
The Office of the Wafaqi Mohtasib
Ombudsman) was established on 24 January 
1983 vide the President’s Order No.1 of 1983 
with the explicit mandate to diagnose,
investigate, rectify and redress public
grievances against maladministration by
Government agencies. Its mandate flows 
from Article 37 (d) of the Principles of Policy 
enshrined in chapter 2 of the Constitution of 
the Islamic Republic of Pakistan which 
entrusts the State with the responsibility to 
ensure inexpensive and expeditious justice to 
the public.  The establishment of this Office, 
therefore, marks an important milestone in 
the fulfilment of the constitutional obligations 
of the Government to the people of Pakistan. 

This institution since its inception has 
traversed a long way and established its 
credentials as an effective instrument for 
providing speedy and inexpensive justice to 
the people and to carry out systemic reforms.  
From January 1983 to date, the Wafaqi 
Mohtasib Office has witnessed continued 
growth in its operational activities, institution-
al reforms and putting in place a mechanism 
for internal review with a view to enhancing 
its efficiency and efficacy.  In this regard, the 
services of eleven illustrious ombudsmen 
preceding the current incumbent are well 
recognized that have contributed in making it 
a premier institution of administrative 
accountability in the country. 

The legal and institutional framework of the 
Wafaqi Mohtasib’s Office provides for an 
elaborate complaint redressal mechanism. It is 
unique in a sense that while it redresses the 
petitioner’s grievance, it offers recommendations 
and practical solutions to the issues without 
impinging upon the operational and policy 
making domains of the federal agencies. This 
institution over the years has grown into a 
national institution having 17 regional offices 
and two Complaints Collection Centres in 
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various parts of the country. Today, it has one 
of the most efficient and user friendly web-
sites that has all the features to allow accessi-
bility and ease to the aggrieved citizens for 
filing complaints from any part of Pakistan 
without physically visiting the office. Similar-
ly, a Mobile App has been introduced to make 
the process more portable and citizen friendly.

The trust and confidence of the general public 
that the institution of Wafaqi Mohtasib has 
earned over the years for its integrity,
transparency, professionalism is borne out in 
numbers as it has disposed of around  1.9 
million complaints since its inception in 1983. 
It received 164,174 complaints during the 
year 2022 alone out of which 157,770 
complaints were disposed of reflecting an 
impressive rate of 95.87%.

The President’s Order referred to above 
provides for the Wafaqi Mohtasib to carry out 
research for ascertaining the root causes of 
corrupt practices and injustice and
recommending appropriate steps for their 
eradication. Accordingly, the Wafaqi
Mohtasib Secretariat conducted numerous 
studies and proposed standards of good 
governance to various government agencies. 
The Hon’ble Supreme Court also made a 
number of other references to the Wafaqi 
Mohtasib on the issues of public concern and 
after carrying out necessary investigation, 
reports were submitted to the Apex court. 
Similarly, the Wafaqi Mohtasib took a 
number of initiatives to facilitate the overseas 
Pakistanis, government pensioners,
senior citizens and the prisoners especially 
the women and children in jails. 

The objective of dispensing speedy and
inexpensive administrative justice could be 
best achieved when an effective mechanism 
for executing the orders of the competent 
forum was in place. Accordingly, an
Implementation Wing was established at the 
Head Office in 2007 with the precise mandate 
of pursuing agencies to provide either a
compliance report or evidence that the 

Agency had asked for reconsideration of the 
case or had gone to the Honourable President 
in a representation against the findings of the 
Wafaqi Mohtasib. Subsequently, Implementa-
tion Wings were established in all the Region-
al Offices to ensure that the findings/recom-
mendations stood implemented in accordance 
with the provisions of the President’s Order No.1 of 
1983. 

Article 33 of the President’s Order No.1 of 
1983 vests in Wafaqi Mohtasib authority to 
informally conciliate, amicably resolve, stipu-
late, settle or ameliorate any grievance with-
out any written memorandum and without the 
necessity of docketing any complaint or issu-
ing any official notice. This concept of Infor-
mal Resolution of Disputes (IRD) has been 
developed in the form of a pilot project both at 
Head Office and at Divisional level particular-
ly in those Divisions where no Regional Office 
of the WMS currently exists. The operational-
ization of the IRD project since April 2022 is 
an important milestone in maximizing the 
outreach of the Wafaqi Mohtasib’s Office 
especially in the remote areas of the country.

Under the Outreach Complaint Resolution 
(OCR) system launched in January 2016, 
Investigation officers visit various districts to 
redress grievances at the doorsteps of the 
complainants. Around 10,097 complaints have 
been resolved under this project. The OCR 
has been further strengthened by organizing 
Khuli Katcheries in remote areas.This 
provides general public an opportunity to 
raise their grievances in the presence of 
representatives of agencies closer to their 
homes and get immediate relief. It also 
creates greater awareness among the general 
public about the functioning of the Office of 
Wafaqi Mohtasib and the availability of this 
cost free and easily accessible forum for 
redressal of their grievances against federal 
agencies. 

Under the Integrated Complaint Resolution 
(ICR) system, the Ombudsman office has 
developed interface with 181 government 
agencies whereby any complaint which 
remains unresolved with the agency for 30 

days, is automatically transferred to the Federal 
Ombudsman’s Complaint Management 
Information System (CMIS) for further 
processing and disposal. 

Grievance Commissioner’s office for the 
Overseas Pakistanis was established in 
Ombudsman’s Secretariat in 2015 which 
offers an Institutional framework for address-
ing individual complaints and systemic issues 
faced by Overseas Pakistanis. One Window 
Facilitation Desks have been established at 
all international airports of the country to 
facilitate Overseas Pakistanis and their 
families travelling to or from Pakistan. In 
addition, on the special direction of the 
Ombudsman, Focal Persons have been 
appointed in Pakistan Missions abroad to 
personally hear and resolve problems faced 
by Pakistani diaspora. 

Pakistan has played a pivotal role in promot-
ing Ombudsmanship in Asia and the Muslim 
world. Pakistan hosted the first Ombudsman 
Conference at Islamabad establishing Asian 
Ombudsman Association (AOA) in April 1996 
which is non-political, independent, demo-
cratic and professional body of international 
character representing more than two thirds 
population of the world. With its Secretariat at 
Islamabad, the AOA has traversed a long way 
since its inception which is reflected in contin-
ued expansion of its membership and adop-
tion of well thought out rules and regulations 
of international standards. 

The year 2023 marks the completion of the 40 
years of the establishment of this institution. In 
this long journey, it has tried to live up to its 
mandate. This Office enjoys full support at the 
highest level to bring about much needed 
change in the lives of our people by improving 
the service delivery of the federal
agencies. Building upon the accomplishments 
of the past, the goals that the Office of the 
Wafaqi Mohtasib seeks to pursue in the coming 
years have a lot to offer to the people facing 
administrative excesses of the governmental 
agencies. The continued goodwill and across 
the board support from all segments of society 
holds a great promise for the future of this institution.



Mr. Ejaz Ahmad Qureshi
Federal Ombudsman

Pakistan is among the few pioneering countries in South Asia 
that have successfully introduced the Ombudsman’s institution to 
ensure dispensation of inexpensive and expeditious
administrative justice to citizens to promote good governance. It 
was on 24 January 1983 that the Office of Wafaqi Mohtasib
(Ombudsman) was established with the explicit objective to
diagnose, investigate, rectify and redress public grievances 
against maladministration by the federal government agencies. 

In this long journey of 40 years, the institution has followed a 
positive trajectory reflecting uninterrupted growth in qualitative and 
quantitative terms alongside taking steps to enhance its efficiency 
and efficacy. It has, over the years, fine tuned its complaints handling 
mechanism comprising investigation, appraisal, review and

implementation of recommendations of the Wafaqi Mohtasib. It is now fully capable of resolving 
complaints of maladministration in large numbers, reaching out to the complainants and holding 
public hearings (Khuli Katcheries) at their door steps, informal resolution of disputes, inspection 
of various federal agencies and undertaking studies to figure out the root causes of
maladministration and recommending measures to improve service delivery. 

Today, in addition to the Wafaqi Mohtasib’s Head Office at Islamabad, 17 regional offices 
are discharging their statutory functions in various parts of the country. Two Complaints 
Collection Centres have been opened recently in South Waziristan and Kurram Agency. 
Incidence of complaints has risen from 7,812 in 1983 to 164,174 in 2022. Total disposal of com-
plaints stand at 157,770 during the year 2022. Under the Informal Resolution of Disputes 
(IRD) project which was launched in April this year, 1027 cases have been resolved while 279 
cases are under process. Besides, One Window Facilitation Desks (OWFDs) established at 
all international airports of Pakistan to facilitate overseas Pakistanis have handled around 
118,290 complaints so far. Apart from this twenty seven studies and reports have been com-
pleted which are at various stages of implementation. These include working of National 
Savings Directorate, Government Procurement System, K-Electric, Pension to federal 
government employees, environmental pollution, jail reforms and improving the living condi-
tions of women and children in jails. The most recent studies/reports relate to controlling the 
population growth and addressing the plight of street children.

Federal Ombudsman’s institution is fundamentally a poor man’s court. There is no 
requirement to hire services of an advocate for filing complaints nor the complainants have to 
face lengthy legal procedures. Around 1.9 million households have benefited from its 
services over these years which offer groundswell of support for its operations. Providing 
prompt relief to those facing administrative excesses, discrimination, exploitation,
negligence and inefficiency at the hands of the government agencies or its employees is 
central to the concept of ombudsmanship and means to achieving the ultimate goal of 
good governance. 

Encouraged by the accomplishments of the past forty years, the Office of the Wafaqi 
Mohtasib remains committed to pursuing the goals and objective as enshrined in the
President’s Order No. 1 of 1983. The trust and confidence of the general public that the
institution of Ombudsman has earned over the years for its integrity, transparency,
professionalism and above all, commitment to the cause of justice and fair play will continue 
to provide the impetus for its operational activities in the future.

