against the Agency mostly included correction in
particulars, blockage of CNICs, and delays in delivery of CNICs.

Benazir Income Support Programe (BISP)
Benazir Income Support Programme (BISP), in terms of complaints, figured at number
three. The complaints against BISP were mostly regarding non-payment of financial assistance
out of BISP funds despite nomination of eligible persons during BISP survey.
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Data at Glance
Number of cases registered during the year

4,118

Number of cases finalized during the year

3,954

Number of review petitions disposed

38

Agency-Wise Break-Up of Complaints

(7)

Sukkur Electric Supply Company (SESCO)

2,512

NADRA

775

Benazir Income Support Programme (BISP)

218

Sui Gas (SSGCL)

200

State Life Insurance Corporation (SLIC)

98

National Bank of Pakistan

46

Pakistan Railways

33

Regional Office Peshawar

The investigation process at Regional Office Peshawar is prompt and utilizes electronic
facilities for communication with complainants and government agencies. Investigating Officers
also communicate Honourable Wafaqi Mohtasib‟s decisions on skype or inform telephonically,
while detailed judgment follows.
Following were the nature of complaints received against different agencies by this office and
dealt with during the year under review:-

PESCO/WAPDA
Most of the complaints related to wrong, excessive and unjust billing and delay in grant
of electricity connections and finalization of pension case etc. Sometimes PESCO des not follow
prescribed procedure laid down in NEPRA rules as well as in Electricity Act 1910. They
randomly bill the consumers in excess of meter reading and do not correct it on the
representation of consumers. Moreover, modus operandi for levy of assessments against
complainant is sometimes in violation of relevant rules which causes flood of complaints and
undue botherations to consumers.

SNGPL
Assessment on account of theft of gas/wrong billing/delay in providing gas connection
are the main cause of grievance. SNGPL generally lodge review petition or representation to the
President under Article 32 of P.O.1 of 1983, even when no grounds exist. Such recalcitrance
delays compliance of recommendations of findings.

NADRA
While investigating complaints against NADRA it has come to notice that sometimes
CNICs were blocked by the system under “dup” (duplicate) etc.” It normally occurred due to
delayed delivery of CNIC. Citizen generally allege that when they approach NADRA to enquire
about issuance of the CNIC, for which they had applied, the staff of NADRA instead of tracing
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out the status of their case, advises them to apply afresh. In the meanwhile, the system detects
previous card and the applicant is levied with a fine of Rs. 10,000/-.

Estate Office
Non allotment of quarter/Non supply of basic amenities.

Pakistan Railways
Delay/Unjust stoppage of pension.

Directorate General of Immigration & Passport
Delay in issuance of passport.

Benazir Income Support Programme (BISP)
Non grant of financial assistance.

Baitul Mal
Delay in grant of financial aid.

Complaints Management Information System (CMIS)
The institution is making all efforts for providing speedy relief to the complainants. In
order to provide justice to the general public at their door steps, the Complaint Management
Information System (CMIS) introduced by the Wafaqi Mohtasib for facilitating the process has
proved extremely helpful in the implementation of the above strategy.
For further transparency and tracking of complaints more easily it is suggested that at
the time of entry of complainant‟s particulars, reference number in case of WAPDA complaint,
consumer number in case of SNGPL/SSGPL complaint, PPO number in case of pension case
and CNIC number in NADRA cases may be entered. This would not only make easy retrieval
of complaint but also curtail duplication of complaints.

Initiative under Speedy Complaints Resolution (Pilot Project)
Despite security problems officers of this Regional Office have visited various districts of
KPK to decide cases under SCR to provide relief to general public at their door steps. The
following districts were visited under SCR program: Kohat/Nowshera
 Swabi/Mardan/Swat/Charsada/Nowshera
 Kohat/Karak
The media, elders of the area and general public have greatly appreciated this initiative of
the Ombudsman.

Writ Petition No. 1796-P of 2015 of Peshawar High Court Peshawar
In the above petition, PESCO had requested Peshawar High Court, on 22/5/2015 to
restrain, Wafaqi Mohtasib Secretariat to entertain any grievance, complaint, petition and
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application against PESCO, being beyond its jurisdiction. After proceedings of the court the
learned Peshawar High Court, on 04.12.2015 held the above petition of PESCO to be meritless
as well as not maintainable and was dismissed.
Receipts and Disposal for the Year 2015
Name of Agency

Receipts

Disposals

PESCO

2456

2527

SNGPL

225

295

NADRA

349

373

FATA

129

131

Misc: Agencies

197

197

Total

3356

3523

Total disposal includes some pending cases of previous year.

(8)

Regional Office Dera Ismail Khan

In order to provide speedy justice to the citizens of the region, the office of D.I Khan
was set up which started functioning in January, 2004, with its jurisdiction spread over four
southern districts i.e. Bannu, D.I.Khan, Lukki Marwat & Tank, which was subsequently extended
to the districts of Bhakkar & Mianwali as well.
During the year 2015, 1,345 complaints were registered at the Regional Office, out of
which 1290 were investigated and decisions communicated to the parties concerned. For the
relief provided neither any cost was involved nor fee to advocates/pleaders was paid by the
complainants. The relief was not only cheap but was quick as well as the complaints received in
the Regional Office were decided within 30 to 45 days which included the time consumed to get
report from the concerned agencies.
For speedy disposal of cases technical equipments i.e. computers with online system
(CMIS), Fax, telephone and scanning facilities were utilized extensively much to the satisfaction
of the complainants and agencies.
The total strength of the Regional Office has been kept to a bare minimum but all the
members of this Office work beyond the call of duty with devotion and dedication to provide in
time relief to the complainants.

(9)

Federally Administered Tribal Areas

Grievance Commissioner for FATA
Soon after taking over the charge of the post of Federal Ombudsman on acting basis in
the end of 2012, Mr. M. Salman Faruqui initiated and spearheaded the review of laws governing
the working of Federal Ombudsman and Ombudsmen for Taxation, Banking, Insurance and
against Harassment of Women at Workplace. The draft proposals were notified by the President
of Pakistan as an Ordinance. The Parliament unanimously approved the proposed legislation,
which was promulgated as an Act of Parliament in March 2013. The new law provided for
appointment of Grievance Commissioner.
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The tribal areas of Pakistan popularly known as FATA (Federally Administered Tribal
Areas) include seven Agencies with six pockets of areas called Frontier Regions lying in between
the settled boundaries and the tribal agencies. The seven agencies comprise Bajaur, Mohmand,
Khyber, Orakzai, Kurram, North Waziristan and South Waziristan. This area is an integral unit
of the federation with a unique governance and adjudication mechanism. Covering a
geographical area of over 27,000 square kilometers, only 8% of the area comprises roads,
government installations, buildings and offices etc. In these areas the local tribes, through “jirga”
system, keep peace and resolve disputes.
The Political Agent is the head of the agency assisted by locally recruited Militia, Levy,
Khasadar and the Maliks, Assistant Political Agents and Tehsildars. The whole edifice of the
agency administration revolves around a single individual, the Political Agent. He is an executive
head, a judicial officer, a revenue collector and a development coordinator.
In 1983, the federal government created Mohtasib/Ombudsman forum through
legislation for redressal of public grievances arising out of mal-administration. It remained
applicable to the settled areas only and was not extended to tribal area due to
constitutional/administrative constraints. However, Mr. M. Salman Faruqui, Honourable Wafaqi
Mohtasib took initiative and convinced the government to extend the activities of the Institution
of Wafaqi Mohtasib to tribal areas as well. Accordingly the jurisdiction of Wafaqi Mohtasib
(Ombudsman)‟s has been extended to FATA. The institution of Ombudsman provides cost free,
grievance redressal mechanism which provides a cheap redressal of the problems of the Tribesmen. It is a “Quasi Judicial” system which is aimed at providing ample relief to the tribes who
are otherwise bereft of any effective redressal of their miseries through superior courts.
To achieve the purpose, a forum of Grievance Commissioner for FATA has been
created. The Grievance Commissioner functions under the guidance of Wafaqi Mohtasib for
speedy resolution of the grievances of the FATA residents against mal-administration of
government agencies which is common in tribal administration. With a view to operationalize
this Office, the Wafaqi Mohtasib (Ombudsman) has appointed a Grievance Commissioner and
an Associate Grievance Commissioner for FATA. At present, Mr. Badshah Gul Wazir, ExOmbudsman for KPK is appointed as Grievance Commissioner FATA and Dr. Begum Jaan as
Associate Grievance Commissioner for FATA. Thus establishment of these offices at the
Regional Office, Peshawar provide the locals of FATA with an independent forum where they
can lodge their complaints against mal-administration of government agencies and can seek
redressal of their grievances on a fast track basis within sixty days. Initially the number of
complaints is not very encouraging because of the reasons that in both the tribal agencies i.e.
North and South Waziristan, action (Zarb-e-Azab) against the terrorists is in progress for the last
two years. The inhabitants from a big chunk of both the Agencies have given up abode and are
IDPs in Bannu and D. I. Khan Districts. However, as the Wafaqi Mohtasib institution is
expected to provide free and easy relief and redressal to the grievances of the tribal people and is
most suited to them as they have no other judicial forum from where they can seek the relief.
The initiative for extending Wafaqi Mohtasib jurisdiction to Tribal Areas (FATA) and
appointment of Grievance Commissioner for North and South Waziristan Agencies bore fruit
and is helping in providing relief in number of mal-administration cases.

(10) Regional Office Quetta
During the year 2015 some initiatives/actions were taken to simplify the investigation
procedures for quick processing and early finalization of complaints through telephone/facilities
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as well as CMIS, as per policy guidelines by the Honourable Wafaqi Mohtasib, Mr. M. Salman
Faruqui. A few cases are mentioned below as example:i.

As regards Quetta Electricity Supply Company complaints were generally
received against wrong billings, disconnection of electricity, discontinuation of
subsidy and discrimination in appointments. There were 31 complaints filed
against the agency during the year and all complaints were properly examined and
hearings held and relief was provided in deserving cases to the complainants.

ii.

Complaints against Sui Gas Company, to a large extent, were similar to that of
electricity. Thirty four complaints received during the year pertained mostly to
wrong billings and excessive billing, low gas pressure and new gas connections.
All cases were thoroughly examined and both parties were summoned for
hearings and after completion of the investigation, bills in deserving cases were
got revised and cases relating to connections were expedited. The complainants
have generally expressed satisfaction over the handling of their cases.

iii.

This office also received, during the year under review, 266 cases regarding
blockage of duplicate CNIC and issuance of CNIC to non-entitled persons. Last
year the Ministry of Interior had directed that all blocked CNIC cases be sent for
verification to the concerned Deputy Commissioners. For resolving such cases a
committee was constituted and relief was provided to the deserving
complainants.

iv.

Complaints were filed against Pakistan Post Office regarding loss of money
orders and many cases were also admitted regarding non-payment of monthly
financial aid from the Benazir Income Support Programme (BISP). The cases
were promptly examined and grievances of the complainants in deserving cases
were redressed.

v.

