
PRESIDENT APPLAUDS THE EFFORTS OF 
FEDERAL OMBUDSMAN IN PROVIDING 

INEXPENSIVE JUSTICE TO PEOPLE

FROM THE 
OMBUDSMAN’S DESK

Asks to strengthen the Institution by Using 
Modern Technology 

President of Pakistan Dr. Arif Alvi has asked Wafaqi Mohtasib 
(Federal Ombudsman), Syed Tahir Shahbaz, to further 
strengthen the Institution of Ombudsman by using modern 
technology to effectively and efficiently redress the complaints 
against the maladministration of government agencies. He 
emphasized the need for increasing the outreach of the Federal 
Ombudsman so as to provide inexpensive and expeditious 
justice to the people at their doorsteps through efficient system 
of redressal of complaints against the government agencies. 
The President made these remarks while talking to Federal 
Ombudsman, on the eve of presentation of Annual Report of 
2020, at Aiwan-e-Sadr, on 04th March, 2021.
The Federal Ombudsman presented the annual report to the 
President about the performance and achievements of his 
organization during the calendar year 2020. He informed that 
his office made tremendous efforts by redressing record 
numbers of complaints despite the Covid-19 pandemic. He 
apprised that 130,112 complaints, out of 133,521, were 
disposed off during 2020 while relief was provided to 70,311 
complainants which constituted 50% of the total disposal. He 
informed that the media awareness campaign, which was 
launched on the direction of the President of Pakistan, led to 
surge in online complaints to 77,930 as compared to 11,289 
during 2019.
The President appreciated the timely compilation of annual 
report and the efforts of Federal Ombudsman in providing 
inexpensive justice to the people.

As role of the Wafaqi Mohtasib 
pertains to redressal of grievances 
of public against maladministration 
of the Federal Govt. Agencies, its 
jurisdiction extends to the whole of 
country. Office of the Wafaqi 
Mohtasib has always been 
endeavouring to make it possible for 
the people to lodge their complaints 
against these agencies with 
minimum of hassle. In addition to 
Head Office at Islamabad Regional 
Offices at 13 different stations were 
established to facilitate more and 
more people to approach this 
institution for relief nearest to their 
residences. In order to facilitate 

further, this office initiated a 
program called Outreach 
Complaint Resolution (OCR) 
under which officers of the 
Wafaqi Mohtasib Regional 
Offices visit small towns close 
to the doorsteps of the 
complainants, who live in far 
flung areas and for whom it is 
cumbersome and expensive 
to travel to the main cities 
where their concerned 
Wafaqi Mohtasib Regional 
Offices are located.  As a step 
further in accessing and 
facilitating the complainants 
in remote areas of the 
country, Office of the Wafaqi 
Mohtasib has introduced a 
mobile phone application 
through which the 
complainants can reach us 
anywhere from and outside 
the country, lodge their 
complaints and monitor the 
progress thereon on their 
mobile phone sets. 
The COVID-19 pandemic 
affected the performance of 
every department but due to 
media awareness and with 
the use of modern 
technologies, we succeeded to 
shift maximum proceedings 
through online system. We 
received maximum number 
of complaints through online 
system, facilitating the 
complainants and the 
representatives of Agencies 
by conducting hearing 
proceedings through video 
conferencing.  This not only 
protected my staff from social 
meetings during corona 
pandemic but enhanced their 

performance.  Resultantly, 
during the year 2020 we 
received 77,390 complaints 
through online system as 
compared to 11,289 in 2019, 
which recorded 690% 
increase in receipt of online 
complaints. We also received 
highest ever number of 
complaints during 2020 as 
133,521 complaints and 
disposed of 130,112 
complaints. 
In order to address the 
growing electricity and gas 
complaints, I held meetings 
with Chairman NEPRA and 
CEOs of K-Electric, IESCO, 
LESCO and PESCO as well as 
Chairman OGRA, M.D. 
SNGPL and SSGCL during 
2020 to look into the causes 
of increasing public 
complaints and directed them 
to take urgent remedial 
measures and submit report. 
In another three joint 
meetings with CDA, PHA, I 
discussed in detail the issues 
of undue delay in completion 
of projects, concerns over 
quality of construction and 
difficulties faced by the public 
in getting possession of their 
plots/apartments etc.  I also 
held a meeting with Secretary 
Communications, DG Postal 
Department, D.G. National 
Savings and senior officers of 
the Ministry of Finance and 
directed them to facilitate the 
senior citizens and widows as 
per banking standards, 
automation of all branches, 
post offices and to ensure 
availability of the facility of 

transfer of their profits into 
their bank accounts. In an 
exclusive meeting with 
Secretary BISP and senior 
officers of EHSAS Program 
held in Sept. 2020 to look 
into the unprecedented 
increase in public complaints 
against those Agencies, I 
advised them to ensure that 
all pending complaints 
against the said Agency are 
resolved within 60 days. The 
Overseas Pakistanis are 
always the focus of attention 
of my Office, therefore, a 
meeting of all stakeholders 
including M/o Foreign 
Affairs, OPF, OEC, ASF, CAA, 
Pakistan Customs, NADRA, 
FIA and Immigration and 
Passports etc. was also 
convened with the direction 
to provide all possible 
assistance, to the incoming 
and outgoing Overseas 
Pakistanis, at the One 
Window Facilitation Desks, 
established by my Office at all 
international airports in 
Pakistan. Taking cognizance 
of the gravity of the ever 
increasing cybercrimes 
against Children, number of 
meetings with the 
stakeholders was also held by 
the National Commissioner 
for Children and undertook a 
study on the subject and 
suggested a Plan of Action 
while taking on board the 
FIA, Ministry of IT and other 
stakeholders to control this 
menace.
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As role of the Wafaqi Mohtasib 
pertains to redressal of grievances 
of public against maladministration 
of the Federal Govt. Agencies, its 
jurisdiction extends to the whole of 
country. Office of the Wafaqi 
Mohtasib has always been 
endeavouring to make it possible for 
the people to lodge their complaints 
against these agencies with 
minimum of hassle. In addition to 
Head Office at Islamabad Regional 
Offices at 13 different stations were 
established to facilitate more and 
more people to approach this 
institution for relief nearest to their 
residences. In order to facilitate 

further, this office initiated a 
program called Outreach 
Complaint Resolution (OCR) 
under which officers of the 
Wafaqi Mohtasib Regional 
Offices visit small towns close 
to the doorsteps of the 
complainants, who live in far 
flung areas and for whom it is 
cumbersome and expensive 
to travel to the main cities 
where their concerned 
Wafaqi Mohtasib Regional 
Offices are located.  As a step 
further in accessing and 
facilitating the complainants 
in remote areas of the 
country, Office of the Wafaqi 
Mohtasib has introduced a 
mobile phone application 
through which the 
complainants can reach us 
anywhere from and outside 
the country, lodge their 
complaints and monitor the 
progress thereon on their 
mobile phone sets. 
The COVID-19 pandemic 
affected the performance of 
every department but due to 
media awareness and with 
the use of modern 
technologies, we succeeded to 
shift maximum proceedings 
through online system. We 
received maximum number 
of complaints through online 
system, facilitating the 
complainants and the 
representatives of Agencies 
by conducting hearing 
proceedings through video 
conferencing.  This not only 
protected my staff from social 
meetings during corona 
pandemic but enhanced their 

performance.  Resultantly, 
during the year 2020 we 
received 77,390 complaints 
through online system as 
compared to 11,289 in 2019, 
which recorded 690% 
increase in receipt of online 
complaints. We also received 
highest ever number of 
complaints during 2020 as 
133,521 complaints and 
disposed of 130,112 
complaints. 
In order to address the 
growing electricity and gas 
complaints, I held meetings 
with Chairman NEPRA and 
CEOs of K-Electric, IESCO, 
LESCO and PESCO as well as 
Chairman OGRA, M.D. 
SNGPL and SSGCL during 
2020 to look into the causes 
of increasing public 
complaints and directed them 
to take urgent remedial 
measures and submit report. 
In another three joint 
meetings with CDA, PHA, I 
discussed in detail the issues 
of undue delay in completion 
of projects, concerns over 
quality of construction and 
difficulties faced by the public 
in getting possession of their 
plots/apartments etc.  I also 
held a meeting with Secretary 
Communications, DG Postal 
Department, D.G. National 
Savings and senior officers of 
the Ministry of Finance and 
directed them to facilitate the 
senior citizens and widows as 
per banking standards, 
automation of all branches, 
post offices and to ensure 
availability of the facility of 