The Office of the Wafaqi Mohtasib
Ombudsman) was established on 24 January 
1983 vide the President’s Order No.1 of 1983 
with the explicit mandate to diagnose,
investigate, rectify and redress public
grievances against maladministration by
Government agencies. Its mandate flows 
from Article 37 (d) of the Principles of Policy 
enshrined in chapter 2 of the Constitution of 
the Islamic Republic of Pakistan which 
entrusts the State with the responsibility to 
ensure inexpensive and expeditious justice to 
the public.  The establishment of this Office, 
therefore, marks an important milestone in 
the fulfilment of the constitutional obligations 
of the Government to the people of Pakistan. 

This institution since its inception has 
traversed a long way and established its 
credentials as an effective instrument for 
providing speedy and inexpensive justice to 
the people and to carry out systemic reforms.  
From January 1983 to date, the Wafaqi 
Mohtasib Office has witnessed continued 
growth in its operational activities, institution-
al reforms and putting in place a mechanism 
for internal review with a view to enhancing 
its efficiency and efficacy.  In this regard, the 
services of eleven illustrious ombudsmen 
preceding the current incumbent are well 
recognized that have contributed in making it 
a premier institution of administrative 
accountability in the country. 

The legal and institutional framework of the 
Wafaqi Mohtasib’s Office provides for an 
elaborate complaint redressal mechanism. It is 
unique in a sense that while it redresses the 
petitioner’s grievance, it offers recommendations 
and practical solutions to the issues without 
impinging upon the operational and policy 
making domains of the federal agencies. This 
institution over the years has grown into a 
national institution having 17 regional offices 
and two Complaints Collection Centres in 

FROM THE OMBUDSMAN’S DESK
various parts of the country. Today, it has one 
of the most efficient and user friendly web-
sites that has all the features to allow accessi-
bility and ease to the aggrieved citizens for 
filing complaints from any part of Pakistan 
without physically visiting the office. Similar-
ly, a Mobile App has been introduced to make 
the process more portable and citizen friendly.

The trust and confidence of the general public 
that the institution of Wafaqi Mohtasib has 
earned over the years for its integrity,
transparency, professionalism is borne out in 
numbers as it has disposed of around  1.9 
million complaints since its inception in 1983. 
It received 164,174 complaints during the 
year 2022 alone out of which 157,770 
complaints were disposed of reflecting an 
impressive rate of 95.87%.

The President’s Order referred to above 
provides for the Wafaqi Mohtasib to carry out 
research for ascertaining the root causes of 
corrupt practices and injustice and
recommending appropriate steps for their 
eradication. Accordingly, the Wafaqi
Mohtasib Secretariat conducted numerous 
studies and proposed standards of good 
governance to various government agencies. 
The Hon’ble Supreme Court also made a 
number of other references to the Wafaqi 
Mohtasib on the issues of public concern and 
after carrying out necessary investigation, 
reports were submitted to the Apex court. 
Similarly, the Wafaqi Mohtasib took a 
number of initiatives to facilitate the overseas 
Pakistanis, government pensioners,
senior citizens and the prisoners especially 
the women and children in jails. 

The objective of dispensing speedy and
inexpensive administrative justice could be 
best achieved when an effective mechanism 
for executing the orders of the competent 
forum was in place. Accordingly, an
Implementation Wing was established at the 
Head Office in 2007 with the precise mandate 
of pursuing agencies to provide either a
compliance report or evidence that the 

Agency had asked for reconsideration of the 
case or had gone to the Honourable President 
in a representation against the findings of the 
Wafaqi Mohtasib. Subsequently, Implementa-
tion Wings were established in all the Region-
al Offices to ensure that the findings/recom-
mendations stood implemented in accordance 
with the provisions of the President’s Order No.1 of 
1983. 

Article 33 of the President’s Order No.1 of 
1983 vests in Wafaqi Mohtasib authority to 
informally conciliate, amicably resolve, stipu-
late, settle or ameliorate any grievance with-
out any written memorandum and without the 
necessity of docketing any complaint or issu-
ing any official notice. This concept of Infor-
mal Resolution of Disputes (IRD) has been 
developed in the form of a pilot project both at 
Head Office and at Divisional level particular-
ly in those Divisions where no Regional Office 
of the WMS currently exists. The operational-
ization of the IRD project since April 2022 is 
an important milestone in maximizing the 
outreach of the Wafaqi Mohtasib’s Office 
especially in the remote areas of the country.

Under the Outreach Complaint Resolution 
(OCR) system launched in January 2016, 
Investigation officers visit various districts to 
redress grievances at the doorsteps of the 
complainants. Around 10,097 complaints have 
been resolved under this project. The OCR 
has been further strengthened by organizing 
Khuli Katcheries in remote areas.This 
provides general public an opportunity to 
raise their grievances in the presence of 
representatives of agencies closer to their 
homes and get immediate relief. It also 
creates greater awareness among the general 
public about the functioning of the Office of 
Wafaqi Mohtasib and the availability of this 
cost free and easily accessible forum for 
redressal of their grievances against federal 
agencies. 

Under the Integrated Complaint Resolution 
(ICR) system, the Ombudsman office has 
developed interface with 181 government 
agencies whereby any complaint which 
remains unresolved with the agency for 30 

days, is automatically transferred to the Federal 
Ombudsman’s Complaint Management 
Information System (CMIS) for further 
processing and disposal. 

Grievance Commissioner’s office for the 
Overseas Pakistanis was established in 
Ombudsman’s Secretariat in 2015 which 
offers an Institutional framework for address-
ing individual complaints and systemic issues 
faced by Overseas Pakistanis. One Window 
Facilitation Desks have been established at 
all international airports of the country to 
facilitate Overseas Pakistanis and their 
families travelling to or from Pakistan. In 
addition, on the special direction of the 
Ombudsman, Focal Persons have been 
appointed in Pakistan Missions abroad to 
personally hear and resolve problems faced 
by Pakistani diaspora. 

Pakistan has played a pivotal role in promot-
ing Ombudsmanship in Asia and the Muslim 
world. Pakistan hosted the first Ombudsman 
Conference at Islamabad establishing Asian 
Ombudsman Association (AOA) in April 1996 
which is non-political, independent, demo-
cratic and professional body of international 
character representing more than two thirds 
population of the world. With its Secretariat at 
Islamabad, the AOA has traversed a long way 
since its inception which is reflected in contin-
ued expansion of its membership and adop-
tion of well thought out rules and regulations 
of international standards. 

The year 2023 marks the completion of the 40 
years of the establishment of this institution. In 
this long journey, it has tried to live up to its 
mandate. This Office enjoys full support at the 
highest level to bring about much needed 
change in the lives of our people by improving 
the service delivery of the federal
agencies. Building upon the accomplishments 
of the past, the goals that the Office of the 
Wafaqi Mohtasib seeks to pursue in the coming 
years have a lot to offer to the people facing 
administrative excesses of the governmental 
agencies. The continued goodwill and across 
the board support from all segments of society 
holds a great promise for the future of this institution.
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Chief Justice (R) Sardar Muhammad Iqbal
Former Ombudsman

08.08.1983 - 07.08.1987

Mr. Justice Shafi ur Rehman
Acting Ombudsman

14.08.1987 - 18.04.1988

Mr. Justice Aslam Riaz Hussain
Acting Ombudsman

19.04.1988 - 25.03.1991

The Office of the Wafaqi Mohtasib
Ombudsman) was established on 24 January 
1983 vide the President’s Order No.1 of 1983 
with the explicit mandate to diagnose,
investigate, rectify and redress public
grievances against maladministration by
Government agencies. Its mandate flows 
from Article 37 (d) of the Principles of Policy 
enshrined in chapter 2 of the Constitution of 
the Islamic Republic of Pakistan which 
entrusts the State with the responsibility to 
ensure inexpensive and expeditious justice to 
the public.  The establishment of this Office, 
therefore, marks an important milestone in 
the fulfilment of the constitutional obligations 
of the Government to the people of Pakistan. 

This institution since its inception has 
traversed a long way and established its 
credentials as an effective instrument for 
providing speedy and inexpensive justice to 
the people and to carry out systemic reforms.  
From January 1983 to date, the Wafaqi 
Mohtasib Office has witnessed continued 
growth in its operational activities, institution-
al reforms and putting in place a mechanism 
for internal review with a view to enhancing 
its efficiency and efficacy.  In this regard, the 
services of eleven illustrious ombudsmen 
preceding the current incumbent are well 
recognized that have contributed in making it 
a premier institution of administrative 
accountability in the country. 

The legal and institutional framework of the 
Wafaqi Mohtasib’s Office provides for an 
elaborate complaint redressal mechanism. It is 
unique in a sense that while it redresses the 
petitioner’s grievance, it offers recommendations 
and practical solutions to the issues without 
impinging upon the operational and policy 
making domains of the federal agencies. This 
institution over the years has grown into a 
national institution having 17 regional offices 
and two Complaints Collection Centres in 

WAFAQI  MOHTASIB (OMBUDSMAN)’S 
OFFICE   -  A  SUCCESS  STORY

various parts of the country. Today, it has one 
of the most efficient and user friendly web-
sites that has all the features to allow accessi-
bility and ease to the aggrieved citizens for 
filing complaints from any part of Pakistan 
without physically visiting the office. Similar-
ly, a Mobile App has been introduced to make 
the process more portable and citizen friendly.

The trust and confidence of the general public 
that the institution of Wafaqi Mohtasib has 
earned over the years for its integrity,
transparency, professionalism is borne out in 
numbers as it has disposed of around  1.9 
million complaints since its inception in 1983. 
It received 164,174 complaints during the 
year 2022 alone out of which 157,770 
complaints were disposed of reflecting an 
impressive rate of 95.87%.