This office also dealt with complaints against State Life Insurance Corporation
which were mostly regarding non-settlement of death claims. All cases in this
regard required detailed examinations, and after thorough examination of records
and holding of required hearings, relief was provided in deserving cases.
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Chapter 7
International Activities and Conference of Ombudsman of
Asia in Islamabad in November 2015
(1)
(A)

MAJOR ACTIVITIES OF AOA AND IOI

Asian Ombudsman Association (AOA)

The International Seminar and the 2nd AOA/IOI Joint Training Workshop
in Bangkok from 29 March – 3 April, 2015
The 2nd International AOA/IOI Joint Training Workshop was continuously held in
partnership with the International Ombudsman Institutions (IOI) and the Ombudsman of
Thailand on the subject of “The Importance of Continuous Improvement in Complaint
Handling and Customer Service”. The training was held in parallel with the International
Seminar marking the special occasion of the 15th Anniversary of the Establishment of the Thai
Ombudsman and under the theme “Ombudsman: Mechanism for the Fair Nation”.
The 2nd International AOA/IOI Joint Training Workshop was organized in partnership
of the Asian Ombudsman Association, the International Ombudsman Institute, and the
Ombudsman of Thailand. A 3-day training workshop was conducted for approximately 40
participants representing both member organizations of the AOA and IOI.
The workshop was designed to equip participants who were front-line officers or
investigators with complaint handling techniques particularly on managing unreasonable
complainant conduct. Examples of cases and experiences are shared by the trainers‟
comprehensive experience in administering public complaints and based on complaint
identifications system of New South Wales to pinpoint the precise problems experienced in the
course of delivering Ombudsman services.

(B)

International Ombudsman Institute (IOI)

In the IOI Board of Directors Meeting held in Namibia from 21-23, September, 2015, a
number of decisions were made, the most important of them being the following:

Membership Awarded
Certain ombudsman institutions of the following countries were granted voting
membership:

African Region (Niger, South Africa)



Asian Region (Timor Leste)



Caribbean & Latin American Region (Argentina, Turks & Caicos Islands)
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Fee Waiver
Pursuant to Article 13.8 of the IOI By-laws and acknowledging the crucial and critical
situation in the Ukraine, the Board decided in favour of prolonging the fee waiver without
suspension of the voting rights for another year, thus enabling the Ukrainian member institution
to keep its membership status within the IOI.

Regional Subsidies
The Board approved to continue the regional subsidy programme for the membership
year 2015/2016 at the total amount of 42,000 Euros to be split equally between the regions.

Electoral Reform
At its Vienna meeting in 2014 the Board approved by majority vote a reform of the IOI
electoral system, and as a consequence universal suffrage by electronic means for the Officers of
the Executive Committee of the IOI (i.e. the President, the two Vice-Presidents and the
Treasurer). At its Namibia meeting the Secretary General presented the necessary amendments
to the IOI By-laws to be adopted by the General Assembly at its next meeting in Bangkok in
November 2016. The Board approved the amendments of the By-laws as suggested by the
Secretariat and to be presented to the next General Assembly for approval.

IOI World Conference 2016
The Board decided by majority that the next IOI World Conference will be held in
Thailand and hosted by the Office of the Ombudsman of Thailand from 13 – 19 November
2016 in Bangkok, Thailand.

Training
The Board held and endorsed the holding of a number of training programs for the
promotion of Ombudsmanship throughout its regions as part of its long term strategy.

IOI Long-Term Strategic Plan
In its New York meeting in 2013 the Board agreed on four key priorities to inform the
IOI‟s first long-term strategic plan, namely (1) widening membership, (2) financial good health,
(3) training and (4) communication & publication. At its Namibia meeting the Board established
possible activities and output for achieving the established goals. The Board entrusted the
Secretary General with the task of developing a first draft document in close cooperation with
Board members Elisabet Fura (Sweden) and Howard Sapers (Canada) to be circulated to the
Executive Committee and later on the Board for final input and endorsement before finalizing a
document to be presented to the General Assembly in 2016.

International Cooperation & External Relations
The Board acknowledged the steps taken with regard to the cooperation with the World
Bank. The Board further authorized the Secretary General to continue engaging with the World
Bank in particular by organizing joint endeavors, such as webinars, conferences or round table
discussions and by jointly applying for research grants. The Board furthermore agreed to cosponsor a panel at the OGP World Summit in Mexico in October 2015.
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International Cooperation – MOUs
Regarding a possible MoU between the Asian Ombudsman Association (AOA) and the
IOI, the Board noted the steps taken by the Secretary General and authorized him to negotiate
further ways of cooperation between the AOA and the IOI.

(2)

THE CONFERENCE OF ASIAN OMBUDSMAN IN
ISLAMABAD IN NOVEMBER 2015

To promote and develop the concept of the Ombudsmanship in Asia, Pakistan had
convened a conference in Islamabad in April, 1996, in which delegates from 18 Asian countries
participated, and formally established the Asian Ombudsman Association (AOA). The objective
primarily was to facilitate exchange of information and experience between Ombudsmen and
Heads of Ombudsmen-like institutions of the Asian continent.
A little over 19 years, after the first conference Pakistan hosted in 1996, the Federal
Ombudsman of Pakistan had the honour of hosting the 14th Conference of Asian Ombudsman
Association in Islamabad on 24th – 25th November 2015. Seventy four delegates from 23
Ombudsman entities attended the Conference, which had the theme of “Challenges of
Ombudsmanship”. The conference was important for promoting the goals and objectives of the
Association which included greater engagements of the members with each other for sharing
experiences thereby consolidating the Association.
The general consensus in the conference was to actively pursue coordination and
engagement among ombudsman or ombudsman-like institutions in every Asian country, to gain
from best practices, encourage training facilities for officials of such organizations for developing
necessary expertise in the field. The Conference also decided to use e-communication for
exchange of information and decision-making.
Inauguration of the AOA Secretariat during the conference was one of the highlights of
the event. The Secretariat now located in a separate wing of the Federal Ombudsman Office in
Islamabad, has been revamped and expanded, with extensive conference, training and
documentation facilities, a state-of-the art library, together with professional website for further
improved communication amongst the member countries.
The conference was inaugurated by the President of Pakistan, Hon‟ble Mamnoon
Hussain at the President Secretariat and he also hosted lunch in honour of the delegates. In his
addressed he advised the participants to benefit from major initiatives taken by the Federal
Ombudsman of Pakistan. The Adviser to the Prime Minister on Foreign Affairs, Mr. Sartaj Aziz
in his address on the eve of the conference said that Ombudsmanship can bring socio-economic
change through vigorous complaint redressal and he lauded prompt disposal of complaints in
Pakistan.
The conference proceedings began with a welcome address by the Federal Ombudsman
of Pakistan, providing comprehensive details of recent initiatives of the organization in Pakistan.
This was followed by an opening address by the former President of the AOA, the Chief
Ombudsman of Thailand.
There were four plenary sessions in which the Keynote Speakers were a diverse group of
experts from various parts of Asia: Vice Minister of the Ministry of Supervision, People‟s
Republic of China, Deputy Director General of AEB Japan, National Commissioner for
Children in Pakistan, Chief Ombudsman of Thailand, Ombudsman of Iran, Ombudsperson of
Hong Kong, Provincial Ombudsman of Sindh, Ombudsperson of Tatarstan, Ombudsperson of
Azerbaijan and Ombudsman of Indonesia.
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These proceedings provided ample opportunity for international delegates to share their
respective experiences, success stories, best practices, time-tested models and paradigms for
promotion of Ombudsmanship within Asia and much needed capacity-building within AOA,
itself. The topics ranged from “Secrecy vs Transparency” to “Promotion and Protection of
Human Rights” to “The Japanese Pension Records problem and the part played by the
Administrative Evaluation Bureau”. Another subject that many international delegates found
engrossing was the Speedy Complaint Resolution, which was delineated by the Federal
Ombudsman of Pakistan in his own address.
In the Meeting of the Asian Region Directors-cum-Members of the International
Ombudsman Institute (IOI) on 25th November, it was decided to bring the IOI Asian Region
rules in conformity with the bye-laws of IOI and a provision be made in the former rules to
change Regional Vice President into the Regional President. The change was unanimously
adopted. It was decided to increase the number of Directors of Asian region from three to five
on the IOI Board of Directors as Asia was the most populated region.
The meeting also decided that the Regional Directors of Asia should meet at least twice a
year to deliberate upon various activities of the region and on the analogy of United Nations, the
President of IOI should also be appointed on rotation basis and that Asia should have
representation on key positions within IOI.
This was followed by the 17th AOA Board of Directors Meeting. It introduced a number
of significant ideas which, when adopted, will make AOA much more proactive and cohesive
and its membership, through proposed expansion, will make the Association truly representative
of Asia. These included:


Proposal to finalize decisions via electronic communication.



Procedure of Elections for any vacancy falling vacant during tenure of the Board.



Amendments in Bye-laws which envisage, inter-alia, limiting the tenure of the
Office Bearers of the AOA, BoD from four to two years.



Efforts should be made to increase the membership of AOA by approaching those
Ombudsman institutions of Asia which are not represented in the AOA.

Another highlight of the Islamabad conference was the election of the AOA President
and its Office Bearers. It was a singular honour for Pakistan that the Federal Ombudsman of
Pakistan, with an overwhelming support, was elected as President of the AOA for the next four
years. This was unique honour for Mr. M. Salman Faruqui who was earlier unanimously elected
by the Asian Ombudsmen as the President of Asian Region of the International Ombudsman
Institute. Never before, the two positions were held by the same ombudsman from Asia.
The Conference ended with a significant address by the Chief Justice of Pakistan who
gave a comprehensive analysis of the status of Ombudsmanship in Pakistan, and expressed his
confidence in the Institution in addressing the common man‟s problems. He lauded the efforts
of Federal Ombudsman to decide every complaint within 60 days and there was zero pendency.
Apart from AOA member states, the Islamabad conference was attended by delegations
from Turkey, Jordan and Bahrain. Jordan subsequently applied for Full Membership of AOA.
Georgia, an Associate Member of AOA, has likewise expressed its willingness to be a Full
Member. Their membership is likely to increase prospects of other Asian countries joining the
Association.
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(3)

POST CONFERENCE ACTIVITIES OF PRESIDENT OF AOA

The AOA held its 14th Conference and 17th meeting of its BoD, in Islamabad on 24th 25th November, 2015.
The Conference was important in terms of promoting the goals and objectives of the
Association, but also to allow greater opportunity to members to engage with and share
experiences and thus consolidate the Association.
An important event of the 14th General Assembly Meeting of AOA, held on 25th
November, 2015 in Islamabad, was the election of Office Bearers of the AOA Board. The
results were as follows:S.No. Name
Officer Bearers
1.

Mr. M. Salman Faruqui,
Federal Ombudsman/Wafaqi Mohtasib Pakistan

President

2.

Ms. Elmira Suleymanova,
Commissioner for Human Rights, Azerbaijan

3.

Ms. Connie Lau,
Ombudsman, Hong Kong SAR (China)

Secretary

4.

Mr. Justice Naser Seraj,
President, General Inspection Organization, Islamic Republic of
Iran

Treasurer

5.

Mr. Huang Shuxian, Minister, Ministry of Supervision, People‟s
Republic of China

Member

6.

Mr. Yuktaka Arai, Director General, Administrative Evaluation
Bureau, Ministry of Internal Affairs and Japan

Member

7.

Mr. Dato Raihan Sharif, Director General, Public Complaints
Bureau, Prime Minister‟s Department, Malaysia

Member

8.

Mr. Danang Girindrawardana, Chairman, The Ombudsman of
the Republic of Indonesia

Member

9.

