WAFAQI MOHTASIB

ANNUAL REPORT
2019

Federal Ombudsman

Syed Tahir Shahbaz
Wafaqi Mohtasib of Pakistan
President Asian Ombudsman Association

No. 1(10)/HWM/2020
Islamabad, the 25th March, 2020
Dear Mr. President,
It is a great honour for me to submit my third Annual Report, in pursuance of the provisions of
Section 28 of ‘Establishment of the Office of Wafaqi Mohtasib (Ombudsman) Order’, 1983 about most
significant activities of the Federal Ombudsman office during the calendar year 2019. It is a distinctive
privilege and source of pride to fulfil this important statutory obligation which could only be accomplished
with your honour’s patronage and guidance.
Wafaqi Mohtasib’s office has a unique mandate in the perspective of resolving grievances of the
citizens, which is an important aspect of solving contemporary social issues. We try to provide relief to the
needy and destitute, without distinction of social status, sex, language, political opinion, social origin,
property, educational qualification or any other consideration. Adjudicating complaints to eradicate
maladministration is a huge task; because maladministration provides a moral ground to the society to act.
We try to reaffirm belief in the principle that living a problem-free dignified life is an inalienable fundamental
right of our citizens.
In our endeavours to redress injustice done to the citizens, the office of the Federal Ombudsman
considerably improved its performance during 2019. Resultantly, the number of disposed of complaints
against federal agencies increased much higher than the previous years.
Under your honour’s direction, during the year under report, interaction and contact with the public
was increased and efforts were made to create greater awareness about the role and assignment of the Wafaqi
Mohtasib. For this purpose information technology and print and electronic media were used. I am greatly
indebted to your honour for taking time out of your busy schedule to preside over an awareness seminar,
inaugurating our revamped website, launching a new mobile application of Wafaqi Mohtasib’s Secretariat in
May 2019 in Aiwan-e-Sadr and advising the civil society and media to highlight positive image of the
Mohtasib.
The issue of prison reforms received our special attention. We made unflinching efforts to improve
the living conditions of the women and child prisoners. This was done by holding meetings with the Chief
Secretaries and heads of departments in all provincial capitals and at the head office. During the year, four
quarterly reports were submitted to the Supreme Court and full accounts of the recommendations issued and
range of activities undertaken in this regard are incorporated in the Annual Report.
I would express my sincere thanks for continued encouragement and support of the President’s
Secretariat. I feel obliged that our recommendations were upheld most of the times and useful guidance was
provided, while rectifying our recommendations. This office would always need similar support and
guidance for improving its service delivery and providing relief to the citizens. Such measures are also
essential for building the soft image of the government.
Sincerely,
Honorable Dr. Arif Alvi,
President of the Islamic Republic of Pakistan,
Islamabad.

36-A Constitution Avenue, Islamabad, Pakistan | Ph: +92 51 9217200-01 | Fax: +92 51 9217256
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Foreword

The Federal Legislative List provided in the 4th Schedule of the
Constitution has a special provision for Federal Ombudsmen at Sr. No.13.
This provision enabled the State to create an institutional framework to fulfil
its constitutional obligation, under Article 37(d) of the Principles of Policy
enshrined in Chapter 2 of the Constitution which entrusts the State the
responsibility to ensure inexpensive and expeditious justice to the public. The
Office of the Federal Ombudsman was accordingly established on 14th
January, 1983 vide President’s Order No.1 of 1983 to diagnose, investigate,
rectify and redress public grievances against maladministration by
government Agencies.
Section 28 (1) of the President’s Order No.1 of 1983 requires the
Wafaqi Mohtasib to submit an Annual Report on his activities to the Hon’ble
President within 3 months of conclusion of each calendar year. This report
has, therefore, been prepared to highlight the entire range of activities of the
Wafaqi Mohtasib along with the statistics of the public complaints of
maladministration by Federal Agencies disposed of during the calendar year
2019. A parallel has also been drawn between the statistics of complaints
pertaining to the calendar years 2018 and 2019 to facilitate the readers to
notice improvement. The report also highlights special efforts made to create
greater awareness among the masses about the availability of this easily
accessible forum to resolve their grievances against government agencies in a
swift and economical way.

Syed Tahir Shahbaz
Wafaqi Mohtasib (Ombudsman)
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Profile

Syed Tahir Shahbaz
Wafaqi Mohtasib
(Ombudsman) of Pakistan

Syed Tahir Shahbaz took oath of office on 21st July, 2017 as the 7th
regular Wafaqi Mohtasib (Ombudsman) of Pakistan. Prior to his appointment
as Wafaqi Mohtasib, he was Secretary Establishment Division, Government
of Pakistan.
He has done LL.M. from Karachi University and M.Sc. in Geology
and LLB from Punjab University. He was an officer of Pakistan
Administrative Service (PAS).
He has vast experience of working in both provincial and federal
Governments. He served as Registrar, Supreme Court of Pakistan.
At the Federal level, he served as Additional Secretary, Cabinet
Division; Chairman, Capital Development Authority (CDA); Joint Secretary,
Establishment Division; M/o Industries, Production; and M/o Law, Justice
and Human Rights. He also worked as Senior Advisor with UNDP. At the
provincial level, he was Secretary, Industries Government of Punjab; District
Coordination Officer, Shikarpur; Additional Secretary, Home Department,
and Financial Advisor, Karachi Metropolitan Corporation, Karachi. He is also
the President of the Asian Ombudsman Association (AOA).
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INTERACTION OF THE FEDERAL OMBUDSMAN
WITH THE HONOURABLE PRESIDENT

Interaction of the Federal Ombudsman
with the Honourable President
Syed Tahir Shahbaz Wafaqi Mohtasib called on the Honorable President of Pakistan on 1st
April, 2019 to present Annual Report regarding the activities of the Office of the Federal
Ombudsman during the year 2018. On that auspicious occasion, he expressed his special thanks to
the President for gracing the Wafaqi Mohtasib Secretariat with his presence in October, 2018 soon
after taking over the exalted office of the Head of State. The Wafaqi Mohtasib seized the opportunity
to brief the Honorable President about the important aspects of the Annual Report 2018 and

explained in detail the new initiatives introduced in the light of guidance and directions given by the
Honorable President on previous occasions.
During the meeting, the President expressed his appreciation of the excellent performance of
the Wafaqi Mohtasib in providing relief to the common man. He was also pleased to emphasize the
following points:
i.

Wafaqi Mohtasib should apprise the Speaker of the National Assembly and
Chairman, Senate on the working of his Office; and seek their support and help to
disseminate the message amongst the law makers.
5
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ii.

Awareness campaign should be launched through PTV programs informing the
public of the ways the Office of Wafaqi Mohtasib could provide administrative
justice to them. The option of call-in interviews, on monthly basis, by well-known
anchorpersons should also be explored.

iii.

Dissemination of information about the working of the WMS through its website
may be enhanced by ensuring larger number of hits.

iv.

Frequent press releases be issued about disposal of important cases of public relief.

v.

While monitoring prison reforms at the provincial headquarters, the respective
governors should be apprised of the activities and good work being done.

vi.

A study may be undertaken to develop viable recommendations to deal with pension
funds, which posed huge challenge for the government.

vii.

Seminar / function may be held at the Presidency inviting parliamentarians, civil
society, relevant govt. departments and other stakeholders to promote awareness in
the public.

During the meeting, the President assured the Wafaqi Mohtasib of his full support in the
discharge of the latter’s functions in providing
administrative justice to the general public. The
Wafaqi Mohtasib thanked the Hon’ble President for
The Hon’ble President lauded the
performance of the Wafaqi Mohtasib
his gracious words and assured him that the valuable
in providing administrative justice to
guidance provided by him would be followed in letter
the common man.
and spirit. Subsequently, the President was pleased to
He said that the disposal of 99 percent
address a seminar held on 2nd May, 2019 at Aiwan-ecases within 60 days and an
Sadr to create greater awareness in the general public
implementation ratio of 95 percent
were remarkable achievements.
about the functioning of the Office of the Wafaqi
Mohtasib. On this occasion, he inaugurated the
The Hon’ble President advised the
Federal Ombudsman to use electronic
revamped, interactive and mobile friendly website of
and, print tools and social media to
the Wafaqi Mohtasib Secretariat; and also launched a
enhance his outreach and highlight his
new mobile application of the WMS. The Mobile
achievements.
application was especially designed to enhance the
outreach of the Office of the Federal Ombudsman in
its bid to provide free and speedy justice against maladministration by federal government agencies.
Addressing the audience of the seminar, the Hon’ble President stated that historically only those
nations achieved glory which stood against tyranny and injustices prevalent in their societies. While
6
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lauding the performance of Wafaqi Mohtasib, the President said that disposal of 99 percent cases
within 60 days and an implementation ratio of 95 percent were remarkable achievements. He
informed the audience that less than one percent of representations were made to the President
against the decisions of the Mohtasib which is a solid testimony to his fair and just practices. He said
that in the wake of rising yet dangerous trend of
misinformation, there was a need for using the media
for positive gains. He went on to say that justice was a
The Wafaqi Mohtasib informed the
participants of the Seminar that the
fundamental right of the people and advised the
current year would be dedicated for
Ombudsman to use the tools of electronic, print and
creating public awareness.
social media to enhance his outreach and highlight his
The Wafaqi Mohtasib Secretariat had
decisions. He was pleased to offer his support for
received more than 70,000 complaints
liaising with Pakistan Electronic Media Regulatory
against various federal government
agencies during the year 2019 which
Authority (PEMRA) and encourage television
were collectively resolved by the
channels to dedicate their air time for social and public
WMS Head Office and 12 Regional
service messaging.
Offices functioning across the
country.
Earlier, in his welcome address, the Wafaqi
A media strategy group had been
Mohtasib informed the participants of the seminar
formed to let the people know
that the year 2019 would be dedicated to public
about the working of WMS. The
Wafaqi
Mohtasib informed that the
awareness. He said that the Wafaqi Mohtasib
revamped website and new mobile
Secretariat had received more than 70,000
application would make the filing
complaints against various federal government
and tracking of applications easier
and
hassle free.
agencies during the year 2019 which were
collectively resolved by the WMS Head Office and
12 Regional Offices functioning across the country.
7
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He informed the audience that a media strategy group had been formed to let the people know about
the working of this office and to attract them to approach it for redress of their grievances against
government agencies. He added that the revamped website and new mobile application would also
make the filing and tracking of applications easier and hassle free. During the seminar, a
presentation was also made by Mr. Ejaz Ahmed Qureshi, Senior Advisor, WMS highlighting the
fact that the role of Wafaqi Mohtasib was crucial amid challenges of governance and overburdened
courts. He said that the Wafaqi Mohtasib accepts and investigates public complaints against any
agency with even one percent share of the government. This has widened the scope of the
functioning of the WMS. Furthermore, as per law, the Mohtasib disposes of a case within 60 days
and an appeal within 45 days.
He also informed the audience that under Integrated Complaints Resolution Mechanism,
public complaints pending with the agencies were automatically transferred to the Ombudsman’s
Complaint Management Information System if these remained unresolved for 30 days or more. He
also apprised the audience about the comprehensive reports compiled by the Mohtasib on various
systemic issues of public interest including child abuse, state of prisoners, setting up facilitation
desks for overseas Pakistanis at international airports in Pakistan and arranging for Rs. 44 million for
destitute prisoners for their release on completion of their terms. He specially mentioned his
activities as National Commissioner for Children to protect children’s rights until a Children
Mohtasib office is instituted to address the complaints of children below 18 years.
The seminar was attended by a large number of participants from all walks of life. On this
auspicious occasion, the Hon’ble President also presented shields to two former Federal
Ombudsmen Mr. Justice (R) S. Usman Ali Shah and Mr. Imtiaz Ahmed Sahibzada. The Federal
Ombudsman also presented a memento to the Hon’ble President.
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MANAGEMENT REVIEW

Management Review
“Surround yourself with the best people you can find, delegate authority and don’t interfere as long
as the policy you’ve decided upon is being carried out”
(Ronald Reagan)
The effectiveness and efficiency of an organization is gauged by the degree to which it
accomplishes its objectives. In order to achieve the stated objectives, an organization requires
effective management of resources (both men and material) by its leadership. Management in its
simplest form is the accomplishment of set objectives through an organized and a concerted effort.
This seemingly a simple phenomenon becomes a daunting task when put into practice particularly in
a public sector organization where policy making is restrained within the allocated resources and the
organization is bound to limit its strategic planning within the larger framework given by the
government of the day. Within this context, the objective of the Wafaqi Mohtasib, who is mandated
to provide speedy and inexpensive justice against the maladministration of the agencies of federal
government, is to ensure the continuous support through men and material and the capacity building
of its work force to streamline its day to day functioning. Another important and at times restraining
factor is the need to ensure austerity to help the government cut down on its fiscal deficit.

Chinese delegation headed by Mr. Chen Guomeng visited the WMS on November 12, 2019 along with
Ambassador of China to Pakistan H.E. Mr. Yao Jing – Group Photo with Secretary WMS Dr. Jamal Nasir, Sr.
Advisor / National Commissioner for Children Mr. Ejaz Qureshi and others
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Revisiting Mission and Vision Statements
An effort was made by the management to keep the functioning of this secretariat focused on
the provision of administrative justice, as its primary objective, and to dedicate all the available
resources to this task. Vision and mission statements were re-aligned with the larger objectives and a
management strategy was designed keeping in view the following objectives:
m

Judicious and optimal utilization of resources through tight fiscal monitoring;

m

Ensuring a conducive work
environment to keep the employees
motivated through performance
based incentives;

WMS maintains its presence
nationwide. It has a fully functioning
Head Office in the federal capital and
12 regional Offices spanning across
all provinces. To cope up with ever
increasing volume of complaints, new
advisors and officers were hired and
promotions were awarded to the
deserving officials of this secretariat.

m

Introducing an internal system of
checks and balances to maximize the
performance of work force;

m

Continuous capacity building and
departmental support; and

m

Allocation and availability of funds for special initiatives and contingencies within
the allocated budget.

While managing its human resource, the WMS has to maintain its presence nationwide in
order to ensure the accessibility of free of cost and speedy justice to all the citizens of Pakistan. It
has a fully functioning Head Office in the federal capital and 12 Regional Offices spanning across all
the provinces. These offices are simultaneously working to entertain thousands of applications by
the common citizens seeking redress against maladministration of various federal government
agencies. Maintaining such colossal workload requires availability of efficient work force. In order
to cope up with the ever increasing volume of complaints, new advisors and officers were hired and
promotions were awarded to the deserving officials of this secretariat.

Recruitments
Equitable distribution of work enhances the efficiency of an organization and requires
recruitment of staff (both officers and officials). During the period under review, new recruitments
were made to ensure that this secretariat has the capacity to handle the increasing volume of
complaints and their quick disposal. In this regard, a healthy mix of regular and contractual staff was
added to the strength of Wafaqi Mohtasib Secretariat.

12
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Federal Ombudsman Syed Tahir Shahbaz administering oath
of office to newly posted Officers.

a)

Appointment of Officers of BS-17 and above
i.

10 regular posts of Investigation Officers (BS-17) were filled through a competitive
exam conducted on national level. These posts were advertised in leading national
dailies and a recruitment agency of repute was hired to conduct written examination.
Candidates qualifying the written examination were called in for interviews and
scrutiny of their documents. The Selection & Promotion Committee at Head Office,
Islamabad, Lahore and Karachi
conducted interviews and based on
WMS Service Rules 2009 were
revised.
The idea was to bring reforms
merit finalized the list. Subsequently,
in the service structure to make it
top ten candidates were selected for the
performance-based and create a
said posts. The cohort of freshly
competitive environment in the
inducted officers was given a month
organisation.
long training at the Head Office and
upon completion of their training, the
officers were posted in various Regional Offices against available vacancies.

ii.

Similarly, 14 retired officers, having diversified experience of serving in public and
private sector, were appointed on contract basis under Article 20 of P.O.1 of 1983 to
serve in the field of investigation, appraisement and implementation both in the Head
Office and the Regional Offices of WMS.
13
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b)

Appointment of Official of BS-16 and below:
i)

For the purpose of providing efficient secretarial support, 21 officials were appointed
on contract basis under Article 20 of P.O.1 of 1983 in WMS, Head Office, Islamabad
and its Regional Offices. The appointments were made through a rigorous selection
process designed to test the required skills and experience of the officials.

ii)

Appointment against one vacancy was made at Regional Office, Peshawar under the
Prime Minster’s Assistance Package programme.

It would be pertinent to mention that the appointments made under Article 20 were strictly
based on merit. Both officers and officials were awarded short contracts and the extension of their
contracts would be subject to their efficiency and performance which was monitored regularly
throughout the year.

Revisiting Ombudsman Secretariat’s Officers/Ministerial Service Rules, 2009
On the directions of the Wafaqi Mohtasib, a committee comprising senior officers of WMS
and headed by the Additional Secretary (Admin) was constituted to review and revise the existing
service rules of the WMS. The idea was to bring reforms in the existing service structure to make it
performance-based and create a competitive environment in the organization. After a long and
consultative process, the committee unanimously proposed amendments in the existing Service
Rules. Currently, the proposed amendments are being finalized for approval by the relevant quarters.

Making the workforce dependable
Dependability is one of the leading challenges at any work place. In order to ensure
dependability and attendance, biometric system of attendance was reinforced. Six outdated
biometric machines were replaced with the new ones in the regional offices and a more robust
mechanism of ensuring attendance was introduced. A new SOP has been designed to keep a daily
check on the attendance of officers and officials of the WMS. A consolidated report from all the
regional offices and the head office is generated on daily basis and late arrivals and absenteeism is
strictly checked and violators are penalized on regular basis. This new mechanism has tremendously
increased the punctuality of employees.

14
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CDA Fire Officer briefing the officers and officials of WMS during a three day training
session conducted to preempt any emergency situation.

Issuance of Standard Operating Procedures
Geographical mobility of resources is another fiscal drain, yet an unavoidable one.
Nevertheless, to minimize this, a detailed SOP was designed and implemented. Under the SOP, all
the official visits related to OCR (Outreach Complaint Resolution) mechanism, another regular
feature of the WMS, were subject to the approval of Head Office. Investigating Officers were
instructed to intimate the Head Office a week before visiting the far flung areas under OCR and
approval was granted by the Secretary WMS. Similarly, SOPs were also issued for:
a)

Duties of Naib Qasids / Qasids / Daftaries

b)

Fire Prevention and Fire Fighting

c)

Maintenance of WMS Vehicles

d)

Duties of Staff Car Drivers

Human Resource Audit
An extensive and thorough audit has been conducted recently by the Administration Wing to
determine the existing HR strength (Officers/Staff) vis à vis the workload at Head Office and all of
the Regional Offices. The primary objective of conducting this exercise was to ensure the equitable
distribution of work among the officers and officials. Based on the findings of the report, the tasks of
the officials have been redistributed with the aim to make the assigned workload more realistic and
humanly attainable.
15
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Trainings
Recognizing the need for capacity building of the work force, refresher training programmes
were started for the secretarial staff. Training modules were prepared with the help of Secretariat
Training Institution (STI) and all the secretariat staff was imparted refresher training courses on
various skills required of them in the day to day functioning of
the WMS. More trainings are being planned in the next year for
To ensure dependability
the work force of WMS.
and attendance, biometric
system of attendance was
Internship Programme
reinforced. Six biometric
machines were replaced in
the regional offices. A
The Wafaqi Mohtasib Secretariat launched an
more robust mechanism of
Internship programme for university graduates and through a
attendance was
selection process a batch of internees was selected. The
introduced. A new SOP has
students were attached to various departments during the period
been designed to keep a
daily check on the
of internship to gain the exposure of the functioning of this
attendance of officers and
organization.
officials of WMS. Late
arrivals and absenteeism is
strictly checked. This new
mechanism has
tremendously increased
the punctuality of
employees at WMS.

Towards Fiscal Management

All organizations require funds for the sustainability of
its operations. An organization of national scale with its 12 suboffices demand a smart fiscal management and financial
discipline on the part of its leadership. Moreover, the Federal
Government’s decision to launch austerity drive needed smart budgeting and fiscal planning to
ensure that the organization does not exceed its allocated pool of financial resources and at the same
time maintains its nation-wide operations and continuous supply of men, material and machinery.
For the year under review, Rs.719 million were allocated to the Wafaqi Mohtasib Secretariat.
Utilization of these funds required a comprehensive and focussed fiscal plan and financial
discipline. Under this plan, all the heads of expenditure were monitored on monthly basis. The
expenses incurred on procurement were rationalized keeping in mind the optimum utility of
resources. The Wafaqi Mohtasib himself reviews the monthly finances to ensure that fiscal
discipline is observed in letter and spirit. As a result of this, all the expenditures incurred till
November 2019 are in line with the directions issued by the AGPR and the Finance Division.
To ensure further compliance, the internal audit of Wafaqi Mohtasib Secretariat’s Head
Office, Islamabad as well as its Regional offices was completed up to financial years 2018-19 and
2016-17, respectively . Similarly, the Auditor General of Pakistan was officially requested to
conduct the external audit. Resultantly, the external audit of WMS including its Regional Offices
16
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was completed up to financial year 2017-18.

Supplies and Inventory
Provision of supplies for the Head Office and its 12 Regional Offices was another challenge
and to meet this challenge, the operations of store branch were streamlined. All the inventory
registers were updated. Similarly, the procurement of goods and services was made as per the PPRA
rules of 2004.

Upkeep and Maintenance of Infrastructure
A concerted effort was made to maintain the facilities of WMS (both Head Office and the
Regional Offices). A working SOP was issued to the janitorial staff to ensure cleanliness on all
the floors and in all the offices of WMS Head Office and Regional Offices. Similarly, the
administration was instructed to ensure the provision of clean drinking water and proper seating
arrangements for the complainants visiting the WMS. The compliance was ensured through
inspections on daily basis.

17

Chapter 1
Receipt and Disposal of Complaints at the Head Office and all Regional Offices
An inexpensive, efficient and prompt complaint registration system at WMS Head office
and at its 12 Regional offices is a show case of ensuring sound and effective justice delivery system
and to address individual complaints by the Wafaqi Mohtasib Office. The front desk of Registration
is an interface, which enhances public confidence
and credibility of the institution. In pursuance of
A total 73,059 complaints were received
promoting values of fairness, integrity,
during the year 2019 which included:
accessibility and promptness, highly motivated,
experienced and vigilant teams, equipped fully
By post or in person
51,754
with IT facilities are deployed at Registration
Received online
11,289
Sections and at reception desks. They facilitated
Integrated from
the complainants who submitted complaints in
Agencies portals
7,852
person during the year 2019. Article 10 of the
Received through
Establishment of the Office of Wafaqi Mohtasib
Mobile App
2,054
(Ombudsman) Order, 1983 provides a
Children related
110
comprehensive and elaborative process and
prescribes limitations for making a complaint by
an aggrieved person against maladministration committed by a federal government ministry/
division/department or agency. Accordingly, a complaint shall be made not later than three months
from the day on which the aggrieved person first had the notice of the matter alleged in the complaint
but the Mohtasib may conduct any investigation pursuant to a complaint which is not within time if
he considers that there are special circumstances which make it proper for him to do so (Article
10(3) of P.O. 1 of 1983).
Filing of Complaints: The process of filing a complaint in Wafaqi Mohtasib Secretariat has been
made easy and simple. A complaint written in English or Urdu may be presented at the WMS Head
Office or at any of the 12 Regional Offices by the complainant personally or through his
representative or may be sent by post, courier service, fax, e-mail, Online or through mobile App.
Every complaint shall, wherever possible, be accompanied by WMS Form “A” (an affidavit) or it
shall be accompanied by a solemn affirmation stating that:
(a)

The allegations contained in the complaint are correct and true to the best of
knowledge and belief of the complainant,

(b)

Previously no complaint on the subject was filed at the Head Office or at any of the
Regional Offices;
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(c)

No suit, appeal, petition or any other judicial proceeding in connection with the
subject matter of the complaint is pending before any Court, Tribunal or Board.

The Registrar/Assistant Registrars at each office on receipt of the complaint from the
Registry allots a unique registration number to each and every complaint by using CMIS. The Head
Office and Regional offices have their own specific system generated complaint numbers. The
complaints along with the documents attached
thereto are examined with a view to determining
The process of filing a complaint in
their admissibility, under Article 2(1), (2), Article
Wafaqi Mohtasib Secretariat has been
9 and Article 10 of P.O. No 1 of 1983, read with the
made easy and simple: complaint
“Federal Ombudsmen Institutional Reforms Act
written in English or Urdu may be
2013'' and under the explanatory circulars,
presented at the WMS Head Office or at
memoranda, issued from time to time during the
any of the 12 Regional Offices, by the
last year and previous years from WMS Head
complainant personally or through his
office, relating to the registration process and
representative or may be sent by post,
explanations of the laws related thereto. The main
courier service, fax, e-mail, Online or
points of the complaint are properly analyzed and
through mobile App.
the data entry of all complaints is done on CMIS
where different codes of mal-administration are
incorporated. The CMIS then generates WMS Form B: a gist of the whole complaint, in the shape of
a single sheet. The WMS Form 'B' is then forwarded for admission or rejection by the Mohtasib or by
the Authorized Officer, within 24 Hours. Acknowledgment letters and an SMS alert on every
complaint is issued for information of the complainants by Registrar/Assistant Registrar.
Following the laid down procedure, during the year under report, the cases where the
complaints were admitted, the Authorized Officer/I.O called reports from the concerned Agency and
where a complaint was rejected in limine, the Registrar/Assistant Registrar informed the
complainant of the reasons for rejection of the complaint and consigned the file to the Record Room.
The Registrar(s) made every effort to ensure that the registration of complaints, their preliminary
examination and submission to the Authorised Officer or the Mohtasib, acknowledgment of receipt
after admission, and entrustment to the Investigating Officers were not delayed. Major reasons for
rejection, in limine, were as under:
a.