The President’s Order referred to above 
provides for the Wafaqi Mohtasib to carry out 
research for ascertaining the root causes of 
corrupt practices and injustice and
recommending appropriate steps for their 
eradication. Accordingly, the Wafaqi
Mohtasib Secretariat conducted numerous 
studies and proposed standards of good 
governance to various government agencies. 
The Hon’ble Supreme Court also made a 
number of other references to the Wafaqi 
Mohtasib on the issues of public concern and 
after carrying out necessary investigation, 
reports were submitted to the Apex court. 
Similarly, the Wafaqi Mohtasib took a 
number of initiatives to facilitate the overseas 
Pakistanis, government pensioners,
senior citizens and the prisoners especially 
the women and children in jails. 

The objective of dispensing speedy and
inexpensive administrative justice could be 
best achieved when an effective mechanism 
for executing the orders of the competent 
forum was in place. Accordingly, an
Implementation Wing was established at the 
Head Office in 2007 with the precise mandate 
of pursuing agencies to provide either a
compliance report or evidence that the 

Agency had asked for reconsideration of the 
case or had gone to the Honourable President 
in a representation against the findings of the 
Wafaqi Mohtasib. Subsequently, Implementa-
tion Wings were established in all the Region-
al Offices to ensure that the findings/recom-
mendations stood implemented in accordance 
with the provisions of the President’s Order No.1 of 
1983. 

Article 33 of the President’s Order No.1 of 
1983 vests in Wafaqi Mohtasib authority to 
informally conciliate, amicably resolve, stipu-
late, settle or ameliorate any grievance with-
out any written memorandum and without the 
necessity of docketing any complaint or issu-
ing any official notice. This concept of Infor-
mal Resolution of Disputes (IRD) has been 
developed in the form of a pilot project both at 
Head Office and at Divisional level particular-
ly in those Divisions where no Regional Office 
of the WMS currently exists. The operational-
ization of the IRD project since April 2022 is 
an important milestone in maximizing the 
outreach of the Wafaqi Mohtasib’s Office 
especially in the remote areas of the country.

Under the Outreach Complaint Resolution 
(OCR) system launched in January 2016, 
Investigation officers visit various districts to 
redress grievances at the doorsteps of the 
complainants. Around 10,097 complaints have 
been resolved under this project. The OCR 
has been further strengthened by organizing 
Khuli Katcheries in remote areas.This 
provides general public an opportunity to 
raise their grievances in the presence of 
representatives of agencies closer to their 
homes and get immediate relief. It also 
creates greater awareness among the general 
public about the functioning of the Office of 
Wafaqi Mohtasib and the availability of this 
cost free and easily accessible forum for 
redressal of their grievances against federal 
agencies. 

Under the Integrated Complaint Resolution 
(ICR) system, the Ombudsman office has 
developed interface with 181 government 
agencies whereby any complaint which 
remains unresolved with the agency for 30 

days, is automatically transferred to the Federal 
Ombudsman’s Complaint Management 
Information System (CMIS) for further 
processing and disposal. 

Grievance Commissioner’s office for the 
Overseas Pakistanis was established in 
Ombudsman’s Secretariat in 2015 which 
offers an Institutional framework for address-
ing individual complaints and systemic issues 
faced by Overseas Pakistanis. One Window 
Facilitation Desks have been established at 
all international airports of the country to 
facilitate Overseas Pakistanis and their 
families travelling to or from Pakistan. In 
addition, on the special direction of the 
Ombudsman, Focal Persons have been 
appointed in Pakistan Missions abroad to 
personally hear and resolve problems faced 
by Pakistani diaspora. 

Pakistan has played a pivotal role in promot-
ing Ombudsmanship in Asia and the Muslim 
world. Pakistan hosted the first Ombudsman 
Conference at Islamabad establishing Asian 
Ombudsman Association (AOA) in April 1996 
which is non-political, independent, demo-
cratic and professional body of international 
character representing more than two thirds 
population of the world. With its Secretariat at 
Islamabad, the AOA has traversed a long way 
since its inception which is reflected in contin-
ued expansion of its membership and adop-
tion of well thought out rules and regulations 
of international standards. 

The year 2023 marks the completion of the 40 
years of the establishment of this institution. In 
this long journey, it has tried to live up to its 
mandate. This Office enjoys full support at the 
highest level to bring about much needed 
change in the lives of our people by improving 
the service delivery of the federal
agencies. Building upon the accomplishments 
of the past, the goals that the Office of the 
Wafaqi Mohtasib seeks to pursue in the coming 
years have a lot to offer to the people facing 
administrative excesses of the governmental 
agencies. The continued goodwill and across 
the board support from all segments of society 
holds a great promise for the future of this institution.
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Mr. Justice (R) S. Usman Ali Shah
Former  Ombudsman

28.03.1991 - 27.03.1995

Mr. Justice (R) Abdul Shukurul Salam
Former Ombudsman

28.03.1995 - 27.03.1999

Mr. Justice Khalil ur Rehman Khan
Acting  Ombudsman

04.04.1999 - 06.02. 2000

The Office of the Wafaqi Mohtasib
Ombudsman) was established on 24 January 
1983 vide the President’s Order No.1 of 1983 
with the explicit mandate to diagnose,
investigate, rectify and redress public
grievances against maladministration by
Government agencies. Its mandate flows 
from Article 37 (d) of the Principles of Policy 
enshrined in chapter 2 of the Constitution of 
the Islamic Republic of Pakistan which 
entrusts the State with the responsibility to 
ensure inexpensive and expeditious justice to 
the public.  The establishment of this Office, 
therefore, marks an important milestone in 
the fulfilment of the constitutional obligations 
of the Government to the people of Pakistan. 

This institution since its inception has 
traversed a long way and established its 
credentials as an effective instrument for 
providing speedy and inexpensive justice to 
the people and to carry out systemic reforms.  
From January 1983 to date, the Wafaqi 
Mohtasib Office has witnessed continued 
growth in its operational activities, institution-
al reforms and putting in place a mechanism 
for internal review with a view to enhancing 
its efficiency and efficacy.  In this regard, the 
services of eleven illustrious ombudsmen 
preceding the current incumbent are well 
recognized that have contributed in making it 
a premier institution of administrative 
accountability in the country. 

The legal and institutional framework of the 
Wafaqi Mohtasib’s Office provides for an 
elaborate complaint redressal mechanism. It is 
unique in a sense that while it redresses the 
petitioner’s grievance, it offers recommendations 
and practical solutions to the issues without 
impinging upon the operational and policy 
making domains of the federal agencies. This 
institution over the years has grown into a 
national institution having 17 regional offices 
and two Complaints Collection Centres in 

various parts of the country. Today, it has one 
of the most efficient and user friendly web-
sites that has all the features to allow accessi-
bility and ease to the aggrieved citizens for 
filing complaints from any part of Pakistan 
without physically visiting the office. Similar-
ly, a Mobile App has been introduced to make 
the process more portable and citizen friendly.

The trust and confidence of the general public 
that the institution of Wafaqi Mohtasib has 
earned over the years for its integrity,
transparency, professionalism is borne out in 
numbers as it has disposed of around  1.9 
million complaints since its inception in 1983. 
It received 164,174 complaints during the 
year 2022 alone out of which 157,770 
complaints were disposed of reflecting an 
impressive rate of 95.87%.

The President’s Order referred to above 
provides for the Wafaqi Mohtasib to carry out 
research for ascertaining the root causes of 
corrupt practices and injustice and
recommending appropriate steps for their 
eradication. Accordingly, the Wafaqi
Mohtasib Secretariat conducted numerous 
studies and proposed standards of good 
governance to various government agencies. 
The Hon’ble Supreme Court also made a 
number of other references to the Wafaqi 
Mohtasib on the issues of public concern and 
after carrying out necessary investigation, 
reports were submitted to the Apex court. 
Similarly, the Wafaqi Mohtasib took a 
number of initiatives to facilitate the overseas 
Pakistanis, government pensioners,
senior citizens and the prisoners especially 
the women and children in jails. 

The objective of dispensing speedy and
inexpensive administrative justice could be 
best achieved when an effective mechanism 
for executing the orders of the competent 
forum was in place. Accordingly, an
Implementation Wing was established at the 
Head Office in 2007 with the precise mandate 
of pursuing agencies to provide either a
compliance report or evidence that the 

Agency had asked for reconsideration of the 
case or had gone to the Honourable President 
in a representation against the findings of the 
Wafaqi Mohtasib. Subsequently, Implementa-
tion Wings were established in all the Region-
al Offices to ensure that the findings/recom-
mendations stood implemented in accordance 
with the provisions of the President’s Order No.1 of 
1983. 

Article 33 of the President’s Order No.1 of 
1983 vests in Wafaqi Mohtasib authority to 
informally conciliate, amicably resolve, stipu-
late, settle or ameliorate any grievance with-
out any written memorandum and without the 
necessity of docketing any complaint or issu-
ing any official notice. This concept of Infor-
mal Resolution of Disputes (IRD) has been 
developed in the form of a pilot project both at 
Head Office and at Divisional level particular-
ly in those Divisions where no Regional Office 
of the WMS currently exists. The operational-
ization of the IRD project since April 2022 is 
an important milestone in maximizing the 
outreach of the Wafaqi Mohtasib’s Office 
especially in the remote areas of the country.

Under the Outreach Complaint Resolution 
(OCR) system launched in January 2016, 
Investigation officers visit various districts to 
redress grievances at the doorsteps of the 
complainants. Around 10,097 complaints have 
been resolved under this project. The OCR 
has been further strengthened by organizing 
Khuli Katcheries in remote areas.This 
provides general public an opportunity to 
raise their grievances in the presence of 
representatives of agencies closer to their 
homes and get immediate relief. It also 
creates greater awareness among the general 
public about the functioning of the Office of 
Wafaqi Mohtasib and the availability of this 
cost free and easily accessible forum for 
redressal of their grievances against federal 
agencies. 