Mrs. Saburskaya Sariya Kharisovna, Commissioner for Human
Rights, Republic of Tatarstan, Russian Federation

Member

Vice President

In a singular honour for Pakistan, the Federal Ombudsman of Pakistan secured
overwhelming support for being elected as President of the AOA. The achievement was praised
and acknowledged by the international and national print and electronic media.
The Office of the Federal Ombudsman of Pakistan and the AOA Secretariat have taken
significant initiatives on agenda items which were discussed during the 17th AOA BoD Meeting
held on 25th November, 2015 in Islamabad, and which are reflected in its Minutes.
Some of the agenda items, to be further deliberated upon in the forthcoming Tokyo
AOA BoD Meeting scheduled for 7th March, 2016, are as follows:

(i)

Establishment of full-fledged Headquarters of AOA in Islamabad

As a major step forward, the AOA President established fully functional office premises
to serve as Headquarters of AOA in a separate wing of the Ombudsman Secretariat, which was
furnished and provided with state-of-the-art facilities. The premises were inaugurated during the

99

Annual Report of the Federal Ombudsman 2015

AOA Conference in Islamabad in November, 2015. The facility will be cost-free to AOA
Member organization.

(ii)

Expansion of Membership of AOA

The President AOA and Federal Ombudsman of Pakistan had detailed discussions with
Heads of delegation on the issue during the 14th meeting of AOA in Islamabad on 24–25
November, 2015. There was overwhelming consensus that the membership of the Association
should be made more inclusive and expanded in order to have representation of every country in
Asia, where there is an eligible national Ombudsman. The presence, during the AOA Conference
held in Islamabad on 24 – 25 November, 2015, of delegations from countries like Turkey, Jordan
and Bahrain, clearly reflected the keenness of Ombudsman institutions of these countries to join
the AOA.
President AOA‟s invitations to these countries were therefore, in pursuit of this
consensus and his own commitment in the matter, and the initiative is intended to make the
AOA fully representative of Asian Ombudsman and Ombudsman like- institutions.
Accordingly, the Federal Ombudsman of Pakistan took up the issue of applying for Full
Membership of AOA with the Ombudsman institutions of a host of countries viz:
(a)

Turkey, Jordan and Bahrain (who attended the 14th AOA Conference in Islamabad
as observers);

(b)

Kyrgyz Republic, Armenia, Georgia and Financial Ombudsman of Sri Lanka (who
are currently Associate members of AOA); and

(c)

Philippines (once a member of AOA) and Kazakhstan.

Jordan subsequently applied for Full Membership of AOA. Georgia also has expressed
its willingness to be a Full Member. Their membership is likely to increase prospects of other
Asian countries joining the Association. The matter is being pursued with Philippines,
Financial Ombudsman of Sri Lanka, Armenia, Kyrgyz Republic and Kazakhstan by the
President of the AOA.

Resource Mobilization for AOA Funds:
In another important initiative, the President has addressed a request to the Asian
Development Bank (ADP) to consider providing resources to the AOA to allow it to expand its
facilities, train its personnel in an academy to be established for the purpose etc.
The President of the AOA has also subsequently requested the Director General
(Ombudsman), AEB, MIC, Japan (the host of the forthcoming Tokyo AOA BoD Meeting) to
use his good offices and approach the Asian Development Bank for monetary assistance to
AOA. The Federal Ombudsman has hoped that increased resource mobilization within AOA
would lead to greater research and sharing of knowledge and experiences, in order to enhance
the capacity of member organizations.
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(iv) Review of the Development and Performance of the Academy
Established by General Inspection Organization, Islamic Republic of Iran:
In line with the decisions of the AOA BoD on the subject in the 17th and 18th meetings in
Islamabad and Tokyo respectively, the President of AOA has proposed setting up a working
group to be comprised of the following:(i)

Minister for Supervision of the
Peoples Republic of China/Member of AOA BoD

Chairman

(ii)

Ombudsman of Indonesia/Member of AOA BoD

Member

(iii)

Commissioner for Human Rights Tatarstan/
Member of AOA BoD

Member

(iv)

Secretary, Federal Ombudsman Secretariat, Islamabad
(Executive Secretary of AOA)

Member

(v) Input of all Members of AOA BoD/General Assembly on agenda
items of the Minutes of the AOA BoD and General Assembly Meetings
In several other important proposals the President has sought views of members, before
they are formally discussed by the BoD/General Assembly of the AOA. These include:

(vi)

(a)

Approval of the Procedure of Elections for any vacancy falling vacant during
tenure of the Board;

(b)

Amendments Proposed in Bye-laws;

(c)

Proposal for Board members to finalize their decisions via electronic
communication;

(d)

Draft MoU between Federal Ombudsman of Pakistan and AOA; and

(e)

Islamabad Declaration.

TORs-Manager (Coordination)

In pursuance of the decision of the AOA Board of Directors in its 17th Meeting held on
25-11-2015 in Islamabad, the proposed TORs of Manager Coordination in the AOA Secretariat,
formulated by the AOA Secretariat, has been circulated, with the approval of the President
AOA, among all Members of AOA BoD for their approval by 15th February, 2016.

(vii) Proposed arrangements for the AOA Website
The President has proposed a comprehensive revamping of AOA‟s existing website, in
order to make it more effective in communicating issues of common concern and interest
among members. Complying with the approval of the AOA BoD in its 17th meeting held on 25th
November, 2015 in Islamabad for engaging a Website Administrator, Programmer and technical
staff by the AOA Secretariat to administer the Website, work is being taken in hand to give
effect to the approval of the AOA BoD.
The year 2015 also saw the genesis and implementation of the brainchild and magnum
opus of the Federal Ombudsman of Pakistan: Speedy Complaint Resolution (SCR) which could
have global impact, by serving as a beacon for member organizations of the AOA.
By envisaging the expansion of service delivery and complaint redress to the district and
sub-district levels in Pakistan, it promises to revolutionize the way justice is meted out in the
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country and is likely to be a game-changer. In fact, the initiative offers a unique model of
excellence for the “Global Ombudsman Village”, itself, for it is unprecedented in its horizontal
and vertical outreach. Among its strategies, is the paramount concept of Informal Resolution of
Disputes and On-the-Spot Inspections. All these aspects of the initiative will, undoubtedly, bring
cost-free and speedy relief close to the doorsteps of the common man and redress his grievance
within a relatively short span of time.

(4)

THE TOKYO EVENTS HELD FROM 7-10 MARCH, 2016

The International Ombudsman Institute (IOI) and Asian Ombudsman Association
(AOA) Meetings were presided over by the Hon‟ble Federal Ombudsman of Pakistan in Tokyo
on 7-3-2016 in his capacity as President IOI Asian Region and President AOA. The major
agenda items of the meeting of the Asian Region of the International Ombudsman Institute were
bringing the IOI Asian Region rules in conformity with the Bye-laws of IOI including changing
the position of Regional Vice President into Regional President and increasing the number of
Directors to five in line with its European Region.
The primary agenda items of the Asian Ombudsman Association (AOA) Board of
Directors‟ meeting were resource mobilization for AOA funds, approval of the procedure of
elections for any vacancy falling vacant during tenure of the Board, proposal for Board Members
to finalize their decisions via electronic communication and amendments in the
Bye-Laws. In both the meetings, fruitful discussions were held.
In the International Forum on 8-3-2016, the Hon‟ble Federal Ombudsman of Pakistancum-President AOA was pleased to address an august gathering including the IOI President, Mr.
John Walters and the IOI Secretary General, Dr. Gunther Krauter. In the address titled
“Enhancing Transparency and Responsiveness in Public Administration: an Ombudsman‟s
perspective from Pakistan”, the Hon‟ble Wafaqi Mohtasib eloquently showed how the various
mechanisms and modus-operandi of his secretariat, work to ensure optimum transparency and
responsiveness in its functioning.
The visit of the Hon‟ble Federal Ombudsman of Pakistan also culminated in the signing
of three MOUs by him with the Ombudsmen of Azerbaijan, Islamic Republic of Iran and
Kyrgyz Republic. These MOUs take effect immediately and shall serve to strengthen bilateral
exchanges, share expertise and deepen mutual understanding.

(5)

MEMORANDUM OF UNDERSTANDING
Memorandum of Understanding (MoU) Between the Ombudsman of the Islamic
Republic of Pakistan and the General Inspection Organization of the
Islamic Republic of Iran

Ombudsman of the Islamic Republic of Pakistan and the General Inspection
Organization of the Islamic Republic of Iran hereinafter referred to individually as „Party‟ and
collectively as „Parties‟;
Guided by their will to establish between mutually advantageous and cooperative
relationship, with a view to sharing best practices in the field of public administration, protection
and promotion of the institution of Ombudsman;
Recognizing that they share similar objectives to strengthen the concept of
Ombudsmanship and good governance, have agreed to enter into this MoU to establish
cooperation as per following:-
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Article 1
Cooperation
1.1
In order to facilitate the achievement of the objectives set out in the basic legal texts
pertaining to each organization and within the limits of their competence set up by their relevant
laws, the Parties agree to cooperate and extend to each other, support in the field of protection
and promotion of human rights and the strengthening the concept of the ombudsman and good
governance.
1.2
The Parties further agree that specific links of friendship, cooperation, exchange of
experience and best practices will be established and a Program of Cooperation in Sectors of
mutual interest will be developed and shared.
1.3
This cooperation may take several forms, including participation in conference, meetings,
organization of study visits and training workshops as well as general exchange of information
and expertise.
1.4
In order to effectively implement this MoU, the Parties agree to make every endeavour
to strengthen the relationship on an inter-organizational level.
Article 2
Participation in Conference and Seminars
2.1
The Parties shall invite each other to participate in conferences, workshops and training
that they organize in the field of Ombudsmanship.
2.2
The Parties agree that their participation in all activities deemed beneficial to their
respective progress, and consistent with each organization‟s founding principles, shall be
encouraged.
2.3
Representatives from either organization shall be extended invitation to attend Seminars
or Meetings being organized by the other Party.
Article 3
Study Visits and Training Workshops
3.1
The Parties may organize study visits, training workshops and other activities aimed at
exchanging professional experience and mutual training of their staff.
Article 4
Exchange of Information
4.1
The Parties may exchange information in the field of mutual interest by this MoU and in
compliance with their respective laws.
Article 5
Terms and Conditions
5.1
The terms and conditions of the organization of specific activities will be decided upon
by the Parties in each case.
5.2
In order to put this MoU into effect, the Parties commit themselves to keeping up
regular contacts and engaging in mutual consultations.
Article 6
Commencement, Amendment, Termination
6.1

This MoU shall come into force on the date it is signed;
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6.2

MoU shall remain valid for a period of five (5) years;

6.3

MoU shall stand extended automatically for successive period(s) of five (5) years;

6.4

Either Party may choose to terminate the MoU through a written three (3) month notice;

6.5
MoU may be amended by a joint and written consent. The amendment shall come into
force by the Parties‟ accord;
This MoU is done in Tokyo on the 8th of March, 2016, between
__________________________________
Mr. M. Salman Faruqui (Nishan-e-Imtiaz),
Federal Ombudsman
The Islamic Republic of Pakistan