transfer of their profits into 
their bank accounts. In an 
exclusive meeting with 
Secretary BISP and senior 
officers of EHSAS Program 
held in Sept. 2020 to look 
into the unprecedented 
increase in public complaints 
against those Agencies, I 
advised them to ensure that 
all pending complaints 
against the said Agency are 
resolved within 60 days. The 
Overseas Pakistanis are 
always the focus of attention 
of my Office, therefore, a 
meeting of all stakeholders 
including M/o Foreign 
Affairs, OPF, OEC, ASF, CAA, 
Pakistan Customs, NADRA, 
FIA and Immigration and 
Passports etc. was also 
convened with the direction 
to provide all possible 
assistance, to the incoming 
and outgoing Overseas 
Pakistanis, at the One 
Window Facilitation Desks, 
established by my Office at all 
international airports in 
Pakistan. Taking cognizance 
of the gravity of the ever 
increasing cybercrimes 
against Children, number of 
meetings with the 
stakeholders was also held by 
the National Commissioner 
for Children and undertook a 
study on the subject and 
suggested a Plan of Action 
while taking on board the 
FIA, Ministry of IT and other 
stakeholders to control this 
menace.

133,521 HIGHEST EVER NUMBER OF 
COMPLAINTS RECEIVED IN 2020

130,112 complaints disposed of in 2020

The Federal Ombudsman 
Syed Tahir Shahbaz has said 
that his office received the 
highest ever number of 
complaints during 2020 as 
133,521 complaints and 
disposed of 130,112 
complaints.  He said that this 
was the result of its robust 
awareness campaign 
launched in the entire 
country especially in 
the far flung areas of 
Pakistan.  The Wafaqi 
Mohtasib Secretariat 
on the advice of the 
Honourable President 
initiated a number of 
innovative techniques 
through traditional 
and social media to 
increase awareness among the 
general public about the use of 
services being offered.  He was 
addressing a press conference 
in his office at Islamabad.  He 
said that as a result of the 
awareness campaign 690% 
increase has been recorded in 
receipt of online complaints, 

which jumped from 11289 in 
2019 to 77,930 in the year 
2020.   He said that despite 
the outbreak of COVID-19 and 
consequential squeezing of 
operations, almost all the 
complaints were processed 
and decided within the 
statutory period of 60 days. 

He further said that 55,591 
complaints were received 
through post or by hand 
whereas, 16,650 complaints 
were registered through 
website, 5999 through Mobile 
App and 55,281 through 
Integrated Complaint 
Resolution System (ICRS).  

He said that under the 
Outreach Complaints 
Resolution (OCR) Programe, 
6113 complaints were 
disposed of in the year 
notwithstanding the 
temporary suspension or 
subdued operation of OCR 
from April to July, 2020 due 

to Covid-19 Pandemic.
Syed Tahir Shahbaz 
said that speedy and 
free of cost justice is 
being delivered at the 
doorsteps of the people 
by the institution of 
Wafaqi Mohtasib. He 
said that 89% findings 
have been 
implemented during 
2020.  He said that 

1103 Review Petitions were 
filed either by the 
complainants or the Agencies 
concerned against the 
findings of the Wafaqi 
Mohtasib in 130,112 disposed 
of during the year.  The 
Review Petitions constituted 
only 0.84% of the total 

Maximum number of 
complaints registered & 

disposed of through online 
system during corona 

pandemic
(Address to Media by Syed Tahir Shahbaz, 

Federal Ombudsman)

complaints decided.  He said 
that only 370 Representations 
were filed to the President 
which is only 0.28% of the 
decided complaints. He said 
that another Regional Office 
of WMS has recently been 
established in Kharan, 
Balochistan to facilitate 
the people of the area to 
get their grievances 
resolved.  He said that he 
undertook periodic visits 
of a maximum number of 
regional offices to oversee and 
monitor the performance of 
Investigating Officers.   He 
also paid visits to One 
Window Facilitation Desks at 
airports to monitor and 
streamline their functioning 
for the facilitation of Overseas 
Pakistanis. 
 The Federal Ombudsman also 
said that to streamline the 
systemic issues of CDA, 
FGEHA, PHA and National 
Police Foundation to ensure 
standardized construction 
work/development facilities 
and provision of hospital 
facilities in the new housing 
sectors.  He also held a 
number of meetings with the 
Chairman NEPRA, OGRA and 
CEOs of K-Electric, DISCOs 
and MD SNGPL & SSGCL 
to thrash out the issues 
causing public complaints 
against the utility 
companies.  He also said 
that he has directed the 
Pakistan Post to digitize all 
Post Offices by February, 2021 
to avoid delay in payment of 
profits against saving 
certificates issued to senior 
citizens and widows.  The 
National Savings department 
has also directed to maintain 

its saving certificates as per 
Banking standards and its 
profit should also transfer into 
the personal accounts of its 
account holders.  He said that 
due to his intervention, 
salaries of Passport Office 
employees in 15 Pakistani 

Missions abroad were 
released. He said that on his 
directions, coordinated efforts 
were made by the Ministry of 
Interior, CDA, MCI, Wildlife 
Management Board and the 
NDMA to implement a fire 
protection plan to control fire 
incidents at Margalla Hills 
National Park. The return of 
stranded students during 
corona pandemic in China, 
Kyrgyzstan and Saudi Arabia 
were also made possible with 
the prompt help of Ministry of 
Foreign Affairs.  
 He said that on the orders of 
Supreme Court of Pakistan for 
early implementation of the 
recommendations of the WMS 
committee on Prisons 
Reforms, reports were 

obtained from the Provincial 
authorities who informed that 
District Oversight Committees 
have been constituted, 
facilities for the prisons have 
been upgraded, more jails are 
being built in every district 
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 is also being 
provided.  Drug addicts 
and hardened criminals 
are being kept separate 

from Juveniles and women 
prisoners. He said that Eight 
Quarterly Reports have been 
submitted in the Apex Court 
on this score and the court has 
appreciated the efforts of the 
Wafaqi Mohtasib in this 
direction.
He further said that his 
Institution has developed 
interface with 170 Federal 
Government Agencies for 
better monitoring and 
expeditious resolution of 
public grievances.  Any 
complaint which remains 
un-resolved with any Agency 
for more than 30 days is 
automatically transferred to 
the CMIS of the WMS.  He 
said that important activities 
of the WMS are regularly 
shared on social media, 

quarterly newsletter in 
English and Urdu.  He said 
that public awareness 
messages were also 
disseminated through PTA 
on mobile phones and 

through PEMRA on electronic 
media.  He said that a 
Strategic Coordination 
Meeting to Strengthen Child 
Protection Mechanism was 
organized by the National 
Commissioner for Children of 
WMS at Lahore to deliberate 

on formulating a practicable 
way forward for prevention of 
violence and control of crimes 
against children and 
rehabilitation of victims of 

sexual abuse in the society.  He 
said that the National 
Commissioner for Children 
also prepared a study report on 
Kasur Tragedy, established a 