Under the Integrated Complaint Resolution 
(ICR) system, the Ombudsman office has 
developed interface with 181 government 
agencies whereby any complaint which 
remains unresolved with the agency for 30 

days, is automatically transferred to the Federal 
Ombudsman’s Complaint Management 
Information System (CMIS) for further 
processing and disposal. 

Grievance Commissioner’s office for the 
Overseas Pakistanis was established in 
Ombudsman’s Secretariat in 2015 which 
offers an Institutional framework for address-
ing individual complaints and systemic issues 
faced by Overseas Pakistanis. One Window 
Facilitation Desks have been established at 
all international airports of the country to 
facilitate Overseas Pakistanis and their 
families travelling to or from Pakistan. In 
addition, on the special direction of the 
Ombudsman, Focal Persons have been 
appointed in Pakistan Missions abroad to 
personally hear and resolve problems faced 
by Pakistani diaspora. 

Pakistan has played a pivotal role in promot-
ing Ombudsmanship in Asia and the Muslim 
world. Pakistan hosted the first Ombudsman 
Conference at Islamabad establishing Asian 
Ombudsman Association (AOA) in April 1996 
which is non-political, independent, demo-
cratic and professional body of international 
character representing more than two thirds 
population of the world. With its Secretariat at 
Islamabad, the AOA has traversed a long way 
since its inception which is reflected in contin-
ued expansion of its membership and adop-
tion of well thought out rules and regulations 
of international standards. 

The year 2023 marks the completion of the 40 
years of the establishment of this institution. In 
this long journey, it has tried to live up to its 
mandate. This Office enjoys full support at the 
highest level to bring about much needed 
change in the lives of our people by improving 
the service delivery of the federal
agencies. Building upon the accomplishments 
of the past, the goals that the Office of the 
Wafaqi Mohtasib seeks to pursue in the coming 
years have a lot to offer to the people facing 
administrative excesses of the governmental 
agencies. The continued goodwill and across 
the board support from all segments of society 
holds a great promise for the future of this institution.
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Mr. Justice Muhammad Bashir Jehangiri
Acting Ombudsman

10.02.2000 - 31.01. 2002

Mr. Imtiaz Ahmed Sahibzada
Former Ombudsman

25.02. 2002 - 24.02. 2006

Mr. Javed Sadiq Malik
Former Ombudsman

28.10. 2006 - 27.10. 2010

The Office of the Wafaqi Mohtasib
Ombudsman) was established on 24 January 
1983 vide the President’s Order No.1 of 1983 
with the explicit mandate to diagnose,
investigate, rectify and redress public
grievances against maladministration by
Government agencies. Its mandate flows 
from Article 37 (d) of the Principles of Policy 
enshrined in chapter 2 of the Constitution of 
the Islamic Republic of Pakistan which 
entrusts the State with the responsibility to 
ensure inexpensive and expeditious justice to 
the public.  The establishment of this Office, 
therefore, marks an important milestone in 
the fulfilment of the constitutional obligations 
of the Government to the people of Pakistan. 

This institution since its inception has 
traversed a long way and established its 
credentials as an effective instrument for 
providing speedy and inexpensive justice to 
the people and to carry out systemic reforms.  
From January 1983 to date, the Wafaqi 
Mohtasib Office has witnessed continued 
growth in its operational activities, institution-
al reforms and putting in place a mechanism 
for internal review with a view to enhancing 
its efficiency and efficacy.  In this regard, the 
services of eleven illustrious ombudsmen 
preceding the current incumbent are well 
recognized that have contributed in making it 
a premier institution of administrative 
accountability in the country. 

The legal and institutional framework of the 
Wafaqi Mohtasib’s Office provides for an 
elaborate complaint redressal mechanism. It is 
unique in a sense that while it redresses the 
petitioner’s grievance, it offers recommendations 
and practical solutions to the issues without 
impinging upon the operational and policy 
making domains of the federal agencies. This 
institution over the years has grown into a 
national institution having 17 regional offices 
and two Complaints Collection Centres in 

various parts of the country. Today, it has one 
of the most efficient and user friendly web-
sites that has all the features to allow accessi-
bility and ease to the aggrieved citizens for 
filing complaints from any part of Pakistan 
without physically visiting the office. Similar-
ly, a Mobile App has been introduced to make 
the process more portable and citizen friendly.

The trust and confidence of the general public 
that the institution of Wafaqi Mohtasib has 
earned over the years for its integrity,
transparency, professionalism is borne out in 
numbers as it has disposed of around  1.9 
million complaints since its inception in 1983. 
It received 164,174 complaints during the 
year 2022 alone out of which 157,770 
complaints were disposed of reflecting an 
impressive rate of 95.87%.

The President’s Order referred to above 
provides for the Wafaqi Mohtasib to carry out 
research for ascertaining the root causes of 
corrupt practices and injustice and
recommending appropriate steps for their 
eradication. Accordingly, the Wafaqi
Mohtasib Secretariat conducted numerous 
studies and proposed standards of good 
governance to various government agencies. 
The Hon’ble Supreme Court also made a 
number of other references to the Wafaqi 
Mohtasib on the issues of public concern and 
after carrying out necessary investigation, 
reports were submitted to the Apex court. 
Similarly, the Wafaqi Mohtasib took a 
number of initiatives to facilitate the overseas 
Pakistanis, government pensioners,
senior citizens and the prisoners especially 
the women and children in jails. 

The objective of dispensing speedy and
inexpensive administrative justice could be 
best achieved when an effective mechanism 
for executing the orders of the competent 
forum was in place. Accordingly, an
Implementation Wing was established at the 
Head Office in 2007 with the precise mandate 
of pursuing agencies to provide either a
compliance report or evidence that the 

Agency had asked for reconsideration of the 
case or had gone to the Honourable President 
in a representation against the findings of the 
Wafaqi Mohtasib. Subsequently, Implementa-
tion Wings were established in all the Region-
al Offices to ensure that the findings/recom-
mendations stood implemented in accordance 
with the provisions of the President’s Order No.1 of 
1983. 

Article 33 of the President’s Order No.1 of 
1983 vests in Wafaqi Mohtasib authority to 
informally conciliate, amicably resolve, stipu-
late, settle or ameliorate any grievance with-
out any written memorandum and without the 
necessity of docketing any complaint or issu-
ing any official notice. This concept of Infor-
mal Resolution of Disputes (IRD) has been 
developed in the form of a pilot project both at 
Head Office and at Divisional level particular-
ly in those Divisions where no Regional Office 
of the WMS currently exists. The operational-
ization of the IRD project since April 2022 is 
an important milestone in maximizing the 
outreach of the Wafaqi Mohtasib’s Office 
especially in the remote areas of the country.

Under the Outreach Complaint Resolution 
(OCR) system launched in January 2016, 
Investigation officers visit various districts to 
redress grievances at the doorsteps of the 
complainants. Around 10,097 complaints have 
been resolved under this project. The OCR 
has been further strengthened by organizing 
Khuli Katcheries in remote areas.This 
provides general public an opportunity to 
raise their grievances in the presence of 
representatives of agencies closer to their 
homes and get immediate relief. It also 
creates greater awareness among the general 
public about the functioning of the Office of 
Wafaqi Mohtasib and the availability of this 
cost free and easily accessible forum for 
redressal of their grievances against federal 
agencies. 

Under the Integrated Complaint Resolution 
(ICR) system, the Ombudsman office has 
developed interface with 181 government 
agencies whereby any complaint which 
remains unresolved with the agency for 30 

days, is automatically transferred to the Federal 
Ombudsman’s Complaint Management 
Information System (CMIS) for further 
processing and disposal. 

Grievance Commissioner’s office for the 
Overseas Pakistanis was established in 
Ombudsman’s Secretariat in 2015 which 
offers an Institutional framework for address-
ing individual complaints and systemic issues 
faced by Overseas Pakistanis. One Window 
Facilitation Desks have been established at 
all international airports of the country to 
facilitate Overseas Pakistanis and their 
families travelling to or from Pakistan. In 
addition, on the special direction of the 
Ombudsman, Focal Persons have been 
appointed in Pakistan Missions abroad to 
personally hear and resolve problems faced 
by Pakistani diaspora. 

Pakistan has played a pivotal role in promot-
ing Ombudsmanship in Asia and the Muslim 
world. Pakistan hosted the first Ombudsman 
Conference at Islamabad establishing Asian 
Ombudsman Association (AOA) in April 1996 
which is non-political, independent, demo-
cratic and professional body of international 
character representing more than two thirds 
population of the world. With its Secretariat at 
Islamabad, the AOA has traversed a long way 
since its inception which is reflected in contin-
ued expansion of its membership and adop-
tion of well thought out rules and regulations 
of international standards. 

The year 2023 marks the completion of the 40 
years of the establishment of this institution. In 
this long journey, it has tried to live up to its 
mandate. This Office enjoys full support at the 
highest level to bring about much needed 
change in the lives of our people by improving 
the service delivery of the federal
agencies. Building upon the accomplishments 
of the past, the goals that the Office of the 
Wafaqi Mohtasib seeks to pursue in the coming 
years have a lot to offer to the people facing 
administrative excesses of the governmental 
agencies. The continued goodwill and across 
the board support from all segments of society 
holds a great promise for the future of this institution.

As a result of the campaign, the 
online complaints jumped from 
11,289 in 2019 to 42,238 during 
the year 2021.  The online com-
plaints witnessed continued 
increase and reached to 70,571 
in 2022. 

The landmark achievement of 
the Wafaqi Mohtasib Secretariat 
in the context of improvement of 
service delivery is the develop-
ment of an Integrated Complaint 
Resolution System.  Under this 
system complaint portals of 181 

agencies are linked with the 
CMIS of the Wafaqi Mohtasib. 
The complaints which remain 
unresolved beyond 30 days at the 
agency level are automatically 
transferred to the Wafaqi Mohta-
sib for further processing.  The 
agencies are, therefore, constantly 
being monitored for resolution of 
public complaints within a month 
of registration of complaints.