___________________________
Justice Naser Seraj, President
General Inspection Organization,
The Islamic Republic of Iran

Memorandum of Understanding (MoU) Between the Ombudsman of the Islamic of
Pakistan and Ombudsman of the Republic of Azerbaijan
Ombudsman of the Islamic Republic of Pakistan and Ombudsman of the Republic of
Azerbaijan hereinafter, referred to individually, as „Party‟, and collectively, as „Parties‟, have
agreed to enter into an Memorandum of Understanding (MoU), aimed at establishing a mutual
advantageous and cooperative relationship, sharing the best practices in relation to the public
administration as well as protection and promotion of human rights;
Recognizing that they share similar objectives to strengthen the concept of Ombudsmanship and
good governance;
The Parties agree to establish mutual cooperation as given under:
Article 1
Cooperation
1.1.1 To cooperate and mutually support each other in protection and promotion of human
rights, also to strengthen the concept of the Ombudsmanship and good governance;
1.1.2 To facilitate the achievement of the objectives set out in the fundamental legal text of
each organization and within the framework of their competences set up by their respective
regulations;
1.1.3 To provide mutual assistance in the promotion and protection of rights and freedoms of
citizens of the Parties;
1.1.4 To establish specific links for friendship, cooperation, exchange of experience and best
practices, also to share a Plan of Cooperation in the areas of mutual interest;
1.2
This cooperation may be carried out in several ways, including mutual participation in
conferences and meetings, organization of study tours and training workshops as well as the
general exchange of information and expertise;
1.3
Parties shall undertake all necessary endeavours for strengthening the relationship at the
inter-organizational level with purpose of effective implementation of this MoU.
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Article 2
Participation in Conference and Meetings
2.1
Parties shall invite each-other to the events organized by them such as but not limited to,
conferences, workshops, meetings and other events about public administration, protection and
promotion of human rights, Ombudsmanship, good governance and other subjects of mutual
interest;
2.2
Parties agree to encourage participation in all such activities, deemed beneficial to their
respective progress and in compliance with the founding principles of each organization;
2.3
Parties shall mutually invite the staff members of their respective organizations to attend
congresses and conferences complying with the purposes and general references set forth by this
MoU.
Article 3
Study Tours and Training Workshops
3.1
Parties may organize study tours, training workshops and other events aimed at
sharing professional expertise and improving the mutual capacity building training for staff.
Article 4
Exchange of Information
4.1
Parties may exchange information of mutual interest specified by this MoU in
compliance with their respective regulations;
4.2
Parties may share the normative-legal acts, other legal documents, and background as
well as issue papers.
Article 5
Terms and Conditions
5.1
The terms and conditions of the organization of specific activities in each case will be
mutually agreed upon between the Parties.
Article 6
Commencement, Amendment, Termination
6.1

This MoU shall come into force on the date it is signed;

6.2

MoU shall remain valid for a period of four (4) years;

6.3
MoU shall stand be extended automatically for successive period(s) of four (4) years
unless either Party notifies its intention to discontinue;
6.4
Either Party may choose to terminate the MoU through a written three (3) month prior
notice;
6.5
Amendments to this MoU may be proposed from either Party and shall take effect upon
receipt of written confirmation from the other Party.
This MoU is done in two equal copies, in Tokyo on the 8th of March 2016, between
__________________________________
Mr. M. Salman Faruqui (Nishan-e-Imtiaz),
Ombudsman of Islamic Republic of Pakistan

___________________________
Ms. Elmira Sulleymanova
Ombudsman of Republic of
Azerbaijan
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Memorandum of Understanding (MoU) Between the Ombudsman of the Islamic of
Pakistan and The Institute of Ombudsman of the Kyrgyz Republic
Ombudsman of the Islamic Republic of Pakistan and the Institute of Ombudsman of the
Kyrgyz Republic hereinafter, referred to individually, as „Party‟, and collectively, as „Parties‟, have
agreed to enter into an Memorandum of Understanding (MoU), aimed at establishing a mutual
advantageous and cooperative relationship, sharing the best practices in relation to the public
administration as well as protection and promotion of human rights;
Recognizing that they share similar objectives to strengthen the concept of
Ombudsmanship and good governance;
The Parties agree to establish mutual cooperation as given under:Article 1
Cooperation
1.1.1 To cooperate and mutually support each other in protection and promotion of human
rights, also to strengthen the concept of the Ombudsmanship and good governance;
1.1.2 To facilitate the achievement of the objectives set out in the fundamental legal text of
each organization and within the framework of their competences set up by their respective
regulations;
1.1.3 To provide mutual assistance in the promotion and protection of rights and freedoms of
citizens of the Parties;
1.1.4 To establish specific links for friendship, cooperation, exchange of experience and best
practices, also to share a Plan of Cooperation in the areas of mutual interest;
1.2
This cooperation may be carried out in several ways, including mutual participation in
conferences and meetings, organization of study tours and training workshops as well as the
general exchange of information and expertise;
1.3
Parties shall undertake all necessary endeavours for strengthening the relationship at the
inter-organizational level with purpose of effective implementation of this MoU.
Article 2
Participation at Conferences and Meetings
2.1
Parties shall invite each-other to the events organized by them such as but not limited to,
conferences, workshops, meetings and other events about public administration, protection and
promotion of human rights, Ombudsmanship, good governance and other subjects of mutual
interest;
2.2
Parties agree to encourage participation in all such activities, deemed beneficial to their
respective progress and in compliance with the founding principles of each organization;
2.3
Parties shall mutually invite the staff members of their respective organizations to
attend congresses and conferences complying with the purposes and general references set forth
by this MoU.
Article 3
Study Tours and Training Workshops
3.1
Parties may organize study tours, training workshops and other events aimed at
sharing professional expertise and improving the mutual capacity building training for staff.
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Article 4
Exchange of Information
4.1
Parties may exchange information of mutual interest specified by this MoU in
compliance with their respective regulations;
4.2
Parties may share the normative-legal acts, other legal documents, and background as
well as issue papers.
Article 5
Terms and Conditions
5.1
The terms and conditions of the organization of specific activities in each case will be
mutually agreed upon between the Parties.
Article 6
Commencement, Amendment, Termination
6.1

This MoU shall come into force on the date it is signed;

6.2

MoU shall remain valid for a period of four (4) years;

6.3
MoU shall stand be extended automatically for successive period(s) of four (4) years
unless either Party notifies its intention to discontinue;
6.4
Either Party may choose to terminate the MoU through a written three (3) month prior
notice;
6.5
Amendments to this MoU may be proposed from either Party and shall take effect upon
receipt of written confirmation from the other Party.
This MoU is done in two equal copies, in Tokyo on the 8th of March 2016, between

__________________________________
Mr. M. Salman Faruqui (Nishan-e-Imtiaz),
Ombudsman of Islamic Republic of Pakistan

___________________________
Mr. Kubat Otorbaev
Ombudsman of the Kyrgyz
Republic
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Pictures of AOA Conference

Participants of the AOA conference with the President and the First Lady

Ombudsmen of Pakistan and Asia with the President of Pakistan and the First lady
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Shield being presented to the Honourable Chief Justice of Pakistan by Federal Ombudsman on the
occasion of AOA conference

Participants of AOA conference with the Honourable Chief Justice of Pakistan
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Participants of the AOA conference at the President Secretariat

Participants of the AOA conference at the President Secretariat
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Participants of AOA conference at the conference Venue

Delegates to AOA conference with Federal Ombudsman Mr. M. Salman Faruqui and Federal Tax
Ombudsman Mr. Abdur Rauf Choudhry
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Young Performers at AOA conference with Ombudsmen and Ambassadors from participating countries

Inauguration of new Secretariat of AOA
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Pictures of Events at Tokyo (AOA & IOI)

Mr. M. Salman Faruqui President AOA and Mr. John Walter President IOI addressing International
Forum at Tokyo

President AOA Mr. M. Salman Faruqui, being presented with souvenir at Tokyo
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Federal Ombudsman signing MOU with Ombudsman of Iran at Tokyo

Federal Ombudsman signing MOU with Ombudsman of Iran at Tokyo
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Federal Ombudsman signing MOU with Ombudsman of Azerbaijan at Tokyo

Federal Ombudsman at the occasion of signing of MOU with Ombudsman of
Azerbaijan at Tokyo

115

Annual Report of the Federal Ombudsman 2015

Federal Ombudsman, signing MOU with Kyrgystan at Tokyo

President AOA, Mr. M. Salman Faruqui with participants of Pakistan investment conference in Tokyo
which he inaugurated
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President AOA Mr. M. Salman Faruqui with President IOI and Chinese Vice Minister in Tokyo

Mr. M. Salman Faruqui, President AOA being presented Hong Kong Shield by Secretary General AOA
and Ombudsman of Hong Kong Ms. Connie Lau in the presence of Pakistan‟s Consul General in Hong
Kong, Mr. Ghufran Memon and Deputy and Assistant Ombudsmen of Hong Kong
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International Forum and International Training Workshop for Asian Ombudsman 8-10 March Tokyo, Japan
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Views of the Delegates and Dignitaries on AOA Conference
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Chapter 8
Facilitation Initiatives for Complainants
Establishment of new Regional Office at Swat
In order to extend timely and inexpensive relief to the citizens a new Regional Office has
been established in Swat during, 2015. The Office is situated in the space provided by Deputy
Commissioner in his office which is easily accessible being a well-known location. The Regional
Office has territorial jurisdiction over Malakand, Swat, Chitral, Shangla, Lower Dir, Uper Dir and
Buner. Thus, a large number of population of KPK, including FATA and PATA who had to
travel earlier to Peshawar can easily access this office without much expense.

Expansion in Regional Office, Hyderabad
After taking over as Ombudsman Mr. M. Salman Faruqui opened a new Regional Office
in Hyderabad at a central location, as the available space at Regional Office, Hyderabad became
insufficient due to manifold increase in number of visitors/complainants and also the enhanced
volume of work. The visitors and investigating officers were facing difficulty and inconvenience
due to the paucity of space and insufficient infrastructure. The building of Regional Office,
Hyderabad was therefore, expanded by providing additional space in the State Life Insurance
Corporation Building.

Shifting of Regional Office, Multan in new Building
Earlier the Regional Office, Multan was located on a far flung area on Vehari Road. It
was quite inconvenient for the complainants and representatives of the agencies to visit that
location. A new building was therefore hired in the centre of the city for shifting of Regional
Office, Multan so that the complainants and representatives of the agencies could approach this
office easily. The new office building was inaugurated by Mr. M. Salman Faruqui, Federal
Ombudsman of Pakistan during his visit to Multan to inaugurate the Facilitation Desk for
Overseas Pakistanis at Multan Airport.

Establishing the Wafaqi Mohtasib Secretariat Library at Head Office
A well equipped Library was established at the 4th Floor of this Secretariat during the year
under report. All the facilities have been provided in the Library to facilitate the common readers
and those in Pakistan and abroad interested in research on the working of the Federal
Ombudsman.

Establishing of Asian Ombudsman Association Secretariat in the Wafaqi
Mohtasib Secretariat Building
An independent Secretariat of Asian Ombudsman Association (AOA) was established to
facilitate the Asian Ombudsman Association. This secretariat was inaugurated by Mr. M. Salman
Faruqui, Federal Ombudsman of Pakistan in presence of Ombudsmen and their delegates all
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over from Asia. This Secretariat was inaugurated on 24th November, 2015 on the eve of 14th
Asian Ombudsman Conference.

Expansion and Air-conditioning of the Mosque
Earlier Wafaqi Mohtasib Secretariat Mosque had no facility of Air-conditioning. In order
to facilitate the Namazis, during the scorching summer season, the Mosque was provided with
Air-condition. On the occasion of Juma prayers the number of Namazis increased due to which
the available space of Mosque had become insufficient. Some space was available in the corridor
of the Mosque which was merged with the main Mosque Hall to make it more spacious.
Resultantly, more people can now be accommodated for the Juma prayers. Moreover, a proper
room adjacent to the Mosque was also built for ladies working in this Secretariat so that they
could also offer their prayers.