Rehabilitation Center at Kasur 
and provided training to Police, 
Jail Staff and Teachers on 
handling children issues.
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endeavouring to make it possible for 
the people to lodge their complaints 
against these agencies with 
minimum of hassle. In addition to 
Head Office at Islamabad Regional 
Offices at 13 different stations were 
established to facilitate more and 
more people to approach this 
institution for relief nearest to their 
residences. In order to facilitate 
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program called Outreach 
Complaint Resolution (OCR) 
under which officers of the 
Wafaqi Mohtasib Regional 
Offices visit small towns close 
to the doorsteps of the 
complainants, who live in far 
flung areas and for whom it is 
cumbersome and expensive 
to travel to the main cities 
where their concerned 
Wafaqi Mohtasib Regional 
Offices are located.  As a step 
further in accessing and 
facilitating the complainants 
in remote areas of the 
country, Office of the Wafaqi 
Mohtasib has introduced a 
mobile phone application 
through which the 
complainants can reach us 
anywhere from and outside 
the country, lodge their 
complaints and monitor the 
progress thereon on their 
mobile phone sets. 
The COVID-19 pandemic 
affected the performance of 
every department but due to 
media awareness and with 
the use of modern 
technologies, we succeeded to 
shift maximum proceedings 
through online system. We 
received maximum number 
of complaints through online 
system, facilitating the 
complainants and the 
representatives of Agencies 
by conducting hearing 
proceedings through video 
conferencing.  This not only 
protected my staff from social 
meetings during corona 
pandemic but enhanced their 

performance.  Resultantly, 
during the year 2020 we 
received 77,390 complaints 
through online system as 
compared to 11,289 in 2019, 
which recorded 690% 
increase in receipt of online 
complaints. We also received 
highest ever number of 
complaints during 2020 as 
133,521 complaints and 
disposed of 130,112 
complaints. 
In order to address the 
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complaints, I held meetings 
with Chairman NEPRA and 
CEOs of K-Electric, IESCO, 
LESCO and PESCO as well as 
Chairman OGRA, M.D. 
SNGPL and SSGCL during 
2020 to look into the causes 
of increasing public 
complaints and directed them 
to take urgent remedial 
measures and submit report. 
In another three joint 
meetings with CDA, PHA, I 
discussed in detail the issues 
of undue delay in completion 
of projects, concerns over 
quality of construction and 
difficulties faced by the public 
in getting possession of their 
plots/apartments etc.  I also 
held a meeting with Secretary 
Communications, DG Postal 
Department, D.G. National 
Savings and senior officers of 
the Ministry of Finance and 
directed them to facilitate the 
senior citizens and widows as 
per banking standards, 
automation of all branches, 
post offices and to ensure 
availability of the facility of 

transfer of their profits into 
their bank accounts. In an 
exclusive meeting with 
Secretary BISP and senior 
officers of EHSAS Program 
held in Sept. 2020 to look 
into the unprecedented 
increase in public complaints 
against those Agencies, I 
advised them to ensure that 
all pending complaints 
against the said Agency are 
resolved within 60 days. The 
Overseas Pakistanis are 
always the focus of attention 
of my Office, therefore, a 
meeting of all stakeholders 
including M/o Foreign 
Affairs, OPF, OEC, ASF, CAA, 
Pakistan Customs, NADRA, 
FIA and Immigration and 
Passports etc. was also 
convened with the direction 
to provide all possible 
assistance, to the incoming 
and outgoing Overseas 
Pakistanis, at the One 
Window Facilitation Desks, 
established by my Office at all 
international airports in 
Pakistan. Taking cognizance 
of the gravity of the ever 
increasing cybercrimes 
against Children, number of 
meetings with the 
stakeholders was also held by 
the National Commissioner 
for Children and undertook a 
study on the subject and 
suggested a Plan of Action 
while taking on board the 
FIA, Ministry of IT and other 
stakeholders to control this 
menace.

The Federal Ombudsman 
Syed Tahir Shahbaz has said 
that his office received the 
highest ever number of 
complaints during 2020 as 
133,521 complaints and 
disposed of 130,112 
complaints.  He said that this 
was the result of its robust 
awareness campaign 
launched in the entire 
country especially in 
the far flung areas of 
Pakistan.  The Wafaqi 
Mohtasib Secretariat 
on the advice of the 
Honourable President 
initiated a number of 
innovative techniques 
through traditional 
and social media to 
increase awareness among the 
general public about the use of 
services being offered.  He was 
addressing a press conference 
in his office at Islamabad.  He 
said that as a result of the 
awareness campaign 690% 
increase has been recorded in 
receipt of online complaints, 

which jumped from 11289 in 
2019 to 77,930 in the year 
2020.   He said that despite 
the outbreak of COVID-19 and 
consequential squeezing of 
operations, almost all the 
complaints were processed 
and decided within the 
statutory period of 60 days. 

He further said that 55,591 
complaints were received 
through post or by hand 
whereas, 16,650 complaints 
were registered through 
website, 5999 through Mobile 
App and 55,281 through 
Integrated Complaint 
Resolution System (ICRS).  

He said that under the 
Outreach Complaints 
Resolution (OCR) Programe, 
6113 complaints were 
disposed of in the year 
notwithstanding the 
temporary suspension or 
subdued operation of OCR 
from April to July, 2020 due 

to Covid-19 Pandemic.
Syed Tahir Shahbaz 
said that speedy and 
free of cost justice is 
being delivered at the 
doorsteps of the people 
by the institution of 
Wafaqi Mohtasib. He 
said that 89% findings 
have been 
implemented during 
2020.  He said that 

1103 Review Petitions were 
filed either by the 
complainants or the Agencies 
concerned against the 
findings of the Wafaqi 
Mohtasib in 130,112 disposed 
of during the year.  The 
Review Petitions constituted 
only 0.84% of the total 

complaints decided.  He said 
that only 370 Representations 
were filed to the President 
which is only 0.28% of the 
decided complaints. He said 
that another Regional Office 
of WMS has recently been 
established in Kharan, 
Balochistan to facilitate 
the people of the area to 
get their grievances 
resolved.  He said that he 
undertook periodic visits 
of a maximum number of 
regional offices to oversee and 
monitor the performance of 
Investigating Officers.   He 
also paid visits to One 
Window Facilitation Desks at 
airports to monitor and 
streamline their functioning 
for the facilitation of Overseas 
Pakistanis. 
 The Federal Ombudsman also 
said that to streamline the 
systemic issues of CDA, 
FGEHA, PHA and National 
Police Foundation to ensure 
standardized construction 
work/development facilities 
and provision of hospital 
facilities in the new housing 
sectors.  He also held a 
number of meetings with the 
Chairman NEPRA, OGRA and 
CEOs of K-Electric, DISCOs 
and MD SNGPL & SSGCL 
to thrash out the issues 
causing public complaints 
against the utility 
companies.  He also said 
that he has directed the 
Pakistan Post to digitize all 
Post Offices by February, 2021 
to avoid delay in payment of 
profits against saving 
certificates issued to senior 
citizens and widows.  The 
National Savings department 
has also directed to maintain 

its saving certificates as per 
Banking standards and its 
profit should also transfer into 
the personal accounts of its 
account holders.  He said that 
due to his intervention, 
salaries of Passport Office 
employees in 15 Pakistani 

Missions abroad were 
released. He said that on his 
directions, coordinated efforts 
were made by the Ministry of 
Interior, CDA, MCI, Wildlife 
Management Board and the 
NDMA to implement a fire 
protection plan to control fire 
incidents at Margalla Hills 
National Park. The return of 
stranded students during 
corona pandemic in China, 
Kyrgyzstan and Saudi Arabia 
were also made possible with 
the prompt help of Ministry of 
Foreign Affairs.  
 He said that on the orders of 
Supreme Court of Pakistan for 
early implementation of the 
recommendations of the WMS 
committee on Prisons 
Reforms, reports were 

obtained from the Provincial 
authorities who informed that 
District Oversight Committees 
have been constituted, 
facilities for the prisons have 
been upgraded, more jails are 
being built in every district 
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 is also being 
provided.  Drug addicts 
and hardened criminals 
are being kept separate 

from Juveniles and women 
prisoners. He said that Eight 
Quarterly Reports have been 
submitted in the Apex Court 
on this score and the court has 
appreciated the efforts of the 
Wafaqi Mohtasib in this 
direction.
He further said that his 
Institution has developed 
interface with 170 Federal 
Government Agencies for 
better monitoring and 
expeditious resolution of 
public grievances.  Any 
complaint which remains 
un-resolved with any Agency 
for more than 30 days is 
automatically transferred to 
the CMIS of the WMS.  He 
said that important activities 
of the WMS are regularly 
shared on social media, 

quarterly newsletter in 
English and Urdu.  He said 
that public awareness 
messages were also 
disseminated through PTA 
on mobile phones and 

through PEMRA on electronic 
media.  He said that a 
Strategic Coordination 
Meeting to Strengthen Child 
Protection Mechanism was 
organized by the National 
Commissioner for Children of 
WMS at Lahore to deliberate 