The comparison of the 
number of complaints received 
each year reflects the centrality 

of this institution in redressing 
the grievances of the general 
public against the federal agen-
cies and realizing the ultimate 
goal of promoting good gover-
nance and protection of human 
rights. The main features that 
add value to its operational 
capacity include its functional 
autonomy, independent of both 
the Legislature and the Execu-
tive; and client oriented but not 
anti-administration. Above all, 
the institution remains freely 
accessible and visible.

The above table indicates that 
the incidence of complaints enor-
mously rose from 7,812 to 
164,174 in the year 2022.   It 
increased five times within the 
first five years, and after some 
fluctuation for a few years, 
recorded remarkable increase.  
During the year 2021 it reached 
the figure of 110,405 but in 2022 it 
touched the highest ever figure of 
164,174.

 It is evident that the Wafaqi 
Mohtasib Secretariat (WMS) not 
only kept on discharging its 
assigned functions efficiently but 
enjoyed greater than ever confi-
dence of the general public.  It is 
also pertinent to note that after 
the introduction of the Federal 

Ombudsmen Institutional 
Reforms Act, 2013, all the 
complaints are required to be 
disposed of within 60 days and 
the review petitions are to be 
decided within 45 days.  The 
WMS accordingly strategized its 
operations in such a way that all 
the agencies concerned are 
bound to submit their reports 
against the complaints filed 
within 15 days, hearings are held 
quickly and the complaints are 
disposed of within the stipulated 
time.

In the wake of COVID-19 
pandemic, the WMS interacted 
with the agencies and the 
complainants by holding hear-
ings through video conferencing, 

Whatsapp or telephone; and the 
general public was encouraged to 
file their complaints online.  Con-
sequently, the WMS received the 
record number of 164,174 
complaints in 2022 against 
government agencies and 
disposed of 157,770 complaints.  
Almost all the complaints were 
processed and decided within the 
statutory period of 60 days.

The main reason for the 
remarkable increase in registra-
tion of complaints i.e. from 
73,059 in the year 2019 to 
164,174 in the year 2022 is 
attributable to the Awareness 
Campaign launched by the 
WMS on the advice of the 
Hon’ble President of Pakistan.  
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Mr.  M. Salman Faruqui, (NI)
Former  Ombudsman

01.03. 2013 - 20.07. 2017

Syed Tahir Shahbaz
Former Ombudsman

21.07.2017 - 26.12.2021

Mr. Ejaz Ahmad Qureshi
Federal Ombudsman

Assumed Office on 27.12.2021

The Office of the Wafaqi Mohtasib
Ombudsman) was established on 24 January 
1983 vide the President’s Order No.1 of 1983 
with the explicit mandate to diagnose,
investigate, rectify and redress public
grievances against maladministration by
Government agencies. Its mandate flows 
from Article 37 (d) of the Principles of Policy 
enshrined in chapter 2 of the Constitution of 
the Islamic Republic of Pakistan which 
entrusts the State with the responsibility to 
ensure inexpensive and expeditious justice to 
the public.  The establishment of this Office, 
therefore, marks an important milestone in 
the fulfilment of the constitutional obligations 
of the Government to the people of Pakistan. 

This institution since its inception has 
traversed a long way and established its 
credentials as an effective instrument for 
providing speedy and inexpensive justice to 
the people and to carry out systemic reforms.  
From January 1983 to date, the Wafaqi 
Mohtasib Office has witnessed continued 
growth in its operational activities, institution-
al reforms and putting in place a mechanism 
for internal review with a view to enhancing 
its efficiency and efficacy.  In this regard, the 
services of eleven illustrious ombudsmen 
preceding the current incumbent are well 
recognized that have contributed in making it 
a premier institution of administrative 
accountability in the country. 

The legal and institutional framework of the 
Wafaqi Mohtasib’s Office provides for an 
elaborate complaint redressal mechanism. It is 
unique in a sense that while it redresses the 
petitioner’s grievance, it offers recommendations 
and practical solutions to the issues without 
impinging upon the operational and policy 
making domains of the federal agencies. This 
institution over the years has grown into a 
national institution having 17 regional offices 
and two Complaints Collection Centres in 

various parts of the country. Today, it has one 
of the most efficient and user friendly web-
sites that has all the features to allow accessi-
bility and ease to the aggrieved citizens for 
filing complaints from any part of Pakistan 
without physically visiting the office. Similar-
ly, a Mobile App has been introduced to make 
the process more portable and citizen friendly.

The trust and confidence of the general public 
that the institution of Wafaqi Mohtasib has 
earned over the years for its integrity,
transparency, professionalism is borne out in 
numbers as it has disposed of around  1.9 
million complaints since its inception in 1983. 
It received 164,174 complaints during the 
year 2022 alone out of which 157,770 
complaints were disposed of reflecting an 
impressive rate of 95.87%.

The President’s Order referred to above 
provides for the Wafaqi Mohtasib to carry out 
research for ascertaining the root causes of 
corrupt practices and injustice and
recommending appropriate steps for their 
eradication. Accordingly, the Wafaqi
Mohtasib Secretariat conducted numerous 
studies and proposed standards of good 
governance to various government agencies. 
The Hon’ble Supreme Court also made a 
number of other references to the Wafaqi 
Mohtasib on the issues of public concern and 
after carrying out necessary investigation, 
reports were submitted to the Apex court. 
Similarly, the Wafaqi Mohtasib took a 
number of initiatives to facilitate the overseas 
Pakistanis, government pensioners,
senior citizens and the prisoners especially 
the women and children in jails. 

The objective of dispensing speedy and
inexpensive administrative justice could be 
best achieved when an effective mechanism 
for executing the orders of the competent 
forum was in place. Accordingly, an
Implementation Wing was established at the 
Head Office in 2007 with the precise mandate 
of pursuing agencies to provide either a
compliance report or evidence that the 

Agency had asked for reconsideration of the 
case or had gone to the Honourable President 
in a representation against the findings of the 
Wafaqi Mohtasib. Subsequently, Implementa-
tion Wings were established in all the Region-
al Offices to ensure that the findings/recom-
mendations stood implemented in accordance 
with the provisions of the President’s Order No.1 of 
1983. 

Article 33 of the President’s Order No.1 of 
1983 vests in Wafaqi Mohtasib authority to 
informally conciliate, amicably resolve, stipu-
late, settle or ameliorate any grievance with-
out any written memorandum and without the 
necessity of docketing any complaint or issu-
ing any official notice. This concept of Infor-
mal Resolution of Disputes (IRD) has been 
developed in the form of a pilot project both at 
Head Office and at Divisional level particular-
ly in those Divisions where no Regional Office 
of the WMS currently exists. The operational-
ization of the IRD project since April 2022 is 
an important milestone in maximizing the 
outreach of the Wafaqi Mohtasib’s Office 
especially in the remote areas of the country.

Under the Outreach Complaint Resolution 
(OCR) system launched in January 2016, 
Investigation officers visit various districts to 
redress grievances at the doorsteps of the 
complainants. Around 10,097 complaints have 
been resolved under this project. The OCR 
has been further strengthened by organizing 
Khuli Katcheries in remote areas.This 
provides general public an opportunity to 
raise their grievances in the presence of 
representatives of agencies closer to their 
homes and get immediate relief. It also 
creates greater awareness among the general 
public about the functioning of the Office of 
Wafaqi Mohtasib and the availability of this 
cost free and easily accessible forum for 
redressal of their grievances against federal 
agencies. 

Under the Integrated Complaint Resolution 
(ICR) system, the Ombudsman office has 
developed interface with 181 government 
agencies whereby any complaint which 
remains unresolved with the agency for 30 

days, is automatically transferred to the Federal 
Ombudsman’s Complaint Management 
Information System (CMIS) for further 
processing and disposal. 

Grievance Commissioner’s office for the 
Overseas Pakistanis was established in 
Ombudsman’s Secretariat in 2015 which 
offers an Institutional framework for address-
ing individual complaints and systemic issues 
faced by Overseas Pakistanis. One Window 
Facilitation Desks have been established at 
all international airports of the country to 
facilitate Overseas Pakistanis and their 
families travelling to or from Pakistan. In 
addition, on the special direction of the 
Ombudsman, Focal Persons have been 
appointed in Pakistan Missions abroad to 
personally hear and resolve problems faced 
by Pakistani diaspora. 

Pakistan has played a pivotal role in promot-
ing Ombudsmanship in Asia and the Muslim 
world. Pakistan hosted the first Ombudsman 
Conference at Islamabad establishing Asian 
Ombudsman Association (AOA) in April 1996 
which is non-political, independent, demo-
cratic and professional body of international 
character representing more than two thirds 
population of the world. With its Secretariat at 
Islamabad, the AOA has traversed a long way 
since its inception which is reflected in contin-
ued expansion of its membership and adop-
tion of well thought out rules and regulations 
of international standards. 

The year 2023 marks the completion of the 40 
years of the establishment of this institution. In 
this long journey, it has tried to live up to its 
mandate. This Office enjoys full support at the 
highest level to bring about much needed 
change in the lives of our people by improving 
the service delivery of the federal
agencies. Building upon the accomplishments 
of the past, the goals that the Office of the 
Wafaqi Mohtasib seeks to pursue in the coming 
years have a lot to offer to the people facing 
administrative excesses of the governmental 
agencies. The continued goodwill and across 
the board support from all segments of society 
holds a great promise for the future of this institution.

As a result of the campaign, the 
online complaints jumped from 
11,289 in 2019 to 42,238 during 
the year 2021.  The online com-
plaints witnessed continued 
increase and reached to 70,571 
in 2022. 

The landmark achievement of 
the Wafaqi Mohtasib Secretariat 
in the context of improvement of 
service delivery is the develop-
ment of an Integrated Complaint 
Resolution System.  Under this 
system complaint portals of 181 

agencies are linked with the 
CMIS of the Wafaqi Mohtasib. 
The complaints which remain 
unresolved beyond 30 days at the 
agency level are automatically 
transferred to the Wafaqi Mohta-
sib for further processing.  The 
agencies are, therefore, constantly 
being monitored for resolution of 
public complaints within a month 
of registration of complaints.