Creation of More Space/Construction of Additional Rooms at Head Office
In order to dispose complaints lodged by the general public within the mandatory period
of 60 days, more Investigating Officers and staff were recruited and additional space was created
for some rooms at vacant places of different floors so as to accommodate them.

Installation of Heavy Duty Lift in Tower Block
The senior Citizens, complainants, officers/staff of this Secretariat, representative of the
Agencies faced serious difficulties to reach third and fourth floors of the Tower Block of the
building. Keeping in view the situation, a heavy duty lift was installed in the Tower Block to
facilitate the complainants and officers/staff of this Secretariat.

Installation of CCTV Cameras and Bio-Metric System
Keeping in view the prevailing law and order situation of the country, more than 30
CCTV Cameras have been installed in and around the premises of the Wafaqi Mohtasib
Secretariat building to continuously monitor the ongoing activities. Turnstile entry gates with
Bio-Metric System, were also installed. To monitor the visitors and to stop unauthorized access
in the building, Security Guards were also hired to check vehicles entering in the building and to
search visitors to avoid untoward incidents.

Video Conferencing Facilities in the Wafaqi Mohtasib Secretariat Head
Office and Regional Offices
To ensure compliance of law and to dispose of Review Petition in 45 days, the
Honourable Wafaqi Mohtasib deputed a number of Senior Advisors from the Head Office to
hold hearings at the Regional Offices. The Senior Advisors with the assistance of the Regional
Officers undoubtedly disposed almost all the new and review cases pertaining to the year 2015.
This arrangement no doubt, caused heavy financial burden on the budget under the head of
TA/DA to the officers so deputed.
To dispose of the complaints within 60 days mandatory period and review petitions
within 45 days, a speedy communication system by using the latest technology was necessary.
The Wafaqi Mohtasib Office established a vibrant I.T. infrastructure to keep pace with the latest
technological developments with a view to meeting the requirements of computer based
administrative and financial activities. Modern and state-of-the-art facilities and services to the
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complainants as well as to the concerned staff have been provided in Lahore, Karachi, Quetta,
Peshawar, Faisalabad, Multan, D.I.Khan, Hyderabad and Sukkur through video links. These
facilities are also used for training purposes and administrative conferences.

Proposed Regional Offices
The very objective of the institution of the Wafaqi Mohtasib is to provide immediate and
inexpensive relief to the common man, at the grass root level, against the mal-administration of
various federal government agencies, as enshrined in Article 9 of the Establishment of the Office
of Wafaqi Mohtasib (Ombudsman) Order, 1983 (P.O. No. 1 of 1983). Accordingly, it was felt
imperative that possibilities be explored to set up new offices of Wafaqi Mohtasib
(Ombudsman)‟s Secretariat in different far-flung areas of the country. Hence, during the year
2015, the establishment/functioning of new offices in Gilgit, Abbottabad and Gawadar/Hub
was planned and measures are being taken to set up the same at the earliest.

Opening of Office in Gilgit
The need for opening of the office in Gilgit was felt as early as in 2000, when the then
Chief Executive of Pakistan, during his visit to Wafaqi Mohtasib Secretariat, inter alia, approved
establishment of this office. However, despite creation of a number of posts and allocation of
funds, this office could not be made functional earlier. There are seven districts in GilgitBaltistan namely, Skardu, Gilgit, Ghanche, Diamer, Ghizer and Astore having total population of
1.301 million projected in 2013 (official website of Government of GB). The complaints
pertaining to Gilgit-Baltistan are presently being dealt in the Head Office being a remote and
mountainous region of the country. After establishment of a separate Government of GilgitBaltistan under Giglt-Baltistan (Empowerment and Self Governance) Order 2009, the
requirement to open the Regional Office of Wafaqi Mohtasib Secretariat in Gilgit was considered
necessary. The office in Gilgit was, therefore, proposed to be made functional in 2016 for
provision of relief to the common people of that area.

Transparent Recruitment Process
In order to inject new blood in human resource of Wafaqi Mohtasib Secretariat, 09
posts of Assistant Private Secretaries (BS-16), 11 posts of Steno-typists (BS-14), 01 post of
Caretaker (BS-16), 14 posts of Assistant (BS-14) 01 post of Receptionist (BS-7), 01 post of
Telephone Operator (BS-09) and 01 post of Telephone Technician (BS-8) were advertised and
the screening test was conducted through National Testing Service(NTS) and Secretariat
Training Institute (STI). Short listed candidates were interviewed by the respective Selection and
Promotion Committees. As a result the candidates selected against the posts of Caretaker,
Assistant Private Secretaries, Steno-typists, Telephone Operator and Receptionist have joined
this Secretariat.

Career Progression
Career progression plays a vital role to enhance the efficiency of any Organization. Prior
to 2009, the office of Wafaqi Mohtasib Secretariat had no Service Rules and in absence of such
rules, a few promotions and appointments by transfer were made according to the rules of the
Federal Government. However, with the promulgation of Officers and Staff Service Rules, 2009,
the process of appointment of new officers and staff and for the promotion of existing staff was
started. During the year under report 09 officers were promoted to the next higher grades in
light of the recommendations of respective Selection and Promotion Boards. Moreover, 02
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officers were appointed by transfer to strengthen the cadre of regular officers and staff of Wafaqi
Mohtasib Secretariat. Efforts are underway to remove anomalies in the Service Rules of Wafaqi
Mohtasib Secretariat so that maximum opportunities of career progression could be provided to
the employees of this Secretariat.

Speedy Complaint Resolution
A major break-through in speedy complaint resolution was made by the Federal
Ombudsman Mr. M. Salman Faruqui when he proposed to make it mandatory for Federal
Ombudsmen to decide complaints within 60 days. This provision was included in the Reforms
Act, 2013. Mr. M. Salman Faruqui has been able to reduce the period from 60 to 45 days by the
end of the year 2015. He has now proposed to reduce the period to only 15 days if his proposal
to extend outreach to Districts and Tehsils is approved by the government for which his
summary for IPCC is awaiting go ahead. He has already successfully implemented a pilot project.
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Chapter 9
Communication and Awareness Promotion
Complaint Processing Mechanism
Online Complaint Management Information System (CMIS) is the centre piece of IT
enabled operations in the Wafaqi Mohtasib Secretariat. This serves as the hub for streamlined
and integrated complaint management process. CMIS is multi-Language software. Here anyone
can input the complaint details as per his own choice of language. A complainant can lodge a
complaint and know the latest status through CMIS from all over the world using internet. The
use of CMIS helps in monitoring progress of the cases as well as in reducing communication
time between the Head Office and the Regional Offices. The implementation module of CMIS
has been an effective tool to monitor the implementation of the findings of the Wafaqi Mohtasib
in addition to identifying the late response from the federal agencies. The improvement in IT
support has, thus, resulted in increased efficiency and improved performance of the Office of
Wafaqi Mohtasib.
A value addition was made in the Investigation Module by way of introducing „Online
Activity Monitoring Module‟. This module helped in eliminating the delay in the investigation
process and in updating the latest status of a complaint. Implementation Module was also
improved for online Implementation Monitoring Report.
A Data Centre was established at the Headquarters. The other services include SMS for
complaint tracking while an online complaint status finder is available on the website of the
Wafaqi Mohtasib Secretariat.
Number of complaints registered through online system remained low as compared to
those registered through post or in person. The number of online complaints is, however,
beginning to pick up with the rise in awareness and the use of Information Technology (IT) as it
goes up in the country.
CMIS was the first step toward the paperless environment; the cycle of receiving,
finalizing and issuing Findings has been reduced from a few weeks to 24 hours or less in most
cases as well as reducing the cost per complaint. Since the soft launch of Implementation module
of CMIS the cost on implementable complaint has reduced from average of Rs.15 to Rs.5. The
hearing list (of complaints) is now available to the public on the enhanced website.
The complaint handling record from 1998 onwards and final Findings from July 2007
to-date are now available online database, with plans afoot to bring on database the entire
records and Findings since the establishment of this institution.
Additionally, a training programme for officers and staff has been initiated that is geared
towards enhancing their proficiency in the use of CMIS to improve overall efficiency, reliability
and time-lines of this Office.
The CMIS of this Office has been recognized as state of the art system by the other
Ombudsman institutions. This secretariat is providing assistance; technical support and training
to the other Ombudsman Institutions in the country to enable them adopt the system in their
respective offices.
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Every process and action on the complaint is computerized using the effective and time
tested system which automatically processes the steps taken by each section at different stages.
For this reason, status of complaint remains updated in CMIS to meet the time-lines. Federal
Ombudsman Office ensures fast track communication at both ends i.e. Complainant and
Agency, to keep them informed of the status of the complaint at every stage of the Investigation.
CMIS sends SMS to complaint on its mobile on:

Complaint Registration



Hearing of the Complaint



Adjournment of the Complaint



Disposal of the complaint

This information is also available on our website for complainants.
On other side for Agency, a paperless communication method has been introduced by
providing the direct linkage of agency through its interface to our CMIS. This linkage is now
providing the direct access to the Agency at three levels. The access levels are:

Complaints at registration



Under Process Complaints (at Investigation)



Complaints at Implementation

This provides fast and paperless communication with complainant and Agency.

Website for Citizens
The website of the Wafaqi Mohtasib Secretariat is operational since 2000 and is the
online interface to the public. Wafaqi Mohtasib Secretariat is using this instrument for
information dissemination to the general public or anyone needing information regarding this
office and its working. The main design was updated twice in 2008, 2013 and 2015. The website
is connected to the dynamic online Complaint Management Information System (CMIS). Links
have been provided for online complaint registration, to know updated status and the hearings
fixed for next 15 days, under the following alpha iconic headings:
„Make a Complaint‟,
„Check Complaint Status‟
„Hearing in next fifteen days‟
This up-to-date information is provided from the CMIS which is used for internal
complaint handling. Other information such as legal framework, Acts, forms and members of
team etc. is also available on the website. A complaint can now be directly registered on-line
through website without having to visit this office as well as the status of the complaint could be
checked from the website that is linked with CMIS.

Awareness Promotion
The Institution of Ombudsman in the context of the Asian region is a relatively new
phenomena. Although the concept had its origin in Asia, that is Turkey, but the system was
adopted, assimilated and promoted widely in the west. The Ombudsman is a Swedish word
where the institution was first set up by King Charles XII of Sweden who, on his return from
Turkey, after spending time in exile in that country in the early eighteenth century, ordered to
create an office in Sweden on the principles of the Turkish accountability system.
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The Institution, because of its relevance to the issues facing the common man,
immediately gained acceptance and later emerged in many other European countries. Thereafter,
the Institution in those countries was promoted and its functions defined. As it grew
simultaneously with other state institutions in the West, extra efforts were not put in to establish
its identity and explain its role.
However, it took exceptionally long time before its relevance was recognized in Pakistan
and the Ombudsman‟s Institution (Wafaqi Mohtasib) was set up in the country through the
Presidential Order of 1983. Thereafter, it took time for the Institution to gain acceptance as an
Institution for resolving common man‟s problems generated by maladministration and
indifference of the organizations and agencies of the government.
Despite the fact that the Institution enjoyed constitutional sanction, it was initially faced
with a number of constraints in the discharge of its official and legal obligations, which
hampered the spread of its message as a forum providing free of cost justice. Some of the factors
which restricted the Institution‟s message from reaching the people after its inception, were;
a)

Agencies of the government generally viewed the organization‟s role adversely and
looked at the system as unwarranted interference in the authority of the executive.
They thus resisted implementation of its decisions.

b)

Successive governments did not consider it a priority to provide adequate funds for
meeting its operational requirements.

c)

A large segment of the public remained ignorant about the Institution‟s role due to
lack of education and limited access to information.

d)

Modes of communication available to the Institution for spreading its message
were limited at that time.

e)

Insufficient Powers granted to the Ombudsman for enforcing implementation of
its decisions.

f)

Inadequate availability of resources to launch promotional campaigns for
generating awareness.