690% increase recorded in 
receipt of online complaints 

during 2020

89% findings implemented 
during 2020

on formulating a practicable 
way forward for prevention of 
violence and control of crimes 
against children and 
rehabilitation of victims of 

sexual abuse in the society.  He 
said that the National 
Commissioner for Children 
also prepared a study report on 
Kasur Tragedy, established a 

Rehabilitation Center at Kasur 
and provided training to Police, 
Jail Staff and Teachers on 
handling children issues.
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further, this office initiated a 
program called Outreach 
Complaint Resolution (OCR) 
under which officers of the 
Wafaqi Mohtasib Regional 
Offices visit small towns close 
to the doorsteps of the 
complainants, who live in far 
flung areas and for whom it is 
cumbersome and expensive 
to travel to the main cities 
where their concerned 
Wafaqi Mohtasib Regional 
Offices are located.  As a step 
further in accessing and 
facilitating the complainants 
in remote areas of the 
country, Office of the Wafaqi 
Mohtasib has introduced a 
mobile phone application 
through which the 
complainants can reach us 
anywhere from and outside 
the country, lodge their 
complaints and monitor the 
progress thereon on their 
mobile phone sets. 
The COVID-19 pandemic 
affected the performance of 
every department but due to 
media awareness and with 
the use of modern 
technologies, we succeeded to 
shift maximum proceedings 
through online system. We 
received maximum number 
of complaints through online 
system, facilitating the 
complainants and the 
representatives of Agencies 
by conducting hearing 
proceedings through video 
conferencing.  This not only 
protected my staff from social 
meetings during corona 
pandemic but enhanced their 

performance.  Resultantly, 
during the year 2020 we 
received 77,390 complaints 
through online system as 
compared to 11,289 in 2019, 
which recorded 690% 
increase in receipt of online 
complaints. We also received 
highest ever number of 
complaints during 2020 as 
133,521 complaints and 
disposed of 130,112 
complaints. 
In order to address the 
growing electricity and gas 
complaints, I held meetings 
with Chairman NEPRA and 
CEOs of K-Electric, IESCO, 
LESCO and PESCO as well as 
Chairman OGRA, M.D. 
SNGPL and SSGCL during 
2020 to look into the causes 
of increasing public 
complaints and directed them 
to take urgent remedial 
measures and submit report. 
In another three joint 
meetings with CDA, PHA, I 
discussed in detail the issues 
of undue delay in completion 
of projects, concerns over 
quality of construction and 
difficulties faced by the public 
in getting possession of their 
plots/apartments etc.  I also 
held a meeting with Secretary 
Communications, DG Postal 
Department, D.G. National 
Savings and senior officers of 
the Ministry of Finance and 
directed them to facilitate the 
senior citizens and widows as 
per banking standards, 
automation of all branches, 
post offices and to ensure 
availability of the facility of 

transfer of their profits into 
their bank accounts. In an 
exclusive meeting with 
Secretary BISP and senior 
officers of EHSAS Program 
held in Sept. 2020 to look 
into the unprecedented 
increase in public complaints 
against those Agencies, I 
advised them to ensure that 
all pending complaints 
against the said Agency are 
resolved within 60 days. The 
Overseas Pakistanis are 
always the focus of attention 
of my Office, therefore, a 
meeting of all stakeholders 
including M/o Foreign 
Affairs, OPF, OEC, ASF, CAA, 
Pakistan Customs, NADRA, 
FIA and Immigration and 
Passports etc. was also 
convened with the direction 
to provide all possible 
assistance, to the incoming 
and outgoing Overseas 
Pakistanis, at the One 
Window Facilitation Desks, 
established by my Office at all 
international airports in 
Pakistan. Taking cognizance 
of the gravity of the ever 
increasing cybercrimes 
against Children, number of 
meetings with the 
stakeholders was also held by 
the National Commissioner 
for Children and undertook a 
study on the subject and 
suggested a Plan of Action 
while taking on board the 
FIA, Ministry of IT and other 
stakeholders to control this 
menace.

The Federal Ombudsman Syed 
Tahir Shahbaz on taking 
cognizance of the difficulties of 
senior citizens and widows 
directed Director General 
National Savings (CDNS) to 
facilitate senior citizens, widows 
and pensioners as per banking 
standards.  He was chairing a 
high level meeting to review the 
progress on Central Directorate 
of National Savings (CDNS) 
Reforms Report issued by the 
Wafaqi Mohtasib Secretariat. 
The Director General CDNS Mr. 
Muhammad Khalil informed 
that the CDNS had digitized all 

its 376 branches and 95% work 
for issuance of ATM cards was 
completed.  He said that CDNS 
had requested the Finance 
Division to issue certain 
directions to the State Bank and 
National Bank to finalize 
operational and accounting 
mechanism for automated 
payment settlement system on 
priority. The Ombudsman 
directed all stakeholders to 
finalize the automation of CDNS 
with its system on priority basis.  
The DG, CDNS informed that 
they had started transferring 
profits into the personal accounts 

of their customers.   He said that 
CDNS is a reliable source of 
long-term funding to the 
government and a widespread 
distribution network that 
provides access to protect the 
savings of senior citizens, 
widows and pensioners in a 
rightful manner.  He said that 
CDNS had planned to launch its 
Shariah Compliance Product 
before June this year. The 
Federal Ombudsman applauded 
the performance of CDNS and 
directed for provision of better 
facilities to senior citizens and 
widows.

The Federal Ombudsman 
Syed Tahir Shahbaz has said 
that his office received the 
highest ever number of 
complaints during 2020 as 
133,521 complaints and 
disposed of 130,112 
complaints.  He said that this 
was the result of its robust 
awareness campaign 
launched in the entire 
country especially in 
the far flung areas of 
Pakistan.  The Wafaqi 
Mohtasib Secretariat 
on the advice of the 
Honourable President 
initiated a number of 
innovative techniques 
through traditional 
and social media to 
increase awareness among the 
general public about the use of 
services being offered.  He was 
addressing a press conference 
in his office at Islamabad.  He 
said that as a result of the 
awareness campaign 690% 
increase has been recorded in 
receipt of online complaints, 

which jumped from 11289 in 
2019 to 77,930 in the year 
2020.   He said that despite 
the outbreak of COVID-19 and 
consequential squeezing of 
operations, almost all the 
complaints were processed 
and decided within the 
statutory period of 60 days. 

He further said that 55,591 
complaints were received 
through post or by hand 
whereas, 16,650 complaints 
were registered through 
website, 5999 through Mobile 
App and 55,281 through 
Integrated Complaint 
Resolution System (ICRS).  