Complaints were not proper i.e. one line text, confused statements, some were not
addressed to the WMS, text did not show the relevant agency, addresses, identity
were missing or nothing could be made out from the complaints texts.

b.

As per instructions/circulars issued by the WMS, complaints were referred to
relevant agencies like NEPRA or OGRA, or other relevant departments or agencies
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as prima facie, no reasons for investigation were found or maladministration was
observed, they were related and referred to Provincial / Banking or Insurance/
Mohtasibs.
c.

d.

The complaints related to private agencies or related
to service matters or defence matters or subjudice
matters or matters already adjudicated, time-barred
cases or matters not covered under the jurisdiction
of the Wafaqi Mohtasib,
Some were anonymous, general in nature, unsigned,
unverified, or premature, or awaiting actions from
the agencies.

An online registration
module in the CMIS now
allows complainants to
file their complaints
Online. This link is
available on the Wafaqi
Mohtasib’s website and
its title is, “Online
Complaint”.

Filing Complaints Online: For facilitation of the
complainants, an online registration module in the CMIS now allows them to file their complaints
online. This link is available on the Wafaqi Mohtasib’s website and its title is “Online Complaint”.
Another module specifically dedicated to children related complaints to support the Children’s
Complaints Office was opened as a part of the Wafaqi Mohtasib Secretariat to deal with the
complaints against public agencies responsible for promotion and welfare of child rights and their
welfare.
Mobile App: In order to facilitate the common man to file complaints with the Wafaqi
Mohtasib Secretariat the facility of Mobile App was launched in 2019 and up to 31st December 2019,
2054 complaints were received through this App. This App has made it easier for the general public to
submit their complaints using their Android mobile phones. Through this App the neglected and
deprived class of the society including females of remote areas, would be able to approach this
Secretariat to get relief on their complaints against federal government agencies. The Overseas
Pakistanis would also be beneficiaries of this App as they can easily register their complaints and get
response from the concerned agencies.
Complaints Integrated from Agencies’ Portals: Federal Ombudsman Secretariat has
established Integrated Complaint Registration System for all federal government agencies in which
the complainants can first approach the concerned agency directly which is bound to respond within
30 days, from the date of receipt of complaint. If the agency does not take action on the respective
complaint, it is automatically transferred to the CMIS of the Federal Ombudsman to be treated as a
fresh complaint for regular investigation. During 2019, a total number of 7,852 complaints were
integrated from the portals of 160 federal government agencies and processed as per laws and
regulations.
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Federal Ombudsman Syed Tahir Shahbaz addressing the
Advisers of WMS regional office Lahore.

Facilitation Cells: These cells have been established in the Wafaqi Mohtasib Secretariat
Islamabad, and at Regional offices under the supervision of Registrar to facilitate the complainants
or their representatives and provide them guidance for filing of complaints. These Cells provide the
following assistance, guidance and facilitation to the complainants:
a.

Register all fresh complaints through Online system and provide acknowledgment
receipt.

b.

Provide guidance to the complainants as how to file a complaint against a specific
federal agency indicating maladministration.

c.

Prepare draft application for uneducated person/ complainants.

d.

Help and inform the complainants/visitor about the present status and hearing dates
of complaints.

e.

Facilitate the aged/disabled complainants while approaching the rooms of
Investigating Officers.

f.

Guide the complainants whose complaints fall under the jurisdiction of Civil Courts,
FST, NEPRA, OGRA and High Courts, etc.

g.

Prepare daily report of all activities of the Facilitation Cell.
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During 2019, the CMIS in a reorganized business environment, was upgraded to identify the
duplication of complaints, submitted by the same complainant on same issue and against same
agency. Moreover, the WMS through input from various sections and wings issued the following
instructions through circulars for proper registration of complaints and their disposal as per Laws
and Regulations for improvement of the performance of this Secretariat:
•

The IOs were authorised to re-open and re-investigate the cases closed under various
Regulations, where the complainants were not provided the agreed relief, as per
earlier findings.

•

Clarification issued regarding cases of contractual matters.

•

Admissibility of service related cases was further elaborated for the convenience of
Registration and Investigating Officer.

•

Admissibility of Power/Gas theft cases and irregular bills was redefined for referring
these cases to the relevant agencies.

•

Process of registration of Review cases was re-defined,

•

Allocation, re-allocation of the investigation assignments to IOs and investigation
processes were revised and clear instructions and guidelines were issued to the
concerned officials to remove difficulties.

•

Instructions and clarifications were issued regarding registration and disposal of
complaints relating to Allama Iqbal Open University, EOBI etc.

Carried Forward Work Load: The total workload during the year also included 7,319
carried forward admitted complaints. After adding the fresh receipts, the total work load in 2019 was
80,378 complaints and the disposal number was 74,869. The balance pendency of 5,509 complaints
is a carried forward figure for the year 2020.

Disposal of Complaints
The Laws, Regulations, SOPs,
Circulars and Standing instructions
comprehensively provide guidelines for
disposal of complaints once registered in
the WMS at its Head Office or at its
Regional Offices. The President’s Order
No. 1 of 1983 provides a way forward,
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when a complaint is first received for registration and its further disposal. The jurisdiction and
limitations are clearly defined in the Law. Under the Federal Ombudsmen Institutional Reforms Act,
2013, the processes and procedures relating to proceedings and functions of the Mohtasib
Institutions of Pakistan have further been streamlined. Specifically, the Wafaqi Mohtasib
(Investigation and Disposal of Complaints) Regulations, 2013 is a comprehensive compendium to
dispose of the complaints,
when these are admitted and
forwarded to the
Investigation officers (IOs)
for investigation and
submission of findings.
Regulation 23 is the most
relevant and widely used
Regulation under which
large number of complaints
are disposed of whether
involving relief, rejection or
Federal Ombudsman Syed Tahir Shahbaz presiding over
closure of investigation due
a meeting with SSGC officials about complaints lodged
by people from Karachi on April 09, 2019.
to reasons specified in the
Regulations.
Investigations: The investigation process includes issuance of hearing notices to the
complainants and the agencies, report submission and conducting of hearings. The IOs, after
completion of hearing process formulate findings in each case under relevant laws and regulations,
and forward these findings through CMIS to the Appraising Officers, along with hard copies. After a
thorough scrutiny and appraisal by an appraisal team, supervised by a Senior Appraiser, the findings
are submitted to the Wafaqi Mohtasib for final orders.
Investigation via Video Conference/Skype: The WMS has introduced online hearing
facility for investigation/hearing using IT technology, i.e., video conference/hearing on Skype. This
facility is available both for the agency and for the complainants. The Investigating Officers on
request by complainants/agency arrange this facility, with active coordination of IT team of Wafaqi
Mohtasib Secretariat. This process is the most economical for complainant and agencies, as it saves
money as well as time. Similar facilities are being considered for hearing review petitions and for
conducting of hearings in the Regional offices in future.
The Wafaqi Mohtasib Secretariat maintains a team of highly qualified and experienced
retired and serving Civil/Public Servants, who had been Federal Secretaries, Chief Secretaries of
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Provinces and Judges of Superior Judiciary to function as Investigating Officers and the Appraising
Officers. This team is well versed with latest laws, rules under which different government agencies
perform. This highly motivated team works, produces and formulates findings and suggestions to
improve the performance of the federal government agencies with a view to provide maximum relief
to the complainants. As a result, during 2019 many agencies improved their complaint resolution
system leading to improvement in their performance. Consequently, the volume of complaints
against them decreased significantly.
The complaints are disposed of in different forms in Wafaqi Mohtasib Secretariat. At
screening stage some complaints are declined in limine, the remaining are disposed of through
findings/decisions by a delineated process as given in the preceding paras.
Rejections: A complaint is rejected, in view of its non-admissibility, in pursuance of
provision under Article 9 of the Presidential Order No. 1 of 1983 read with Wafaqi Mohtasib
(Investigation and Disposal of complaints) Regulations 2013, and in pursuance of circulars issued
from time to time in this regard. Detailed reasons have already been given under registration process.
Findings Entailing Relief: The Closure Findings issued under some Regulations and
Findings issued under Regulation 23(4) of the Wafaqi Mohtasib (Investigation and Disposal of
Complaints) Regulations, 2013, entail relief to the complainants. The implementation, under these
findings is time bound and regularly monitored by the Implementation Wing of the Wafaqi Mohtasib
Secretariat.
Rejection under Regulation 23(3): Some complaints admitted for investigation were
rejected, as those were not either based on facts or covered under the laws. In these cases the
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Agencies were not found guilty of any maladministration.
Complaints Referred to Concerned Agencies: After investigation/hearings, if it was found
that some of the complaints required disposal by the relevant Agencies, like NEPRA, OGRA etc due
to technicalities involved or where dispute regarding allegation of theft and tampering of meter
persisted between the parties. In 2019, 769 such cases were referred to the said Agencies.
Closure of Complaints: Investigations in some of the complaints are closed on various
grounds such as the agencies are not at fault, some processes and formalities are required to be
completed by the complainants, the complaints do not fall under the jurisdiction of the WMS; the
ones that are already adjudicated upon/pending in the courts of competent jurisdiction or fall under
the limitations; or withdrawn by the complainant, etc. In such cases ‘Closure Findings’ are issued
wherein the reasons for closure of the case are duly described.
Implementation of Findings: Implementation of relief findings is a continuous process of
ultimate disposal of findings, issued by the Wafaqi Mohtasib Secretariat. In relief finding a time
frame is provided to the agency to complete the process, provide relief to the complainant and report
compliance to the WMS. The cases are closed once the implementation of the recommendations is
reported by the agency.
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Chapter 2
Upgradation of Complaint Management Information System (CMIS)
Introduced in 2005, artificial intelligence soon became a core component of the entire
complaints handling process of the Wafaqi Mohtasib (Ombudsman)’s office, when a Complaint
Management Information System (CMIS) was introduced. Realizing its value, usefulness and
utility, CMIS was upgraded in 2009 and a ‘Data Centre’ was established at head office, Islamabad.
Wafaqi Mohtasib’s fully automated CMIS software
members striving to resolve citizens’ complaints in a shared
collaborative manner. This system assures swift redress of
complaints leading to greater citizen’s satisfaction. The
system optimizes speed and efficiency in handling public
complaints. It facilitates in the registration of new
complaints, tracking complaint status, answering public
queries, maintaining a database, and searching past
precedents. The system automatically generates ‘alerts’
and ‘prompts’ to escalate the processes of unresolved
complaints. It is a useful ‘Performance Monitoring’ tool
and helps in handling inquiries on various subjects. It
ensures information accuracy and integrity and Data
Security.

integrates the activities of all team

This system assures swift redress
of complaints leading to greater
citizen’s satisfaction. The
system optimizes speed and
efficiency in handling public
complaints. It facilitates in the
registration of new complaints,
tracking complaint status,
answering public queries,
maintaining a database, and
searching past precedents.

The CMIS based services are available in all the
regional offices (Karachi, Lahore, Peshawar, Quetta, Multan, Faisalabad, Sukkur, Hyderabad, D.I.
Khan, Bahawalpur, Gujranwala, and Abottabad) of Wafaqi Mohtasib. In addition, other
Ombudsman’s offices and federal agencies have also been accommodated in data handling facility
of the Wafaqi Mohtasib and presently these services are provided to the following offices:
a)

Federal Tax Ombudsman and 8 (eight) regional offices

b)

Office of the Ombudsman, Punjab with 42 (forty two) regional offices

c)

Federal Ombudsman for Protection against Harassment of Women at Workplace,
Islamabad

d)

Provincial Ombudsman, Khyber Pakhtunkhwa

The users-friendly CMIS has remarkably reshaped and transformed the procedure and made
monitoring and evaluation easier. In 2019, the Wafaqi Mohtasib’s office upgraded CMIS software.
Latest technology was used in developing new software. The requirements of other users e.g.
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Ombudsman Offices and the federal agencies/departments were also taken into account. New
version of CMIS was developed without incurring any financial cost by the officers and staff
working in the ‘Data Center’. The new software is fully compatible with the old hardware, and tested
in parallel with the old version of CMIS. Since no compatibility issue was found, new version is now
fully operational. The new version is more interactive and has improved speed and efficiency.
Restructuring has been done on both front-end and back-end keeping in view latest technology
trends and future prospect.
The new version of CMIS has been developed using latest Microsoft Net technology 2019
whereas the old version was in 2012 technology . The new version of CMIS 2019 has enhanced the
speed of rendering, loading with interactive CSS and enhanced the dashboard for the executives. The
new version is also mobile supported with 2019 controls. The database has been shifted to Microsoft
SQL Server 2019 from SQL 2008.

After up-gradation of the software, there is a dire need to strengthen, consolidate and upgrade the existing old processors, and hardware procured in 2008-2010. With the passage of time, old
equipment has almost become obsolete and cannot match with the technology shifts. It is failing in
speed, hampering coordination with federal agencies and restricting further automation. It is also
creating difficulty in making enhanced clustering with SQL Server Enterprise 2019 due to
inadequate capacity. Further, new equipment is needed to reduce the threat of server’s failure. It will
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enable to create a virtualization environment in ‘Data
Centre’. Recognizing these factors, a project for upgradation and expansion of the existing ‘Data Center’
was prepared and forwarded to the Ministry of Law
and Justice for provision of funds from PSDP block
allocation under ‘Access to Justice Program’. The
project will be considered by the Departmental
Development Working Party in the first quarter of
2020 and after approval new servers and Router,
SAN Storage with Switches of 6th Generation Fiber
Connectivity (GFC), KVM Switch, Firewall, and
Virtualization solution will be purchased.

A project for up-gradation and
expansion of the existing ‘Data
Centre’ was forwarded to the
Ministry of Law and Justice for
provision of funds from PSDP block
allocation under ‘Access to Justice
Program’. The project will be
considered by the Departmental
Development Working Party in the
first quarter of 2020. After approval
new servers and Router, SAN
Storage with Switches of 6th
Generation Fibre Connectivity
(GFC), KVM Switch, Firewall, and
Virtualization solution will be
purchased.

Another significant initiative started in 2015
by the Wafaqi Mohtasib’s office is ‘Integrated
Complaint Resolution’ (ICR) mechanism, which
linkages communication with federal government
Ministries/Divisions using CMIS. It provides a real
time access to the record of the complaints lodged by
citizens. The system supports that any complaint
pending resolution for more than 30 days on the
agency’s portal may be automatically transferred to the WMS. By 2019, 157 agencies have been
linked with the CMIS and efforts will be made to link the remaining agencies in 2020. Under this
initiative, the federal agencies are advised to take following steps to resolve the public complaints at
departmental level:
a.

Strengthen internal complaint resolution mechanism

b.

Establish a formal complaint cell at the agency’s level

c.

Appoint a ‘Focal Person’ to deal with public complaint in the complaint cell

d.

Adopt an instant complaint resolution system

e.

Establish technical link with WMS

f.

Provide a CMIS based interface for internal complaint handling

When an agency fails to resolve the compliant in 30 days, the complaint gets automatically
transferred to the Wafaqi Mohtasib and during 2019, 7,853 such complaints were transferred to the
Wafaqi Mohtasib for redress.
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The ICR is also using the feature of system-system integration with agency’s internal
complaint handling system. In Year 2019, SSGCL and Pakistan Post internal systems were
integrated with CMIS which have transferred 2,917 unresolved complaints to the Wafaqi Mohtasib
after 30 days. The plan for 2020 include integration with SNGPL, HEC, AIOU, and other such
agencies, where system-system integration is possible.

Way Forward
Maintaining a professional Online complaint management system is a daunting task but key
to accomplishment is the fulfilment derived from the realization that citizens have been facilitated to
easily get their grievances redressed. Wafaqi Mohtasib’s office strenuously endeavours to enhance
digital connectivity knowing that internet, satellite communication and mobile telephones can
overcome geographical and socioeconomic divides. The CMIS is now accessible to the complainant
on Mobile App throughout Pakistan. Modern communication facilities cut down non-essential
travel costs. A Skype or WhatsApp video call is a perfect replacement for face-to-face meeting. It is
as personal as a traditional visit to the Wafaqi Mohtasib’s office. Even patients and elderly citizens
may communicate using mobile telephones and sending text messages. Skype and WhatsApp Group
Video Calling features allow several people to join in a video call meeting. Keeping in view these
important characteristics of Skype and WhatsApp, CMIS links are being made available to the users
of Skype and WhatsApp. The present government is committed to redress the public grievances in
the shortest possible time. The citizens can directly approach the Prime Minister through Prime
Minister’s Citizen Portal and report their grievances. This portal is connected with all government
organizations both at federal and provincial levels and serves as carrier of complaints to their
respective offices across all over Pakistan. Wafaqi Mohtasib’s office can meaningfully assist in this
venture and it can easily be integrated with the Prime Minister’s Citizen Portal. The integration may
enable transfer of delayed response complaints to the Wafaqi Mohtasib without any human
interference. The complaints requiring independent investigation may be transferred to WMS for
judicious decision. Similar arrangements may also be made with the President’s Secretariat and the
complaints received in the President’s office may be transferred to the Wafaqi Mohtasib for
investigation and redress.
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Chapter 3
Year in Review: 2019
During the year 2019, the office of the
Federal Ombudsman continued to perform its
assigned functions in accordance with its
mandate to redress the grievances of the
general public, caused by maladministration
by government agencies. With the support of
the office of the Hon’ble President, the
judiciary, the government and the parliament in
Chairman Senate, Muhammad Sadiq
broadening the scope of its activities and
Sanjrani
exchanging views with Wafaqi
strengthening its capacity combined with
Mohtasib, Syed Tahir Shahbaz at Parliament
tireless efforts of the Investigating Officers, the
House Islamabad on April 02, 2019
appraisal team and timely provision of logistic
support by the Administration, this office
accomplished its tasks and also pursued its new initiatives with enthusiasm and alacrity. Greater
emphasis was placed on pursuing the systemic reforms so as to address the root causes of the maladministration that caused persistent complaints against the agencies concerned. In fact, the Office
of the Wafaqi Mohtasib lived up to the findings of the World Bank Report on the Citizen Report Card
of the institution of Wafaqi Mohtasib that categorized it as one of the most responsive and efficacious
institutions of the country.
The prime function of the Federal
Ombudsman is dispensation of inexpensive
and expeditious administrative justice to the
public at large.
This function was performed with
utmost care and caution. During the year
under report, the office of the Federal
Ombudsman received 73,059 public
complaints against maladministration by
government agencies. However, the total
disposal of complaints, during the year, was
74,869 including the disposal of complaints
pertaining to the months of November and
December, 2018 which were processed and