In view of the above constrains it took some time for the message about the availability
of this forum to reach the general public. But due to the untiring efforts of successive
Ombudsmen, the situation improved in time and especially after the Federal Ombudsman
Institutional Reforms Act, 2013 which empowered the Ombudsman to execute his orders and
recommendations and take actions against those functionaries of the agency responsible for
defiance of his recommendations. The 2013 amendment in the Act resulted in raising the level of
compliance which attracted public attention and promoted confidence in the Institution.
Institutional projection is a delicate matter. While undertaking such a projection, care
must be exercised that it matches the capacity to deliver. Awareness raises expectations which, if
unmet, results in despondency. In view of these constraints, awareness about the availability of
this institution as an effective and alternative forum, other than the normal court of law, grew
gradually.
However, it is imperative for the Institution to make itself and its activities known to
the public in order to fulfil its role as the Ombudsman. It is also necessary that the institution is
recognized as an effective apparatus of the state through which the grievances of the socially
marginalized citizens are redressed through an inexpensive administrative process. Creation of
awareness in this regard is necessary to raise the interest of the public by creating an
understanding of its various functions and the good it can deliver when other forums for seeking
justice are costly and not so easily available to the people.
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For creating the required awareness, a multitude of channels of communications have
been opened with the public specially through the print and electronic media. Besides launching
awareness programme through the media, seminars and presentations on issues of public interest
with the active participation of the people, NGOs and other Civil Society representatives are
being constantly pursued both at the federal and regional levels.
The awareness related activities of this Institution are of a different nature. These are
undertaken with the objective to raise the level of information regarding availability of an
alternative forum of grievance redressal other than the normal court of law, to enable aggrieved
persons to seek relief. The Institution is in fact serving a higher national cause, that is,
restraining despondency from spreading in the general public against the state institutions
through provision of speedy relief to them.
During the period under review, the available channels of communications were
utilized in pursuit of the objectives. The print media was particularly receptive to the
Organization‟s need and extended its support. All important events received due coverage by the
media during the period under review. In this context proceedings of the Asian Ombudsman
Association Conference held in Islamabad received wide coverage by both print and electronic
media. Live coverage of the inaugural and concluding sessions of the Conference chaired by the
President and the Chief Justice of Pakistan, respectively by several electronic channels was
helpful in apprising the public about the activities and initiatives of the Institution.
In addition to our role in promoting awareness within the country, we are also
synergizing our efforts with the Asian Ombudsman Association and the International
Ombudsman Institute for developing an integrated strategy for promoting the concept in the
region and globally to introduce good governance. In this connection the AOA Secretariat set up
at the Ombudsman Secretariat in Islamabad with extensive training, research and communication
facilities, is playing a vital role in achieving the desired goals.
The other important feature of our communication strategy is to seek the cooperation
of the Regional Press for spreading our message in the interior of the country. During the visit of
our officers and advisors to far flung areas of the country for providing relief at the door steps of
aggrieved masses, the regional media is rendering an appreciable service in promoting the cause.
The growth of the media, both print and electronic, in Pakistan, specially during the
last decade, has proved helpful in spreading the Institutional message to all corners of the
country. We are following an open door policy in respect of the media. Besides inviting them to
attend deliberations on major initiatives and issues, they have also been nominated on important
committees constituted for analyzing systemic weaknesses of public sector organizations and
recommending measures for overcoming the identified deficiencies.
Our recommendations on prison reforms, overseas Pakistanis, NADRA and issues of the
pensioners have received due coverage over the media specially the newspapers. Leading
newspapers have offered encouraging and valuable comments on the initiatives taken by the
Ombudsman for providing relief to the common man. Regular interaction with the media is now
an integral part of the Institution‟s operational process. For full realization of the potential of this
Institution, we plan to launch a sustained campaign for creating awareness through the media
under a multi-tiered strategy that covers the smaller towns as much as it addresses the urban
population.
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Chapter 10
Selected Findings
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Chapter 11
Feedback
Observations of the President and eminent personalities

Remarks of the Honourable Mr. Mamnoon Hussain,
President Islamic Republic of Pakistan
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Letters from Complainants
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Chapter 12
Pictorial Gallery

President at Wafaqi Mohtasib Secretariat

Federal Ombudsman at President Secretariat with the Honourable President of Pakistan
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Chairman, Senator (R) S.M Zafar, former Minister for law and members of National Committee on
Children at President‟s Secretariat

Honourable Special Assistant to Prime Minister Mr Irfan Siddiqi and Mr. Ashtar Ausaf Ali at Wafaqi
Mohtasib Secretariat Islamabad
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Honourable Special Assistants to Prime Minister, Mr. Ashtar Ausaf Ali (now Attorney General of
Pakistan), Mr. Irfan Siddiqui and Khwaja Zaheer Ahmed at Wafaqi Mohtasib Secretariat

Special Assistant to the Prime Minister Mr. Irfan Siddiqi and Secretary Ministry of Law at Wafaqi
Mohtasib Secretariat

215

Annual Report of the Federal Ombudsman 2015

Eminent personalities on the occasion of presentation of Reports on Federal Agencies
at Aiwan-e-Sadr

Guests on the occasion of presentation of study Reports at Aiwan-e-Sadr
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Members of the Federal committee on SCR at Wafaqi Mohtasib Secretariat

Vice Chancellors of Universities at Wafaqi Mohtasib Secretariat
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Ombudsmen of OIC countries with Federal Ombudsman at Wafaqi Mohtasib Secretariat

Participants of the committee on PIMS at Wafaqi Mohtasib Secretariat
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Select Group of Students and Faculty of SMI University with Federal Ombudsman and Vice Chancellor
at Wafaqi Mohtasib Secretariat

Participants of the committee to reform working of Police Stations at Mohtasib Secretariat
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Federal Ombudsman addressing Advisors, Officers and other members of Mohtasib Secretariat

Federal Ombudsman visited Federation of Pakistan Chambers of Commerce and Industry. Seen in the
picture are President and Vice Presidents of FPCCI and Ombudsman for Taxes and Federal and Sindh
Ombudsmen for Protection of Women against Harassment at Workplace and President of Women
Chamber of Commerce and Industry
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Federal Ombudsman visited Chamber of Commerce and Industry, Karachi. Minister of State for
Trade Promotion, Federal Tax Ombudsman, Justice (R) Yasmin Abbasi and President and Vice
Presidents of KCCI and Mr. Teli can be seen in the picture
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Media Reports
25.11.2015
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January 09, 2016
February 4th, 2016

Ombudsman visits FPCCI

Refund claims issue:
Businessmen advised to
approach tax ombudsman
KARACHI - Federal Ombudsman Salman Faruqui has
advised the business community of Karachi to take up
the issue of pending refund claims of genuine cases
with the Tax Ombudsman who is empowered to take
decision within 60 days.
Exchanging views during his visit to Karachi Chamber
of Commerce and Industry (KCCI), Federal
Ombudsman reiterated that the business and industrial
community must submit their formal complaints
pertaining to refund claims to tax ombudsman who has
powers equivalent to the judge of Supreme Court and
is authorized to take suo moto notice to deal with such
matters.
Tax Ombudsman Abdul Rauf Chaudhry, Banking
Ombudsman Anisul Hasnain, Federal Ombudsperson
for Protection against Harassment of Women Justice
(Retd.) Yasmin Abbasey, Chairman Businessmen
Group and former president KCCI Siraj Kassam Teli
and other office bearers KCCI were present on the
occasion.
Commenting on the overall performance of Federal
Ombudsman, Salman Faruqui informed that around
16,000 complaints were being received at the Federal
Ombudsman every year and the decision against each
complaint is taken within 60 days.
He pointed out that during the last two-and-a-half
years, a total of 207,000 complaints were decided and
there was absolutely no backlog.
Moreover, during the last three months of 2015, all the
complaints were being resolved within 45 days which
clearly indicates the improved performance of Federal
Ombudsman”, he added.
He further told the business and industrial community
that Federal Ombudsman will soon be undertaking a
campaign on experimental basis in which they plan to
decide cases within 15 days by sending FO teams to
around 500 districts and tehsils across Pakistan.

KARACHI: The office of Federal Ombudsman
(FO) is running a pilot project in Dera Ghazi
Khan to provide relief to people who earlier
had to go to Multan for putting up their cases
and complaints, Federal Ombudsman Salman
Faruqui said.
During a visit to the Federation of Pakistan
Chambers of Commerce and Industry (FPCCI)
on Wednesday, he said presently there were
ombudsman offices in 28 districts only but the
FO was keen on reaching people at district and
union council level.
Mr Faruqui said that when he took over the
charge of Ombudsman office there were
around 75,000 pending cases which now stood
at zero.
Federal Ombudsman receives approximately
16,500 cases per annum and decides each case
in 45 days, instead of the officially mandated
60-day period, he said adding the office gave
decisions on around 207,000 cases with only
7,000 going for appeal.
“Around 92 per cent of Ombudsman decisions
are upheld by the Supreme Court. Up to 87pc
of the decisions are based on mediation which
is reached in a few days,” he said.
Businessmen at the FPCCI drew Mr Faruqui‟s
attention towards the huge outstanding amount
against duty drawback, sales tax and local
levies. Mr Faruqui urged the businessmen to
approach Federal Tax Ombudsman Abdul
Rauf Chaudhry in this regard.