He said that under the 
Outreach Complaints 
Resolution (OCR) Programe, 
6113 complaints were 
disposed of in the year 
notwithstanding the 
temporary suspension or 
subdued operation of OCR 
from April to July, 2020 due 

to Covid-19 Pandemic.
Syed Tahir Shahbaz 
said that speedy and 
free of cost justice is 
being delivered at the 
doorsteps of the people 
by the institution of 
Wafaqi Mohtasib. He 
said that 89% findings 
have been 
implemented during 
2020.  He said that 

1103 Review Petitions were 
filed either by the 
complainants or the Agencies 
concerned against the 
findings of the Wafaqi 
Mohtasib in 130,112 disposed 
of during the year.  The 
Review Petitions constituted 
only 0.84% of the total 

complaints decided.  He said 
that only 370 Representations 
were filed to the President 
which is only 0.28% of the 
decided complaints. He said 
that another Regional Office 
of WMS has recently been 
established in Kharan, 
Balochistan to facilitate 
the people of the area to 
get their grievances 
resolved.  He said that he 
undertook periodic visits 
of a maximum number of 
regional offices to oversee and 
monitor the performance of 
Investigating Officers.   He 
also paid visits to One 
Window Facilitation Desks at 
airports to monitor and 
streamline their functioning 
for the facilitation of Overseas 
Pakistanis. 
 The Federal Ombudsman also 
said that to streamline the 
systemic issues of CDA, 
FGEHA, PHA and National 
Police Foundation to ensure 
standardized construction 
work/development facilities 
and provision of hospital 
facilities in the new housing 
sectors.  He also held a 
number of meetings with the 
Chairman NEPRA, OGRA and 
CEOs of K-Electric, DISCOs 
and MD SNGPL & SSGCL 
to thrash out the issues 
causing public complaints 
against the utility 
companies.  He also said 
that he has directed the 
Pakistan Post to digitize all 
Post Offices by February, 2021 
to avoid delay in payment of 
profits against saving 
certificates issued to senior 
citizens and widows.  The 
National Savings department 
has also directed to maintain 

its saving certificates as per 
Banking standards and its 
profit should also transfer into 
the personal accounts of its 
account holders.  He said that 
due to his intervention, 
salaries of Passport Office 
employees in 15 Pakistani 

Missions abroad were 
released. He said that on his 
directions, coordinated efforts 
were made by the Ministry of 
Interior, CDA, MCI, Wildlife 
Management Board and the 
NDMA to implement a fire 
protection plan to control fire 
incidents at Margalla Hills 
National Park. The return of 
stranded students during 
corona pandemic in China, 
Kyrgyzstan and Saudi Arabia 
were also made possible with 
the prompt help of Ministry of 
Foreign Affairs.  
 He said that on the orders of 
Supreme Court of Pakistan for 
early implementation of the 
recommendations of the WMS 
committee on Prisons 
Reforms, reports were 

obtained from the Provincial 
authorities who informed that 
District Oversight Committees 
have been constituted, 
facilities for the prisons have 
been upgraded, more jails are 
being built in every district 
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 is also being 
provided.  Drug addicts 
and hardened criminals 
are being kept separate 

from Juveniles and women 
prisoners. He said that Eight 
Quarterly Reports have been 
submitted in the Apex Court 
on this score and the court has 
appreciated the efforts of the 
Wafaqi Mohtasib in this 
direction.
He further said that his 
Institution has developed 
interface with 170 Federal 
Government Agencies for 
better monitoring and 
expeditious resolution of 
public grievances.  Any 
complaint which remains 
un-resolved with any Agency 
for more than 30 days is 
automatically transferred to 
the CMIS of the WMS.  He 
said that important activities 
of the WMS are regularly 
shared on social media, 

quarterly newsletter in 
English and Urdu.  He said 
that public awareness 
messages were also 
disseminated through PTA 
on mobile phones and 

through PEMRA on electronic 
media.  He said that a 
Strategic Coordination 
Meeting to Strengthen Child 
Protection Mechanism was 
organized by the National 
Commissioner for Children of 
WMS at Lahore to deliberate 

ALL NATIONAL SAVING CENTERS DIGITIZED ON 
OMBUDSMAN’S DIRECTION

CDNS starts transferring customer’s profit into 
their bank accounts

on formulating a practicable 
way forward for prevention of 
violence and control of crimes 
against children and 
rehabilitation of victims of 

sexual abuse in the society.  He 
said that the National 
Commissioner for Children 
also prepared a study report on 
Kasur Tragedy, established a 

Rehabilitation Center at Kasur 
and provided training to Police, 
Jail Staff and Teachers on 
handling children issues.



As role of the Wafaqi Mohtasib 
pertains to redressal of grievances 
of public against maladministration 
of the Federal Govt. Agencies, its 
jurisdiction extends to the whole of 
country. Office of the Wafaqi 
Mohtasib has always been 
endeavouring to make it possible for 
the people to lodge their complaints 
against these agencies with 
minimum of hassle. In addition to 
Head Office at Islamabad Regional 
Offices at 13 different stations were 
established to facilitate more and 
more people to approach this 
institution for relief nearest to their 
residences. In order to facilitate 
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further, this office initiated a 
program called Outreach 
Complaint Resolution (OCR) 
under which officers of the 
Wafaqi Mohtasib Regional 
Offices visit small towns close 
to the doorsteps of the 
complainants, who live in far 
flung areas and for whom it is 
cumbersome and expensive 
to travel to the main cities 
where their concerned 
Wafaqi Mohtasib Regional 
Offices are located.  As a step 
further in accessing and 
facilitating the complainants 
in remote areas of the 
country, Office of the Wafaqi 
Mohtasib has introduced a 
mobile phone application 
through which the 
complainants can reach us 
anywhere from and outside 
the country, lodge their 
complaints and monitor the 
progress thereon on their 
mobile phone sets. 
The COVID-19 pandemic 
affected the performance of 
every department but due to 
media awareness and with 
the use of modern 
technologies, we succeeded to 
shift maximum proceedings 
through online system. We 
received maximum number 
of complaints through online 
system, facilitating the 
complainants and the 
representatives of Agencies 
by conducting hearing 
proceedings through video 
conferencing.  This not only 
protected my staff from social 
meetings during corona 
pandemic but enhanced their 

performance.  Resultantly, 
during the year 2020 we 
received 77,390 complaints 
through online system as 
compared to 11,289 in 2019, 
which recorded 690% 
increase in receipt of online 
complaints. We also received 
highest ever number of 
complaints during 2020 as 
133,521 complaints and 
disposed of 130,112 
complaints. 
In order to address the 
growing electricity and gas 
complaints, I held meetings 
with Chairman NEPRA and 
CEOs of K-Electric, IESCO, 
LESCO and PESCO as well as 
Chairman OGRA, M.D. 
SNGPL and SSGCL during 
2020 to look into the causes 
of increasing public 
complaints and directed them 
to take urgent remedial 
measures and submit report. 
In another three joint 
meetings with CDA, PHA, I 
discussed in detail the issues 
of undue delay in completion 
of projects, concerns over 
quality of construction and 
difficulties faced by the public 
in getting possession of their 
plots/apartments etc.  I also 
held a meeting with Secretary 
Communications, DG Postal 
Department, D.G. National 
Savings and senior officers of 
the Ministry of Finance and 
directed them to facilitate the 
senior citizens and widows as 
per banking standards, 
automation of all branches, 
post offices and to ensure 
availability of the facility of 

transfer of their profits into 
their bank accounts. In an 
exclusive meeting with 
Secretary BISP and senior 
officers of EHSAS Program 
held in Sept. 2020 to look 
into the unprecedented 
increase in public complaints 
against those Agencies, I 
advised them to ensure that 
all pending complaints 
against the said Agency are 
resolved within 60 days. The 
Overseas Pakistanis are 
always the focus of attention 
of my Office, therefore, a 
meeting of all stakeholders 
including M/o Foreign 
Affairs, OPF, OEC, ASF, CAA, 
Pakistan Customs, NADRA, 
FIA and Immigration and 
Passports etc. was also 
convened with the direction 
to provide all possible 
assistance, to the incoming 
and outgoing Overseas 
Pakistanis, at the One 
Window Facilitation Desks, 
established by my Office at all 
international airports in 
Pakistan. Taking cognizance 
of the gravity of the ever 
increasing cybercrimes 
against Children, number of 
meetings with the 
stakeholders was also held by 
the National Commissioner 
for Children and undertook a 
study on the subject and 
suggested a Plan of Action 
while taking on board the 
FIA, Ministry of IT and other 
stakeholders to control this 
menace.

The Federal Ombudsman 
Syed Tahir Shahbaz has said 
that his office received the 
highest ever number of 
complaints during 2020 as 
133,521 complaints and 
disposed of 130,112 
complaints.  He said that this 
was the result of its robust 
awareness campaign 
launched in the entire 
country especially in 
the far flung areas of 
Pakistan.  The Wafaqi 
Mohtasib Secretariat 
on the advice of the 
Honourable President 
initiated a number of 
innovative techniques 
through traditional 
and social media to 
increase awareness among the 
general public about the use of 
services being offered.  He was 
addressing a press conference 
in his office at Islamabad.  He 
said that as a result of the 
awareness campaign 690% 
increase has been recorded in 
receipt of online complaints, 

which jumped from 11289 in 
2019 to 77,930 in the year 
2020.   He said that despite 
the outbreak of COVID-19 and 
consequential squeezing of 
operations, almost all the 
complaints were processed 
and decided within the 
statutory period of 60 days. 