Wafaqi Mohtasib, Syed Tahir Shahbaz
presenting Annual Report 2018 to Mr. Asad
Qaiser, Speaker, National Assembly of
Pakistan at Parliament House Islamabad.
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disposed of during January & February, 2019, respectively. Almost all the complaints were
processed and decided within the statutory period of 60 days.
A cursory look at the nature of complaints lodged with this office shows that, as usual, the
complaints against the electricity companies were the highest. The total of such complaints were
32,421 in the year 2019 as compared to 37,327 received during the year 2018. The electricity
complaints constituted 44.3% of the total complaints in 2019 whereas these were 52.7% last year.
This major reduction in the number was mainly due to successive meetings between WMS and
NEPRA at the highest level at the end of the preceding year to deal with the issues relating to
electricity complaints. In consequence, NEPRA had taken a number of steps to ensure a significant
reduction in the public complaints relating to electricity. It established a Consumer Complaint
Tribunal and delegated it necessary powers under the NEPRA Act. The Tribunal started conducting
hearings at the Regional Offices of NEPRA and Head Offices of the concerned Distribution
Companies. Additionally, NEPRA approved establishment of five more offices at DISCOs
headquarters level and decided to strengthen the existing offices at Lahore, Karachi, Multan &
Peshawar by appointing Deputy Directors / Advisors and delegated them powers to ensure
expeditious disposal of electricity complaints. Up to the last quarter of the year 2019, NEPRA
successfully established four new offices at the DISCOs headquarters level at Multan, Gujranwala,
Hyderabad and Sukkur and operationalized those after proper recruitments. The last one is being
established at Faisalabad and it is also expected to be operationalized during the first quarter of the
year, 2020. At the instance of the WMS, NEPRA had also issued instructions in September, 2018 to
all DISCOs and K-Electric for timely distribution of electricity bills to the consumers so as to ensure
that seven (07) clear days are allowed to the consumers for making payment.
The complaints against SNGPL & SSGCL registered 110.25% increase in the year 2019, up
from 4,565 to 9,598. Out of this figure, the complaints regarding delay in providing connection /
shifting were 2,514, the
complaints of excessive /
wrong / incorrect and
Detection Billing were
2,478 whereas 1,136
complaints pertained to
delay in replacement of
defective meters etc. The
remaining complaints
related to improper supply
Wafaqi Mohtasib, Syed Tahir Shahbaz called on the
of gas, non-installation of
Governor Punjab Chaudhry Mohammad Sarwar
meters, non-repair of gas
at Governor House Lahore
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pipelines and delay in restoration of gas connections, etc.
The other most-complained-against Agencies were NADRA (3,948), Pakistan Post Office
Department (3,321), AIOU (1,263) , PBM (1,093), Pakistan Railways (965), SLICP (895), IB
(892), EOBI (705), BISP (627), BF & GI (526), CDA (470), FIA (377), NHA (372), NBP (349),
CDNS (338), PLI (305), Directorate General of Immigration and Passports (275) and PTA (220)
whereas the incidence of complaints against other agencies was less than 200 each.
With the rapid increase in the use of information technology tools by the general public, the
number of online complaints have also increased significantly i.e. from 9,334 in 2018 to 11,289 in
the year 2019 up from 13.2% in 2018 to 15.4% in the year under report. It is reassuring to see that
after the introduction of the Mobile App of the WMS, 2,054 complaints were lodged through this
facility in 2019. Another important mode of receipt of complaints is the Integrated Complaint
Resolution mechanism under which the un-resolved complaints on the interface of the agencies
connected with the CMIS of the WMS are automatically transferred to the WMS after 30 days of
registration with the agency concerned. Under this mechanism, 7,852 complaints were received and
processed in the normal way. The WMS has also started using the information technology tools such
as IMO & Skype for conducting hearings of complaints from all over Pakistan and abroad. 170
hearings were conducted in this way during the last quarter of the year under report.
The Outreach Complaint Resolution (OCR) programme started in January, 2016 has been
continued without any break. Under this program, the Advisors of
the WMS undertake visits to various tehsil / district headquarters The number of online
on pre-advertised dates to resolve public complaints against federal complaints has increased
from 9,334 in 2018 to
agencies closer to the door steps of the complainants. The program 11,289 in the year 2019 up
remained under sharp focus in the year 2019 and as compared to from 13.2% in 2018 to
3,590 complaints resolved in 2018, 5,374 complaints were 15.4% in 2019.
disposed of under this system in the year under report. In their OCR After the introduction of
visits, the Investigating Officers placed more emphasis on raising the Mobile App of the
WMS, 2,054 complaints
awareness about the functioning of WMS. They also interacted were lodged through this
with the media, bar councils and press clubs in their attempts to facility in 2019.
send the message across. The OCR visits also proved to be helpful
both in reducing the time in disposal of complaints as well as saving
the complainants from the hassle of visiting the WMS Head Office or the Regional Office concerned
for processing of their complaints.
An Appraisal Wing, comprising experienced team of Appraising Officers, supervised by a
seasoned Senior Advisor ensured uniformity and correctness of the findings / recommendations of
the Wafaqi Mohtasib, especially from the legal angle. The usefulness of the Appraisal Wing can be
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gauged from the fact that only 317 representations i.e. 0.42% of total complaints (74, 869) disposed
of during the year, were filed to the President either by the complainants or the agencies concerned
against the decisions of the Wafaqi Mohtasib. Last year’s percentage of the representations was
0.55%. The decline in the number of representations to the President reflects a reasonable increase in
the trustworthiness and efficacy of the decisions of the Wafaqi Mohtasib.
Early implementation of the findings of the Wafaqi Mohtasib is extremely important for the
sake of enhancing confidence of the general public in the effectiveness of the office of Wafaqi
Mohtasib. An Implementation Wing headed by a
Senior Advisor alongwith experienced officers and
staff oversee implementation of the decisions of the
Wafaqi Mohtasib. All findings for implementation are
automatically transferred to the interface of the
Implementation Wing through the CMIS. The
Implementation Wing made concerted efforts to get
the recommendations/findings of the Wafaqi
Mohtasib implemented by the agencies concerned
and achieved an implementation ratio of 97.2% at the
end of the year. The details pertaining to the
achievements of the Implementation Wing are
incorporated in a separate chapter of this report.
Wafaqi Mohtasib Syed Tahir Shabaz
presenting Annual Report 2018
It is heartening to note that only 1039 Review
to Mr. Shah Farman Governor
Petitions were filed either by the complainants or the
Khyber Pakhtunkhwa
agencies concerned against the initial findings of the
Wafaqi Mohtasib in 74, 869 cases disposed of during
the year 2019. A backlog of 45 Review Petitions filed during the last two months of 2018 was
brought forward raising the total workload to 1,084. The review petitions constituted only 1.39% of
the total complaints decided. As usual, most of the review petitions were filed against the decisions
in the context of inflated and irregular billing by electricity and gas companies.
The low number of Review Petitions is reflective of the reliability of the investigation carried
out by the Investigating Officers and soundness of the findings prepared by them. The efforts made
by them to get the complaints redressed through mutual understanding between the complainants
and the agencies; and to persuade the agencies to honour their commitments made during the
hearings to accord due relief to the complainants, not only facilitated expeditious disposal of
complaints to the satisfaction of the complainants but also resulted in keeping the number of review
petitions, filed by either party, to the minimum.
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The activities of the office of the Wafaqi
Mohtasib are multifarious. Apart from redressing
Low number of Review Petitions (only
public complaints against maladministration by
1,039) filed either by the complainants
government agencies, it has, during the recent past,
or the Agencies concerned against the
started to look into the systemic issues that were the
initial findings of the Wafaqi Mohtasib
root causes of frequent complaints against various
in 74,869 cases disposed of during the
government agencies. A number of such reports
year 2019, is reflective of the reliability
have already been prepared and submitted to the
of the investigations carried out by the
government for implementation of the
Investigation Officers and soundness of
recommendations formulated by eminent
the findings prepared by them.
professionals, experienced civil service officers,
experts and specialists of the field. The
recommendations contained in the reports, especially the one on prison reforms, were vigorously
pursued with the concerned agencies for early implementation.
The Hon’ble President during his visit to the WMS in October, 2018 had been pleased to
underscore the need for utilizing latest information technology tools to improve the service delivery;
and the need for launching an awareness campaign about the functioning of the WMS so that
maximum number of people could approach the WMS for an inexpensive and expeditious relief. He
commended the initiatives of the Wafaqi Mohtasib for systemic reforms, improvement in living
conditions of prisoners, especially the women and children in Pakistani jails; and emphasized the
need to work towards protection of children rights in addition to discouraging domestic violence
against the children. He also assured his complete support to the WMS in discharge of its duties and
functions. All the details pertaining to the visit of the Hon’ble President are reflected in an exclusive
write up included in this report.
In line with the valuable advice of the Hon’ble President to create greater awareness in the
masses about the functioning of the WMS, the year 2019 was declared by the WMS as the “Year of
Awareness”. A Steering Committee was constituted and the Media Wing of the WMS was
restructured for the purpose. Two Awareness Seminars, at the President’s Secretariat, Islamabad
and the Governor House, Lahore, were held which were attended by a large number of persons from
all walks of life. The WMS started using the information technology tools such as IMO, WhatsApp
and Skype for conducting hearing of complaints from all over Pakistan and abroad. 170 hearings
were conducted in this manner during the last quarter of the year.
Apart from the steps taken with regard to creating awareness, as described in the preceding
paragraph, 35 lectures were delivered by the officers of the WMS in the leading universities of the
country where the faculty and the students were given informative sessions about the WMS and its
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role in according administrative justice thereby contributing towards good governance. Facebook,
and Instagram pages as well as Youtube Channel of the WMS have also been created and important
activities of the WMS are regularly shared on these official pages/channel. Similarly, quarterly
Newsletters of the WMS, both in Urdu and English, are brought out regularly to keep the general
public apprised of the activities and important rulings of the WMS. Four such Newsletters have so
far been published. With the help of PEMRA, public awareness messages were played on all TV and
Radio channels across Pakistan. Besides, PTA has been instructed to send public awareness
messages on all the cellular networks operating in Pakistan. A documentary has been commissioned
highlighting the role and importance of the WMS to encourage more and more citizens to seek
redress of their complaints from this forum.16 Press Conferences were held with the media
throughout Pakistan on the important activities of the WMS aimed at resolving public complaints.
Similarly, 36 Press Releases were issued by the WMS during the year 2019 after undertaking
important activities. As another important initiative to raise awareness, an internship program was
launched under which 12 university graduates were selected for paid internship at WMS Head
Office for a period of six weeks.
In an effort to ensure expeditious resolution of public complaints by government agencies
and better monitoring thereof, WMS has developed interface with 160 federal agencies. Any
complaint which remains un-resolved with any agency for more than 30 days is automatically
transferred to the CMIS of the WMS.
On the directions of Wafaqi Mohtasib
Secretariat, One Window Facilitation
Desks were established at 8 international
airports in Pakistan to facilitate Overseas
Pakistanis and international passengers.
Representatives of 12 departments
i n c l u d i n g F I A , N A D R A , O P F,
Immigration & Passport, ANF and CAA
remain there 24/7 to facilitate
passengers. Wafaqi Mohtasib, during his
visits to Karachi and Quetta chaired
review meetings of One Window
Federal Ombudsman Syed Tahir Shahbaz presented
Annual Report, 2018 to Governor Sindh
Facilitation Desks at the international
airports of these cities. The
representatives of all 12 agencies
attended the meetings. The Wafaqi Mohtasib appreciated the performance and working mechanism
of all federal agencies at both airports. Advising the concerned agencies to facilitate the international
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passengers especially overseas Pakistanis, he also directed them to establish similar facilitation
desks at departure lounges to facilitate the passengers. One Window Facilitation Desks have
reportedly resolved around 175,000 grievances of the incoming and outgoing Pakistanis.
A number of Overseas Pakistanis, residing in different countries, had lodged complaints with
the Federal Ombudsman regarding blocking of their bank accounts owing to the introduction of biometric verification as a pre-requisite to operate a bank account in Pakistan. They claimed that since
NADRA verification system/ NICOP already had their bio-metric record; therefore, blocking of
bank accounts was unjustified and requested the Federal Ombudsman to intervene and resolve the
matter. Consequently, the Governor State Bank of Pakistan was asked to submit a report in this
regard. The State Bank informed the WMS that an SRO, instructing all the banks to use the
data/Verisys of NADRA for bio-metric verification of non-resident Pakistanis (NRP) bank
accounts, had been issued. Moreover, for the account holders temporarily residing outside Pakistan,
the banks were directed, by the SBP, to conduct fresh NADRA Verisys and retain the same in place of
bio-metric verification until their return (within 6 months). The State Bank further informed that in
case of joint accounts, where one account holder is out of country, the bio-metric of the other account
holder could be done.
Wafaqi Mohtasib Secretariat directed State Bank of Pakistan to issue these instructions to all
the banks and make it a future policy to use NADRA Verisys system as a substitute to the biometric
verification for non-resident Pakistanis or the Pakistanis who are temporarily residing outside
Pakistan. State Bank of Pakistan assured that it will take action in case of any violation of the
decision or unnecessary inconvenience caused to the customers/Overseas Pakistanis in this regard.
This timely intervention by the WMS not only resolved the problems of the Pakistanis living abroad
but also helped to lay down a future policy for any Pakistani traveling or residing out of Pakistan to
be able to continue using his or her bank account.
An Overseas Pakistani, who is also a member of the Board of Governors, Overseas
Pakistanis Foundation, complained to the Wafaqi Mohtasib that PIA had suspended its flights from
Kuwait 1 ½ years ago resulting in traveling problems to hundreds of Pakistanis. He further stated
that PIA had also suspended flight operations for Japan, Iraq and Muscat but restored the same later
on, whereas nothing had been done with regard to Kuwait flights. The matter was taken up with
Secretary Aviation Division and MD, PIA. During hearing proceedings, the PIA authorities were
asked to work out the feasibility and submit a report. PIA submitted its report and confirmed revival
of its flying operation between Sialkot and Kuwait from 15th November, 2019. PIA further informed
that it would operate two weekly flights on this route. Overseas Pakistanis residing in Kuwait and the
members of OPF Board of Governors thanked the Wafaqi Mohtasib for resolution of their long
outstanding issue.
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On the orders of the Supreme Court of Pakistan for early implementation of the
recommendations of the WMS Committee on Prison Reforms, meetings were held with the
provincial Chief Secretaries wherein the provincial Secretary Home Department, I.G. Prisons and
other stakeholders were present. The provincial authorities reported that District Oversight
Committees have been constituted, facilities for the prisoners have been upgraded, more jails are
being built and automation to develop interface among jails, courts and NADRA is being done for
monitoring and verification of the prisoners’ record. Similarly, education and skill training facilities
are being ensured and free legal aid, especially to under trial prisoners and for appeal purpose are
being provided. Drug addicts and hardened criminals are being kept separate from juveniles and
women prisoners.
Apart from pursuing the implementation of the Prisons Reforms Report, all other
assignments, in response to the references made by the Apex court have also been successfully
accomplished by the Wafaqi Mohtasib Secretariat. A Special Initiatives Monitoring Unit (SIMU) in
the WMS is pursuing implementation of the reports submitted in the court. The reports prepared by
the WMS in the context of other systemic reforms pertaining, especially, to CDNS and good
administration standards for procurement system are currently being pursued actively for
implementation by the concerned government agencies.
Recently, a number of complaints were lodged by the residents of the sectors developed by
the Federal Government Employees Housing Foundation (Now Authority) and Pakistan Housing
Authority regarding the absence of basic facilities and poor infrastructure. The Wafaqi Mohtasib
Secretariat issued instructions to PHA, PHF and CDA to provide relief to the residents and expedite

Federal Ombudsman, Syed Tahir Shahbaz presiding over progress review meeting on jail
reforms with Chief Secretary Khyber Pakhtunkhwa and other provincial authorities
at Peshawar on September 30, 2019
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the infrastructural development. However, it was revealed that implementation on instructions was
hampered due to lack of coordination among the housing authorities and the concerned ministry.
Representatives of the agencies in question were asked to explain their positions on the issues and
each presented a host of issues being faced due to lack of coordination with the other agency. The
issue of non-provision of basic facilities such as water and electricity in the sectors was linked to
non-issuance of NOCs to the authorities by CDA. However, CDA informed that water shortage has
been planned to be met by digging more tube wells in the sectors being hit by the shortfall.
Forum of Pakistan Ombudsman which operates for good governance in Pakistan and AJ&K
duly played its role during the year under report. 23rd meeting of the forum was held at Nathia Gali
on 6th September, 2019 which was chaired by the Federal Ombudsman. Ms. Kashmala Tariq,
Federal Ombudsperson for Protection against Harassment of Women at Workplace, Mr. Muhammad
Kamran Shahzad, Banking Mohtasib of Pakistan, Mr. Zafar Hussain Mirza, Ombudsman AJK, Mr.
Aqal Badshah Provincial Mohtasib, Khyber Pakhtunkhwa, Ms. Rukhsana Ghillani, Ombudsperson
Punjab for Protection against Harassment of Women at Workplace, Ms. Sabira Islam,
Ombudsperson, Balochistan for Protection against Harassment of Women at Workplace, Ms.
Rakshanda Naz, Ombudsperson Khyber Pakhtunkhwa for Protection against Harassment of Women
at workplace and Mr. Abdul Khaliq, Secretary, Forum of Pakistan Ombudsman attended the
meeting. The speakers emphasized the need for provision of cost-free and speedy justice at the
doorstep of the people.
At the international
arena, the Federal
Ombudsman of Pakistan
has been elected second
time as the President of
Asian Ombudsman
Association (AOA) for the
Federal Ombudsman, Syed Tahir Shahbaz chairing a meeting
next four years. The
on improving jails conditions with the Chief Secretary and
elections were held during
provincial authorities at Karachi on December 26, 2019
International Ombudsman
Conference held at
Istanbul, Turkey in November, 2019. During the conference most of the countries appreciated the
efforts of Pakistan in the way of improving good governance and urged to follow the good practices
of Pakistan.
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Chapter 4
Volume, Causes and Redressal of Complaints against Major Agencies
During the year 2019, the power distribution companies, mostly remained at the top of ten
agencies, which attracted maximum number of public complaints. Amongst these agencies, the
number of complaints filed against LESCO were 9, 932. The volume of complaints against LESCO
has decreased, however, with reference to previous year by 29.11 %. This trend shows that the
company performed better in resolving the issues of its customers in 2019, although total number of
consumers has swelled to more than 3.0 million. Surprisingly, the complaints against such DISCOs
at Peshawar, Faisalabad, Gujranwala, Islamabad increased by 16 to 50% whereas the increase is
more than 200 % in Quetta. The phenomenon of increase can be attributed to the awareness
campaign launched by the Wafaqi Mohtasib Secretariat, especially in the far flung areas as well as in
the smaller cities.

K- Electric is the largest power distribution company in the country. Most of the complaints
against this agency related to overbilling, irregular bills for illegal abstraction of electricity, delay in
connections, or repair work, shifting of poles, load shedding etc. It has been noticed that K- Electric
has given keen attention to resolve the problems of complainants, resultantly reducing the number of
complaints by 29 % with reference to the previous year. Besides, the agency rolled out multiple
rebate schemes for the benefit of its consumers. These included, “Current Bill Ka Waada (CBW)”,
to provide rebate against outstanding dues and recovery of rebated dues in installments. After
successfully launching CBW, the agency has recently introduced “Qadam Barhao Scheme” (QBS),
under which rebate up to 50% is allowed to defaulter consumers, with the condition to pay the
remaining outstanding dues in 12 monthly installments.
In other parts of the country, especially in interior Punjab, Interior Sindh, Balochistan and
Khyber Pakhtunkhwa, the federal government’s drive to recover the actual revenue, eliminate line
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losses and reduce thefts pushed DISCOs officials to impose hefty fines, resort to disconnections or
massive load shedding which resulted in a plethora of complaints with the WMS.
The second largest number of complaints in WMS, are against the Sui Southern Gas
Company Limited (SSGCL) and Sui Northern Gas Pipelines Limited (SNGPL). These companies
during the last year raised prices, which resulted into excessive billing. On the pretext of pressure
factor and linkage of prices with international energy tariffs, these companies increased the bills
manifold. This trend increased the complaints in the Wafaqi Mohtasib Secretariat. Other minor
issues catalysing complaints against gas distribution companies relate to gas leakages, wrong and
provisional billing, delay in installation of connections and low pressures especially in the winter
season and replacement of faulty/damaged meters.
COMPLAINT WISE TOP TEN AGENCIES

The complaint volume against NADRA is substantial, especially in Karachi region, where
there is flood of aliens and NADRA blocked their CNICs because of their unverified national status.
Such complaints are also common in districts like Chakwal, North and South Waziristan and Tribal
Areas, as most of the population is either married to Afghan nationals or migrated to some more
economic and secure areas. They did not either bother for their registration or committed mistakes in
submission of data. Most of the cases in these areas fall in (DUP) category cases, which means that
the CNICs were not timely dispatched and kept stored in NADRA pigeon holes, but the
complainants, unknowingly re-applied for the card and were caught in duplications. In such cases,
the agency requires the applicant to deposit Rs. 10,000/- for issuance of new CNICs. Some
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complainants are so poor that they cannot pay such high fines and so they prefer complaints in the
WMS. This huge volume of complaints has although seen some resolution trend by the agency,
through District Level Committees (DLCs), yet a considerable number of cases are referred to
intelligence agencies for verification of national status. However, due to increased volume of work,
the intelligence agencies are unable to provide reports. Resultantly, the complainants are unable to
get relief in a short span of time. Although NADRA in its New Registration Policyis providing relief
to a great extent, especially in matters of change/modification of parent, spouse/children
information, date of birth or new registrations, yet a large number of complaints keep pouring in the
WMS for resolution.
Pakistan Post Office: A large number of complaints were lodged with the WMS relating to
delay in deliveries, non-payment or delayed payment of Money Orders as well as loss of articles,
especially expensive items, parcels or online booked items. The Post Office pays Rs.1000/- as
standard refund compensation on all such missing/lost items which is not adequate. The Cash-OnDelivery items are the ones which mostly are reportedly lost or delivered belatedly which irritate
customers the most and cause a great loss to the business. Postal Life Insurance, another function of
the Department, also attracts complaints, wherein there are delayed claim refunds, short payment or
even no payments at all, on various pretexts.
The IT Division of PPO Department requires a thorough up-gradation as well as updating.
The relevant staff needs to be duly trained to prevent the unnecessary transfer of the resolved
complaints to the CMIS of the WMS.
Another major agency against which the WMS received a considerable number of
complaints is Allama Iqbal Open University. Last year, 50 % increase in complaints was seen
against this agency. The complaints included delay in admissions at various levels, delay in issuance
of Roll Numbers for exams, non-addition of marks/non-markings of assignments or delay in
delivery of books or reading materials. The complaints against this university were investigated at
Head office of the WMS, and in most cases, the relief was quickly provided, to avoid loss of time of
students.
Reportedly, the University Administration is facing problem of Fee Challan reconciliation
with the banks which takes time, especially from the bank branches which are located in remote and
far flung areas. The University, in collaboration with the banks is developing a re-conciliation
process, but it is getting delayed, hence the issues are increasing regarding confirmation of
admissions by the agency.
Other agencies against whom more than 200 complaints were received during the last year,
included: Pakistan Bait-ul-Mal, Pakistan Railways, Federal Employees Group Insurance and
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Benevolent Fund, CDA, NHA, FIA, IMPASS, CDNS, Benazir Income Support Programme,
Pakistan Telecommunication Authority, Establishment Division, Cabinet Division, Pakistan
Nursing Council, Ministry of National Health Services and Regulations, Federal Investigation
Agency, Estate Office, National Testing Service, Open Testing Service, Pakistan Testing Service
etc. A detailed list and volume of received/disposed of complaints relating to 30 major agencies is
shown in the following table:

COMPARISON OF COMPLAINTS RECEIPT & DISPOSAL DURING 2018 & 2019
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Federal Ombudsman, Syed Tahir Shahbaz is chairing a meeting on complaint & billing
mechanism with Chairperson OGRA.

Periodic Meetings with Head of Agencies
The WMS conducted many meetings with the Head of Ministries and Agencies like NEPRA,
OGRA, PPOD etc. to dilate upon the issues raised in the complaints and their quick resolutions. The
agency heads were reminded of their institutional responsibilities to address the grievances of
complainants, either through their own complaint resolution system or through coordination with
the WMS. Such meetings were also held with Secretary, Ministry of Housing and Works, DGs of the
concerned Housing Authorities, CDA Chairman, Mayor of IMC, to collectively resolve the
encroachments of houses, water shortages and sanitation issues and progress relating to housing
projects. Quarterly meetings were held with these agencies to remove bottlenecks in the way of
resolving grievances of common man against these agencies.
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Chapter 5
Receipt, Processing and Disposal of Review Petitions
Allowing an individual or an agency to file a review petition against the findings of the
Wafaqi Mohtasib conforms to the principles of natural justice. Every review petition is, therefore,
given due consideration with the sense of importance and
urgency it deserves. During most part of the year the Wafaqi
Section 14 of the Federal
Mohtasib assisted by his Associate Advisor himself heard and
Ombudsmen Institutional
decided all such petitions at the Head Office after listening to the
Reforms Act, 2013
fresh arguments of both the parties and examining the fresh
provides that any person or
party aggrieved by a
documentary evidence / material furnished by them. In the later
decision, order, findings or
part of the year, a team of two experienced Advisors including a
recommendations of an
retired senior judge were assigned the responsibility to conduct
Ombudsman may file
representation to the
hearings of all the review petitions at the Head Office, Islamabad
President
within 30 days of
and submit their recommendations for approval by the Wafaqi
the decision, order, finding
Mohtasib. In each Regional Office, a team of the senior most and
or recommendations; and
experienced Advisors was constituted by the Wafaqi Mohtasib
the representation shall be
decided
within 90 days.
for this purpose. The draft findings/recommendations of the
teams were then appraised by the Appraisal Wing of the WMS
before submission of the draft Revised Findings to the Wafaqi
Mohtasib for his approval and onward dispatch to the agencies and the complainants concerned. At
the Head Office an exclusive branch comprising the most seasoned staff processed such petitions.
As the law authorizes the aggrieved party to challenge any decision on a review petition by
the Mohtasib, therefore, all the review petitions are processed with due care and caution. Sometimes
repeated opportunities are afforded to the agencies concerned or the complainant, as the case may be,
to provide the requisite information, material or documentary evidence necessary to consider the
review petition in their true perspective and to decide the same in logical and meaningful manner.
Such cases, entail a little longer time than expected for processing and finalization.
The legal provisions as well as the procedure for handling review petitions along with an
analysis of the performance during the year under report are as follows:

Legal basis of Review Petition
Clause (2A) of the President’s Order No.1 of 1983 inserted vide Ordinance No. LXXII of
2002 provides that if after considering the reasons of the agency in respect of his recommendations,
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the Wafaqi Mohtasib is satisfied that no case of maladministration is made out, he may alter, modify,
amend or recall the recommendations made earlier. However, no order is to be passed on a complaint
unless the complainant is given an opportunity of being heard.
Section 13 of Federal Ombudsmen Institutional Reforms Act, 2013, empowers the Federal
Ombudsman to review any findings, recommendations, order or decision on a review petition made
by an aggrieved party within thirty days of the findings, recommendations, order or decision.
According to Section 13 (2) of the said Act, the Ombudsman is required to decide the review petition
within forty five days. Besides, under Section 13 (3) of the Act ibid, the Ombudsman is authorized to
alter, modify, amend or recall the recommendation, order or decision made earlier.
Section 14 of the Federal Ombudsmen Institutional Reforms Act, 2013 provides that any
person or party aggrieved by a decision, order, findings or recommendations of an Ombudsman may
file representation to the President within 30 days of the decision, order, finding or
recommendations; and the representation shall be decided within ninety days. The representation is
to be processed in the office of the President by a person who had been or is qualified to be a judge of
the Supreme Court or has been Wafaqi Mohtasib or Federal Tax Ombudsman.

Procedure
On receipt of a review petition, the Registrar examines the admissibility thereof and submits
his recommendation for registration of the same or otherwise to the Mohtasib. Once the Mohtasib
approves registration of a review petition, the same is instantly registered and marked to the Review
Branch for further processing. The Review Branch sends a notice along with a copy of the review
petition to the complainant or, as the case may be, to the agency requiring it either to send a rejoinder
or report well before the prescribed date and time or present the rejoinder in the hearing; and to show
cause as to why the findings, recommendations, order or decision of the Mohtasib in question shall
not be altered, modified, amended or recalled. The agency is required to depute an officer fully
conversant with facts of the case to appear on the date and time specified in the notice with complete
record of the case and to produce all such documents, including law, rules, regulations or
instructions, which he intends to rely upon in hearing of the review petition.
After considering reply of the complainant, if any, or report of the agency, as the case may be,
and listening to the respective pleadings of the Agency and the complainant during the hearing,
findings are drafted by the review team and submitted to the Mohtasib for his approval. The findings
received from the Regional Offices are duly appraised by the Appraisal Team before those are
submitted to the Mohtasib for approval. The order passed by the Mohtasib is normally dispatched to
the complainant and the agency within 48 hours.
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Performance
During the year 2019, a total of 1084 review
petitions were processed out of which 1039 were
registered during the year under report whereas the
remaining 45 review petitions registered in the months
of November and December, 2018 were also brought
forward and processed. A total of 996 review petitions
have been decided during the year 2019 whereas the rest
are at various stages of disposal. Every effort is made to
ensure that all the Review Petitions are decided in the
statutory limit of 45 days.

Analysis
The following table reflects the region wise
breakup of the disposal of Review Petitions during the
year 2019:

•

Number of review petitions
filed against the findings of the
Wa f a q i M o h t a s i b i s
persistently around 1%.

•

To t a l n u m b e r o f 2 0 8
representations were made to
the Hon’ble President by the
complainants and only 109
representations were filed by
the agencies making a total of
317 during the year.

•

The Hon’ble President upheld
232 decisions of the Wafaqi
Mohtasib, 3 were remanded
back and only 19
representations were accepted
during the year 2019.

The overall percentage of Review Petitions against the findings of the Mohtasib again
remained very low during the year under report. In fact, the number of Review Petitions constituted
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only around (1.4%) of the total complaints disposed of during the year 2019. Majority of review
petitions filed against the recommendation/decisions of the Mohtasib pertained to inflated and
irregular billing by Electricity and Gas Companies. The remaining agencies which either filed
review petitions or against whom such petitions were filed included NADRA, CDA, SLICP, EOBI,
PM&DC, FGEHA, PHA, PEC, FBR, DRAP, PIA, PTA, Pakistan Post, Pakistan Railways, GI&BF,
CAA, ICT Administration and some universities etc.