Salman Faruqui said that Federal Ombudsman was
fully authorized to take suo moto notice and hundreds
of suo moto notices have been taken during his tenure
as Federal Ombudsman.
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Chapter 14
Profile of Team Members
Profiles of Senior Advisors to the Federal Ombudsman of Pakistan Posted at
Head Office/Regional Offices
Syed Anwar Mahmood, Senior Advisor (Honorary), Head Office, Islamabad
He served as Federal Secretary in Ministries of Health, Information & Broadcasting, DG
Pakistan Broadcasting Corporation and Principal Information Officer, PID.
Malik Asif Hayat, Senior Advisor (Honorary), Regional Office, Lahore
He served as Chairman, Federal Public Service Commission, Secretary to the President of
Pakistan, Secretary, Ministry of Labour and Manpower, Ministry of Railways, Chairman, Railway
Board, Inspector General, Police, Punjab & AJK & Director General, Federal Investigation
Agency.
Mr. Omar H. Sajjad, Senior Advisor, (Honorary), Head Office, Islamabad
He is Barrister at Law and practicing as an Advocate Supreme Court of Pakistan.
Prof. Justice Shahzado Shaikh, Honorary Senior Advisor, Head Office, Islamabad
He served as Judge of the Federal Shariat Court and as Federal Secretary.
Mr. Ejaz Ahmad Qureshi, Senior Advisor, Head Office, Islamabad
He served as Federal Secretary in Ministries of Environment & Railways and Chief Secretary in
Sindh and KPK.
Mr. Aneesuddin Ahmad, Senior Advisor, Regional Office, Karachi
He served as Ambassador of Pakistan in France, Additional Secretary (Americas & Europe) in
Ministry of Foreign Affairs and Ambassador of Pakistan to South Africa, Lebanon & Cyprus.
Mr. Siraj Saleem Shamsuddin, Senior Advisor, Regional Office, Karachi
He served as Executive Director in Asian Development Bank, Manila and Principal Secretary to
the Prime Minister.
Mr. Shafkat Saeed, Senior Advisor Head Office, Islamabad
He served as Pakistan‟s Ambassador to Kuwait, South Africa, Iran, European Union and France.
Sayed Mohsin Asad, Senior Advisor (Incharge), Regional Office, Lahore
He served as Federal Secretary, Federal Tax Ombudsman, Ministry of Local Government and
Rural Development, and Member, Federal Excise and Administration, Federal Board of
Revenue, Islamabad.
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Hafiz Ahsan Ahmad Khokhar, Senior Advisor/Registrar, Head Office, Islamabad
He was Advisor in the office of Federal Tax Ombudsman, served as Chairman Customs
Appellate Tribunal and is a Supreme Court Advocate.
Mr. S. M. Tahir, Senior Advisor, Head Office, Islamabad
He served as Special Secretary and Additional Secretary in this Secretariat and also worked as
Additional Secretary in the Ministry of Culture.
Mr. Imtiaz Inayat Elahi, Senior Advisor, Head Office, Islamabad
He served as Federal Secretary, Ministry of National Health Services, Regulations &
Coordination, Chairman, Capital Development Authority and Chief Commissioner, Islamabad.
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.
Mr. Taimur Azmat Osman, Senior Advisor, Head Office, Islamabad
He served as Secretary, Establishment Division, Ministry of Information & Broadcasting and
National Food Security & Research Division.
Mr. Jaweed Akhtar, Senior Advisor, Head Office, Islamabad
He served as Federal Secretary, Ministry of Interfaith Harmony, Member Federal Service
Tribunal and Additional Secretary, Prime Minister‟s Office.
Mr. M. Ayub Khan Tarin, Senior Advisor, Head Office Islamabad
He served as Additional Auditor General of Pakistan, Additional Finance Secretary and
Accountant General Pakistan Revenue, Islamabad.
Capt (Retd) Agha Nadeem, Senior Advisor, Head Office Islamabad
He served as Secretary, Information & Broadcasting, Additional Secretary, Industries and
Production and Additional Secretary Health.
Mr. Abdul Hameed, Senior Advisor, Head Office, Islamabad
He served as Federal Secretary, Chairman/DG Pakistan Post, Chairman, Pakistan Academy of
Letters and Chairman, National Language Authority.
Malik Muhammad Iqbal, Senior Advisor, Regional Office, Lahore
He served as Director General Federal Investigation Agency, Inspector General of Police,
Balochistan, and Additional Inspector General of Police, Counter Terrorism Department,
Punjab, Lahore.
Mr. Junaid Iqbal Chaudhry, Senior Advisor, Regional Office, Lahore
He served as Secretary, Wafaqi Mohtasib Secretariat, Secretary, Ministry of National Food
Security and Research and Capital Administration & Development Division.
Mrs. Farah Ayub Tarin, Senior Advisor, Head Office Islamabad
She served as Controller General of Accounts, Project Director, PIFRA and Accountant General
of Pakistan Revenues, Islamabad.
Mr. Sikandar Ismail, Senior Advisor, Head Office, Islamabad
He served as Secretary, Ministry of Overseas Pakistanis and Human Resource Development and
also as Additional Secretary Incharge, Ministry of Religious Affairs and Interfaith Harmony.
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Ms. Yasmin Saud, Senior Advisor, Regional Office, Karachi
She served as Senior Member, Federal Board of Revenues and Commissioner of Income Tax.
Ms. Farzana Jabeen, Senior Advisor, Regional Office, Karachi
She served as Member Training in FBR and Accountant Member Appellate Tribunal of Inland
Revenue.
Ms. Nazrat Bashir, Honrary Senior Advisor, Head Office, Islamabad
She served as Managing Director, PEPRA and in BS-22 in the Ministry of Finance.
Mr. Zafarullah Khan, Honorary Senior Advisor, Head Office, Islamabad.
He served as Federal Secretary, Ministry of Water & Power and held senior position in the
Federal and Provincial governments and in the Embassy of Pakistan in Washington D.C.

Profiles of Advisors/Associate Advisors to the Federal Ombudsman of
Pakistan Posted at Head Office/Regional Offices
Maj. Gen. Haroon Sikandar Pasha (R), Advisor, Head Office, Islamabad
He served as Director General, NAB in Sindh and Director/JS in the former Chief Executive
Secretariat.
Mr. Tarique Imam, Advisor, Head Office, Islamabad
He served as Director General, Pakistan Broadcasting Corporation and Managing Director, ATV
Shalimar.
Mr. Naimatullah Abid, Advisor, Head Office, Islamabad
He served as Accountant General Punjab and also as Director General, National Institute of
Management (formerly NIPA) Peshawar.
Mr. Javaid Akhtar Sheikh, Advisor, Head Office, Islamabad
He served as Additional Secretary, Ministry of Railways and Additional Secretary, National
Assembly Secretariat, Islamabad.
Mr. Shah Mahboob Alam, Advisor, Head Office, Islamabad
He served as Joint Director, Intelligence Bureau, Advisor National Accountability Bureau and
Managing Director/CEO in Oil & Gas Development Company Limited Pakistan.
Hafiz Muhammad Ziauddin, Advisor, Head Office Islamabad
He served as Senior Joint Secretary in the Cabinet Division. He also served in the Establishment
Division.
Mr. Shahid Hamayun, Honorary Advisor, Head Office, Islamabad
He served as Additional Secretary in Cabinet Division.
Syed Yasin Ahmad, Advisor, Head Office, Islamabad
He served as Additional Secretary, Cabinet Division.
Mr. Parvez Akbar Lodhi, Honorary Advisor, Regional Office, Lahore
He served as Additional Inspector General of Police Punjab and DIG, VVIP Security.
Mr. Abdul Basit Khan, Advisor, Regional Office, Lahore
He served as Executive Director of National Institute of Population Studies, Additional
Secretary in Ministry of National Food Security and Research and also as Senior Joint Secretary,
Ministry of Communications.
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Ms. Mobashshrah Nighat Bajwa, Advisor, Regional Office, Lahore
She served as Additional Secretary in the Ministry of Information & Broadcasting, Director
General, External Publicity Wing and Director General Information Service Academy.
Mr. Tauqir Ahmad Faiq, Advisor, Regional Office, Lahore
He served as Additional Secretary Ministry of Food and Agriculture and Additional Secretary
(Incharge), Wafaqi Mohtasib Secretariat.
Raja Faizul Hassan Faiz, Honorary Advisor, Regional Office, Lahore
He served as Deputy Director General (Law & HR) in the Employees Old Age Benefit (EOBI).
Mr. Muhammad Azam Joiya, Honorary Advisor, Regional Office, Lahore
He served as Additional Inspector General Police in various Provinces.
Mr. Mussadaq Mohammad Khan, Advisor, Regional Office, Multan
He served as Additional Secretary in the Prime Minister‟s Office and Chairman, Agriculture
Policy Institute, Ministry of National Food Security and Research.
Mr. S. M. Ather, Advisor, Regional Office, Multan
He served as Regional Commissioner of Income Tax, Central Region Multan and also as
Regional Commissioner of Income Tax, Southern Region, Karachi.
Chaudhry Abdul Hameed, Advisor, Regional Office, Multan
He served as District & Session Judge.
Mr. Muhammad Sarwar, Advisor, Regional Office, Multan
He served as Senior Joint Secretary, Cabinet Division and Financial Advisor, Ministry of Finance.
Mr. Abid Hussain Notkani, Honorary Advisor, Regional Office, Multan
He served as Capital City Police Officer/D.I.G in the Province of Baluchistan.
Mr. Qurban Ali, Advisor, Regional Office, Faisalabad.
He served as Accountant Member Appellate Tribunal Inland Revenue and as Member, Federal
Board of Revenue, Islamabad.
Mr. Shahid Hussain Jilani, Advisor, Regional Office, Faisalabad
He served as Additional Secretary in the National Assembly Secretariat.
Mr. Sher Zaheer Ahmed Khan, Advisor, Regional Office, Faisalabad
He served as District & Session Judge and Member Anti-Corruption Cell, Punjab.
Mr. Zafar Iqbal Chaudhary, Honorary Advisor, Regional Office, Faisalabad
He served as District & Session Judge.
Mr. M. Ishaq Lashari, Advisor, Regional Office, Karachi
He served as Additional Chief Secretary, Sindh and Additional Secretary, President Secretariat.
Mr. Muhammad Yamin, Advisor, Regional Office, Karachi
He served as District and Session Judge.
Ms. Zarina Zaidi, Advisor, Regional Office, Karachi
She served as Accountant Member Appellate Tribunal of Inland Revenue and Commissioner,
Income Tax.
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Syed Shujat Abbas, Advisor, Regional Office, Karachi
He served as Director General, NADRA and Port Qasim Authority.
Mr. Ghulam Sarwar Brohi, Associate Advisor, Regional Office, Quetta
He served as Director General Trade Development Authority of Pakistan, and Secretary to Chief
Minister, Balochistan.
Mr. Hussain Shah Sherani, Associate Advisor, Regional Office, Quetta
He served as Chairman, Balochistan Development Authority and Director General, Planning and
Development, Government of Balochistan.
Mr. Badshah Gul Wazir, Honorary Grievance Commissioner for FATA, Regional Office,
Peshawar
He served as Provincial Mohtasib KPK and Secretary Home Department, Industries and Law in
KPK.
Dr. Begum Jaan, Honorary Associate Grievance Commissioner for FATA, Regional
Office, Peshawar
She is founder of the Tribal Women Welfare Association.
Mr. Ghulam Farooq, Associate Advisor, Regional Office, Peshawar
He served as Member, Board of Revenue in Government of KPK.
Mr. Adalat Khan, Associate Advisor, Regional Office, Peshawar
He served as Member, Provincial Service Tribunal in Government of KPK.
Mr. Muhammad Hanif, Honorary Advisor, Regional Office, Sukkur
He served as District Judge and Additional Secretary, Law Department, Government of Sindh.
Mr. Liaquat Ali Khoso, Advisor, Regional Office, Sukkur
He served as District and Session Judge.
Mr. Muhammad Hasil Korai, Honorary Advisor, Regional Office, Sukkur
He served as Deputy Auditor General Defense.
Mr. Abdul Karim Qasuria, Advisor, Regional Office, D. I. Khan
He served as Secretary, Home Department, KPK, Member, Provincial Services Tribunal and as
Caretaker Minister in KPK.
Mr. Ihsanullah Babar, Advisor, Regional Office, D. I. Khan
He served as District and Session Judge.
Mr. Waliyat Ali Khan, Honorary Advisor, Regional Office, D. I. Khan
He served as Session Judge and Administrative Judge of Accountability Court.
Mr. Zarmast Khan Khattak, Advisor, Regional Office, Swat
He served as Senior Joint Secretary, Establishment Division.
Mr. Qamar Mustafa, Associate Advisor, Head Office Islamabad
He served as Joint Secretary in the Cabinet Division.
Malik Amanat Rasul, Associate Advisor, Head Office, Islamabad
He served as Joint Secretary in Ministry of Religious Affairs & Interfaith Harmony and Director
General, Ministry of Population Welfare and Wafaqi Mohtasib Secretariat
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Mr. Masood Farooq Babar, Associate Advisor, Regional Office, D. I. Khan
He served as Joint Director ECO, Postal Service Staff College and Post Master General KPK.
Syed Ali Shah Bukhari, Associate Advisor, Regional Office, Sukkur
He was Chairman of Board of Intermediate & Secondary Education, Sukkur.