He further said that 55,591 
complaints were received 
through post or by hand 
whereas, 16,650 complaints 
were registered through 
website, 5999 through Mobile 
App and 55,281 through 
Integrated Complaint 
Resolution System (ICRS).  

He said that under the 
Outreach Complaints 
Resolution (OCR) Programe, 
6113 complaints were 
disposed of in the year 
notwithstanding the 
temporary suspension or 
subdued operation of OCR 
from April to July, 2020 due 

to Covid-19 Pandemic.
Syed Tahir Shahbaz 
said that speedy and 
free of cost justice is 
being delivered at the 
doorsteps of the people 
by the institution of 
Wafaqi Mohtasib. He 
said that 89% findings 
have been 
implemented during 
2020.  He said that 

1103 Review Petitions were 
filed either by the 
complainants or the Agencies 
concerned against the 
findings of the Wafaqi 
Mohtasib in 130,112 disposed 
of during the year.  The 
Review Petitions constituted 
only 0.84% of the total 

complaints decided.  He said 
that only 370 Representations 
were filed to the President 
which is only 0.28% of the 
decided complaints. He said 
that another Regional Office 
of WMS has recently been 
established in Kharan, 
Balochistan to facilitate 
the people of the area to 
get their grievances 
resolved.  He said that he 
undertook periodic visits 
of a maximum number of 
regional offices to oversee and 
monitor the performance of 
Investigating Officers.   He 
also paid visits to One 
Window Facilitation Desks at 
airports to monitor and 
streamline their functioning 
for the facilitation of Overseas 
Pakistanis. 
 The Federal Ombudsman also 
said that to streamline the 
systemic issues of CDA, 
FGEHA, PHA and National 
Police Foundation to ensure 
standardized construction 
work/development facilities 
and provision of hospital 
facilities in the new housing 
sectors.  He also held a 
number of meetings with the 
Chairman NEPRA, OGRA and 
CEOs of K-Electric, DISCOs 
and MD SNGPL & SSGCL 
to thrash out the issues 
causing public complaints 
against the utility 
companies.  He also said 
that he has directed the 
Pakistan Post to digitize all 
Post Offices by February, 2021 
to avoid delay in payment of 
profits against saving 
certificates issued to senior 
citizens and widows.  The 
National Savings department 
has also directed to maintain 

its saving certificates as per 
Banking standards and its 
profit should also transfer into 
the personal accounts of its 
account holders.  He said that 
due to his intervention, 
salaries of Passport Office 
employees in 15 Pakistani 

Missions abroad were 
released. He said that on his 
directions, coordinated efforts 
were made by the Ministry of 
Interior, CDA, MCI, Wildlife 
Management Board and the 
NDMA to implement a fire 
protection plan to control fire 
incidents at Margalla Hills 
National Park. The return of 
stranded students during 
corona pandemic in China, 
Kyrgyzstan and Saudi Arabia 
were also made possible with 
the prompt help of Ministry of 
Foreign Affairs.  
 He said that on the orders of 
Supreme Court of Pakistan for 
early implementation of the 
recommendations of the WMS 
committee on Prisons 
Reforms, reports were 

obtained from the Provincial 
authorities who informed that 
District Oversight Committees 
have been constituted, 
facilities for the prisons have 
been upgraded, more jails are 
being built in every district 
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 is also being 
provided.  Drug addicts 
and hardened criminals 
are being kept separate 

from Juveniles and women 
prisoners. He said that Eight 
Quarterly Reports have been 
submitted in the Apex Court 
on this score and the court has 
appreciated the efforts of the 
Wafaqi Mohtasib in this 
direction.
He further said that his 
Institution has developed 
interface with 170 Federal 
Government Agencies for 
better monitoring and 
expeditious resolution of 
public grievances.  Any 
complaint which remains 
un-resolved with any Agency 
for more than 30 days is 
automatically transferred to 
the CMIS of the WMS.  He 
said that important activities 
of the WMS are regularly 
shared on social media, 

quarterly newsletter in 
English and Urdu.  He said 
that public awareness 
messages were also 
disseminated through PTA 
on mobile phones and 

through PEMRA on electronic 
media.  He said that a 
Strategic Coordination 
Meeting to Strengthen Child 
Protection Mechanism was 
organized by the National 
Commissioner for Children of 
WMS at Lahore to deliberate 

OMBUDSMAN BRIEFS CHIEF JUSTICE OF 
PAKISTAN ON PERFORMANCE WAFAQI 
MOHTASIB SECRETARIAT FOR 2020

A delegation headed by the 
Federal Ombudsman of 
Pakistan Syed Tahir Shahbaz, 
along with Mr. Ejaz Ahmed 
Qureshi, Senior Advisor called 
on the Chief Justice of 
Pakistan Mr. Justice Gulzar 
Ahmed on Monday 9th March, 
2021. 
Federal Ombudsman briefed 
the Chief Justice about the 
functioning of his office and 
the efforts that were being 
made by HIM in redressing 
the grievances of people with 
respect to maladministration 
of Federal Govt. Agencies. 
Federal Ombudsman apprised 

the Chief Justice about 
working of the office and the 
results for the year 2020, in 
which he showed that more 
than 133,000 complaints were 
redressed and 97% of these 
decisions were implemented. 
The Federal Ombudsman also 
apprised the Chief Justice 
about the latest tools of I.T 
and cell-phone being 
introduced in his office for 
receiving complaints and their 
redressal.
Federal Ombudsman further 
apprised the Chief Justice 
about the steps taken by him 
on the matters referred to him 

by this Court with regards to 
children and women 
prisoners, maladministration 
in police, prevention of fire 
incidents on Margalla Hills, 
environmental issues on the 
coastal areas of Pakistan, 
Educational Sector Reforms, 
Civil Aviation Authority and 
the Karachi Port Trust.
The Chief Justice after 
meeting Federal Ombudsman 
and his team thanked them 
and appreciated their efforts 
and initiatives to redress the 
grievances of the people in 
cases of maladministration.

on formulating a practicable 
way forward for prevention of 
violence and control of crimes 
against children and 
rehabilitation of victims of 

sexual abuse in the society.  He 
said that the National 
Commissioner for Children 
also prepared a study report on 
Kasur Tragedy, established a 

Rehabilitation Center at Kasur 
and provided training to Police, 
Jail Staff and Teachers on 
handling children issues.

Continued From Page 03



As role of the Wafaqi Mohtasib 
pertains to redressal of grievances 
of public against maladministration 
of the Federal Govt. Agencies, its 
jurisdiction extends to the whole of 
country. Office of the Wafaqi 
Mohtasib has always been 
endeavouring to make it possible for 
the people to lodge their complaints 
against these agencies with 
minimum of hassle. In addition to 
Head Office at Islamabad Regional 
Offices at 13 different stations were 
established to facilitate more and 
more people to approach this 
institution for relief nearest to their 
residences. In order to facilitate 