Conclusion
The number of review petitions filed either by the complainants or the agencies concerned
against the findings of the Wafaqi Mohtasib has persistently been hovering around 1% during the
preceding years. Besides, the number of representations made to the President against the
recommendations/decisions of the Federal Ombudsman on review petitions has also been very low.
The total number of representations made to the Hon’ble President by the complainants were 208
whereas only 109 representations were filed by the agencies making a total of 317 during the year
under report. A total number of 254 decisions of the Hon’ble President on the representations filed
against the decisions of the Wafaqi Mohtasib on the complaints / review petitions were received
during the year. The Hon’ble President upheld 232 decisions of the Wafaqi Mohtasib, 3 were
remanded back and only 19 representations were accepted by him during the year 2019. The figure
of 19 is significantly lower than the number of representations accepted by the Hon’ble President
during the year 2018 which was 59. This clearly implies that the quality of the decisions of the
Wafaqi Mohtasib on the complaints/review petitions has further improved during the year 2019.
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Chapter 6
Implementation of Findings
Wafaqi Mohtasib Office is known for providing speedy justice without financial burden to
people of Pakistan. The process of complaint filing, investigation, decision making and
implementation is completed in a time bound framework as provided in President Order No.1 of
1983 and Wafaqi Mohtasib Regulations 2013. The complainants do not have to pass through the
lengthy and cumbersome process of litigation to get the relief as is being done under the normal
judicial process in the country.
20701 decisions of the
Wa f a q i M o h t a s i b
Implementation Mechanism
were implemented by
In order to ensure effective and timely implementation of the the Federal Agencies
recommendations / decision of the Wafaqi Mohtasib, a dedicated during 2019
independent implementation wing was established in Wafaqi Mohtasib
Secretariat in 2007. Later on, Complaint Management Information System
(CMIS) was developed and launched to effectively monitor the implementation status of the decisions
of the Wafaqi Mohtasib. Standard Operating Procedures (SOPs) were developed to fine tune the CMIS
for efficient monitoring of implementation of the recommendations of the Wafaqi Mohtasib.

Implementation Powers of Wafaqi Mohtasib
The President’s Order No.1 of 1983 has provided adequate implementation powers to the
Wafaqi Mohtasib which were further strengthened by the Federal Ombudsman Institutional
Reforms Act, 2013. This Act of 2013 has allowed the use of powers under Civil Procedure Court. For
non- implementation of recommendations/ decisions, the Wafaqi Mohtasib is empowered to initiate
the proceedings of defiance of his recommendations. In addition, the Wafaqi Mohtasib is authorized
to direct criminal or disciplinary action against the public functionary on account of
maladministration. He could also grant compensation to aggrieved citizens against the functionary
of the agency responsible for such maladministration. The Wafaqi Mohtasib has also powers to deal
with complaint found to be false or frivolous. In such cases, the Wafaqi Mohtasib can grant
compensation to such public functionary or agency against whom the complaint was made. The
amount of such compensation has to be recovered from the complainant, who made the false
complaint, as arears of land revenue. The Federal Ombudsman Institutional Reforms Act, 2013 has
further empowered the Wafaqi Mohtasib to exercise the powers of contempt of court as allowed
under Contempt of Court Ordinance, 2003 for non-implementation of his recommendations
/decisions. Furthermore, Wafaqi Mohtasib can refer the matter of non-implementation of the
decision by an agency to the President of Pakistan as well.
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Implementation Process
As per procedures laid down under Wafaqi Mohtasib (Investigation and Disposal of
Complaints) Regulations 2013, all agencies are given a time line for implementation of the
recommendation/ decision of Wafaqi Mohtasib. After expiry of the given time period, the Wafaqi
Mohtasib Secretariat holds frequent meetings with representatives of the concerned agencies.
Representatives of the agencies are briefed in detail about the complaints and rule positions with
emphasis to ensure compliance of the recommendations. Such meetings have proved to be very
effective, as majority of the recommendations of the Wafaqi Mohtasib are implemented by the
agencies.

Implementation progress
During the year 2019, 23,279 findings of the Wafaqi Mohtasib were issued for
implementation pertaining to various federal government agencies. 20,701 findings of the Wafaqi
Mohtasib were implemented during 2019. Many old cases were disposed of during the year with
concerted efforts of the implementation wing.
Details of the findings and those implemented in the last three years are given in the table.

Further, analysis of the findings of complaints implemented during 2019 shows that majority
of the findings were against the utility service providers of electricity and gas companies. Other
agencies against whom most of the findings were implemented
Majority of the findings included NADRA, Pakistan Post, Pakistan Bait ul Mal, Pakistan
implemented related to Railways, State Life Insurance Corporation, etc.
power companies, gas
companies, NADRA,
Pakistan Bait-ul-Mal,
Pakistan Post, Allama Iqbal
Open University, etc.

Moreover, during 2019, many old and important findings
were implemented against some agencies relating to public
interest. To resolve these old issues, several meetings were
arranged under the chairmanship of Wafaqi Mohtasib to resolve
the issues relating to Pakistan Housing Authority (PHA), Federal
Government Employees Housing Authority (FGEHA) and
public related issues against Capital Development Authority (CDA). With the intervention of the
Wafaqi Mohtasib Secretariat and interest shown by the senior officers, the PHA Foundation
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completed some stalled projects i.e. Officers Residencia Kurri Road, I-16 Flats and G-10 Flats.
Moreover, a substantial progress has been made in project of I-12 Flats. Besides, CDA
issued NOC to PHA and Housing Foundation for the completion of their projects and some of the
layout plans were also decided relating to the projects of these organizations.

Summaries of some Selected Implemented Findings:
1.

Complaint No. WMS-HQR/8354/2018

The complainant stated in his complaint that his organization (Faisalabad Oil Refinery
Private Ltd.) supplied ghee and cooking oil under brand name “KISAN” to regional stores of Utility
Stores Corporation (USC) throughout Pakistan under written agreement against various purchase
orders, resulting in outstanding non-payment of Rs. 17,871,662/-. He tried his best for getting
payment but failed. Therefore, he approached the Wafaqi Mohtasib Secretariat for intervention in
the matter.
After investigation, the agency was found at fault. During hearing, the agency’s
representative informed that a summary had been forwarded to the Federal Government for financial
package to clear the liabilities. It was further informed that, it was expected that funds would be
made available within a fortnight and the claim of the complainant would be cleared within a month.
In the implementation proceeding held on 21.05.2019, the representative of the agency informed
that an amount of Rs. 17,871,662/- has been paid to the complainant. Hence, the grievance of the
complainant was redressed with the intervention of this Secretariat. The complainant also confirmed
that he had been provided relief with the intervention of the Wafaqi Mohtasib.
2.

Complaint No. WMS-HQR/1486/2018

The General Manager, Shifa International Hospital complained against Pakistan
Broadcasting Corporation (PBC) that an amount of Rs. 13.16 Million was outstanding against the
Agency from the year 2016. The hospital management approached the agency several times but the
payment was not made. He requested for intervention of the Wafaqi Mohtasib for redress of his
grievance.
After investigation the maladministration of the PBC was proved. Hence, the PBC was
directed to make payment to the complainant. This case remained under implementation for about
one year. Finally, the agency informed that outstanding amount of Rs. 13.16 Million had been paid to
the complainant. Hence, the grievance of the complainant was redressed with the intervention of this
Secretariat. The complainant also confirmed that the hospital had been provided relief.
3.

Complaint No. WMS-HQR/390/2019
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The complainant, a resident of Gujrat living in Italy, lodged a complaint against Directorate
General of Immigration & Passports Pakistan, for delay in renewal of his passport. After
investigation the maladministration of the agency was proved and the agency was directed to renew
the passport of the complainant.
The matter was taken up with the Passport Office for implementation of the Findings. After
repeated Implementation Proceedings, the Passport Office finally renewed the complainant’s
Passport. Hence, the grievance of the complainant was redressed with the intervention of the WMS.
4.

Complaint No. WMS-HQR/6212/2018

The complainant, a resident of Chak No. 73/4.R, Tehsil and District Sahiwal complained to
the Wafaqi Mohtasib on behalf of M/s Dairy Engineering International against Pakistan Agricultural
Research Council (PARC) regarding failure to make payment amounting to Rs. 138,891/- for supply
of electric generators to the agency. After investigation, the maladministration of the agency was
proved and the agency directed to redress the complainant’s grievances.
The matter was taken up with PARC, for implementation of the Findings. After repeated
implementation proceedings, the PARC made full payment amounting to Rs. 138,891/-. Hence, the
grievance of the complainant was redressed with the intervention of WMS.
5.

Complaint No. WMS-HQR/6389/2013

The complainants stated that Plot No.180 Margallah Phase I, Islamabad was transferred by
CDA in his favour on 12th January 1994 after observing all codal formalities. After approval of the
plan, the complainant constructed house on the said plot. When the complainant approached CDA
for issuance of No Demand Certificate (NDC) for sale of the house, he was told that his original file
was missing from the record of CDA. Despite repeated requests, NDC was not issued. The
complainant approached this Secretariat for intervention and possible relief.
After investigation the maladministration of the CDA was proved. Several meetings were
held with the representative of the agency for implementation of findings. In the last meeting, held
on 15.05.2019, the representative of the agency informed that NDC would be issued to the
complainant in a couple of days. The complainant on 21.05.2019 confirmed that he had been issued
NDC. The grievance of the complainant was redressed with the intervention of WMS.
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Chapter 7
Implementation of Special Initiatives – An Update
More than 8.8 million Pakistanis live abroad, with the vast majority (over 4.7 million)
residing in the Middle East. Motivated by the desire for decent wages and opportunities, and good
working conditions, our workers provide a competitive edge to the host countries and their
remittances are a big source of foreign exchange earnings for Pakistan.
Overseas Pakistanis face a variety of difficulties and challenges and many of them approach
the Wafaqi Mohtasib to get their grievances redressed.
A pragmatic approach was adopted to address the complaints of the overseas Pakistanis by
appointing a senior member of Wafaqi Mohtasib’s team as Grievance Commissioner for Overseas
Pakistanis and directed him to pay focused attention to the resolution of complaints of this very
important segment of our society. The Grievance Commissioner endeavors to mitigate the hardships
of Pakistani workers community and provide relief to their families. In this regard several measures
have been adopted to resolve individual as well as systematic issues of Overseas Pakistanis.
Grievance Commissioner for
Overseas Pakistanis holds
regular hearings of complaints
and arranges meetings with
other departments. He issues
instructions to the agencies to
focus their attention towards
resolving the complaints of
overseas Pakistanis on priority.
Various measures have been
adopted to resolve the
complaints of overseas workers.
Since the role of Pakistan
Federal Ombudsman, Syed Tahir Shahbaz
Embassies and Consulates
chaired a meeting on Environment at Magralla Hills
National Park & Coastal areas.
remains as important as ever,
focal persons have been
appointed in all 116 Pakistani missions abroad. Pakistani Ambassadors have been requested to
address overseas Pakistanis complaints at least once a week and meet them without any previous
appointments. The Embassies and High Commissions have been advised to get consular access for
prisoners and provide them legal assistance. Community Welfare Attaches (CWAs) and Information
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Officers posted abroad are advised to work together and keep liaison with overseas Pakistanis’
associations and media persons. They are further asked to pay prompt attention to issues like nonpayment of wages, disputes with sponsors, non-availability of medical and legal aid etc. Community
Welfare Attaches/Focal
person in foreign missions
are connected through
Skype with the Wafaqi
Mohtasib’s office. Other
measures include
appointment of focal
persons in 56 federal
government departments,
and constitution of
Advisory Committees in
government departments.
Law and Justice
Commission of Pakistan
Federal Ombudsman, Syed Tahir Shahbaz
chairing a meeting to establish One Window Facilitation Desks at has been requested to
International Airports
recommend establishment
of overseas Pakistanis cells
in the Supreme Court and High Courts. Law and Justice Commission has further been requested to
recommend appointment of special judges for the courts handling matters of overseas Pakistanis.
During the period under report, the Grievance Commissioner for Overseas Pakistanis
resolved overseas Pakistanis systemic issues concerning NADRA, Passport Office, Foreign Office,
OPF, Bureau of Immigration etc.; settled cases regarding home remittance, issuance of Foreign
Exchange Reserve Card (FERC) and National Identity Card for Overseas Pakistanis (NICOP) at
airports. He also helped in the settlement of workers insurance claims, workers compensation and
salary issues, and verification matters. He emphasized provision of MRP facility for overseas
Pakistanis in every foreign countries having more than 10 thousand Pakistanis.
The Grievance Commissioner also helps in:
a)

Resolution of issues pertaining to renunciation of citizenship and attestation of
documents

b)

Procuring police verification reports after coordination with Ministry of Interior and
Provincial police departments

c)

In home remittances and investment cases (with the cooperation of Ministry of
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Finance, State Bank of Pakistan and Board of Investment)
d)

Pre-departure briefings for workers at the airports

e)

Conducting hearings of overseas Pakistanis complaints on video link

f)

Issuance and renewal of NICOP by NADRA at International airports of Pakistan

g)

Settlement of seat confirmation issues

h)

Celebration of first ever overseas Pakistanis day.

Wafaqi Mohtasib’s office is striving that the complaints of overseas Pakistanis are settled
within 45 days. It is hoped that these measures will go a long way to resolve the complaints of
overseas Pakistanis.

Establishment of One Window Facilitation Desks at Airports
On the recommendation of Federal Ombudsman, ‘One Window Facilitation Desks’ have
been established at all the international airports to facilitate incoming and outgoing overseas
Pakistanis and passengers . Initially as a pilot project, one window desk was established at Islamabad
International Airport and later this successful experiment was replicated at all international airports
of Pakistan, i.e. Lahore, Karachi, Peshawar Quetta, Multan, Faisalabad, Sialkot. These desks are
operational round the clock (24/7). The staff of all important government departments, dealing with
the passengers is available on these desks. This includes staff members from Civil Aviation
Authority (CAA), Federal Board of Revenue, Federal Investigation Agency, Overseas Employment
Corporation, Directorate General of Immigration and Passports, National Database and Regulatory
Authority, Pakistan International Airlines Corporation, Bureau of Emigration and Overseas
Employment, Airport Security Force, Anti-Narcotics Force and Overseas Pakistanis Foundation
(OPF). CAA and OPF handle public complaints and ensure coordination with other agencies at the
airports. Facilities like Universal Toll Free Number, Fax Machines and e-mail, unified scanning
luggage at international airports of Pakistan have been introduced at all One Window Facilitation
Desks.
The ‘One Window Facilitation Desks’ have provided relief to thousands of passengers since
their establishments. Regular reports regarding complaints and assistance provided by the agencies
are submitted to Grievance Commissioner. The initiative has helped in improving coordination and
quality of service of different departments at the airports. All segments of society especially overseas
Pakistanis have appreciated this initiative.
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Timely Finalization of Pension Cases of Federal Government Employees
Delay in finalization of the pension cases of the employees is a common complaint.
Sometimes the decisions on pension cases drag on for months on trivial objections and pensioners
keep on knocking different doors for resolution of the issues.
Realizing the hardships of retired pensioners, Federal Ombudsman established a ‘Pension
Cell’ in the Wafaqi Mohtasib Secretariat and issued recommendations to all federal government
departments to appoint ‘Focal Persons’ to deal with pension issues. The departments were advised to
simplify the procedure for preparation of pension papers, carry out verifications without delay, and
ensure submission of pension documents before retirement. AGPR was advised to make pension
payment through bank accounts and hold regular meetings with the department representatives for
resolution of pension cases.
The Federal Ombudsman convenes regular monitoring meetings and receives monthly
reports from departments. This measure has improved efficiency and coordination between federal
government departments and AGPR and pension cases are being finalized without any delay.
Retired employees of federal government department are feeling relieved and they are receiving
their pensions and post-retirement benefits without any difficulty.
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Chapter 8
Summary of the Progress Reports submitted to the Honourable Supreme Court
of Pakistan on Implementation of Recommendations on Prison Reforms
In pursuance of Orders of Supreme of Pakistan in Suo Moto Case No.1 of 2006, a National
Committee on Prisons Reforms was constituted by the Wafaqi Mohtasib to review the status of
prisons in Pakistan and to prepare recommendations for improving overall condition of prisons,
including quality of food, sanitation, cleanliness, medical and clinical facilities, violence against the
prisoners, oversight mechanism and arrangements for meeting with the relatives of the prisoners
visiting the jails. The committee members visited important jails in all provinces with a view to get
factual and first-hand information about the living conditions of prisoners, particularly the women
and children including juvenile prisoners. The recommendations received from the committee were
compiled in the form of a report by the Federal Ombudsman Secretariat with the objective to have
those implemented by the concerned quarters. Thereafter, the WMS submitted its report containing
pragmatic and practicable recommendations for improving jails conditions in Pakistan to the
Supreme Court of Pakistan. The Apex Court greatly appreciated the report. Subsequently, a
summary of the said recommendations was also submitted to the Supreme Court of Pakistan which
is as follows:
1.
All the Provinces may be directed to
constitute two Committees, namely,

Implementation of WMS
recommendations on Prison
Reforms received special
attention of the Wafaqi
Mohtasib during 2019.
Unflinching efforts were made
to improve the living conditions
of prisoners, especially the
women and children. Meetings
were held with the Chief
Secretaries and heads of
departments in all provincial
capitals. Four quarterly reports
were submitted to the Supreme
Court.

(a)

District Oversight Committees and

(b)

Welfare Committees for:

•

Improvement of life of prisoners in Jails
especially for Children, Women and
Destitute /Resource-less Prisoners.

•

Ensuring that District Oversight Committees
are constituted to monitor the
implementation of Orders of Supreme Court
in their respective Districts and to submit
deficiencies, if any, to the respective Home
Department / IG Prisons.

•

These Committees should consist of
members from the Civil Society, Bars, Education and Health Sectors, who have
proven track record of significant contributions for improvement of life of the
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prisoners.
2.

Ministry of Interior and Provincial Home / Prison Departments may be directed to
select/appoint senior officers to act as Focal Persons to arrange surprise visits of the
above Committees. The Committees may submit a comprehensive schedule of visits
to the respective Focal Persons.

3.

Law & Justice Commission together with Advocates General and Provincial
Ombudsmen may review and submit proposals for significant expansion of
probation / parole facilities to reduce pressure on accommodation facilities in jails.
The Probation and Parole system also needs to be revisited and made more effective
to deal not only with overcrowding but also for reformation of convicts, juvenile and
first-time offenders.

Wafaqi Mohtasib Syed Tahir Shahbaz presenting prison
reforms to Hounorable Chief Justice Mian Saqib Nisar

4.
Provincial
governments may build jails
in every district headquarter,
and the federal government in
Islamabad. Every jail should
have separate and
independent portion for
women and juvenile
prisoners, with sleeping space
for every prisoner with
adequate toilet and hygiene
facilities.

5.

There is a need to link Biometric system in jails with courts for maintaining the
record of prisoners. Peshi roaster and jail record / registers should also be
computerized / automated. The Provincial governments may be directed to proceed
accordingly and ensure development of an interface between jails, courts and
NADRA for monitoring and verification of the prisoners record.

6.

Drug users and mentally insane prisoners may be kept outside the premises of the
jails in drug clinics/homes for mentally retarded prisoners and provided medical
treatment. The hard-core/high profile criminals such as murderers, terrorist,
extortionists should be kept separate from the ordinary or under-trial prisoners who
are not involved in such heinous crimes. The prisoners with HIV, Hepatitis, T.B. and
drug addicts should be segregated and kept apart from other prisoners. Strict
surveillance should be done in jails for protecting the prisoners from physical and
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sexual assaults.
7.

Higher Education Commission of Pakistan, the Universities falling in respective
territorial limits of its jail, Allama Iqbal Open University, and other reputed
Government institutions / organizations may be directed to assist in improving
educational and skill training facilities including missing facilities / payment of fines
for deserving prisoners.

8.

The concerned Ministries at Federal and Provincial level may be directed to allocate
necessary funds and resources for improvements in jails. Establishment of Prisoners
Voluntary Donations Fund at provincial level be ensured.

9.

Pakistan Bar Council and Provincial Bar Councils may be advised to provide free legal
aid to prisoners’ especially to the Under-Trial Prisoners and for appeal purpose.

The Supreme Court later desired that implementation progress of the recommendations
of the report in question be submitted after every three months and any province found not
following the recommendations and carrying out the duties under the report of the Ombudsman
should be taken to task.
In line with the observations of the Supreme Court of Pakistan, the Wafaqi Mohtasib held
several meetings with all Provincial Chief Secretaries, IG Prisons, Secretaries of the Provincial
Home Departments and other stakeholders for evaluating the status of implementation of
recommendations of the WMS Committee report. So far, five implementation reports regarding
implementation status of recommendations have been submitted to the Supreme Court of Pakistan
by the WMS. The detail/data of prisoners confined in the jails of all provinces is as under:
Detail of prisoners confined in all provinces
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Wafaqi Mohtasib Syed Tahir Shahbaz presiding over a meeting at Peshawar regarding Jail
Reforms on September 30, 2019

The WMS is trying its best to ensure early implementation of prison reforms in Pakistan by
the concerned provincial departments. Some steps taken in this regard by the concerned authorities
include constitution of Oversight Committees, payment of fine in respect of the deserving prisoners,
addressing medical, parole and probation matters, free legal aid, expediting the automation of
criminal justice system, allocation of resources for construction of new jails and provision of
missing facilities in Bakhsi Khanas. However, a lot is needed to be done to improve jails conditions,
change the mind-set and to remove the irritants of criminal administrative justice system. Consistent
efforts need to be made by the provincial authorities to convert jails into reformatory centres through
new legislation and to fully implement the recommendations contained in the Report on Prisons
Reforms. The issue of overcrowding could be addressed by construction of new jails in the
respective districts and simultaneously eliminating delay in trials through the use of the latest
information technology tools in all areas of criminal justice system of Pakistan starting from Police
up-to-the highest Court of the country. Regular visits of the District Oversight Committees and
Welfare Committees constituted by the provinces will also have a salutary effect on the living
conditions of the inmates of the prisons.