The comparison of the 
number of complaints received 
each year reflects the centrality 

of this institution in redressing 
the grievances of the general 
public against the federal agen-
cies and realizing the ultimate 
goal of promoting good gover-
nance and protection of human 
rights. The main features that 
add value to its operational 
capacity include its functional 
autonomy, independent of both 
the Legislature and the Execu-
tive; and client oriented but not 
anti-administration. Above all, 
the institution remains freely 
accessible and visible.

The above table indicates that 
the incidence of complaints enor-
mously rose from 7,812 to 
164,174 in the year 2022.   It 
increased five times within the 
first five years, and after some 
fluctuation for a few years, 
recorded remarkable increase.  
During the year 2021 it reached 
the figure of 110,405 but in 2022 it 
touched the highest ever figure of 
164,174.

 It is evident that the Wafaqi 
Mohtasib Secretariat (WMS) not 
only kept on discharging its 
assigned functions efficiently but 
enjoyed greater than ever confi-
dence of the general public.  It is 
also pertinent to note that after 
the introduction of the Federal 

Ombudsmen Institutional 
Reforms Act, 2013, all the 
complaints are required to be 
disposed of within 60 days and 
the review petitions are to be 
decided within 45 days.  The 
WMS accordingly strategized its 
operations in such a way that all 
the agencies concerned are 
bound to submit their reports 
against the complaints filed 
within 15 days, hearings are held 
quickly and the complaints are 
disposed of within the stipulated 
time.

In the wake of COVID-19 
pandemic, the WMS interacted 
with the agencies and the 
complainants by holding hear-
ings through video conferencing, 

Whatsapp or telephone; and the 
general public was encouraged to 
file their complaints online.  Con-
sequently, the WMS received the 
record number of 164,174 
complaints in 2022 against 
government agencies and 
disposed of 157,770 complaints.  
Almost all the complaints were 
processed and decided within the 
statutory period of 60 days.

The main reason for the 
remarkable increase in registra-
tion of complaints i.e. from 
73,059 in the year 2019 to 
164,174 in the year 2022 is 
attributable to the Awareness 
Campaign launched by the 
WMS on the advice of the 
Hon’ble President of Pakistan.  
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The earliest historical 
accounts which show the 
existence of ombudsman or a 
prototype of it, are found in China 
during the Qin Dynasty in 200 
BC. The Roman Empire also had 
a system where the Roman 
Tribune could overrule any law 
infringing upon the rights of its 
citizens. The advent of Islam and 
its subsequent spread across the 
continents ushered in a new era of 
justice and accountability. During 
the period of the second Caliph of 
Islam Umar ibn Al-Khattab (RA), 
the process of accountability was 
institutionalized in the form of 
“Deewan-e-Mazalim”. It was the 
first open court where citizens 
used to come and lodge their 
complaints against the govern-
ment officials and the Caliph used 
to conduct the hearings, thereby, 
laying the foundations of trans-
parency and justice. 

Similarly, during the Joseon 
Dynasty, in Korea in the 14th 
Century, an amhaeng-eosa 
(secret royal inspector), appoint-
ed by the King, used to travel 
across the province to secretly 
monitor the performance of 
government officials. The term of 
Ombudsman in its current form 
was used for the first time in 
Sweden when King Charles XII 
established an office of Supreme 
Ombudsman in 1713 which later 
on came to be known as “Chan-
cellor of Justice” in 1719. The 
Swedish Parliamentary Ombuds-
man was instituted in 1809 to 
safeguard the rights of the 
citizens. Since then the term 
Ombudsman has been widely 
accepted and used across the 
globe to refer to any political 
arrangement made for the admin-
istrative accountability, with 
varying degrees of autonomy and 
powers to exercise. 

In the global perspective, the 
human society has witnessed 
important political and social 
developments in the form of 
Magna Carta in England to the 
Bill of Rights in the US Constitu-
tion. The United Nations Charter 
in 1945 which brought the inter-
national community together to 
save succeeding generations 
from the scourge of war, recog-
nized the need for a more just and 
equal international order. In 1948, 
the United Nations General 
Assembly adopted an extra 
ordinary piece of legislation 
which now has come to be known 
as Universal Declaration of 
Human Rights. The document 
outlines all those rights to which 
every human being is equally 
entitled. Similarly, this document 
also stipulates those rights which 
are universally granted to the 
people including the right to 
justice and equality. Ensuring the 
right to justice and equality 
requires more robust and effec-
tive judicial system where every 
individual has an access to 
justice. This tremendously 
increases the role of an ombuds-
man in any modern democratic 
society looking to abide by the 
Universal Declaration of Human 
Rights. 

The ombudsmen around the 
world function in supplementing 
the role of supreme judiciary to 
ensure that matters of administra-
tive accountability are resolved 
thereby easing the burden and 
making administrative justice 
more accessible and free of cost. 
Therefore, contrary to what is 
usually perceived, the office of 
Ombudsman by no means is an 
alternative to the Supreme 
Judiciary but exists to support it 
by playing a complementary role. 

In Pakistan, the Office of 

Wafaqi Mohtasib was established 
in 1983 with the explicit objec-
tives:

• To diagnose, investigate, 
redress and rectify any injustice 
done to a person through malad-
ministration. 

• To undertake and investigate 
into any allegation of maladminis-
tration on the part of any agency or 
any of its officer or employee. 

• To provide speedy and 
expeditious relief to citizens by 
redressing their grievances to 
promote good governance. 

• May arrange for studies to be 
made or research to be conduct-
ed to ascertain the root causes of 
corrupt practices and injustice.

It has now 17 regional offices  
and two complaints collection 
centres spread over the entire 
country and more offices are in 
the offing to enhance the 
outreach of this institution. 

The concept of ombudsman-
ship quickly gained popularity in 
Pakistan to cover other areas of 
governance such as tax, insur-
ance, banking and protection of 
women against harassment at 
workplace. Such offices have also 
been established at the provincial 
level.

The journey of Wafaqi Mohtasib’s 
Office during the last 40 years has 
been remarkable and it has tried to 
live up to its mandate. It enjoys full 
support at the highest level to bring 
about much needed change in the 
lives of our people, by improving 
the service delivery of the federal 
agencies. The continued good will, 
confidence and trust that it has 
earned over these years shall 
guide its path in maximizing its 
outreach and providing 
inexpensive and speedy relief to 
the general public.

The Office of the Wafaqi Mohtasib
Ombudsman) was established on 24 January 
1983 vide the President’s Order No.1 of 1983 
with the explicit mandate to diagnose,
investigate, rectify and redress public
grievances against maladministration by
Government agencies. Its mandate flows 
from Article 37 (d) of the Principles of Policy 
enshrined in chapter 2 of the Constitution of 
the Islamic Republic of Pakistan which 
entrusts the State with the responsibility to 
ensure inexpensive and expeditious justice to 
the public.  The establishment of this Office, 
therefore, marks an important milestone in 
the fulfilment of the constitutional obligations 
of the Government to the people of Pakistan. 

This institution since its inception has 
traversed a long way and established its 
credentials as an effective instrument for 
providing speedy and inexpensive justice to 
the people and to carry out systemic reforms.  
From January 1983 to date, the Wafaqi 
Mohtasib Office has witnessed continued 
growth in its operational activities, institution-
al reforms and putting in place a mechanism 
for internal review with a view to enhancing 
its efficiency and efficacy.  In this regard, the 
services of eleven illustrious ombudsmen 
preceding the current incumbent are well 
recognized that have contributed in making it 
a premier institution of administrative 
accountability in the country. 

The legal and institutional framework of the 
Wafaqi Mohtasib’s Office provides for an 
elaborate complaint redressal mechanism. It is 
unique in a sense that while it redresses the 
petitioner’s grievance, it offers recommendations 
and practical solutions to the issues without 
impinging upon the operational and policy 
making domains of the federal agencies. This 
institution over the years has grown into a 
national institution having 17 regional offices 
and two Complaints Collection Centres in 

OMBUDSMANSHIP – 
A HISTORICAL PERSPECTIVE

various parts of the country. Today, it has one 
of the most efficient and user friendly web-
sites that has all the features to allow accessi-
bility and ease to the aggrieved citizens for 
filing complaints from any part of Pakistan 
without physically visiting the office. Similar-
ly, a Mobile App has been introduced to make 
the process more portable and citizen friendly.

The trust and confidence of the general public 
that the institution of Wafaqi Mohtasib has 
earned over the years for its integrity,
transparency, professionalism is borne out in 
numbers as it has disposed of around  1.9 
million complaints since its inception in 1983. 
It received 164,174 complaints during the 
year 2022 alone out of which 157,770 
complaints were disposed of reflecting an 
impressive rate of 95.87%.

The President’s Order referred to above 
provides for the Wafaqi Mohtasib to carry out 
research for ascertaining the root causes of 
corrupt practices and injustice and
recommending appropriate steps for their 
eradication. Accordingly, the Wafaqi
Mohtasib Secretariat conducted numerous 
studies and proposed standards of good 
governance to various government agencies. 
The Hon’ble Supreme Court also made a 
number of other references to the Wafaqi 
Mohtasib on the issues of public concern and 
after carrying out necessary investigation, 
reports were submitted to the Apex court. 
Similarly, the Wafaqi Mohtasib took a 
number of initiatives to facilitate the overseas 
Pakistanis, government pensioners,
senior citizens and the prisoners especially 
the women and children in jails. 