Wafaqi Mohtasib (Ombudsman)’s Secretariat  News Bulletin Jan - Mar 2021

For General Complaint:  1055 For Children: 105606

further, this office initiated a 
program called Outreach 
Complaint Resolution (OCR) 
under which officers of the 
Wafaqi Mohtasib Regional 
Offices visit small towns close 
to the doorsteps of the 
complainants, who live in far 
flung areas and for whom it is 
cumbersome and expensive 
to travel to the main cities 
where their concerned 
Wafaqi Mohtasib Regional 
Offices are located.  As a step 
further in accessing and 
facilitating the complainants 
in remote areas of the 
country, Office of the Wafaqi 
Mohtasib has introduced a 
mobile phone application 
through which the 
complainants can reach us 
anywhere from and outside 
the country, lodge their 
complaints and monitor the 
progress thereon on their 
mobile phone sets. 
The COVID-19 pandemic 
affected the performance of 
every department but due to 
media awareness and with 
the use of modern 
technologies, we succeeded to 
shift maximum proceedings 
through online system. We 
received maximum number 
of complaints through online 
system, facilitating the 
complainants and the 
representatives of Agencies 
by conducting hearing 
proceedings through video 
conferencing.  This not only 
protected my staff from social 
meetings during corona 
pandemic but enhanced their 

performance.  Resultantly, 
during the year 2020 we 
received 77,390 complaints 
through online system as 
compared to 11,289 in 2019, 
which recorded 690% 
increase in receipt of online 
complaints. We also received 
highest ever number of 
complaints during 2020 as 
133,521 complaints and 
disposed of 130,112 
complaints. 
In order to address the 
growing electricity and gas 
complaints, I held meetings 
with Chairman NEPRA and 
CEOs of K-Electric, IESCO, 
LESCO and PESCO as well as 
Chairman OGRA, M.D. 
SNGPL and SSGCL during 
2020 to look into the causes 
of increasing public 
complaints and directed them 
to take urgent remedial 
measures and submit report. 
In another three joint 
meetings with CDA, PHA, I 
discussed in detail the issues 
of undue delay in completion 
of projects, concerns over 
quality of construction and 
difficulties faced by the public 
in getting possession of their 
plots/apartments etc.  I also 
held a meeting with Secretary 
Communications, DG Postal 
Department, D.G. National 
Savings and senior officers of 
the Ministry of Finance and 
directed them to facilitate the 
senior citizens and widows as 
per banking standards, 
automation of all branches, 
post offices and to ensure 
availability of the facility of 

transfer of their profits into 
their bank accounts. In an 
exclusive meeting with 
Secretary BISP and senior 
officers of EHSAS Program 
held in Sept. 2020 to look 
into the unprecedented 
increase in public complaints 
against those Agencies, I 
advised them to ensure that 
all pending complaints 
against the said Agency are 
resolved within 60 days. The 
Overseas Pakistanis are 
always the focus of attention 
of my Office, therefore, a 
meeting of all stakeholders 
including M/o Foreign 
Affairs, OPF, OEC, ASF, CAA, 
Pakistan Customs, NADRA, 
FIA and Immigration and 
Passports etc. was also 
convened with the direction 
to provide all possible 
assistance, to the incoming 
and outgoing Overseas 
Pakistanis, at the One 
Window Facilitation Desks, 
established by my Office at all 
international airports in 
Pakistan. Taking cognizance 
of the gravity of the ever 
increasing cybercrimes 
against Children, number of 
meetings with the 
stakeholders was also held by 
the National Commissioner 
for Children and undertook a 
study on the subject and 
suggested a Plan of Action 
while taking on board the 
FIA, Ministry of IT and other 
stakeholders to control this 
menace.

CONTINUED FROM 
OMBUDSMAN’S DESK
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DRAFT OF LEGAL REFORMS BILL ON 
PREVENTION & CONTROL OF CYBER-CRIMES 

AGAINST CHILDREN FINALISED

Sub-committee on legal reforms 
under headship of 
SyedaViqarunNisa, Advisor WMS 
and Convener/Secretary of the 
Committee has finalizedthe draft of 
Prevention & Control of Cybercrimes 
against Children Bill, 2021 for 
amendments inPECA, 2016, 
Qanoon-e-Shahadat Order, 1984 and 
other relevant laws.  The committee  
consisted  upon Senior reps of Home 
Departments and Senior Police 
Officers from all provinces , GB, AJK 
and FIA, National Information and 
Technology Board (NITB), PTA, 
Ministry of Law, UNICEF and child 
protection experts from public 
sector.  The Committee finalized the 
draft bill after holding three detailed 
meetings on the Issue.
During meeting of the 
sub-committee on legal reforms, the 
capacity in dealing the children 
issues was also discussed and Syed 
Shahid Hussain Adl. Director Cyber 
Crimes FIA briefed the committee on 
sensitivity of the issue.  He said that 
FIA had limited outreach with its 15 
stations around the country.  He 
suggested that Police which has 
extensive outreach must be 
authorized to take cognizance of the 
cybercrimes but the investigation 
relating to cyber aspects and 
coordination with foreign countries 
must remain with FIA.  It was 
discussed that in the prevailing 
system, justice system is 
victim-based, therefore, in 
pornographic cases the victims do 
not come forward due to cultural 
taboos. It was suggested that the 
Child Protection Bureaus had to 
come forward to cover the cases of 

cybercrimes.
SyedaViqar un Nisa briefed the 
committee and finalized certain 
amendments in PAEC, 2016 with 
insertions of the offences of Cyber 
bulling, online grooming, cyber 
enticement, sexual exploitation of 
children, exposure of harmful online 
contents, kidnapping, abduction or 
trafficking of minor for abuse of 
sexual conduct, non-commercial 
exploitation, police cognizance of the 
offences under PAEC, composition of 
joint investigation team, giving 
authority to PTA and sending cases 
to FIA, blocking unlawful contents 
and amendments in Qanoon e- 
Shahadat regarding admissibility of 
witnesses recorded by the court 
through modern devices or 
techniques including video  call, 
viber, Skype, IMO, Whatsapp, 
Messenger, Line caller and video 
conference.  The committee on legal 
reforms will submit the draft bill 
before the National Committee for its 
approval.
Earlier, Mr. Ejaz A. Qureshi Senior 
Advisor, WMS held a strategic 
coordination meeting at 

Lahore,under the umbrella of 
National Commissioner for Children 
to strengthen Child Protection 
Mechanism chaired byFederal 
Ombudsman, Syed Tahir Shahbaz.  It 
was proposed,during the meeting,to 
make certain necessary amendments 
in the prevalent laws, therefore, a 
committee was constitutedunder the 
headship of SyedaViqarunNisa, 
Advisor WMS and Commissioner 
Children to finalize the task.   During 
that meeting Syed Tahir Shahbaz 
said that children’s issues were close 
to our heart and collective efforts of 
parents, educational Institutions and 
the government were needed for 
protection of children in the present 
environment. He further said that 
present environment of t society was 
unsafe for children, therefore, abuse 
of children needed to be curbed at 
greater level. He emphasized the 
need for strengthening the 
institutional mechanism for children 
protection in the country. He also 
underscored the need to chalk out a 
strategic plan of action in resolving 
the issues of the children.
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OMBUDSMAN ACCENTUATES TO PROVIDE BETTER 
FACILITIES TO OVERSEAS PAKISTANIS AT ONE 

WINDOW FACILITATION DESKS

The Federal Ombudsman, Syed Tahir Shahbaz chairing a high level meeting on One Window 
Facilitation Desk at all International Airports of Pakistan in his office at Islamabad.

One Window Facilitation desk at Int. airport Peshawar. WMS Grievance Commissioner for Overseas 
Pakistanis Dr. Inamul Haq  Javed chairing a meeting of focal persons at Peshawar.

The Federal Ombudsman, Syed 
Tahir Shahbaz has shown great 
emphasis over provision of 
facilities to Overseas Pakistanis 
at One Window Facilitation 
Desks at 08 International 
airports.  He said that 8.5 million 
Overseas Pakistanis are our 
valuable assets who send billions 
US dollar every year to Pakistan.  
Provision of facilities to them 
would be a top priority of every 
government institution. He said 
that representatives of all 12 
concerned departments would 
ensure their presence round the 
clock at one window facilitation 
desks. 
It is pertinent to mention that few 

days back the Federal 
Ombudsman paid a surprise visit 
at the one window facilitation 
desk at Islamabad airport where 
representatives of some 
departments were found missing.  
He was chairing a meeting 
regarding representatives/ Focal 
Persons of 12 departments who 
remain present at One Window 
Facilitation Desks at airports, 
which includes, OPF, ASF, CAA, 
Customs, NADRA, Immigration 
and Passport, Bureau of 
Immigration, FIA, ANF, 
Ministries of Commerce, Foreign 
Affairs and Religious Affairs.  The 
Ombudsman urged for better 
working coordination among all 

the departments, so that better 
services could be provided to 
Overseas Pakistanis.  He directed 
the CAA for provision of better 
facilities to the reps. of all 
departments.  The meeting was 
informed that more than six 
thousands passengers have been 
facilitated in the year 2020 at 
these desks.  The meeting was 
attended by The Director General 
Bureau of Immigration & 
Overseas Employment Mr. 
Kashif Ahmed Noor, Joint 
Secretary, Overseas Pakistanis 
Foundation, Sr. Advisers Mr. 
Ejaz Qureshi, and Grievance 
Commissioner for OP Dr. Inam 
ul Haq Javed.
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OMBUDSMAN ACCENTUATES TO PROVIDE BETTER 
FACILITIES TO OVERSEAS PAKISTANIS AT ONE 