62

Chapter 9
International Linkages
Pakistan’s Role in the Asian Ombudsman Association and International Ombudsman
Institute

Asian Ombudsman Association
In 1996, Pakistan convened the first Conference of the Asian Ombudsmen and the office
bearers of Ombudsman like institutions from all over the Asian continent. The main objectives for
hosting the moot, in which forty delegates from eighteen countries participated, were the promotion
of Ombudsman's concept and discussion on the possibility of setting up of an Asian Ombudsman
Association (AOA). Despite differences of race, religion, culture, forms of government, pace of
development etc., the participants agreed to the idea and the AOA was unanimously founded on 16th
April, 1996 in Islamabad, Pakistan. Its Secretariat was also housed in the premises of the office of
Wafaqi Mohtasib.
AOA promises to provide a forum for establishing a just society in the region by curbing
maladministration of the government departments and providing relief to citizens. Today, there are
44 members of the Association from 23 countries. The meeting of the Board of Directors (BOD) of
the Association is held yearly, while its General Assembly meets biennially.
The 14th AOA General Assembly and 17th AOA BOD meetings were hosted by the Federal
Ombudsman (Wafaqi Mohtasib) of Pakistan in Islamabad on 24-25 November, 2015 which

Syed Tahir Shahbaz, Federal Ombudsman / President of Asian Ombudsman Association (AOA)
addressing International Ombudsman Conference at Istanbul, Turkey on November 19, 2019
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provided an ideal opportunity for sharing of innovative ideas, experiences, best practices and
common goals that had promoted the concept of Ombudsmanship and good governance in this
region in particular, and the world in general.
Pakistan has provided effective leadership to Asian Ombudsman Association. Federal
Ombudsman of Pakistan has held the position of President of AOA since its establishment in 1996.
In 2015 elections, Federal Ombudsman of Pakistan was elected President of the Association. Under
the Bye-laws of AOA next elections were held in Turkey in November 2019; where, Pakistan won
the position of President AOA once again. The hallmark of this achievement was that Pakistan
secured this position unopposed; Federal Ombudsman of Pakistan was proposed and seconded by
the Ombudsman institutions of People’s Republic of China and Japan respectively. On the basis of
Elections 2019, following Board of Directors was constituted:

Opening the 16th Meeting of the General Assembly of Asian Ombudsman Association, the
President AOA, Syed Tahir Shahbaz, Federal Ombudsman, Pakistan welcomed the participants of
the meeting and thanked the host for honoring him and other colleagues to participate in the 2nd
Istanbul International Ombudsman Conference organized superbly by the Ombudsman Institution
of the Republic of Turkey in the historic and magnificent city of Istanbul. He expressed his deep
gratitude to Hon’ble Chief Ombudsman of Turkey and his team for making fabulous arrangements
for the Conference.
He stated that he was extremely happy finding himself among the Ombudsmen fraternity in
Asia; felt even much happier while thinking of participation in the prime activity for which the event
had been organized. The incumbent Board had completed its tenure at a happy note of commendable
achievements as a result of their combined efforts. The event also included the General Assembly
meeting wherein new Board of Directors was to be elected. In view of that, he gave a brief account of
the activities and achievements of the Association since the election of the previous Board. 17th
AOA Board and 14th AOA General Assembly meetings were held in 2015 in Islamabad, Pakistan
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where the previous Board of Directors was elected. As per Bye-Laws, AOA General Assembly
meets every second year; thus the 15th General Assembly meeting was the prime activity of the
PyeongChang Conference in 2017. The General Assembly Meeting was preceded by 20th Board of
Directors Meeting in PyeongChang. Likewise, Board Meetings and Conferences held at Tokyo,
Kazan and Baku provided great opportunities in promoting the cause of ombudsmanship, especially
in the Asian Region.
Highlighting the significance of Ombudsmanship, he described of the Ombudsman
Institution as a hope for the poor. Each of such Institutions, without geographic divide or cultural
distinctions, has been playing pivotal role in providing inexpensive and expeditious justice. In
Pakistan, like many other countries, such role has constitutional support as well. Malpractices,
administrative excesses and abuse of public authority erode social justice and deprive citizens of
their fundamental rights. This Institution provides valuable protection against these evils. Therefore,
learning from each other’s experience adds to the strength of Ombudsman Institution and this
process must remain top priority with heart and soul; it should be taken as a mission to fight out and
eliminate the forces of evil.
He also appreciated the role of the incumbent members of the Board and the Secretariat in
enhancing the cause of the Association. The team, that was chosen four years back, had evidently
displayed their remarkable zeal to drive forward the basic objectives of the Ombudsmanship. It had
been the joint effort of the team that during their tenure six new members had joined the august body
and six more were going to join after approval of the General Assembly in this session. The

Syed Tahir Shahbaz, Federal Ombudsman of Pakistan / President of Asian Ombudsman
Association (AOA) chairing the meeting of AOA at Istanbul, Turkey where he was re-elected
Unopposed as President of AOA on November 19, 2019
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Secretariat had been persistently expanding its capacity to serve the Association much more
efficiently and professionally under the supervision of a senior retired civil servant of Pakistan.
Secretariat’s digital communication tools had played significant role in bringing the AOA members
closer, making mutual responses more swift and effective. He requested the members to be more
proactive in sharing their information and experiences through the AOA e-Newsletter, Website and
proposed e-Profile Directory.
He also confided with the members on the measures taken for making the AOA Election
2019 transparent and competitive, especially pursuing the valuable suggestions received from
Japanese and Korean friends. Nomination record had already been shared with the Executive
Committee; it had been kept open and accessible for every member. The President also suggested
that some independent presiding officer should be appointed for supervising the ballot, as required
under the Bye Laws, as he himself was the contesting member in the election.
Closing his remarks, he thanked and paid his heartfelt regard to the colleagues for reposing
trust in the incumbent Board Members in the past and assured that he and his colleagues from
Pakistan would keep on serving the Association in whatever position they were placed by the
Ombudsman brotherhood. He, once again, congratulated and thanked Excellency Mr. Seref Malkoc,
Chief Ombudsman Turkey, for arranging such a grand event and keeping the participants so
comfortable in the historic city of Istanbul.
As mentioned by the President AOA, twelve members were added to the membership of
AOA; and following four institutions from Pakistan were granted Full Membership of AOA:
i.

Provincial Ombudsman Khyber Pakhtunkhwa, Pakistan.

ii.

Provincial Ombudsperson for Protection against Harassment of Women at the
Workplace, Punjab, Pakistan.

iii.

Provincial Ombudsperson for Protection against Harassment of Women at
Workplace, Balochistan, Pakistan.

iv.

Provincial Ombudsperson for Protection against Harassment of Women at
Workplace, Khyber Pakhtunkhwa, Pakistan.

In the concluding session, after the constitution of new Board of Directors, several members
of the Association availed opportunity to express their views on the election process. It was
unanimously viewed that the election process was well documented, procedures were strictly
complied with and administration of the balloting was highly smooth and disciplined maintaining
transparency and secrecy of vote. They appreciated the AOA Secretariat, especially the Executive
Secretary, for creating an independent, systematic, and creditable environment that made everyone
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satisfied with the election process.
The President AOA thanked all the colleagues for reposing their trust in him and other
members of the newly constituted Board. He expressed his resolve to work even harder in future for
making the Association much more effective for serving the noble cause of Ombudsmanship within
and outside the Asian Region. He appealed the new Board members, to jointly pledge to make the
Association stranger in the coming years.

OIC Ombudsman Association
To promote Ombudsman Institution in the Muslim world, Pakistan took initiative at the
Foreign Ministers' Council of OIC in 2012 at Djibouti to initiate a process of Networking of
Ombudsman Institutions in the OIC Member States. This idea materialized in April 2014 when OIC
Ombudsman Association (OICOA) was established under ‘Islamabad Declaration’ with its
Secretariat at Islamabad. The statutes of OICOA were finalized in its meeting held in April, 2015
under the chairmanship of Federal Tax Ombudsman, Pakistan. Second meeting of the General
Assembly of OICOA was held on 19th November, 2019 in Istanbul, Turkey wherein the first Board
of Directors was elected and Pakistan secured the position of Secretary General of the Association.

International Ombudsman Institute
Pakistan has been playing an active role for strengthening the cause of Ombudsmanship at
international level. Pakistan is a member of the International Ombudsman Institute (IOI) since April
1984. Since then, Pakistan has remained in the Board of this prestigious international body and held
the presidential post of its Asian Chapter (Asian Region) most of the times.
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Chapter 10
Forum of Pakistan Ombudsmen
Forum of Pakistan Ombudsman (FPO) was established on 15th April, 2011. The FPO as a
professional body of independent and nonpolitical network of Ombudsmen operates for the
advancement of good governance across Pakistan and Azad Jammu & Kashmir. Striving to work for
educational, scientific and charitable purposes, the FPO supports the Ombudsmen and their
organizations in improving their operations, service delivery and effectiveness. The FPO also
dedicates itself by social, educational, training and research means to promote and encourage the
Ombudsman concept at the national, provincial and local levels, and to establish professional
linkages internationally.
Under the Bye-Laws of the Forum, President of FPO is appointed, each year, with mutual
agreement of its Members. Under this arrangement, Federal Tax Ombudsman (FTO) has been
holding this position since its inception. The Forum has played significant role for providing
common platform to all the Federal and Provincial Ombudsmen for the promotion of
Ombudsmanship in Pakistan. Promulgation of ‘Federal Ombudsman Institutional Reforms Act
2013’ is the landmark achievement of the Forum. Twenty three meetings of FPO have been held so
far; last meeting was held in Nathiagali, Khyber Pakhtunkhuwa Province on 6th September 2019to
discuss, primarily, the strategy to be adopted in the OIC Ombudsman Association (OICOA) and
Asian Ombudsman Association (AOA) Boards of Directors elections scheduled to be held in
November, 2019, at Istanbul. Besides its services at national level, it provides secretariat services to
Asian Ombudsman Association, International Ombudsman Institute (Asian Region) and OIC
Ombudsman Association as well. A senior advisor of Wafaqi Mohtasib office is incharge of this
Forum.
List of FPO members is as under:
1.

Mr. Mushtaq Ahmed Sukhera

Federal Tax Ombudsman / President OICOA

2.

Syed Tahir Shahbaz

Federal Ombudsman (Wafaqi Mohtasib)

3.

Mr. Muhammad Kamran Shehzad

Banking Mohtasib (Ombudsman)

4.

Dr. Muhammad Khawar Jameel

Federal Insurance Ombudsman

5.

Ms. Kashmala Tariq

Federal Ombudsman for Protection Against
Harassment of Women at Workplace

6.

Mr. Asad Ashraf Malik

Provincial Ombudsman Sindh
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7.

Mr. Najam Saeed

Provincial Ombudsman Punjab

8.

Justice (Retd) Shahnawaz Tariq

Provincial Ombudsman Sindh for Protection Against
Harassment of Women at Workplace

9.

Mirza Zaffar Hussain

Ombudsman Azad Jammu & Kashmir

10.

Mr. Abdul Ghani Khilji

Provincial Ombudsman Balochistan

11.

Mr. Aqal Badshah

Provincial Ombudsman Khyber Pakhtunkhwa

12.

Ms. Rukhsana Gillani

Provincial Ombudsman Punjab for Protection
Against Harassment of Women at Workplace

13.

Ms. Sabira Islam

Provincial Ombudsperson Balochistan for
Protection Against Harassment of Women at
Workplace

14.

Ms. Rukhshanda Naz

Provincial Ombudsperson Khyber Pakhtunkhwa For
Protection Against Harassment of Women at
Workplace

During the year 2019, elections of the Boards of Directors of IOI, AOA and OICOA were
held. Under a well-coordinated strategy of the Forum, Federal Ombudsman of Pakistan (Wafaqi
Mohtasib) contested the election to retain Presidentship of AOA. Federal Ombudsman Pakistan
succeeded in retaining the position of the President of AOA in the election held at Istanbul in
November, 2019. Likewise, under the combined strategy of the Forum, Pakistan could secure
position of Secretary General OICOA in the Election 2019 held in Turkey. Pakistan also succeeded
in retaining its position of Director at IOI Board. Besides these achievements, Pakistan could
achieve Full Membership for its four new ombudsman institutions in the AOA i.e. Provincial
Ombudsman Khyber Pakhtunkhwa, Provincial Ombudsman Punjab for Protection against
Harassment of Women at Workplace, Provincial Ombudsperson Balochistan for Protection Against
Harassment of Women at Workplace and Provincial Ombudsperson Khyber Pakhtunkhwa for
Protection Against Harassment of Women at Workplace. Closer cooperation at the Forum level
played very important role in achieving the above honours at regional and global Fora.
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Chapter 11
Role and Activities of the National Commissioner for Children
Pakistan’s future lies in its children. Their well being is our responsibility. Almost 48% of
Pakistan’s population is under 18 years of age with an estimated population of over 100 million
children. It is therefore imperative for us to focus our attention on child rights issues in our policies,
programmes and interventions. The Government of Pakistan is committed to developing this
cognitive capital – an elemental building block of the country’s economic growth strategy. The
Office of the National Commissioner for Children under the Wafaqi Mohtasib (Ombudsman)’s
Secretariat is committed to support the Government of Pakistan in its efforts to protect the rights of
children guaranteed to them under various provisions of the Constitution of Pakistan, save them
from violence and exploitation, create enabling
environment for them marked by gender equality and
T h e O ff i c e o f t h e N a t i o n a l
greater equity across geographic and socio-economic
Commissioner for Children (ONCC)
lines.
is committed to support the
Pakistan ratified the United Nations
Government of Pakistan in its efforts
Convention on the Rights of the Child (UNCRC) on
to protect the rights of children
November 12, 1990 which provided broader
guaranteed to them under various
guidelines for the promotion and protection of child
provisions of the Constitution of
rights. The UNCRC made it obligatory for the States,
Pakistan. The ONCC works as
ratifying the Convention, to take all appropriate
Ombudsman for Children by
legislative, administrative and other measures for
undertaking steps to raise the profile
implementation of the rights enshrined in the
of child rights and devise a
Convention.
mechanism for the redressal of
children’s complaints both at the
Taking cognizance of the deficiency of nonfederal and provincial level.
availability of a proper forum where voice of the
children could be heard, the Federal Ombudsman of
Pakistan, in April 2009, with support of the United
Nations Children’s Fund (UNICEF), took major initiative and the Office of National Commissioner
for Children (ONCC) was set up in the Wafaqi Mohtasib Secretariat. This office aimed at addressing
child rights issues.
Since its inception, the ONCC has worked as Ombudsman for Children by undertaking steps
to raise the profile of child rights and devise a mechanism for the redress of children’s complaints
both at the federal and provincial levels. For this purpose, coordination and joint initiatives with
Provincial Mohtasibs relating to children are undertaken.
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Mandate of the ONCC is to redress the grievance of children through individual complaints
as well as addressing the systemic issues. It is well aligned with UNICEF’s mandate to help realizing
the rights of all children through, inter alia, strong partnerships with key stakeholders.
F e d e r a l O m b u d s m a n ’s
Secretariat and the UNICEF
(Pakistan) on 23rd of September
2019 signed a Letter of Intent (LOI)
which sought to further strengthen
the ongoing partnership between the
two organizations. Federal
Ombudsman of Pakistan Syed Tahir
Shahbaz and Ms. Aida GirmaFederal Ombudsman Syed Saeed Tahir Shahbaz and
Melaku, Country Representative for
UNICEF Rep in Pakistan Ms.Aida Girma signed Letter
of Intent For cooperation between the Office of National UNICEF in Pakistan signed the
Commissioner for Children and UNICEF
document on behalf of their
respective organization. UNICEF’s
child protection plan in Pakistan focuses on strengthening overall child protection systems overall
and building the capacity of families, communities and the Government to promote the right of the
child, as well as prevent and respond to reported cases of child abuse in an effective manner.

Major Activities of the ONCC during the year 2019
i.

Kasur Tragedy and Redressal of Systemic Issues Project:
¤

The project was launched in the aftermath of the brutal tragedy of Zainab in Kasur.
The key objective of this project was to develop a model of need-based mechanism
for protection and rehabilitation of victims of sexual abuse, focusing on children
belonging to under-privileged stratum of society, by employing multi-pronged
strategy. For this purpose, an in-depth empirical research in Kasur was undertaken in
collaboration with the UNICEF and report prepared. Activities undertaken by the
National Commissioner for Children on prioritized recommendations of the
research study held in 2019 are recounted below:

¤

One-Window Child Protection and Rehabilitation Centre was established at
District Headquarters Hospital, Kasur where visiting psychologist, psychiatrist, and
a medical officer handle reported cases of sexual violence against children and
provide them their expert services. All the services provided at the centre to the
children who are victim of sexual abuse are free of cost.
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Training of Police Officers of District Kasur organised by the Office
Of the National Commission for Children

¤

Training of Medical Staff of the District Hospital and the District Prison of
Kasur. A 3-month training was organized at the Fatima Jinnah Medical University,
Lahore for medical officers of the hospital and psychologists visiting the prison.

¤

Workshops/ training of police officers on ‘child rights were arranged for police
officers of District Kasur at Police Training College, Lahore. The elements of the
training included sensitization on child rights and their violation, sharing knowledge
of domestic and international standards, skill development and behavioral change.
The trainees among other strategies, learned to combat violence against children
through collaboration and partnership with the community.

¤

Need based child Protection Training of Teachers “Meri Hifazat” was part of
awareness raising and capacity building campaign. Two training sessions of male
and female school teachers were conducted in 2019 at a Government High School in
Kasur with the support of UNICEF, the ONCC and cooperation of Child Protection
and Welfare Bureau, Kasur Unit. Government school teachers participated in the two
separate training sessions covering two clusters of 16 schools in Kasur city.

¤

Broad-based consultation meetings on strengthening child protection
institutional mechanism in Pakistan were a new major initiative of the office of the
National Commissioner for Children during the year. These consultations were held
in Islamabad, Lahore and Quetta. The purpose to organize these consultations was to
formulate a practicable way forward for prevention of violence, control of crimes
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against children, rehabilitation of victims
Key objective of the Kasur project of sexual abuse in society, and
was to develop a model of need- development of recommendations for new
based mechanism for protection initiatives for strengthening child
and rehabilitation of victims of protection institutional mechanism in
sexual abuse, focusing on children Pakistan. Stakeholders, including
belonging to under-privileged parliamentarians, senior level officials of
stratum of society. Establishment the provincial and federal government,
of One-Window Child Protection NGOs and media persons participated in
Consensus was
and Rehabilitation Centre at the consultations.
District Hospital, Kasur; training d e v e l o p e d o n t h e n e e d f o r t h e
of medical Staff; training of police implementation of already existing child
officers on child rights; and child p r o t e c t i o n l a w s i n t h e c o u n t r y,
protection training of government parliamentary oversight, responsible and
and private school teachers were effective role of concerned government
departments and the media in addressing
successfully achieved during 2019
the issues involved in child protection,
smooth and efficient functioning of child
protection mechanism. In this regard stress was laid on training of children and
enforcement of child labor laws, provision of DNA testing facility in every teaching
hospital, tracking of case from the beginning to the end, reforms in administrative
structure, policy and
laws for support to
the survivor victims
and to their families,
practical solution by
making the
investigating officer
to take audio/video
recording of the
abused child’s first
statement after the
Federal Ombudsman Syed Saeed Tahir Shahbaz presiding incident, state’s
over Broad-Based Consultations in Islamabad on
intervention in the
strengthening institutional mechanism for child protection
cases of sexual
v i o l e n c e ,
development of mechanism for monitoring the case from the date of First
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Investigation Report till the challan is submitted in the court.
ii.

“Strengthening the Realization of the Rights of Women and Children Detainees in
Pakistan” Project.
¤

On the direction of the Supreme Court of Pakistan, the Wafaqi Mohtasib constituted
an “Advisory Committee with Special Reference to Children and Women Prisoners”.
The members of the Committee visited different prisons all over Pakistan, identified
major problems and made detailed recommendation for improvements in areas like:
shortage of staff in prisons, over-crowding and non-production of under-trial
prisoners, lack of balanced food, medical, educational, health facilities and skills
training, etc. The Committee took a number of initiatives including:
•

Payment of fines, with the support of civil society, judiciary and
philanthropists, on behalf of destitute prisoners to get their release from jails
all over Pakistan;

•

An MoU was signed with the Higher Education Commission, Pakistan,
COMSATS University, Allama Iqbal Open University and Pakistan Sweet
Homes.
The first Pakistan
Sweet Home for children in jails
Shortage of staff in prisons, overwas inaugurated in Kot Lakhpat
crowding and non-production of
Jail. Allama Iqbal Open
under-trial prisoners, lack of
balanced food, medical, educational,
University upgraded libraries in
health facilities and skills training
Central Jail, Adiala, Rawalpindi
were identified. A Work Plan to start
and District Jail, Quetta. The
reform initiatives for women and
children detainees in six prisons was
COMSATS University provided
prepared and is now under
books and beds and established a
implementation. It include Provision
computer lab in Central Jail,
of legal support, medical facilities,
counselling for psychosomatics and
Haripur. The first boarding
psychiatric treatment of
school in Borstal Jail, Faisalabad
destitute/resource-less prisoners,
was established;
training programs for the jail staff,

•

monitoring and oversight visits to
Expanded partnership with
ensure implementation of the Work
UNICEF. The partnership with
Plan and also to modify it if so
required for better service delivery.
UNICEF expanded in 2019 to
support better delivery of jail
reform initiatives with
sustainability. A 2-year project entitled; “Strengthening the Realization of
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the Rights of Children and Women Detainees in Pakistan” was prepared
to provide legal aid, better health facilities, nutrition and education for the
children, juveniles and women in jails. A Work Plan to start reform initiatives
for women and children detainees in the following six jails of Pakistan was
prepared and is now under implementation:

¤

o

Central Jail Haripur (Khyber Pakhtunkhwa)

o

Central Jail Lahore (Punjab)

o

Borstal Institute & Juvenile Jail Faisalabad (Punjab)

o

Central Jail Karachi (Sindh)

o

District Jail Quetta (Balochistan), and

o

Central Jail Mach (Balochistan)

The Work Plan consists of the following reform provisions:
o

legal support,

o

medical facilities and provision of essential medicines,

o

counseling for psychosomatics and psychiatric treatment,

o

training programs for the jail staff, and
o

¤

monitoring and oversight to
ensure implementation
of the Work Plan and
also to modify it if so
required for better
service delivery.

Efforts made to collaborate
with Prison Departments:
Prison administration and their reforms is the
provincial governments’ domain. The office of the National Commissioner for
Children made a lot of efforts to bring them on one page for implementation of the
Work Plan in the respective provincial jails. Several rounds of meetings were
conducted with Home and Prison Departments to complete the interventions.
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¤

Meetings held by the Wafaqi Mohtasib: On the directions of the Supreme Court of
Pakistan in 2018, the Wafaqi Mohtasib, Syed Tahir Shahbaz, submitted an
exhaustive report in the apex court on prison reforms particularly focusing on
women and juvenile prisoners. The Supreme Court approved all recommendations
of the report and assigned the task of monitoring of their implementation by the
concerned authorities to the Wafaqi Mohtasib and also asked him to submit periodic
implementation reports to the Supreme Court of Pakistan. Under the recommended
reforms, the provinces were asked to improve conditions of prisoners in jails
especially for children, women and destitute/resource-less prisoners. In line with the
apex Court’s orders, monitoring and evaluation meetings on prison reforms, started
in 2018, and continued in 2019 at Islamabad, Lahore, Karachi, Peshawar and Quetta.
All concerned provincial administrative and legal authorities and Inspector General
of Prisons participated in these meeting. A review of progress of implementation of
the recommendations contained in the report on jail reforms was made.

¤

While chairing these high level meetings on the subject, the Wafaqi Mohtasib, Syed
Tahir Shahbaz, directed all provinces to expeditiously conclude constitution of
District Oversight Committees in each district comprising renowned members from
all walks of life to monitor the implementation measures contained in the
recommendations of his report on prison reforms. These Committees have been setup in almost all the districts of the Punjab, Sindh, Khyber Pakhtunkhwa and
Balochistan and these are holding regular meetings and conducting oversight visits
to the prisons in their respective districts to evaluate the needs of the prisoners and
suggest required improvements in the jails.

It is simple and easy to seek help from the Office of National Commissioner for
Children:
•

The Office of the National Commissioner for Children under the Wafaqi Mohtasib
(Ombudsman)’s Secretariat is committed to protect the rights of Pakistani children
guaranteed to them under various provisions of the Constitution of Pakistan, save
them from violence and exploitation, create enabling environment for them, marked
by gender equality and greater equity across geographic and socio-economic lines.

•

Any child whose basic rights are being or have been violated or he/she is being
abused in his/her family or in school, madrassa or any other place may directly, or
through some other person on his/her behalf, may contact the Office of the National
Commissioner for Children in the Wafaqi Mohtasib Secretariat, Islamabad or any of
its nearest Regional Offices for registration of his/her complaint either through letter,
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Chapter 12
Future Plans
The Wafaqi Mohtasib in recent years has been reaching out to the general public to redress
their grievances against federal agencies. Consequently, the number of disposed complaints off has
increased from 20,000 to above 70,000 in the past few years. Sustaining such high level of output
requires major efforts in the management area. Simultaneously, implementation of Wafaqi
Mohtasib’s decisions has reached to 96 – 97 % while review and representation against these
decisions has dropped to less than 1%. All this was achieved despite sharp reduction in the number of
advisors, while taking special steps to improve the quality of findings and individual output of the
Advisors / Investigating Officers.
For the year 2020, further consolidation of the efforts will continue. Over and above, the
outreach of this office would be further enhanced with the following steps;
a

Greater interaction with the media and press at the H.Q as well as all regional offices.
Dissemination of information through public service messages with the help of
PEMRA would be increased manifold.

b

Holding of seminars at Governor Houses will continue, inviting representatives from
various sections of society. One seminar at the Presidency and another at Governor
House, Lahore has been conducted. Similar ones will be arranged at Karachi, Quetta
and Peshawar during 2020.

c

In order to facilitate citizens of far-flung areas and to save them from the cost and
trouble of coming to our offices, we have started online video conference through
skype. Since mobile technology is being used extensively by the population, hearing
of cases through skype is being provided as an added facility. We have successfully
completed the pilot phase and it would be expanded to all 13 regional offices in the
coming months, benefiting thousands of complainants. Our system is already cost
free, practically, with no fee or expenditure on lawyer.

Apart from redressing individual complaints, this office has been involved in carrying out
systemic studies for reforming and improving the functioning of various federal government
agencies. About 27 such reports have been prepared. A number of these studies were undertaken on
the direction of the Supreme Court. These reports, containing policy recommendations, were
approved by the Chief Justice for implementation by the government agencies. In the case of report
on prison reforms, the Supreme Court desired that Wafaqi Mohtasib should review and monitor
progress and submit quarterly reports which resulted in steady and significant improvement in
implementation. Encouraged by this positive outcome of the efforts, a few more reports would be
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undertaken for study and implementation. These include, Pension Reforms, Affairs of Overseas
Pakistanis, Reports on Environment and the following two in the field of economy;
a.

Federal Ombudsman’s Report on Government Procurement System to Address MalAdministration and Ensure Transparency

b.

A study of Organization, Role, Systems, Procedures, and Causes of
Maladministration and Mal-Functioning of Central Directorate of National Savings.