Profiles of Consultant to the Federal Ombudsman of Pakistan Posted at
Head Office/Regional Offices
Mr. Muhammad Saqib Khan, Consultant, Head Office, Islamabad
He is the longest serving Consultant in Wafaqi Mohtasib Secretariat.
Ms. Neiyar Muzaffar Hussain, Consultant, Regional Office, Karachi
She served as Managing Director in Pakistan Security Printing Corporation and Security Papers
Limited.
Ms. Sibah Farooq, Part Time Legal Consultant, Head Office, Islamabad
She is an Advocate High Court and studied Law in the U.K.
Lt. Col. (R) Iqbal Qureshi, Consultant, Islamabad
He served as Legal Consultant in OGDCL.
Mr. AnfasYounus, Consultant, Regional Office, Lahore
He was Deputy Managing Director, Punjab Small Industries Corporation, Lahore.
Mr. M. Ashraf Khan, Consultant, Regional Office, Lahore
He served as Director in Directorate General of Inter Service Intelligence and also as Director in
this Secretariat.
Syed Baqar Ahsan, Consultant, Regional Office, Multan
He served in the Pakistan Army and retired as Lt. Colonel.
Mr. Akhtar Abbas Mirza, Consultant, Regional Office, Hyderabad
He served in the Education Literacy Department in Government of Sindh and was Assistant
Professor in the University.
Mr. Qamar-ud-Din Rustmani, Consultant, Regional Office, Hyderabad
He was Civil Judge/Additional Registrar in the Sindh High Court.
Mr. Nadeem Tasawar, Consultant, Regional Office, Lahore
He is an Advocate of High Court.
Mr. Pervaiz Halim, Consultant, Head Office, Islamabad
He worked as Section Officer in the Federal Government and served for long in Protocol
Sections..
Mr. Muhammad Yameen Sohail, Consultant, Head Office, Islamabad
He served as Assistant Registrar, Supreme Court of Pakistan.
Mr. Shakaib Tahir, Consultant, Head Office, Islamabad
He worked in the NSPP in the past. He is also Project Coordinator for National Commissioner‟s
Office.
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PROFILE OF OFFICERS POSTED BY THE FEDERAL GOVERNMENT IN HEAD
OFFICE ISLAMABAD AND REGIONAL OFFICES
Mr. Pir Bukhsh Jamali, Secretary, Head Office, Islamabad
He served as Secretary in the Ministry of State and Frontier Regions (SAFRON).
Mr. Abdul Malik Ghauri, Member (Incharge), Regional Office, Karachi
He served as Director General Port and Shipping , Karachi and is in BS-22.
Ms. Talat Altaf Khan, Additional Secretary, Regional Office, Lahore
She served as Sr. Joint Secretary in the Ministry of Inter Provincial Coordination, and Acting
Secretary in the Overseas Pakistanis Division, Islamabad.
Mr. Arshad Farooq Fahim, Additional Secretary, Head Office, Islamabad
He served as Senior Joint Secretary, in Ministries of Textile Industry, Industries & Production
and CEO Drug Regulatory Authority of Pakistan.
Sardar Muhammad Abbas, Additional Secretary/Member, Regional Office, Peshawar
He served as Secretary Transport, KPK and Secretary Social Sector, FATA.
Mr. Khushdil Khan, Director General, Head Office, Islamabad
He served as Director General, NACTA in the Ministry of Interior.
Mr. Muhammad Ashfaq Ahmad, Director General, Head Office, Islamabad
He served as Additional Secretary in the Government of Azad Jammu & Kashmir.
Mr. Shakil Ahmad, Director , Head Office, Islamabad
He was Deputy Secretary in Ministry of Communication.
Dr. Tariq Sardar, Director General (Incharge), Regional Office, Faisalabad
He served as Director Development & Finance, Faisalabad Division and EDO (F&P),
Faisalabad.
Mr. Shah Sahib, D. G, Regional Office, Peshawar
He served as Director General, Planning and Development Division, Islamabad
Mr. Shahid Zia Cheema, Director General Regional Office, Lahore
He served as Joint Economic Advisor/Chief in the Planning Commission and Chief Debt
Management/R&S in the Economic Affair Division.
Mr. Riaz Ahmad, Director General, Regional Office, Lahore
He served as Director General International Trade Dispute Resolution Organization Ministry of
Commerce Islamabad, and Director Law & Exhibitions TDAP Lahore.
Mr. Ahmad Khan Soomro, Director General, Regional Office, Hyderabad
He served as Chief Finance and Accounts Officer in Ministry of Religious Affairs.
Mr. Muhammad Abdullah Soomro, DG (Incharge), Regional Office, Sukkur
He served as Chief Finance and Accounts Officer, M/o Information & Broadcasting, Islamabad.
Mr. Miran Mohiyuddin, Director, Regional Office, Hyderabad
He served as Deputy Secretary in the Establishment Division.
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Mr. Muhammad Sayyed, Director, Regional Office, Lahore
He served in the Access to Justice Programme, Law, Justice and Human Rights Division.
Mr. Muhammad Ramzan, Director, Regional Office, Lahore
He served in Narcotics Control Division, Ministry of Interior.
Mr. Abdur Rasheed, Director, Regional Office, Lahore
He was an officer of OMG, served in the various Ministries and Divisions.
Mr. Jehanzeb Latif, Acting Director General, Regional Office, Peshawar
He served as Director in Directorate of Electronic Media, Ministry of Information and
Broadcasting.
Mr. Muhammad Nazir, Dy. Director, Regional Office, Lahore
He served in the Narcotics Control Division, Ministry of Interior.
Ch. Muhammad Shahbaz, Director Accounts, Head Office, Islamabad
He served as Accounts Officer in the office of Controller General of Accounts
Ms. ZariyabMussarat, Dy. Director (Investigation), Head Office, Islamabad
She served as Assistant Manager in Associated Press of Pakistan (APP)
Syed Nabil Iqbal Gilani, Data Control Officer, Head Office, Islamabad
He has been serving as DCO in WMS since 1994
Mr. Sohail Ahmad Phatak, MIS Expert/S. D, Head Office, Islamabad
He has been serving in WMS, since 2008.
Ms. Rafia Bano, Dy. Director, Head Office, Islamabad
She served in the Education Department.
Ms. Shahina Ahmad, Dy. Director, Regional Office, Karachi
She served as Deputy Secretary, Government of Balochistan
Ms. Shaheen, Dy. Director, Regional Office, Karachi
She served as Section Officer, in the Ministry of Port & Shipping.
Ms. Bahleem Bilqees Jan, Dy. Director, Regional Office, Karachi
She has been serving in WMS, R.O. Karachi since 2007.
Mr. Fawad Hanif, Dy. Director, Regional Office, Peshawar
He has been serving in WMS, Peshawar since 2000.
Mr. Jameel Ahmed Sheikh, Dy Director, Regional Office, Sukkur
He was Section Officer in the Cabinet Division.
Mr. Noshad Ali Jamali, Section Officer, Head Office, Islamabad
He was Assistant Regional Director in National Internship Program Ministry of Inter Provincial
Coordination.
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Thanks
The Honourable Wafaqi Mohtasib constituted the Committee for
preparation of the Annual Report 2015, comprising of the following
members:(i)

Mr. S. M. Tahir, Senior Advisor

Chairman

(ii)

Mr. Ejaz Ahmad Qureshi, Senior Advisor

Member

(iii) Syed Anwar Mahmood, Honorary Advisor

Member

(iv) Raja Raza Arshad, Senior Advisor

Member

(v)

Member

Hafiz M. Ziauddin, Addl. Secretary

(vi) Mr. Tarique Imam, Advisor

Member/Editor

(vii) Mr. Shakaib Tahir, Consultant

Member/Secretary

In bringing out this report, the team is highly indebted to Mr. M. Salman
Faruqui, Nishan-e-Imtiaz, Federal Ombudsman for his encouragement
and able guidance at every stage of the preparation of the Report.
The team expresses its special thanks to Mr. Ejaz Ahmed Qureshi, Senior
Advisor, Mr. Shahid Hamayoun, Advisor, Syed Qamar Mustafa Shah,
Associate Advisor for their input and quality assurance and also to
Syed Nabil Shah Gilani, Mr. Sohail Ahmad Phatak, Mr. Shakaib Tahir,
Mr. Zia Ullah Qureshi and Mr. Muhammad Amjad for their valuable
professional assistance. The team also greatly appreciates the efforts and
cooperation of all those who provided the required information and
logistic support in preparation of this report.
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Contact Details
Headquarters
Wafaqi Mohtasib (Ombudsman)‟s Secretariat,
36–Constitution Avenue, G-5, Islamabad.
Phone: 92-51-9213886-7, Fax: 92-51-9217224
Email: mohtasib@ombudsman.gov.pk

Regional Offices
Regional Office, Lahore
15-A, 3rd Floor, State Life Building,
Davis Road, Lahore.
Phone: 92-42-99201017-18,
Fax: 92-42-99201021
E-mail: wmsrol@ombudsman.gov.pk

Phone: 92-71-9310007, Fax: 92-71-9310012
E-mail: wmsros@ombudsman.gov.pk
Regional Office, Faisalabad
P-501/A, New Civil Line,
Near Riaz Shahid Chowk,
Behind Iqbal Stadium, Faisalabad.
Phone: 92-41-9201016, 9201020
Fax: 92-41-9201021
E-mail: wmsrof@ombudsman.gov.pk

Regional Office, Karachi
4-B, Federal Government Secretariat,
Saddar, Karachi.
Phone: 92-21-99202115,
Fax: 92-21-99202121
E-mail: wmsrok@ombudsman.gov.pk

Regional Office, Dera Ismail Khan
H. No. 3/H, Survey No. 178, Qasim Road,
Cantt., Dera Ismail Khan.
Phone: 92-966-9280216,
Fax: 92-966-9280256
E-mail: wmsrod@ombudsman.gov.pk

Regional Office, Peshawar
1st Floor, Benevolent Fund Building,
Peshawar Cantt.
Phone: 92-91-9211574,
Fax: 92-91-9211571
E-mail: wmsrop@ombudsman.gov.pk

Regional Office, Hyderabad
State Life Building No. 3, 6th Floor,
Thandi Sarak, Hyderabad.
Phone: 92-22-9201604,
Fax: 92-22-9201603

Regional Office, Quetta
Aram Bagh Street, Opp: AG Balochistan
Near Imdad Hospital,
Link Zarghoon Road, Quetta.
Phone: 92-81-9202679,
Fax: 92-81-9202691
E-mail: wmsroq@ombudsman.gov.pk

Regional Office, Swat
District Courts Compound,
Saidu Sharif, Swat.
Phone: 92-946-9240297

Regional Office, Multan
Bungalow No. 17, Stadium Corner,
Vehari Road, Multan.
Phone: 92-61-6301873, Fax: 92-61-6301876
E-mail wmsrom@ombudsman.gov.pk
Regional Office, Sukkur
H. No. A-107, St. No. 2,
Near NADRA Office,
Sindhi Cooperative Housing Society,
Airport Road, Sukkur.
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