The objective of dispensing speedy and
inexpensive administrative justice could be 
best achieved when an effective mechanism 
for executing the orders of the competent 
forum was in place. Accordingly, an
Implementation Wing was established at the 
Head Office in 2007 with the precise mandate 
of pursuing agencies to provide either a
compliance report or evidence that the 

Agency had asked for reconsideration of the 
case or had gone to the Honourable President 
in a representation against the findings of the 
Wafaqi Mohtasib. Subsequently, Implementa-
tion Wings were established in all the Region-
al Offices to ensure that the findings/recom-
mendations stood implemented in accordance 
with the provisions of the President’s Order No.1 of 
1983. 

Article 33 of the President’s Order No.1 of 
1983 vests in Wafaqi Mohtasib authority to 
informally conciliate, amicably resolve, stipu-
late, settle or ameliorate any grievance with-
out any written memorandum and without the 
necessity of docketing any complaint or issu-
ing any official notice. This concept of Infor-
mal Resolution of Disputes (IRD) has been 
developed in the form of a pilot project both at 
Head Office and at Divisional level particular-
ly in those Divisions where no Regional Office 
of the WMS currently exists. The operational-
ization of the IRD project since April 2022 is 
an important milestone in maximizing the 
outreach of the Wafaqi Mohtasib’s Office 
especially in the remote areas of the country.

Under the Outreach Complaint Resolution 
(OCR) system launched in January 2016, 
Investigation officers visit various districts to 
redress grievances at the doorsteps of the 
complainants. Around 10,097 complaints have 
been resolved under this project. The OCR 
has been further strengthened by organizing 
Khuli Katcheries in remote areas.This 
provides general public an opportunity to 
raise their grievances in the presence of 
representatives of agencies closer to their 
homes and get immediate relief. It also 
creates greater awareness among the general 
public about the functioning of the Office of 
Wafaqi Mohtasib and the availability of this 
cost free and easily accessible forum for 
redressal of their grievances against federal 
agencies. 

Under the Integrated Complaint Resolution 
(ICR) system, the Ombudsman office has 
developed interface with 181 government 
agencies whereby any complaint which 
remains unresolved with the agency for 30 

days, is automatically transferred to the Federal 
Ombudsman’s Complaint Management 
Information System (CMIS) for further 
processing and disposal. 

Grievance Commissioner’s office for the 
Overseas Pakistanis was established in 
Ombudsman’s Secretariat in 2015 which 
offers an Institutional framework for address-
ing individual complaints and systemic issues 
faced by Overseas Pakistanis. One Window 
Facilitation Desks have been established at 
all international airports of the country to 
facilitate Overseas Pakistanis and their 
families travelling to or from Pakistan. In 
addition, on the special direction of the 
Ombudsman, Focal Persons have been 
appointed in Pakistan Missions abroad to 
personally hear and resolve problems faced 
by Pakistani diaspora. 

Pakistan has played a pivotal role in promot-
ing Ombudsmanship in Asia and the Muslim 
world. Pakistan hosted the first Ombudsman 
Conference at Islamabad establishing Asian 
Ombudsman Association (AOA) in April 1996 
which is non-political, independent, demo-
cratic and professional body of international 
character representing more than two thirds 
population of the world. With its Secretariat at 
Islamabad, the AOA has traversed a long way 
since its inception which is reflected in contin-
ued expansion of its membership and adop-
tion of well thought out rules and regulations 
of international standards. 

The year 2023 marks the completion of the 40 
years of the establishment of this institution. In 
this long journey, it has tried to live up to its 
mandate. This Office enjoys full support at the 
highest level to bring about much needed 
change in the lives of our people by improving 
the service delivery of the federal
agencies. Building upon the accomplishments 
of the past, the goals that the Office of the 
Wafaqi Mohtasib seeks to pursue in the coming 
years have a lot to offer to the people facing 
administrative excesses of the governmental 
agencies. The continued goodwill and across 
the board support from all segments of society 
holds a great promise for the future of this institution.

As a result of the campaign, the 
online complaints jumped from 
11,289 in 2019 to 42,238 during 
the year 2021.  The online com-
plaints witnessed continued 
increase and reached to 70,571 
in 2022. 

The landmark achievement of 
the Wafaqi Mohtasib Secretariat 
in the context of improvement of 
service delivery is the develop-
ment of an Integrated Complaint 
Resolution System.  Under this 
system complaint portals of 181 

agencies are linked with the 
CMIS of the Wafaqi Mohtasib. 
The complaints which remain 
unresolved beyond 30 days at the 
agency level are automatically 
transferred to the Wafaqi Mohta-
sib for further processing.  The 
agencies are, therefore, constantly 
being monitored for resolution of 
public complaints within a month 
of registration of complaints.

The comparison of the 
number of complaints received 
each year reflects the centrality 

of this institution in redressing 
the grievances of the general 
public against the federal agen-
cies and realizing the ultimate 
goal of promoting good gover-
nance and protection of human 
rights. The main features that 
add value to its operational 
capacity include its functional 
autonomy, independent of both 
the Legislature and the Execu-
tive; and client oriented but not 
anti-administration. Above all, 
the institution remains freely 
accessible and visible.

The above table indicates that 
the incidence of complaints enor-
mously rose from 7,812 to 
164,174 in the year 2022.   It 
increased five times within the 
first five years, and after some 
fluctuation for a few years, 
recorded remarkable increase.  
During the year 2021 it reached 
the figure of 110,405 but in 2022 it 
touched the highest ever figure of 
164,174.

 It is evident that the Wafaqi 
Mohtasib Secretariat (WMS) not 
only kept on discharging its 
assigned functions efficiently but 
enjoyed greater than ever confi-
dence of the general public.  It is 
also pertinent to note that after 
the introduction of the Federal 

Ombudsmen Institutional 
Reforms Act, 2013, all the 
complaints are required to be 
disposed of within 60 days and 
the review petitions are to be 
decided within 45 days.  The 
WMS accordingly strategized its 
operations in such a way that all 
the agencies concerned are 
bound to submit their reports 
against the complaints filed 
within 15 days, hearings are held 
quickly and the complaints are 
disposed of within the stipulated 
time.

In the wake of COVID-19 
pandemic, the WMS interacted 
with the agencies and the 
complainants by holding hear-
ings through video conferencing, 

Whatsapp or telephone; and the 
general public was encouraged to 
file their complaints online.  Con-
sequently, the WMS received the 
record number of 164,174 
complaints in 2022 against 
government agencies and 
disposed of 157,770 complaints.  
Almost all the complaints were 
processed and decided within the 
statutory period of 60 days.

The main reason for the 
remarkable increase in registra-
tion of complaints i.e. from 
73,059 in the year 2019 to 
164,174 in the year 2022 is 
attributable to the Awareness 
Campaign launched by the 
WMS on the advice of the 
Hon’ble President of Pakistan.  
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The Office of the Wafaqi Mohtasib
Ombudsman) was established on 24 January 
1983 vide the President’s Order No.1 of 1983 
with the explicit mandate to diagnose,
investigate, rectify and redress public
grievances against maladministration by
Government agencies. Its mandate flows 
from Article 37 (d) of the Principles of Policy 
enshrined in chapter 2 of the Constitution of 
the Islamic Republic of Pakistan which 
entrusts the State with the responsibility to 
ensure inexpensive and expeditious justice to 
the public.  The establishment of this Office, 
therefore, marks an important milestone in 
the fulfilment of the constitutional obligations 
of the Government to the people of Pakistan. 

This institution since its inception has 
traversed a long way and established its 
credentials as an effective instrument for 
providing speedy and inexpensive justice to 
the people and to carry out systemic reforms.  
From January 1983 to date, the Wafaqi 
Mohtasib Office has witnessed continued 
growth in its operational activities, institution-
al reforms and putting in place a mechanism 
for internal review with a view to enhancing 
its efficiency and efficacy.  In this regard, the 
services of eleven illustrious ombudsmen 
preceding the current incumbent are well 
recognized that have contributed in making it 
a premier institution of administrative 
accountability in the country. 

The legal and institutional framework of the 
Wafaqi Mohtasib’s Office provides for an 
elaborate complaint redressal mechanism. It is 
unique in a sense that while it redresses the 
petitioner’s grievance, it offers recommendations 
and practical solutions to the issues without 
impinging upon the operational and policy 
making domains of the federal agencies. This 
institution over the years has grown into a 
national institution having 17 regional offices 
and two Complaints Collection Centres in 

various parts of the country. Today, it has one 
of the most efficient and user friendly web-
sites that has all the features to allow accessi-
bility and ease to the aggrieved citizens for 
filing complaints from any part of Pakistan 
without physically visiting the office. Similar-
ly, a Mobile App has been introduced to make 
the process more portable and citizen friendly.

The trust and confidence of the general public 
that the institution of Wafaqi Mohtasib has 
earned over the years for its integrity,
transparency, professionalism is borne out in 
numbers as it has disposed of around  1.9 
million complaints since its inception in 1983. 
It received 164,174 complaints during the 
year 2022 alone out of which 157,770 
complaints were disposed of reflecting an 
impressive rate of 95.87%.

The President’s Order referred to above 
provides for the Wafaqi Mohtasib to carry out 
research for ascertaining the root causes of 
corrupt practices and injustice and
recommending appropriate steps for their 
eradication. Accordingly, the Wafaqi
Mohtasib Secretariat conducted numerous 
studies and proposed standards of good 
governance to various government agencies. 
The Hon’ble Supreme Court also made a 
number of other references to the Wafaqi 
Mohtasib on the issues of public concern and 
after carrying out necessary investigation, 
reports were submitted to the Apex court. 
Similarly, the Wafaqi Mohtasib took a 
number of initiatives to facilitate the overseas 
Pakistanis, government pensioners,
senior citizens and the prisoners especially 
the women and children in jails. 

The objective of dispensing speedy and
inexpensive administrative justice could be 
best achieved when an effective mechanism 
for executing the orders of the competent 
forum was in place. Accordingly, an
Implementation Wing was established at the 
Head Office in 2007 with the precise mandate 
of pursuing agencies to provide either a
compliance report or evidence that the 

Agency had asked for reconsideration of the 
case or had gone to the Honourable President 
in a representation against the findings of the 
Wafaqi Mohtasib. Subsequently, Implementa-
tion Wings were established in all the Region-
al Offices to ensure that the findings/recom-
mendations stood implemented in accordance 
with the provisions of the President’s Order No.1 of 
1983. 