Child rights and child protection is another important area where UNICEF and Wafaqi
Mohtasib had joined hand, creating successfully a child ombuds-system in the country. While
addressing hundreds of individual complaints by or on behalf of children every year, some important
studies were carried out. In this connection, implementation of the ‘Kasur Tragedy’ report and
‘Ameliorating the Plight of Women and Children in Jails’ are noticeable and would be pursued
vigorously in the coming months. In this regard, Wafaqi Mohtasib has taken a landmark decision to
integrate the child rights activities in the overall budget and administrative functioning of the
secretariat. From July 2020, all the resources would be provided from the WMS budget and it would
no longer be dependent on UNICEF assistance. The latter has, however, assured to support certain
activities when so requested.
For a robust press and media interaction, a media cell has been established with a supervisory
committee headed by a Senior Advisor, a retired Information Secretary. Some innovative measures
would be taken to bring about greater awareness of the working of Wafaqi Mohtasib, so that more
and more citizens can avail its services. Advisors from the Head Office as well as from the regions
would visit universities and colleges with information and messages to reach out to the youth of the
country. They would be enabled through newsletters and information kits to play a more active role
in relaying important information to the far-flung areas.
Balochistan and Gilgit-Baltistan are huge areas with scattered population where offices of
the Wafaqi Mohtasib are required to provide its services and relief to the common man. For this
purpose, procedural requirements would be addressed and budgetary provisions obtained from the
government to set up new offices during 2020. Resultantly WMS services would be brought at the
doorstep of Gilgit-Baltistan by adding one more office in Balochistan and a new office in GilgitBaltistan.
Article 33 of P.O. No.1 of 1983 provides informal resolution of disputes without necessity of
formal docketing of any complaint or issuing any official notice. The idea is to authorize the
Mohtasib or an Advisor to informally conciliate and amicably resolve any grievance/dispute on the
spot. Since, the office of the Wafaqi Mohtasib is known as a poor man court special attention and
focus is on weaker segments of the society, who are in need of informal resolution of their grievances
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without going through the formal channel.
The process will be started as a pilot activity and based on encouraging results, the scope will
be extended. Initially the pilot phase will be implemented at Headquarters, Lahore, Karachi,
Peshawar and Multan. Under this scheme, issues relating to electricity and gas (for small amounts
upto Rs. 20,000/-) and the issues affecting the community such as power breakdowns and
fluctuations, excessive load shedding, low pressure of gas etc. would be taken up for informal
resolution. Also, complaints regarding undue delay in issuance of demand notice, delay in
installation of gas / electricity meter despite depositing demand notice, delay in replacement of
faulty meter, etc. can be included for resolution under Informal Resolution of Disputes (IRD).
The huge quantum of work undertaken in recent years had necessitated hiring of consultants
/ advisors, who are retired civil servants and judges. There is, however, a need for creating a cadre of
direct officers / professionals at various levels. A beginning has been made by recruiting young
investigating officers through selection on merit. This batch is undergoing training and will provide
sound foundation for professionalism in the secretariat. This process will continue as the gains are
consolidated.
The Wafaqi Mohtasib Secretariat has evolved a performance based criteria to award
honorarium to its employees. Differentiated emoluments would be awarded to the officers and staff
who display greater devotion and higher outputs in their working. This way reward would become
commensurate with the effort and hard work put in by the employees.
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Chapter 13
2019: The Year Dedicated to Raising Public Awareness
An overview of Media Strategy and Awareness Campaign
Honourable President of Pakistan, while visiting the office of the Federal Ombudsman in
December (2018) stressed the need for enhancing awareness about the modus operandi of the
Wafaqi Mohtasib Secretariat among the masses. He was of the view that despite the good work being
done by the Wafaqi Mohtasib towards redressing grievances against the maladministration of
federal government departments, a large number of Pakistanis were unaware of its functioning and
were not able to avail of its services.
In line with the directives of the Honourable President, the year under review was marked by
the WMS as the ‘year for raising public awareness’ with the aim of dedicating energies and resources
towards nurturing awareness among the general public about the modus operandi of WMS and the
initiatives it had taken in the recent years towards curbing maladministration, ensuring
administrative justice and addressing the pandemic administrative issues existing in various federal
government agencies. For this purpose, it was decided to effectively engage media throughout the
year and utilize its power dissemination of information. For this purpose, a comprehensive media
strategy was designed and based on it, an awareness campaign was launched by the head office and
the regional offices of Wafaqi Mohtasib Secretariat.

Media Strategy
A team of senior advisors and officers was appointed by the Wafaqi Mohtasib to chalk out a
comprehensive media strategy to lay out a roadmap for the awareness campaign. The broad contours
of the strategy formulated by the team through consultative process were:
¤

Formulation of a steering committee to oversee the progress of awareness campaign

¤

Overhauling the media wing of WMS to improve its functioning

¤

Effective engagement with media personnel (both print and digital)

¤

Tapping into social media for the purpose of awareness

¤

Reaching out to various segments of society

¤

Increasing the interaction of WMS officials with media

¤

Exploring new avenues of interaction with public
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1.
Steering Committee on Media: The Wafaqi Mohtasib constituted a high level Steering
Committee on Media under chairmanship of Syed Anwar Mehmood, former Information Secretary
and Honourary Senior Adviser at the WMS, comprising select Senior Advisors and officers of the
WMS as its members. The Committee was mandated to formulate and oversee the implementation
of media strategy and to oversee the functioning of the Media Wing. The Committee in its periodic
meetings monitored the status of implementation of the media strategy and ensured that it was
followed in letter and spirit throughout the year. The progress was shared with the Federal Mohtasib
on regular basis.
2.
Strengthening of the Media Wing: The Media Wing of the WMS was strengthened. An
Advisor assisted by experienced officers and staff equipped with IT facilities was posted in the Wing
to establish it on modern lines.
3.
Appointment of Spokesperson: It was decided to designate an officer of the WMS as its
official spokesman. Accordingly, Mr. M. Javed Chaudhary was posted as Media Coordinator and the
Spokesperson. He interacts with media on regular basis to keep it informed about the important
activities of the Secretariat.
4.
Public Awareness Seminars Awareness Seminar at the President Secretariat: Another
important part of the strategy was reaching out to the public and with this in view awareness
seminars were planned in Islamabad and in all the four provincial capitals. The first seminar was
held at Aiwan-e-Sadr, Islamabad. Dr. Arif Alvi, President of Pakistan, graced the occasion as Chief
Guest. The President, while appreciating the performance of the Wafaqi Mohtasib Secretariat, once
again reiterated his vision of enhancing awareness among the public about the functioning of the
institution. The Honourable President also inaugurated the newly developed website and the mobile
application of the WMS. Both the initiatives were launched as part of public awareness campaign.
5.
Awareness Seminar at Governor House Lahore: Another awareness seminar was
organized at the Governor House, Lahore. Chaudhary Muhammad Sarwar, Governor of the Punjab
province, was the Chief Guest. The Governor lauded work of the Wafaqi Mohtasib Secretariat and
endorsed the awareness campaign. The Audience from different walks of life participated in both the
seminars. Similar awareness raising seminars have been planned in other provincial headquarters.
6.
Lectures in Universities: As part of media strategy envisaged for reaching out to various
segments of the society for creating awareness, a series of lectures was planned and conducted in the
leading universities of the country where students were given information sessions about the WMS
and his role towards administrative justice and good governance.
7.
WMS Initiatives towards Digital Transformation: Another part of media strategy
focused on making use of information technology for the purpose of spreading awareness and
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reaching out to the masses. IT infrastructure of the WMS was, therefore, transformed on modern
lines.
8.
Redesigning the Website: The website of Wafaqi Mohtasib Secretariat (mohtasib.gov.pk)
was redesigned and the interface was made user-friendly. All relevant information in the form of
videos, pictures, important rulings and documents were uploaded. The website is updated on regular
basis. The website also allows online registration of complaints, feedback from general public and is
linked with official Face Book and Instagram pages and YouTube Channel of the WMS.
9.
Mobile App: As part of digital transformation, a Mobile Application of the WMS was
launched. The app. was designed keeping in view ease of access and portability allowing citizens to
lodge their complaints against federal government agencies without personally visiting the office of
the WMS. The app. not only allows a complainant to keep a track of his complaint but also provides
the ease of viewing and downloading the ruling on his complaint upon completion of hearing.
10.
Feedback from General Public: Similarly, a feedback mechanism was introduced on the
website of the WMS, where a complainant could share his feedback regarding his case. The
feedback was properly followed-up and weekly feedback report received from the website was
reviewed by Senior Advisor Mr. Ejaz Ahmad Qureshi and instructions were issued to the related
Investigating Officers and other officials of the WMS.
11.
Facebook page and Instagram Pages: Another important transformation was achieved
through creation of Face Book and Instagram pages. All important updates regarding the activities of
the WMS were regularly shared on these official pages.
12.
Quarterly Newsletter: A conventional mode of mass media -- the Newsletter -- was also
used for the purpose of awareness raising. Quarterly issues of the WMS Newsletter were published
both in English and Urdu containing all important activities and rulings in various complaints made
to the WMS. A soft copy of the Newsletter was also uploaded on the Secretariat’s website to make it
available for everyone.
13.
Dissemination of information through PTA: Cellular technology was also used to reach
out to the citizens. For this purpose, PTA was instructed to send public awareness messages on all the
cellular networks operating in Pakistan.
14.
Dissemination of information through PEMRA: With the help of PEMRA, public
awareness messages were played on all TV and Radio Channels across Pakistan.
15.
Production of Documentaries: Using the mode of infotainment, the Wafaqi Mohtasib
commissioned a documentary highlighting the role and importance of the WMS to encourage more
and more citizens to come forward to seek redress against the maladministration of federal
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government agencies.
16.
Installation of Boards and printing of posters: On the recommendations of the Steering
Committee, information boards were installed on prominent places alongside Motorways and
National Highways. Furthermore, mounted/framed posters were prepared and were distributed
among the agencies for the purpose of display. Consequently, the posters were put up in all the major
railway stations, airports and public dealing offices of utility companies, PIA, NADRA and Post
Offices across Pakistan.
17.
Establishing liaison with Media: An effort was made to establish liaison with print and
electronic media through regular press releases on important activities of the WMS and media
coverage was also shared on the website of the WMS. Similarly, the Wafaqi Mohtasib held various
press conferences throughout the year to interact with media persons.
18.
Press Conferences: The Wafaqi Mohtasib held press conferences and addressed journalists
on the measures/steps taken by him towards resolving public grievances. During these media talks,
the Wafaqi Mohtasib explained the importance of suo moto notices taken by him in public interest
and the important rulings he issued during the year.
19.
Outreach Activities: The Wafaqi Mohtasib had launched a project with the name of
Outreach Complaint Resolution (OCR) under which the officers of regional offices were instructed
to visit nearest districts and tehsils to hear public complaints. The idea was to bring justice closer to
the public by reaching out to them. During the year, the OCR activities were also covered in the
media. This also helped towards creating public awareness among the masses.
20.
Internship Programme: Another important initiative under awareness raising campaign
was launching of internship programme. During the year under review, an indigenous internship
programme was launched. Applications were invited from students in all the universities in Pakistan.
The applicants were interviewed and 12 university graduates were selected for paid internship at the
WMS Head Office for a period of one and a half month.
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Wafaqi Mohtasib, Syed Tahir Shahbaz presenting the Annual Report 2018 to
Chairman Senate, Muhammad Sadiq Sanjrani on April 02, 2019

National Child Commissioner chairing a meeting with NGOS &
other stakeholders on Kasur Tragedy.
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Parliamentarians, reps. Of UNICEF & NGOs attending a meeting on Kasur Tragedy.

Federal Ombudsman, Syed Tahir Shahbaz chairing a meeting of Pakistan Housing
Foundation and CDA to resolve issues of Sectors G-13/14.
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Ombudsman Secretariat conducted training sessions to Police
Officers on Kasur Tragedy issue.

Certificates distributed on completion of
training to Police Officers

Ombudsman Secretariat conducted training
sessions to Police Officers on
Kasur Tragedy issue.
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Federal Ombudsman, Syed Tahir Shahbaz chaired a meeting on Environment at Magralla
Hills National Park & Coastal areas.

Federal Ombudsman Syed Tahir Shahbaz chairing a meeting with Chairman PESCO.
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Federal Ombudsman Syed Tahir Shahbaz presiding over a meeting with SSGC
officials about complaints of people At Karachi on April 09, 2019.

Federal Ombudsman Syed Tahir Shahbaz taking administering oath
Of office to newly appointed Officers.
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Federal Ombudsman, Syed Tahir Shahbaz chairing a meeting to reform Education System

Federal Ombudsman, Syed Tahir Shahbaz chairing a meeting to
Simplify pension system through E-Pension.
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Selected Findings
Summaries of Representative Cases and Complete Selected Findings
This section in the first part provides summaries of the representative cases while the second
part covers complete select findings disposed off on the prescribed format. This enables to share
information and process of investigation initiated, hearing conducted and conclusion reached in the
search of truth in addressing public grievances within operational framework duly covered by the
legal instruments with fair opportunity to the complainants and the Agencies against whom the
complaints were lodged.
It has been ensured that each summary is representative of a category of cases or a matter
involving the general public interest or an issue of collective importance, apart from complaints
involving individual redress but embodying one or more significant features such as inordinate
delay, excessive human suffering, large amounts of money or a special legal aspect.

PART-I
Summary of representative cases

Water and power development authority (WAPDA)
1.

Complaint No. WMS-D/001433/2019 Maladministration in prescribed & 73 other
cases procedure of electricity billing

The residents of District Tank, filed 73 similar complaints against the Agency - (PESCO)
alleging its mal-administration while adding unjust assessments to their electricity bills. In response,
the Agency (Sub Divisional Officer, PESCO Division Tank) reported that the consumers were
charged assessments on account of “Meter Tampered and Direct Connection”. The question in front
of the Regional Office, D.I.Khan was that whether the Agency has charged the members of
community in accordance with laid down procedure or any mal-administration was involved? Three
numbers of hearings were conducted to settle the issue. The complainants produced different
arguments regarding the complaints contested by them at this forum. They stated that they belong to
a rural area, District Tank. It was further added that in the Area Agency’s officials punch average
readings and no readings were recorded from the electricity meters on site which caused a difference
in actual reading and reading on meter. Similarly the Agency charged the consumers of area on
allegation of meter tampered which is void of force as the locals are poor, illiterate people who have
no access to such technicians who can tamper the meters. It was added that despite long hours of load
shedding, the Agency accused the locals for direct use which is unjustified as no legal procedure is
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adopted before charging the assessments. Moreover, it was added that a list of 1300 inhabitants of the
village, who are involved in direct use of electricity (having no meters) was already handed over to
the Agency for appropriate action but despite an action against the people mentioned in the list,
unjust assessments were added against the electricity accounts of meter holders. On the other hand,
the Agency’s representative stated that the complainants were involved in theft of energy, through
tampering meters and direct connections, therefore, were charged assessments. The Agency’s
representative was asked about schedule of power breakdown hours, following of the codal
formalities, obtaining of M&T laboratory test report and lodging of FIR against the consumers
involved in illegal abstraction of energy to which he remained silent and had no satisfactory answer
as the Agency had departure from the established procedure prescribed in Consumer Service Manual
2010, before charging the assessments. Moreover, it is settled principle of law that “A communi
observantia non est recedendum”, when law requires a thing to be done in a particular manner, then
it would be nullity in the eyes of law, if not performed in that very particular manner. Detection bills
and amount mentioned therein, would appear to be arbitrarily formulation and would be taken with
skepticism until methodology prescribed in para 9.1(a) & (c) of Chapter 9 of Consumer Service
Manual 2010, for such purpose was established to have been followed. Thus, aforesaid
discrepancies have rendered the impugned detection bills without any lawful authority.
Consequently, it was held that the Agency has charged the complainants arbitrarily without
adopting established procedure and has committed mal-administration. The complaints were
accepted and the Agency (PESCO) was recommended to provide relief to the complainants. The
recommendations of HWM were implemented by the Agency (PESCO) and relief had been
provided to the consumers accordingly.

2.

Complaint No. WMS-MLN/001039/19 Delay in Completion of Electrification Work

The residents of Chah Bhattay Wala, Shujabad through Muhammad Tanvir, submitted a
complaint against MEPCO wherein it was stated that the electrification work of their village was
approved in 2017 but after lapse of 2 years the electrification of their village was still pending. The
Agency in its report & after investigation conceded the Mal-administration and undertook that the
electrification work i.e. 23 Poles, 1 Transformer and stringing of Cables and Conductor would be
completed within 25 days. On 04.09.2019, the Agency submitted its compliance report. In this way,
the grievances of more than 300 villagerswere redressed within 45 days after lodging the complaint.
The said Village was subsequently visited by the concerned Investigation Officer wherein the
residents of the locality paid gratitude to the office of Wafaqi Mohtasib for redress of their
grievances.
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3.

Complaint No.WMS-QTA-0000486/19 Energization of Tube well

The dwellers of Pushtoon Bagh registered a complaint regarding inefficiency shown by
QESCO authorities regarding energizing the tubewell near their vicinity despite several requests.
The residents of locality faced with acute shortage of water. They requested the HWM to intervene
and direct QESCO authorities to install a transformer and energize a tube-well so that the people
could have drinking water.
The Agency responded and stated that the said tubewell was energized and billing cycle
process initiated. The people of locality were thankful to HWM for the provision of transformer and
access to clean drinking water.

Federal government employees housing authority, Islamabad
4.

Complaint No.HQR/06853/19 Delay in Issuance of Membership

Mr. Noor Ahmed, retired Private Secretary (B-17), from Pakistan Post Office Department
approached Wafaqi Mohtasib Secretariat, with the complaint that, he applied to Federal Government
Employees Housing Authority (FGEHA) for registration in Phase-II Membership for allotment of
cat-III plot which he was allotted and paid the requisite charges. After his promotion in (BS-18), in
June, 2017, he approached FGEHA for up-gradation of his category of plot, but, his efforts were not
fruitful. As per Agency report his file was lost containing his membership form. He therefore,
approached WM office on 2.10.2019. With the intervention of WM office the FGEHA collected all
documents from the complainant and re- constructed the file and assured, during the hearing, that
category of the plot from III to II would be upgraded. Finding from WMS were issued on 8
November, 2019, to resolve issue through mutual coordination. As per Implementation report, the
category of plot was upgraded later on by the Agency.

Interior division
5.

Complaint No.HQR/07707/19 Un-necessary Hurdles for Issuance of Nationality

Mr. Hamid Khan, resident of Peshawar, stated that, he was permanent resident of Koda Khel,
Khar Banday, Tehsil Baizai, Mohmand Agency and holds the CNIC No. 17301-2866860-3 and
passport No. LE4128602. He was being harassed and hurdles were being created from different
quarters regarding his Pakistani Citizenship. He got his early education from KPK and holding the
domicile of Mohmand Agency, character certificate and property documents. The Complainant
requested that, the Interior Division be directed to confirm his nationality as Pakistani and no hurdles
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be created by any Agency in his legitimate business under the garb of baseless allegations.
The matter was taken up with the Ministry of Interior, Government of Pakistan, which inconsultation with IMPASS/NADRA, provided confirmation about complainant’s national status
and stated that, the complainant’s CNIC was active, in MRP database and he was a bonfide Pakistani
National. Relief findings were issued on 30, October 2019. Consequently the Interior Ministry
directed all concerned Agencies not to harass and create hurdles in business of the complainant on
the Plea of National Status.

Utility Stores Corporation of Pakistan (USC).
6.

Complaint No. WMS-BWP/447/2019 Inordinate/delay of 12 years in payment of rent

The complainant statedly rented out two shops to the Agency in the year 2008 for its Stores at
Chak 353 W.B, Tehsil Duniya Pur Dist. Lodhran. However, the rent of these shops was not being
paid properly as only two payments for Rs. 12586/- & Rs.2500/- were made. The matter was taken
up with the Agency for submission of report. In response, the Agency reported that the Utility Sale
Point Chak No. 353/WB was shifted in the shops of the complainant on rent @ Rs. 2000/- per month
w.e.f. 01.07.2008. After routine enhancement, the present rent of said stores is Rs. 3125/-. Moreover,
the complainant’s son Mr. Saqib Hussain Shah was employee of the Agency on daily wages and
posted as Store Incharge at the said store. The said employee was found involved in embezzlement of
Government Stock/Funds. FIR was lodged against him at concerned Police Station and the rent of
the shops was being adjusted against the outstanding amount. The complainant contended that the
misappropriation was done by his son but the Agency was unjustifiably/illegally adjusting the same
amount against the rent of his shops. He also argued that the Agency itself estimated embezzlement
of Rs. 161633/- but after 12 years his dues were not being paid. After intervention of this office, both
parties agreed that after adjustment of Rs. 161633/, outstanding amount payable by the
complainant’s son, remaining amount of rent would be paid to the complainant within forty-five (45)
days. In this way, both parties mutually agreed for redress of grievances through consent findings
and an old issue had been resolved.

States and frontier regions division (SAFRON)
7.

Complaint No. WMS-QTA/170/19 Non provision of Compensation to Shaheed Family.

The complainant was brother of Mr. Khairullah S/o Bakht Muhammad who was serving as
(Avazi) along with two others namely Abdul Kabir and Muhammad Akram in Federal Levies, Killa
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saifullah. They embraced martyrdom in a terrorist attack on 18-09-2018. These martyrs were not
given the status of martyr and compensation announced by the Federal Government. The families of
the martyrs approached the relevant DC and State and Frontier Regions (SAFRON) for their redress.
In the complaint to the Wafaqi Mohtasib, the complainant said that the Agency did not pay any heed
towards their grievances, despite the fact that the victims had given sacrifice of their lives for the
sake of their mother land and all facts of their martyrdom were available in Levies record as well as
with D.C Killa saifullah. The martyrs have their deprived family, children and the orphans have no
other support to get their livelihood. Their grievance was that they requested several times to the
Agencies (D.C Killa saifullah & SAFRON) which had been lying pending since long. He
complained to the HWM for grant of Martyrdom status and compensation as per rules in vogue. The
Agency (SAFRON) clarifying its position said that two of martyrs were permanent employees of
Federal Levis and their families were provided complete documents. Therefore, they had been given
the status of “Martyrs” officially. However, the third affectee was serving as (Avazi) and the family
of third affectee was to provide proper evidence to prove his status as Federal Levis force employee.
He would then be declared as “martyr” after production of proper evidence that he was a permanent
employee of federal Levis. Mr. Abdul Kabir and Mr. Muhammad Akram were permanent employees
of Federal Levies, whereas Mr. Khairullah was serving as (Avazi), the Agency assured that the case
of complainant’s brother Mr. Khairullah (Martyred) was under process with the Agency and would
be resolved after ascertaining his legal position in Levies Force. However, after completion of
investigation, the Agency released an amount of rupees One Crore as compensation to Mr. Abdul
Kabir and Mr. Muhammad Akram along with the status of Shaheed. Both Shaheeds were deprived of
their legal rights but with the intervention of this office they got their rights and status of Shaheeds.

Federal directorate of education, Islamabad.
8.

Complaint No. WMS-ONL/1645/19 Mal-administration-Delay in grant of Assistance
Package.

The complainant’s mother, a secondary school teacher (BS-18) died on 8th May 2018,
leaving behind children above 21 years of age and his grandmother as heirs. While the Department
allowed pension and other benefits, the payment of “Leave encashment” and “PM Assistance
Package” was denied. The Agency’s representatives and the complainant were heard. Federal
Directorate of Education was directed to decide the issue to alleviate the sufferings of the family.
After a few hearings the complainant managed to produce a copy of Establishment Divisions O.M.
No.8/1/2011-E:2 dated 20-04-2011 according to which the children of the deceased Government
servant were entitled to the PM Assistance Package.
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The complaint was disposed of by giving the Agency 30 days’ time to (i) pay “Leave encashment to
the deceased’s family, as it has been duly earned by her during service, and, (ii) immediately send
the bill of “Lump sum grant of Assistance Package” to the AGPR, as the family was entitled to it.

Islamabad electric supply company (IESCO)
9.

Complaint No. WMS-HQR/10037/19 Mal-administration-Non payment of
compensation, of electrocution.

The complainant filed a complaint stating that his son, a labourer, was electrocuted on 22-0817 while working on Mr. Naseer Ahmed’s house in Gujar Khan, over which a high-tension wire of
11000 KV passed. The complainant demanded compensation from IESCO for negligence which
was denied.
The relevant XEN was summoned to discuss the case. He admitted that the deceased’s son
had died by electrocution. He however, stated that the owner of the house Mr. Naseer Ahmed had
been issued a “Notice” to desist from construction of house on land over which the high-tension
electric wires were passing. He was also advised to apply to IESCO for shifting of electricity lines.
After detailed hearing, it was observed that mere issuance of “Notice” to Mr. Naseer Ahmed,
the owner of the house, was not sufficient to absolve IESCO of its responsibility. The death of the
complainant’s son occurred because of negligence on the part of IESCO and therefore it was decided
that damages to the complainant be paid as per IESCO’s compensation policy.

Overseas Pakistanis Foundation (OPF)
10.

Complaint No. HQR/08986/19 Non-allotment of plot.