WINDOW FACILITATION DESKS

In spite of the third wave of 
corona pandemic, the 
activities of OCR programme 
has been moving in a safest 
way by the officers of regional 
officers to hear public 
complaints in the far flung 
tehsils and districts across the 
country.  Syed Tahir Shahbaz 
during his visits of Lahore, 
Faisalabad, Gujranwala, 
Hyderabad and Karachi 
appreciated the efforts of the 
Investigating Officers in 

resolving cases within 
minimum time period and at 
the door steps of the people of 
remote areas.  While chairing 
meetings in the above 
mentioned regional offices 
directed the Investigating 
Officers to adopt maximum 
safety measures against 
corona while hearing the OCR 
cases.  He also said that due to 
extensive media awareness 
campaign and Outreach 
Complaint Resolution (OCR) 

mechanism, the complaint 
numbers have been doubled 
during 2020, therefore, they 
must attract media while 
visiting the far flung areas, so 
that maximum number of 
people could be aware on the 
role of Wafaqi Mohtasib.  He 
said that the outreach 
programme would continue to 
expand till the facility is 
within the reach of maximum 
number of people.

Mr. Muhammad Zahid Malik, Regional Head, Wafaqi Mohtasib 
Secretariat Regional Office Bahawalpur hearing OCR cases at 

Rahim Yar Khan.

Mr. Shahid Latif Khan, Advisor Wafaqi Mohtasib 
Secretariat Regional Office Gujranwala hearing OCR cases 

at Sambrial, District Sialkot.

Malik Mushtaq Ahmed Awan, Consultant, Wafaqi Mohtasib Secretariat Regional Office Bahawalpur hearing OCR cases at Bahawalnagar.
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IMPORTANT DECISIONS

Mr. Fazal Ahmed resident of Rahim Yar Khan 
filed a complaint against National Bank of Paki-
stan (NBP) alleging charging of Rs.70,036/- 
even after issuan ce of clearance certificate. He 
stated that he obtained salary loan from NBP 
Dera Allah Yar Branch, Distt. Jaffarabad in the 
year 2005 and paid all installments.  The 
Agency finally issued him clearance certificate 
on 20.1.2010.  Later he shifted his account to 
Rahim Yar Khan.  In January, 2020, the NBP 
stopped his pension declaring him defaulter.  
Failing to get relief from the Agency, he sought 
intervention of the Federal Ombudsman.
The Agency in its report confirmed the issuance 
of clearance certificate, however, the com-
plainant had defaulted that branch due to which 
his pension account was stopped.  During hear-
ing proceedings the complainant stated that he 
had paid full installment and after the lapse of 
10 years he was declared defaulter by the bank 
without assigning him any opportunity of hear-
ing.The representative of bank stated that 
Rs.70,036/- including Rs.25,867/- as principal 
amount were outstanding against the com-
plainant.  During scrutiny of record it revealed 
that out of principle amount of Rs.59,667/- 
against salary loan, an amount of Rs.25,867/- 
remained unpaid and clearance was wrongly 
issued to the complainant.
The Ombudsman observed that the certificate 
issued by the Agency served as an estoppel 
against any stance after 10 years of the issuance 
of clearance certificate.  The Agency also did not 
serve any notice before taking any action before 
putting his account on hold.  Therefore, the 
Ombudsman directed NBP to remove hold from 
account of the complainant immediately after 
recovery of principle amount of Rs.25,867/- 
and conduct an inquiry into the matter, fix 
responsibility and recover amount of mark up 
from the officers/officials at fault.

Mr. Muhammad Riaz Khan resident of 
Islamabad filed a complaint against IESCO 
for unjust imposition of detection bill of 
Rs.47,294/-. He approached Agency for 
rectification of the same but to no avail, hence 
he filed this complaint.  The Agency informed 
that the complainant meter became defective 
in 06/2017 which was allocated defective code 
for the month of 07/2017 as SOP of IESCO.  
While approaching the Agency by the 
complainant, the defective code was adjusted 
and the bill was rectified.  Later on, an audit 
team imposed the same amount on account of 
unjustified withdrawal of defective units, 
therefore, the bill was again charged due to 
audit observation.  
During hearing proceedings, the complainant 
contended that the Agency was not lawfully 
justified to recover its loss from consumer 
which incurred due to their own inactions, 
incompetence, hence cannot charge the 
complainant with retrospective effect.  The 
Ombudsman observed from record that the 
matter of concern between the Agency and 
Audit and it’s not binding upon the 
complainant to pay the loss raised in the audit 
report because the error /negligence is on the 
part of Agency.  Moreover, in a Judgment of 
Lahore High Court in the case Wapda Vs 
Umaid Khan (1988 CLC 5010), it has been 
held that audit report could not make 
consumer liable for payment of any amount.
The Ombudsman observed that since, the 
complainant was neither associated in the 
audit process nor any notice was issued, 
therefore, the adjustment bill of Rs.47,294/- 
charged to the complainant in shape of 
belated audit para is unwarranted and 
unjustified.  Therefore, the Agneyc should 
issue a revised bill accordingly.

OMBUDSMAN DIRECTS 
IESCO TO WITHDRAW 

DETECTION BILL

OMBUDSMAN OBSTRUCTS 
NATIONAL BANK FROM 
CHARGING INTEREST
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Group photo of Federal Ombudsman, Syed Tahir Shahbaz, Federal Secretary Dr. Jamal Nasir and Senior Advisor 
Appraisal, Mr. Ejaz A. Qureshi with the Honourable President Dr. Arif Alvi on the eve of presentation of WMS Annual 

Report 2020 at Aiwan-e-Sadr, Islamabad.

Group photo of senior officers and advisors of Wafaqi Mohtasib Secretariat (WMS) with the Hon'ble Federal 
Ombudsman, Syed Tahir Shahbaz on the eve of farewell of Secretary WMS, Dr. Jamal Nasir and Additional 

Secretary WMS Mr. Shohail Ahmed.

The Federal Ombudsman, Syed Tahir Shahbaz 
addressing the Investigating officers of Wafaqi 

Mohtasib Secretariat Regional Office, Faisalabad.

The Federal Ombudsman, Syed Tahir Shahbaz 
addressing the Investigating officers of Wafaqi 
Mohtasib Secretariat Regional Office, Lahore.
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RECEIPTS AND DISPOSAL OF COMPLAINTS 
DURING THE QUARTER JAN-MAR 2021

Include cases brought forward

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

University 
  

6 State Life Insurance 
Corporation 

  

7 Pakistan Bait ul Maal   
8 Employees Old Age 

Benefits Institution (EOBI) 
  

 Total of Above 08 Agencies   
 Total of other Agencies   
 Grand Total   

10,859
1,080
5,038

418

640

234

235

247

18,751
6,394

25,145

10,064
964

4,479
397

499

156

203

182

16,944
5,934

22,878

For Further Guidance and
Information Contact our

Wafaqi Mohtasib
Secretariat

Helpline for children 
complaints: 1056

Fax No. 051-9217224
Email: 

ombuds.munawarsajjad@gmail.com
Media Wing: 

wmsmediawing@gmail.com
Spokesperson / Director Media: 

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

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

During hours 
9:00 am - 10:00 pm

HELPLINE NO. 1055

Federal Ombudsman, Syed Tahir Shahbaz presenting Annual Report for the year 2020 
to the Honourable President Dr. Arif Alvi, at Aiwan-e-Sadr, Islamabad.