The complainant lodged the complaint against OPF regarding non-allotment of plot which
was allotted to him in January 08, 1991, on payment of cost of land and development charges. The
Agency reported that the plot could not be allotted to him as it was a disputed land and under
litigation between the OPF and the owner of the land on which his plot was located and the matter
was subjudice in the Peshawar High Court. But, according to the complainant that there was no
pending stay order in the case and that the proceedings had no bearing on the activities of OPF
Housing Scheme.
However, the complaint was investigated and opportunity of hearing provided to both the
parties. Since the complaint was time barred by 28 years and no special circumstances to condone
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the delay was given. It was also subjudice before a court of competent jurisdiction, the investigation
was closed for being subjudice before a court of competent jurisdiction. The investigation was,
therefore, closed for being subjudice before a court of competent jurisdiction.
The complainant filed Review Petition and reiterated his earlier stance and added that no
doubt the case was in the court but for different reasons i.e., price dispute. But not on allotment of
plot which had nothing to do with the complainant as the Peshawar High Court had rightly said that
the proceedings have no bearing on the activities of the housing project. He added that the OPF
management was responsible for allotting him a plot in 1991 which did not happen.
Hearing proceedings of the Review Petition was conducted accordingly which was
participated by both parties. They reiterated their respective stances taken during the proceedings of
the original complaint. The Agency offered him alternate option of two plots of small size in lieu of
one kanal, but he declined as he was interested to have one kanal plot only.
From perusal of record and discussion held during the hearing, it was observed that the
Agency did not allot a plot to the complainant notwithstanding the fact that the case was pending in
the court of law due to a different reason i.e., dispute in the context of amount of compensation to the
affectees. The Agency’s offer to allot a plot of smaller dimensions to the complainant has been
validly declined by the complainant as he had already made full payment of the cost of one kanal plot
and development charges to the Agency way back in 1991. Consequently, the Agency was bound to
allot a one kanal plot to the complainant and give him possession thereof.
In view of the position enunciated above, the Review Petition of the complainant was
accepted and the earlier findings were recalled. The Agency was recommended to allot 1 kanal plot
to the complainant out of the land available with it and hand over its possession to him within 90
days.
Against the decision of theWafaqi Mohtasib on the review petition of the complainant, the
Agency made a representation to the President of Pakistan on the ground that the matter was being
subjudice before the Peshawar High Court and did not fall within the jurisdiction of the Wafaqi
Mohtasib. The Honourable President of Pakistan has rejected the representation of the Agency and
upheld the recommendations of the Wafaqi Mohtasib.
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Appendix-I

Members of the National Committee on Children

1.

SENATOR S. M. ZAFAR
Former Federal Minister for Law, Justice, Parliamentary Affairs & Human Rights, Lahore
(Punjab)

2.

MR. EJAZ AHMED QURESHI
Senior Advisor and National Commissioner for Children, Wafaqi Mohtasib (Ombudsman)’s
Secretariat and Former Chief Secretary Sindh and Khyber Pakhtunkhwa, Islamabad

3.

MS. PARVEEN QADIR AGHA
Chairperson, Women in Paralympic Sports Committee Pakistan and Former Federal
Secretary, Islamabad.

4.

MS. SAMAR MINALLAH KHAN
Anthropologist/Documentarian, Islamabad

5.

DR. FARZANA BARI
Activist/Former Director, Center of Excellence in Gender Studies, Quiaid-e-Azam
University, Islamabad

6.

SYEDA VIQAR –UN-NISA HASHMI
Attorney/Consultant, Commissioner for Children/focal Person & Honorary Advisor, Wafaqi
Mohtasib Secretariat, Islamabad

7.

MS. SHAHEEN ATTIQ-UR-REHMAN
Vice-Chairperson of Bunyad Foundation, Lahore (Punjab)

8.

MS. NASREEN FAROOQUE AYUB,
Former Chief Child Commissioner, Provincial Ombudsman, Lahore (Punjab)

9.

CH. MUHAMMAD MASAUD AKHTER KHAN,
Former District & Session Judge, Lahore (Punjab)

10.

MS. SOURIYA ANWAR
President SOS Children’s Villages Pakistan, Lahore (Punjab)

11.

MR. ZIA AHMED AWAN
Founder of Madadgaar National Helpline, Karachi (Sindh)
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12.

SENATOR MS. RUBINA KHALID
Senate of Pakistan, Islamabad (Khyber Pakhtunkhwa)

13.

BEGUM JAAN
Director and Founder of the Tribal Women Welfare Association, Peshawar (Khyber
Pakhtunkhwa)

14.

MS. RAHEELA HAMEED DURRANI
Member Provincial Assembly, Baluchistan

15.

MS. SHAMA PARVEEN MAGSI
Former Minister Information Technology/Provincial Coordination& Law & Parliamentary
Affairs, Baluchistan

16.

MR. JUSTICE (RETD) MANZOOR HUSSAIN GILLANI
Chairman Association for the rights of people of Azad Jammu & Kashmir (AJ&K)

17.

PROFESSOR TAQDEES GILLANI
Chairperson Kashmir Cultural Academy, Azad Jammu & Kashmir (AJ&K)

18.

RAJA KARAMATULLAH
Provincial Representative/Member, National Committee for Children, Gilgit (GilgitBaltistan)
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Appendix-III

Our Team
Profiles of Advisors to the Wafaqi Mohtasib of Pakistan posted at Head
Office/Regional Offices

HONORARY ADVISORS
1.

Syed Anwar Mahmood, Senior Advisor (Honorary), Head Office, Islamabad.
He served as Federal Secretary in Ministries of Health, Information & Broadcasting, D.G
Pakistan Broadcasting Corporation and Principal Information Officer, PID.

2.

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.

3.

Mr. Omar H. Sajjad, Senior Advisor, (Honorary), Head Office, Islamabad.
He is Barrister at Law and he is practicing as an Advocate Supreme Court of Pakistan.

4.

Dr. Raana Ahsan (Raania), Advisor, Head Office, Islamabad
She served as Executive Director General, Board of Investment

5.

Ms. Viquar Un Nisa Hashmi, Associate Advisor (Part Time), Head Office, Islamabad.
She served as Commissioner for Children and President of Viquar Society for Socio
Economic and Legal Aid.

ADVISORS/INVESTIGATING OFFICERS
1.

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.

2.

Mr. Muhammad Asghar Chaudhry, Senior Advisor, Head Office, Islamabad.
He served as Secretary, Wafaqi Mohtasib Secretariat and Director General, AHKNCRD

3.

Ms. RaanaSeerat, Senior Advisor, Head Office, Islamabad.
She served as Member (Audit), Federal Board of Revenue and Chief Commissioner, Large
Taxpayers Unit, Islamabad.
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4.

Mr. Abdul Khaliq, Senior Advisor, Head Office, Islamabad.
He served as Federal Secretary, Finance Division and Secretary, Federal Tax Ombudsman.

5.

Mr. ShahidUllahBaig, Senior Advisor, Head Office, Islamabad.
He served as Federal Secretary, M/o Kashmir Affairs and Gilgit Baltistan, M/o Production
and as Special Secretary, Cabinet Division.

6.

Mr. Nadeem Ashraf, Senior Advisor, Regional Office, Lahore.
He served as Secretary, M/o Human Rights and M/o Overseas Pakistanis.

7.

Mr. Khalid Hanif, Senior Advisor, Regional Office, Lahore.
He served as Federal Secretary, Capital Administration & Development Division (CADD).

8.

Dr. Muhammad Saqib Aziz, Senior Advisor, Regional Office, Lahore.
He served as Federal Secretary, Aviation Division, Capital Administration & Development
Division (CADD) and Chairman, PIA.

9.

Syed Arshad Ali, Senior Advisor, Regional Office, Karachi.
He served as Federal Secretary, Wafaqi Mohtasib Secretariat and Member, Federal Service
Tribunal.

10.

S. Anwar Haider, Senior Advisor, Regional Office, Karachi
He served as Senior Member, Board of Revenue, Sindh and Additional Chief Secretary,
Home & Prison Department, Sindh.

11.

Ms. Yasmin Saud, Senior Advisor, Regional Office, Karachi.
She served as Senior Member, Federal Board of Revenue and Commissioner of Income Tax.

12.

Hafiz Ahsaan Ahmad Khokhar, Senior Advisor, Head Office, Islamabad.
He served as Advisor in the office of Federal Tax Ombudsman, Chairman Customs Appellate
Tribunal and Advocate Supreme Court.

13.

Mr. Shahid Humayun, Advisor, Head Office, Islamabad.
He served as Additional Secretary and Joint Secretary, Cabinet Division, Islamabad.

14.

Mr. Muhammad Tanvir Mir, Advisor, Head Office, Islamabad.
He served as District and Sessions Judge in various Districts of Punjab.

15.

Raja Akhlaq Hussain, Advisor, Head Office, Islamabad.
He served as District and Sessions Judge and Secretary, Law and Justice Commission of
Pakistan.

16.

Mr. Mohammad Amir Sial, Advisor, Head Office, Islamabad.
He served as Additional Secretary / Registrar in the Wafaqi Mohtasib Secretariat, Islamabad.
He also worked as Secretary, Federal Board of Revenue.
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17.

Mr. Tahir Ali Khilji, Advisor, Head Office, Islamabad.
He specializes in working for Human Rights and is a Co-founder of Vision a nonGovernmental Organization.

18.

Mr. Khalid Masood Ahmad, Advisor, Head Office, Islamabad.
He served as Additional Secretary and Advisor at Wafaqi Mohtasib.

19.

Mr. Mohammad Aslam Khan, Advisor, Regional Office, Lahore.
He served as Postmaster General, Sindh.

20.

Mr. Arif Mehmood, Advisor, Regional Office, Lahore.
He served as Ambassador of Pakistan to various countries.

21.

Chaudhry Abdul Hameed, Advisor, Regional Office, Multan.
He served as District & Sessions Judge, Bahawalnagar.

22.

Mr. Shahid Latif Khan, Advisor, Regional Office, Gujranwala.
He served as Director General, TDAP, NAVTTC and Intellectual Property Organization.

23.

Mr. Muhammad Sarwar, Advisor, Regional Office, Bahawalpur.
He served as Senior Joint Secretary / Financial Advisor, Finance Division.

24.

Syed Zakir Hussain, Advisor, Regional Office, Karachi.
He served as Chairman, Enquiries and Anti Corruption Establishment, Sindh and Additional
IGP, Sindh Police.

25.

Syed Shujaat Abbas, Advisor, Regional Office, Karachi.
He served as Director General, NADRA and Director General (PR) in Senate Secretariat.

26.

Syed Saghar Hussain Zaidi, Advisor, Regional Office, Hyderabad.
He served as District and Sessions Judge in different Districts and Special Courts of Sindh.

27.

Syed Ayaz Hussain, Advisor, Regional Office, Hyderabad.
He served as ambassador in the Ministry of Foreign Affairs.

28.

Mr. Muhammad Amin Mangrio, Advisor, Regional Office, Sukkur.
He served as Secretary to the Government of Sindh.

29.

Mr. Sher BahadarArbab, Advisor, Regional Office, Peshawar.
He served as Accountant General, Khyber Pakhtunkhwa Province.

30.

Syed Qamar Mustafa Shah, Associate Advisor, Head Office, Islamabad.
He served as Joint Secretary in the Cabinet Division and Associate Advisor, Wafaqi
Mohtasib Secretariat.

31.

Dr. Muhammad Asif Ur Rehman, Associate Advisor, Head Office, Islamabad.
He served as Director General in the office of Auditor General of Pakistan.
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32.

Mr. Riaz Ahmed Memon, Associate Advisor, Regional Office, Karachi.
He served as Secretary, Youth Affairs Department and Secretary (Planning), Government of
Sindh.

33.

Kh. Saif Ur Rehman, Associate Advisor, Regional Office, Abbottabad.
He served as Joint Secretary, M/o Interior and Narcotics Control.

34.

Mr. Ghulam SarwarBrohi, Associate Advisor, Regional Office, Quetta.
He served as Director General, Trade Development Authority of Pakistan and Secretary to
Chief Minister, Baluchistan.

35.

Mr. Muhammad Saqib Khan, Consultant, Head Office, Islamabad.
He is the longest serving Consultant in the Wafaqi Mohtasib Secretariat.

36.

Mr. Moinuddin A. Siddiqi, Consultant, Head Office, Islamabad.
He served as Deputy Secretary, Prime Minister's Office, Islamabad.

37.

Syed Nabil Iqbal Gillani, Consultant, Head Office, Islamabad.
He has been serving in WMS since, 1994 and is I.T Expert.

38.

Mr. Pervez Halim, Consultant, Head Office, Islamabad.
He worked as Section Officer in the Federal Government and served on Protocol Sides.

39.

Mr. Muhammad Khalid Naseer, Consultant, Head Office, Islamabad.
He served as Audit Officer, Directorate General Audit Works (Federal), Islamabad.

40.

Mr. Iqbal Hasan Siddiqui, Coordinator / PS, Head Office, Islamabad.
He served as Private Secretary to the Advisor to the Prime Minister on National Security and
Foreign Affairs.

41.

Mr. Khalid Sial, Consultant, Head Office, Islamabad.
He served as Superintendent, Wafaqi Mohtasib Secretariat, Islamabad.

42.

Ms. Mehreen Gul, Consultant, Head Office, Islamabad.
She served as Associate Liaison Officer, Wafaqi Mohtasib Secretariat, Islamabad.

43.

Mr. Sameer Amjad, I.T Officer, Head Office, Islamabad.
He worked as Android Application Developer at SIMCOE I.T Ltd.

44.

Mr. Gulzar Ahmed Butt, Consultant, Regional Office, Lahore.
He served as Senior Superintendent of Prisons.

45.

Ms. MahrukhRizwan, Consultant, Regional Office, Lahore.
She served as Tehsil Advisor, Ombudsman Office, Lahore.
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46.

Ms. Sahar, Consultant, Regional Office, Lahore.
She has been serving in Wafaqi Mohtasib Secretariat since 2014.

47.

Mr. Ahmed Mukhtar Khan, Consultant, Regional Office, Faisalabad.
He served as Director and Sector Commander, NH & MP.

48.

Mr. Mushtaq Ahmed Awan, Consultant, Regional Office, Faisalabad.
He served as Superintendent of various Central and District Jails.

49.

Mr. Jawed Ahmed, Legal Consultant, Regional Office, Karachi.
He served as Private Secretary in Wafaqi Mohtasib Secretariat and Assistant to Various
Lawyers.

50.

Syed Fida e Hussain Zaidi, Consultant, Regional Office, Hyderabad.
He served as Acting General Manager, KESC and Admn officer, Soneri Bank.

51.

Mr. Jehanzeb Latif, Consultant, Regional Office, Peshawar.
He served as Director in Wafaqi Mohtasib Secretariat.

52.

Mr. Arif Khan Kundi, Consultant, Regional Office, D.I. Khan.
He worked as Advocate High Court – a Legal Expert.

53.

Mr. Asghar Ali Awan, Assistant Registrar, Regional Office, Gujranwala.
He served as Assistant Accounts Officer, Wafaqi Mohtasib Secretariat.

PROFILE OF OFFICERS POSTED IN HEAD OFFICE ISLAMABAD AND
REGIONAL OFFICES
1.

Dr. Jamal Nasir, Secretary, Wafaqi Mohtasib Secretariat.
He served as Additional Secretary in Information Technology and Telecommunication
Division.

2.

Mr. Aftab Akbar Durrani, Additional Secretary, Head Office, Islamabad.
He served as Joint Secretary, Gilgit Baltistan Council Secretariat under Kashmir Affairs &
Gilgit Baltistan Division.

3.

Khawaja Adnan Zaheer, Director General, Regional Office, Lahore.
He served in Federal Board of Revenue.

4.

Mr. Aijaz Hussain Lone, Director General, Head Office, Islamabad.
He served as Director General, Planning & Development Department in Government of
Azad Jammu & Kashmir.

5.

Mr. Muhammad Ashfaq Ahmad, Director General, Head Office, Islamabad.
He served as Additional Secretary in the Government of Azad Jammu & Kashmir.
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6.

Dr. Usman Anwar, Director General, Regional Office, Lahore.
He served as Director, Federal Investigation Agency.

7.

Mr. InayatUllahDaula, Director General, Regional Office, Faisalabad.
He served as Sr. General Manager, Utility Stores Corporation.

8.

Syed NaseemAlam Naqvi, Director, Regional Office, Karachi.
He served as Director (Admn& Training), Management Services Wing,
Establishment Division.

9.

Mr. Ghulam Hussain Sohoo, Director, Regional Office, Hyderabad.
He served as Director, Federal Directorate of Education.

10.

Ms. ZariyabMussarat, Deputy Director, Head Office, Islamabad.
She served as Assistant Manager in Associated Press of Pakistan.

11.

Mr. Muhammad Fiaz, Deputy Director, Head Office, Islamabad.
He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

12.

Mr. Muhammad Adnan, Section Officer, Head Office, Islamabad.
He served as Assistant Manager, Small & Medium Enterprises Development Authority.

13.

Mr. Nabeel Hasan Khan, Librarian, Head Office, Islamabad.
He is serving as Librarian in Wafaqi Mohtasib Secretariat since 2011.

14.

Mr. Sohail Ahmad Phatak, Assistant Director I.T, Head Office, Islamabad.
He served as Software Developer in Wafaqi Mohtasib Secretariat.

15.

Mr. Muhammad Farhan Sikandar, Deputy Director, Regional Office, Multan.
He served as Deputy Director, I.P Wing under M/o Information, Broadcasting &
National Heritage.

16.

Ms. Shahina Ahmed, Deputy Director, Regional Office, Karachi.
She served as Deputy Secretary, Government of Balochistan.

17.

Ms. BehleemBilqees Jan, Deputy Director, Regional Office, Karachi.
She is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

18.

Mr. Rashid Ahmed Shaikh, Deputy Director, Regional Office, Karachi.
He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

19.

Mr. Salahuddin, Deputy Director, Regional Office, Abbottabad.
He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.
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20.

Mr. Fawad Hanif, Deputy Director, Regional Office, Peshawar.
He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

21.

Mr. Naqeeb Khan, Deputy Director, Regional Office, Peshawar.
He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

22.

Syed Ahmed Hussain Shah, Deputy Registrar, Regional Office, Peshawar.
He is serving in Wafaqi Mohtasib Secretariat since 1991.

23.

Mr. Muhammad Akram Qureshi, Deputy Director, Regional Office, Quetta.
He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

24.

Mr. Ghayasuddin, Deputy Director, Regional Office, D.I. Khan.
He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.
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Appendix-IV

Contact Details
Headquarters
Wafaqi Mohtasib Secretariat,
36–Constitution Avenue, G-5/2, Islamabad.
Phone: 92-51-9213886-7, Fax: 92-51-9217224

Regional Office, Lahore
15-A, 3rd Floor, State Life Building,
Davis Road, Lahore
Ph: +92-42-99201017-18, Fax: +92-42-99201021
E-mail: Ombuds.wmsrol@gmail.com

Regional Office, Faisalabad
P-501/A, New Civil Line, Near Riaz Shahid
Chowk, Faisalabad
Ph: +92-41-9201020, Fax: +92-41-9201021,
E-mail: Ombuds.wmsrof@gmail.com

Regional Office, Karachi
4-B, Federal Government Secretariat,
Saddar, Karachi
Ph: +92-21-99202115, Fax: +92-21-99202121
E-mail: Ombuds.wmsrok@gmail.com

Regional Office, D.I.K.
Plot # 1 Survey # 79 Quaid-e-Azam Road, Near
GPO Chowk, Cantt., D.I. Khan,
Ph: +92-966-9280164, Fax: +92-966-9280256
E-mail: Ombuds.wmsrod@gmail.com

Regional Office, Peshawar
1st Floor, Benevolent Fund Building,
Peshawar Cantt.
Ph: +92-91-9211574, Fax: +92-91-9211571
E-mail: Ombuds.wmsrop@gmail.com

Regional Office, Hyderabad
State Life Building No. 3, 6th Floor,
Thandi Sarak, Hyderabad
Ph: + 92-22-9201604, Fax: +92-22-9201603
E-mail: Ombuds.wmsroh@gmail.com

Regional Office, Quetta
Ist Floor Chamber of Commerce, behind DG,
NADRA Office, Link Zarghoon Road, Quetta
Ph: +92-81-9202679,Fax: +92-81-9202691
E-mail: Ombuds.wmsroq@gmail.com

Regional Office, Abbottabad
Room No. 6, District Government Secretariat,
Abbottabad, Ph: +92-0992-9310538
E-mail: Ombuds.wmsroa@gmail.com
Regional Office, Gujranwala
144-145, 1st Floor, Mumtaz Market,
G.T. Road, Gujranwala
Ph: +92-55-9330616, Fax: 9330636
E-mail: Ombuds.wmsrog@gmail.com

Regional Office, Multan
House No. 169, Shamasabad Colony,
near Khanewal Road, Multan
Ph.: +92-61-4424522, Fax: +92-61-9330027,
E-mail: Ombuds.wmsrom@gmail.com

Regional Office, Bahawalpur
House No. 32-C, Captain M. Sarwar Shahed
Road, Model Town-A, Bahawalpur
Phone: +92-62-9255612, Fax: +92-62-9255613
E-mail: Ombuds.wmsrob@gmail.com and
Ombuds.wmsrob18@gmail.com

Regional Office, Sukkur
H. No. A-107, St. No. 2, Near NADRA Office,
Sindhi Cooperative Housing Society, Airport
Road, Sukkur Ph: +92-71-9310008,
Fax: +92-71-9310012
E-mail: Ombuds.wmsros@gmail.com
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President’s Order No. 1 of 1983
GOVERNMENT OF PAKISTAN
MINISTRY OF LAW AND PARLIAMENTARY AFFAIRS
(Law Division)
Islamabad, the 24th January, 1983
No. F. 17(2)/83-Pub.—The following Order made by the President is hereby published for
general information:—
ESTABLISHMENT OF THE OFFICE OF WAFAQI MOHTASIB (OMBUDSMAN) ORDER,
1983
PRESIDENT’S ORDER NO. 1 OF 1983
WHEREAS it is expedient to provide for the appointment of the Wafaqi Mohtasib
(Ombudsman) to diagnose, investigate, redress and rectify any injustice done to a person through
maladministration;
NOW, THEREFORE, in pursuance of the Proclamation of the fifth day of July, 1977, and in
exercise of all powers enabling him in that behalf, the President and Chief Martial Law
Administrator is pleased to make following order:
1.
Short title, extent and commencement.—(1) This Order may be called the
Establishment of the Office of Wafaqi Mohtasib (Ombudsman) Order, 1983.
(2)

It extends to the whole of Pakistan.

(3)

It shall come into force at once.

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

“Maladministration” includes:
(i)

a decision, process, recommendation, act of omission or commission which:
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(ii)

(a)

is contrary to law, rules or regulations or is a departure from
established practice or procedure, unless it is bona fide and for valid
reasons; or

(b)

is perverse, arbitrary or unreasonable, unjust, biased, oppressive, or
discriminatory; or

(c)

is based on irrelevant grounds; or

(d)

involves the exercise of powers or the failure or refusal to do so, for
corrupt or improper motives, such as, bribery, jobbery, favouritism,
nepotism and administrative excesses; and

neglect, inattention, delay, incompetence, inefficiency and ineptitude, in the
administration or discharge of duties and responsibilities.

(3)

“Mohtasib” means the Wafaqi Mohtasib (Ombudsman) appointed under Article 3:

(4)

“Office” means the office of the Mohtasib;

(5)

“prescribed” means prescribed by rules made under this Order;

(6)
“public servant” means a public servant as defined in section 21 of the Pakistan Penal
Code (Act XLV of 1860), and includes a Minister, Adviser, Parliamentary Secretary and the
Chief Executive, Director, other officer or employee or member of any Agency; and
(7)
“staff” means any employee or commissioner of the Office and includes co-opted
members of the staff, consultants, advisers, bailiffs, liaison officers and experts.
3.
Appointment of Mohtasib.—(1) There shall be a Wafaqi Mohtasib (Ombudsman),
who shall be appointed by the President.
(2)
Before entering upon office, the Mohtasib shall take an oath before the President in
the form set out in the First Schedule.
(3)
The Mohtasib shall, in all matters, perform his functions and exercise his powers
fairly, honestly, diligently and independently of the executive; and all executive authorities
throughout Pakistan shall act in aid of the Mohtasib.
4.
Tenure of the Mohtasib.— (1) The Mohtasib shall hold office for a period of four
years and shall not be eligible for any extension of tenure or re-appointment as Mohtasib under any
circumstances.
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(2)
President.
5.

The Mohtasib may resign his office by writing under his hand addressed to the

Mohtasib not to hold any other office of profit, etc.—(1) The Mohtasib shall not—
(a)

hold any other office of profit in the service of Pakistan; or

(b)

occupy any other position carrying the right to remuneration for rendering of
services.

(2)
The Mohtasib shall not hold any office of profit in the service of Pakistan before the
expiration of two years after he has ceased to hold that office; nor shall he be eligible during the
tenure of office and for period of two years thereafter for election as a member of Parliament or a
Provincial Assembly or any local body or take part in any political activity.
6.
Terms and conditions of service and remuneration of Mohtasib.— (1) The
Mohtasib shall be entitled to such salary, allowances and privileges and other terms and conditions
of service as the President may determine and these terms shall not be varied during the term of office
of a Mohtasib.
(2)
The Mohtasib may be removed from office by the President on the ground of
misconduct or of being incapable of properly performing the duties of his office by reasons of
physical or mental incapacity:
Provided that the Mohtasib may, if he sees fit and appropriate to refute any charges, request
an open public evidentiary hearing before the Supreme Judicial Council and, if such a hearing is not
held within thirty days of receipt of such request or not concluded within ninety days of its receipt,
the Mohtasib will be absolved of any and all stigma whatever. In such circumstances, the Mohtasib
may choose to leave his office and shall be entitled to receive full remuneration and benefits for the
rest of his term.
(3)
If the Mohtasib makes a request under the proviso to clause (2), he shall not perform
his functions under this Order until the hearing before the Supreme Judicial Council has concluded.
(4)
A Mohtasib removed from office on the ground of misconduct shall not be eligible to
hold any office of profit in the service of Pakistan or for election as member of Parliament or a
Provincial Assembly or any local body.
7.
Acting Mohtasib.—At any time when the Office of Mohtasib is vacant, or the
Mohtasib is absent or is unable to perform his functions due to any cause, the President shall appoint
an acting Mohtasib.
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8.
Appointment and terms and conditions of service of staff.— (1) The members of
the staff, other than those mentioned in Article 20, shall be appointed by the President, or by a person
authorised by him, in such manner as may be prescribed by the Federal Government.
(2)
It shall not be necessary to consult the Federal Public Service Commission for
making appointment of the members of the staff or on matters relating to qualification for such
appointment and methods of their recruitment.
(3)
The members of the staff shall be entitled to such salary, allowances and other terms
and conditions of service as may be prescribed having regard to the salary, allowances and other
terms and conditions of service that may for the time being be admissible to other employees of the
Federal Government in the corresponding Grades in the National Pay Scales.
(4)
Before entering upon office a member of the staff mentioned in clause (1) shall take
an oath before the Mohtasib in the form set out in the Second Schedule.
9.
Jurisdiction, functions and power of the Mohtasib.—(1) The Mohtasib may, on a
complaint by any aggrieved person, on a reference by the President, the Federal Council or the
National Assembly, as the case may be, or on a motion of the Supreme Court or a High Court made
during the course of any proceedings before it or of his own motion, undertake any investigation into
any allegation of maladministration on the part of any Agency or any of its officers or employees;
Provided that the Mohtasib shall not have any jurisdiction to investigate or inquire into any
matters which:
(a)

are sub-judice before a court of competent jurisdiction or tribunal or board in
Pakistan on the date of the receipt of a complaint, reference or motion by him; or

(b)

relate to the external affairs of Pakistan or the relations or dealing of Pakistan with
any foreign state or government; or

(c)

relate to, or are connected with the defence of Pakistan or any part thereof, the
military, naval and air forces of Pakistan, or the matters covered by the laws relating
to those forces.

(2)
Notwithstanding anything contained in clause (1), the Mohtasib shall not accept for
investigation any complaint by or on behalf of a public servant or functionary concerning any
matters relating to the Agency in which he is, or has been, working in respect of any personal
grievance relating to his service therein.
(3)
For carrying out the objectives of this Order and, in particular for ascertaining the
root causes of corrupt practices and injustice, the Mohtasib may arrange for studies to be made or
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research to be conducted and may recommend appropriate steps for their eradication.
(4)

The Mohtasib may set up regional offices as, when and where required.

10.
Procedure and evidence.—(1) A complaint shall be made on solemn affirmation or
oath and in writing addressed to the Mohtasib by the person aggrieved or, in the case of his death, by
his legal representative and may be lodged in person at the office or handed over to the Mohtasib in
person or sent by any other means of communication to the office.
(2)

No anonymous or pseudonymous complaints shall be entertained.

(3)
A complaint shall be made not later than three months from the day on which the
person aggrieved first had the notice of the matter alleged in the complaint, but the Mohtasib may
conduct any investigation pursuant to a complaint which is not within time if he considers that there
are special circumstances which make it proper for him to do so.
(4)
When the Mohtasib proposes to conduct an investigation he shall issue to the
principal officer of the Agency concerned, and to any other person who is alleged in the complaint to
have taken or authorised the action complained of, a notice calling upon him to meet the allegations
contained in the complaint, including rebuttal;
Provided that the Mohtasib may proceed with the investigation if no response to the notice is
received by him from such principal officer or other person within thirty days of the receipt of the
notice or within such longer period as may have been allowed by the Mohtasib.
(5)
Every investigation shall be conducted in private, but the Mohtasib may adopt such
procedure as he considers appropriate for such investigation and he may obtain information from
such persons and in such manner and make such inquiries as he thinks fit.
(6)

A person shall be entitled to appear in person or be represented before the Mohtasib.

(7)
The Mohtasib shall, in accordance with the rules made under this Order, pay
expenses and allowances to any person who attends or furnishes information for the purposes of any
investigation.
(8)
The conduct of an investigation shall not affect any action taken by the Agency
concerned, or any power or duty of that Agency to take further action with respect to any matter
subject to the investigation.
(9)
For the purposes of an investigation under this Order, the Mohtasib may require any
office or member of the Agency concerned to furnish any information or to produce any document
which in the opinion of the Mohtasib is relevant and helpful in the conduct of the investigation, and
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there shall be no obligation to maintain secrecy in respect of disclosure of any information or
document for the purposes of such investigation:
Provided that the President may, in his discretion, on grounds of its being a State secret, allow
claim of privilege with respect to any information or document.
(10) In any case where the Mohtasib decides not to conduct an investigation, he shall send
to the complainant a statement of his reasons for not conducting the investigation.
(11) Save as provided in this order, the Mohtasib shall regulate the procedure for the
conduct of business or the exercise of powers under this Order.
11.
Recommendations for implementation.—(1) If, after having considered a matter
on his own motion, or on a complaint or on a reference by the President, the Federal Council or the
National Assembly, or on a motion by the Supreme Court or a High Court, as the case may be, the
Mohtasib is of the opinion that the matter considered amounts to maladministration, he shall
communicate his findings to the Agency concerned:
(a)

to consider the matter further,

(b)

to modify or cancel the decision, process, recommendation, act or omission;

(c)

to explain more carefully the act or decision in question;

(d)

to take disciplinary action against any public servant of any Agency under the
relevant laws applicable to him;

(e)

to dispose of the matter or case within a specified time;

(f)

to take action on his findings and recommendations to improve the working and
efficiency of the Agency within a specified time; or

(g)

to take any other step specified by the Mohtasib.

(2)
The Agency shall, within such time as may be specified by the Mohtasib, inform him
about the action taken on his recommendations or the reasons for not complying with the same.
(2A) If after considering the reasons of the Agency in respect of his recommendations
under clause (2), the Wafaqi Mohtasib is satisfied that no case of maladministration is made out he
may alter, modify, amend or recall the recommendations made under clause (1).
Provided that where the order is made on a complaint, no order shall be passed unless the
complainant is given an opportunity of being heard.
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(3)
In any case where the Mohtasib has considered a matter, or conducted an
investigation, on a complaint or on a reference by the President, the Federal Council or the National
Assembly or on a motion by the Supreme Court or a High Court, the Mohtasib shall forward a copy
of the communication received by him from the Agency in pursuance of clause (2) to the
complainant or, as the case may be, the President, the Federal Council, the National Assembly, the
Supreme Court or the High Court.
(4)
If, after conducting an investigation, it appears to the Mohtasib that an injustice has
been caused to the person aggrieved in consequence of maladministration and that the injustice has
not been or will not be remedied, he may, if he thinks fit, lay a special report on the case before the
President.
(5)
If the Agency concerned does not comply with the recommendations of the Mohtasib
or does not give reasons to the satisfaction of the Mohtasib for non-compliance, it shall be treated as
“Defiance of Recommendations” and shall be dealt with as hereinafter provided.
12.
Defiance of Recommendations.—(1) If there is a “Defiance of Recommendations”
by the public servant in any Agency with regard to the implementation of a recommendation given
by the Mohtasib, the Mohtasib may refer the matter to the President who may, in his discretion, direct
the Agency to implement the recommendation and inform the Mohtasib accordingly.
(2)
In each instance of “Defiance of Recommendations” a report by the Mohtasib shall
become a part of the personal file or Character Roll of the public servant primarily responsible for the
defiance:
Provided that the public servant concerned had been granted an opportunity to be heard in the
matter.
13.
Reference by Mohtasib.—Where, during or after an inspection or an investigation,
the Mohtasib is satisfied that any person is guilty of any allegations as referred to clause (1) of Article
9 the Mohtasib may refer the case to the concerned authority for appropriate corrective or
disciplinary action, or both corrective and disciplinary action, and the said authority shall inform the
Mohtasib within thirty days of the receipt of reference of the action taken. If no information is
received within this period, the Mohtasib may bring the matter to the notice of the President for such
action as he may deem fit.
14.
Powers of the Mohtasib.—(1) The Mohtasib shall, for the purposes of this Order,
have the same powers as are vested in a Civil Court under the Code of Civil Procedure, 1908 (Act V
of 1908), in respect of the following matters, namely:—
(a)

summoning and enforcing the attendance of any person and examining him on oath;
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(b)

compelling the production of documents;

(c)

receiving evidence on affidavits; and

(d)

issuing commission for the examination of witnesses.

(2)
The Mohtasib shall have the power to require any person to furnish information on
such points or matters as, in the opinion of the Mohtasib, may be useful for, or relevant to, the subject
matter of any inspection or investigation.
(3)
The powers referred to in clause (1) may be exercised by the Mohtasib or any person
authorised in writing by the Mohtasib in this behalf while carrying out an inspection or investigation
under the provisions of this Order.
(4)
Where the Mohtasib finds the complaint referred to in clause (1) of Article 9 to be
false, frivolous or vexatious, he may award reasonable compensation to the Agency, public servant
or other functionary against whom the complaint was made; and the amount of such compensation
shall be recoverable from the complainant as an arrears of land revenue:
Provided that the award of compensation under this clause shall not debar the aggrieved
person from seeking civil and criminal remedy.
(5)
If any Agency, public servant or other functionary fails to comply with a direction of
the Mohtasib, he may, in addition to taking other actions under this Order, refer the matter to the
appropriate authority for taking disciplinary action against the person who disregarded the direction
of the Mohtasib.
(6)
If the Mohtasib has reason to believe that any Public servant or other functionary has
acted in a manner warranting criminal or disciplinary proceedings against him, he may refer the
matter to the appropriate authority for necessary action to be taken within the time specified by the
Mohtasib.
(7)
The staff and the nominees of the Office may be commissioned by the Mohtasib to
administer oaths for the purposes of this order and to attest various affidavits, affirmations or
declarations which shall be admitted in evidence in all proceedings under this Order without proof of
the signature or seal or official character of such person.
15.
Power to enter and search any premises.—(1) The Mohtasib, or any member of the
staff authorised in this behalf, may, for the purpose of making any inspection or investigation, enter
any premises where the Mohtasib or, as the case may be, such member has reason to believe that any
article, book of accounts, or any other document relating to the subject matter of inspection or
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investigation may be found, and may:
(a)

search such premises and inspect any article, book of accounts or other documents;

(b)

take extract or copies of such books of accounts and documents;

(c)

impound or seal such articles, books of accounts and documents; and

(d)

make an inventory of such articles, books of accounts and other documents found in
such premises.

(2)
All searches made under clause (1) shall be carried out, mutatis mutandis, in
accordance with the provisions of the Code of Criminal Procedure, 1898 (Act V of 1898).
16.
Power to punish for contempt.—(1) The Mohtasib shall have same powers, mutatis
mutandis, as the Supreme Court has to punish any person for its contempt who:
(a)

abuses, interferes with, impedes, imperils, or obstructs the process of the Mohtasib in
any way or disobeys any order of the Mohtasib;

(b)

scandalises the Mohtasib or otherwise does anything which tends to bring the
Mohtasib, his staff or nominees or any person authorised by the Mohtasib in relation
to his office, into hatred, ridicule or contempt;

(c)

does anything which tends to prejudice the determination of a matter pending before
the Mohtasib; or

(d)

does any other thing which, by any other law, constitutes contempt of court:

Provided that fair comments made in good faith and in public interest on the working of the
Mohtasib or any of his staff, or on final report of the Mohtasib after the completion of the
investigation shall not constitute contempt of the Mohtasib or his Office.
(2)
Any person sentenced under clause (1) may, notwithstanding anything herein
contained, within thirty days of the passing of the order, appeal to the Supreme Court.
(3)
Nothing in this Article takes away from the power of the President to grant pardon,
reprieve or respite and to remit, suspend or commute any sentence passed by any court, tribunal or
other authority.
17.
Inspection Team.— (1) The Mohtasib may constitute an Inspection Team for the
performance of any of the functions of the Mohtasib.
(2)

An Inspection Team shall consist of one or more members of the staff and shall be
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assisted by such other person or persons as the Mohtasib may consider necessary.
(3)
An Inspection Team shall exercise such of the powers of the Mohtasib as he may
specify by order in writing and every report of the Inspection Team shall first be submitted to the
Mohtasib with its recommendations for appropriate action.
18.
Standing Committees, etc.—The Mohtasib may, whenever he thinks fit, establish
standing or advisory committees at specified places with specified jurisdiction for performing such
functions of the Mohtasib as are assigned to them from time to time, and every report of such
committee shall first be submitted to the Mohtasib with its recommendations for appropriate action.
19.
Delegation of Powers.—The Mohtasib may, by order in writing, delegate such of his
powers as may be specified in the order to any member of his staff or to a standing or advisory
committee, to be exercised subject to such conditions as may be specified, and every report of such
member or committee shall first be submitted to the Mohtasib with his or its recommendations for
appropriate action.
20.
Appointment of advisers, etc.—The Mohtasib may appoint advisers, consultants,
fellows, bailiffs, interns, commissioners and experts or ministerial staff with or without
remuneration, to assist him in the discharge of his duties under this Order.
21.
Authorisation of Provincial functionaries, etc.—The Mohtasib may, if he
considers it expedient, authorise, with the consent of a Provincial Government, any agency, public
servant or other functionary working under the administrative control of the Provincial Government
to undertake the functions of the Mohtasib under clause (1) or clause (2) of Article 14 in respect of
any matter falling within the jurisdiction of the Mohtasib; and it shall be the duty of the agency,
public servant or other functionary so authorised to undertake such functions to such extent and
subject to such conditions as the Mohtasib may specify.
22.
Award of costs and compensation and refunds of amounts.—(1) The Mohtasib
may, where he deems necessary, call upon a public servant, other functionary or any Agency to show
cause why compensation be not awarded to an aggrieved party for any loss or damage suffered by
him on account of any maladministration committed by such public servant, other functionary or
agency, and after considering the explanation, and hearing such public servant, other functionary or
Agency, award reasonable costs or compensation and the same shall be recoverable as arrears of land
revenue from the public servant, functionary or Agency.
(2)
In cases involving payment of illegal gratification by any employee of any Agency,
or to any other person on his behalf, or misappropriation, criminal breach of trust or cheating, the
Mohtasib may order the payment thereof for credit to the government or pass such other order as he
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may deem fit.
(3)
An order made under clause (2) against any person shall not absolve such person of
any liability under any other law.
23.
Assistance and advice to Mohtasib.—(1) The Mohtasib may seek the assistance of
any person or authority for the performance of his functions under this Order.
(2)
All officers of an Agency and any person whose assistance has been sought by the
Mohtasib in the performance of his functions shall render such assistance to the extent it is within
their power or capacity.
(3)
No statement made by a person or authority in the course of giving evidence before
the Mohtasib or his staff shall subject him to, or be used against him in any civil or criminal
proceedings except for prosecution of such person for giving false evidence.
24.
Conduct of business.—(1) The Mohtasib shall be the Chief Executive of the Office
and shall enjoy administrative and financial autonomy as may be prescribed by the Federal
Government.
(2)
The Mohtasib shall be the Principal Accounting Officer of the Office in respect of the
expenditure incurred against budget grant or grants controlled by the Mohtasib and shall, for this
purpose, exercise all the financial and administrative powers delegated to him.
25.
Requirement of affidavits.—(1) The Mohtasib may require any complainant or any
party connected or concerned with a complaint or with any inquiry or reference, to submit affidavit
attested or notarised before any competent authority in that behalf within the time prescribed by the
Mohtasib or his staff.
(2)
The Mohtasib may take evidence without technicalities and may also require
complainants or witnesses to take lie detection tests to examine their veracity and credibility and
draw such inferences that are reasonable in all circumstances of the case, especially when a person
refuses, without reasonable justification, to submit to such tests.
26.
Remuneration of advisers, consultants etc.—(1) The Mohtasib may, in his
discretion, fix an honorarium or remuneration of advisers, consultants, experts and interns engaged
by him from time to time for the services rendered.
(2)
The Mohtasib may, in his discretion, fix a reward or remuneration to any person for
exceptional services rendered, or valuable assistance given to the Mohtasib in carrying out his
functions:
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Provided that the Mohtasib shall withhold the identity of that person, if so requested by the
person concerned, and take steps to provide due protection under the law to such person against
harassment, victimisation, retribution, reprisals or retaliation.
27.
Mohtasib and staff to be public servants.—The Mohtasib, the employees, officers
and all other staff of the Office shall be deemed to be public servants within the meaning of Section
21 of the Pakistan Penal Code (Act XLV of 1860).
28.
Annual and other reports.—(1) Within three months of conclusion of the calendar
year to which the report pertains, the Mohtasib shall submit an Annual Report to the President.
(2)
The Mohtasib may, from time to time, lay before the President such other reports
relating to his functions as he may think proper or as may be desired by the President.
(3)
Simultaneously, such reports shall be released by the Mohtasib for publication and
copies thereof shall be provided to the public at reasonable cost.
(4)
The Mohtasib may also, from time to time, make public any of his studies, research,
conclusions, recommendations, ideas or suggestions in respect of any matters being dealt with by the
Office.
(5)
The report and other documents mentioned in this Article shall be placed before the
Federal Council or the National Assembly, as the case may be.
29.

Bar of jurisdiction.—No court or other authority shall have jurisdiction—

(1)
to question the validity of any action taken, or intended to be taken, or order made, or
anything done or purporting to have been taken, made or done under this Order; or
(2)
to grant an injunction or stay or to make any interim order in relation to any
proceedings before, or anything done or intended to be done or purporting to have been done by, or
under the orders or at the instance of the Mohtasib.
30.
Immunity.—No suit, prosecution or other legal proceeding shall lie against the
Mohtasib, his Staff, Inspection Team, nominees, member of a Standing or Advisory Committee or
any person authorised by the Mohtasib for anything which is in good faith done or intended to be
done under this Order.
31.
Reference by the President.—(1) The President may refer any matter, report or
complaint for investigation and independent recommendations by the Mohtasib.
(2)

The Mohtasib shall promptly investigate any such matter, report or complaint and
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submit his findings or opinion within a reasonable time.
(3)
The President may, by notification in the official Gazette, exclude specified matters,
public functionaries or Agency from the operation and purview of all or any of the provisions of this
Order.
32.
Representation to President.—Any person aggrieved by a decision or order of the
Mohtasib may, within thirty days of the decision or order, make a representation to the President,
who may pass such order thereon as he may deem fit.
33.
Informal resolution of disputes.—(1) Notwithstanding any thing contained in this
Order, the Mohtasib and a member of the Staff shall have the authority to informally conciliate,
amicably resolve, stipulate, settle or ameliorate any grievance without written memorandum and
without the necessity of docketing any complaint or issuing any official notice.
(2)
The Mohtasib may appoint for purposes of liaison counsellors, whether honorary or
otherwise, at local levels on such terms and conditions as the Mohtasib may deem proper.
34.
Service of process.—(1) For the purposes of this Order, a written process or
communication from the Office shall be deemed to have been duly served upon a respondent or any
other person by, inter alia, any one or more of the following methods, namely:
(i)

by service in person through any employee of the Office or by any special processserver appointed in the name of the Mohtasib by any authorised staff of the Office, or
any other person authorised in this behalf;

(ii)

by depositing in any mail box or posting in any Post Office a postage-prepaid copy of
the process, or any other document under certificate of posting or by registered post
acknowledgement due to the last known address of the respondent or person
concerned in the record of the Office in which case service shall be deemed to have
been effected ten days after the aforesaid mailing;

(iii)

by a police officer or any employee or nominee of the Office leaving the process or
document at the last known address, abode or place of business of the respondent or
person concerned and, if no one is available at the aforementioned address, premises
or place, by affixing a copy of the process or other document to the main entrance of
such address; and

(iv)

by publishing the process or document through any newspaper and sending a copy
thereof to the respondent or the person concerned through ordinary mail, in which
case service shall be deemed to have been effected on the day of the publication of the
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newspaper.
(2)
In all matters involving service the burden of proof shall be upon a respondent to
credibly demonstrate by assigning sufficient cause that he, in fact, had absolutely no knowledge of
the process, and that he actually acted in good faith.
(3)
Whenever a document or process from the Office is mailed, the envelope or the
package shall clearly bear the legend that it is from the Office.
35.
Expenditure to be charged on Federal Consolidated Fund.—The remuneration
payable to the Mohtasib and the administrative expenses of the Office, including the remuneration
payable to staff, nominees and grantees, shall be an expenditure charged upon the Federal
Consolidated Fund.
36.
Rules.—The Mohtasib may, with the approval of the President, make rules for
carrying out the purposes of the Order.
37.
Order to override other laws.—The provisions of this Order shall have effect
notwithstanding any thing contained in any other law for the time being in force.
38.
Removal of difficulties.—If any difficulty arises in giving effect to any provision of
this Order, the President may make such order, not inconsistent with the provisions of this Order, as
may appear to him to be necessary for the purpose of removing such difficulty.
THE FIRST SCHEDULE
[See Article 3 (2)]
I, ......................do solemnly swear that I will bear true faith and allegiance to Pakistan;
That as Wafaqi Mohtasib, I will discharge my duties and perform my functions honestly, to
the best of my ability, faithfully in accordance with the laws of the Islamic Republic of Pakistan, and
without fear or favour, affection or ill-will;
That I will not allow my personal interest to influence my official conduct or my official
decisions;
That I shall do my best to promote the best interest of Pakistan;
And that I will not directly or indirectly communicate, or reveal to any person any matter
which shall be brought under my consideration, or shall become known to me, as Wafaqi Mohtasib,
except as may be required for the due discharge of my duties as Wafaqi Mohtasib.
May Allah Almighty help and guide me (Ameen).
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THE SECOND SCHEDULE
[See Article 8 (4)]
I, ......................do solemnly swear that I will bear true faith and allegiance to Pakistan;
That as an employee of the office of the Wafaqi Mohtasib, I will discharge my duties and
perform my functions honestly, to the best of my ability, faithfully in accordance with the Laws of
the Islamic Republic of Pakistan and without fear or favour, affection, or ill-will.
That I will not allow my personal interest to influence my official conduct or my official
decisions;
And that I will not directly or indirectly communicate or reveal to any person any matter
which shall be brought under my consideration, or shall become known to me, as an employee of the
office of the Wafaqi Mohtasib.
May Allah Almighty help and guide me (Ameen).
GENERAL M. ZIA-UL-HAQ,
President and Chief Martial Law Administrator.
CHIEF MARTIAL LAW ADMINISTRATOR'S SECRETARIAT PAKISTAN
NOTIFICATION
Rawalpindi, the 13th August, 1984
No.57/104(15)/ML-IB/CMLA.─ ─ In exercise of the powers conferred by clause (3) of
Article 31 of the Establishment of the Office of Wafaqi Mohtasib (Ombudsman) Order, 1983 (P.O.
No. 1 of 1983), the President is pleased to exclude any matter relating to, or connected directly or
indirectly with the Federally Administered Tribal Areas from the operation and purview of all the
provisions of the said Order.
By order of the President.
MAJ. GEN. MALIK ABDUL WAHEED,
COS to the President and CMLA.
CHIEF MARTIAL LAW ADMINISTRATOR'S SECRETARIAT PAKISTAN ORDER
1.
In response to the representation made by the Ministry of Defence, the President in exercise
of powers conferred by Article 32 of the Establishment of the Office of Wafaqi Mohtasib
(Ombudsman) Order, 1983 (P.O. 1 of 1983) is pleased to order, to remove all doubts in this behalf,
that the ouster of jurisdiction contained in paragraph (c) of proviso to clause (1) of Article 9 of the
aforesaid President's Order is absolute with respect to the following matters :the Defence Division, the Defence Production Division and the military, naval or air forces of
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Pakistan, and any department, body, authority or organisation directly or indirectly under the
management or control of, or in any manner connected with, either of the said Divisions or the said
forces.
2.

By order of the President.

Rawalpindi:
13th August, 1984.
MAJ. GEN.
MALIK ABDUL WAHEED,
COS to the President and CMLA
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