Article 33 of the President’s Order No.1 of 
1983 vests in Wafaqi Mohtasib authority to 
informally conciliate, amicably resolve, stipu-
late, settle or ameliorate any grievance with-
out any written memorandum and without the 
necessity of docketing any complaint or issu-
ing any official notice. This concept of Infor-
mal Resolution of Disputes (IRD) has been 
developed in the form of a pilot project both at 
Head Office and at Divisional level particular-
ly in those Divisions where no Regional Office 
of the WMS currently exists. The operational-
ization of the IRD project since April 2022 is 
an important milestone in maximizing the 
outreach of the Wafaqi Mohtasib’s Office 
especially in the remote areas of the country.

Under the Outreach Complaint Resolution 
(OCR) system launched in January 2016, 
Investigation officers visit various districts to 
redress grievances at the doorsteps of the 
complainants. Around 10,097 complaints have 
been resolved under this project. The OCR 
has been further strengthened by organizing 
Khuli Katcheries in remote areas.This 
provides general public an opportunity to 
raise their grievances in the presence of 
representatives of agencies closer to their 
homes and get immediate relief. It also 
creates greater awareness among the general 
public about the functioning of the Office of 
Wafaqi Mohtasib and the availability of this 
cost free and easily accessible forum for 
redressal of their grievances against federal 
agencies. 

Under the Integrated Complaint Resolution 
(ICR) system, the Ombudsman office has 
developed interface with 181 government 
agencies whereby any complaint which 
remains unresolved with the agency for 30 

days, is automatically transferred to the Federal 
Ombudsman’s Complaint Management 
Information System (CMIS) for further 
processing and disposal. 

Grievance Commissioner’s office for the 
Overseas Pakistanis was established in 
Ombudsman’s Secretariat in 2015 which 
offers an Institutional framework for address-
ing individual complaints and systemic issues 
faced by Overseas Pakistanis. One Window 
Facilitation Desks have been established at 
all international airports of the country to 
facilitate Overseas Pakistanis and their 
families travelling to or from Pakistan. In 
addition, on the special direction of the 
Ombudsman, Focal Persons have been 
appointed in Pakistan Missions abroad to 
personally hear and resolve problems faced 
by Pakistani diaspora. 

Pakistan has played a pivotal role in promot-
ing Ombudsmanship in Asia and the Muslim 
world. Pakistan hosted the first Ombudsman 
Conference at Islamabad establishing Asian 
Ombudsman Association (AOA) in April 1996 
which is non-political, independent, demo-
cratic and professional body of international 
character representing more than two thirds 
population of the world. With its Secretariat at 
Islamabad, the AOA has traversed a long way 
since its inception which is reflected in contin-
ued expansion of its membership and adop-
tion of well thought out rules and regulations 
of international standards. 

The year 2023 marks the completion of the 40 
years of the establishment of this institution. In 
this long journey, it has tried to live up to its 
mandate. This Office enjoys full support at the 
highest level to bring about much needed 
change in the lives of our people by improving 
the service delivery of the federal
agencies. Building upon the accomplishments 
of the past, the goals that the Office of the 
Wafaqi Mohtasib seeks to pursue in the coming 
years have a lot to offer to the people facing 
administrative excesses of the governmental 
agencies. The continued goodwill and across 
the board support from all segments of society 
holds a great promise for the future of this institution.

THE PERFORMANCE HIGHLIGHTS
IN NUMBERS

As a result of the campaign, the 
online complaints jumped from 
11,289 in 2019 to 42,238 during 
the year 2021.  The online com-
plaints witnessed continued 
increase and reached to 70,571 
in 2022. 

The landmark achievement of 
the Wafaqi Mohtasib Secretariat 
in the context of improvement of 
service delivery is the develop-
ment of an Integrated Complaint 
Resolution System.  Under this 
system complaint portals of 181 

agencies are linked with the 
CMIS of the Wafaqi Mohtasib. 
The complaints which remain 
unresolved beyond 30 days at the 
agency level are automatically 
transferred to the Wafaqi Mohta-
sib for further processing.  The 
agencies are, therefore, constantly 
being monitored for resolution of 
public complaints within a month 
of registration of complaints.

The comparison of the 
number of complaints received 
each year reflects the centrality 

of this institution in redressing 
the grievances of the general 
public against the federal agen-
cies and realizing the ultimate 
goal of promoting good gover-
nance and protection of human 
rights. The main features that 
add value to its operational 
capacity include its functional 
autonomy, independent of both 
the Legislature and the Execu-
tive; and client oriented but not 
anti-administration. Above all, 
the institution remains freely 
accessible and visible.

The above table indicates that 
the incidence of complaints enor-
mously rose from 7,812 to 
164,174 in the year 2022.   It 
increased five times within the 
first five years, and after some 
fluctuation for a few years, 
recorded remarkable increase.  
During the year 2021 it reached 
the figure of 110,405 but in 2022 it 
touched the highest ever figure of 
164,174.

 It is evident that the Wafaqi 
Mohtasib Secretariat (WMS) not 
only kept on discharging its 
assigned functions efficiently but 
enjoyed greater than ever confi-
dence of the general public.  It is 
also pertinent to note that after 
the introduction of the Federal 

Ombudsmen Institutional 
Reforms Act, 2013, all the 
complaints are required to be 
disposed of within 60 days and 
the review petitions are to be 
decided within 45 days.  The 
WMS accordingly strategized its 
operations in such a way that all 
the agencies concerned are 
bound to submit their reports 
against the complaints filed 
within 15 days, hearings are held 
quickly and the complaints are 
disposed of within the stipulated 
time.

In the wake of COVID-19 
pandemic, the WMS interacted 
with the agencies and the 
complainants by holding hear-
ings through video conferencing, 

Whatsapp or telephone; and the 
general public was encouraged to 
file their complaints online.  Con-
sequently, the WMS received the 
record number of 164,174 
complaints in 2022 against 
government agencies and 
disposed of 157,770 complaints.  
Almost all the complaints were 
processed and decided within the 
statutory period of 60 days.

The main reason for the 
remarkable increase in registra-
tion of complaints i.e. from 
73,059 in the year 2019 to 
164,174 in the year 2022 is 
attributable to the Awareness 
Campaign launched by the 
WMS on the advice of the 
Hon’ble President of Pakistan.  

The population of Pakistan at the time of establishment of the Office of Wafaqi Mohtasib in 1983 was 86.29 million 
and since then has continued to grow at a very high rate.  Today the total population of the country is estimated to 
be around 250 million.  With the rapid increase in the households, complaints against mal-administration on the part 
of the government agencies has also increased significantly.  The following table depicts the number of complaints 
lodged with the Office of Wafaqi Mohtasib since its inception:-

 
 

1983 7,812 
1984 37,697 
1985 34,937 
1986 42,742 
1987 44,323 
1988 30,290 
1989 26,634 
1990 31,489 
1991 49,049 
1992 52,290 
1993 44,578 
1994 44,244 
1995 39,921 
1996 42,178 
1997 44,921 
1998 44,332 
1999 43,833 
2000 41,080 
2001 33,385 
2002 31,613 
2003 25,761 

2004 25,327 
2005 15,136 
2006 11,887 
2007 23,290 
2008 23,718 
2009 30,056 
2010 37,364 
2011 38,685 
2012 29,752 
2013 35,276 
2014 41,659 
2015 58,078 
2016 91,800 
2017 83,457 
2018 70,716 
2019 73,059 
2020 133,521 
2021 110,405 

 

164,174

1,890,469

2022

NUMBER OF COMPLAINTS 
LODGED

YEAR

Grand Total
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COMMEMORATIVE POSTAGE STAMP LAUNCHED
 TO MARK THE 40 YEARS OF SERVICE

The Federal Ombudsman of 
Pakistan, Mr. Ejaz Ahmad 
Qureshi presided over the 23rd 
Annual Meeting of the Board of 
Directors of the Asian Ombuds-
man Association on 18 October 
2022 at Baku, Republic of Azer-
baijan. The meeting was attend-
ed by the heads of the respective 
institutions and representatives 
of Azerbaijan,  China, Hong 
Kong, Indonesia, Iran, Japan and 
Turkey.

The Board of Directors meet-
ing was held after a gap of two 
years due to COVID-19 pandemic 
which has brought in its wake 
border closures, lockdown and 
travel restrictions. The AOA 
membership was no exception 
and the Association, too,  
remained in a slowdown mode. 
Nevertheless, the Permanent 
Secretariat of AOA in Islamabad 
during the difficult years contin-
ued with the implementation of 
the decisions taken by the earlier 
meeting of the Board.

     While presenting the report 
on the activities of the Associa-
tion, its President Mr. Ejaz 
Ahmad Qureshi gave a broad 
overview of the Association’s 
continued growth into a mature, 

dynamic and progressive 
platform of the ombudsman 
fraternity in the region. He 
added that the steps taken by 
the Association over the past 26 
years in pursuit of its goals and 
objective offered a great promise 
for its future. The meeting delib-
erated on various important 
items on its agenda impacting 
directly the future course of the 
Association. These items related 
to the upgrading of the AOA 

Resource Centre, updating 
e-Profile Directory of AOA mem-
bers, alumni members, regular 
subscription to the monthly 
Newsletter, developing AOA 
calendar of activities for 
2022-2023 and expanding the 
membership of the Association. 
It also reviewed progress on the 
on-going activities and consid-
ered action plan for election of 
the members/office bearers of 
the AOA next year. 

The Asian Ombudsman Asso-
ciation is a major non-political, 
independent, democratic and 
professional body of internation-
al character, representing more 
than two third of the world 
population from 25 major coun-
tries in the Asian continent. Its 
Board of Directors meet every 
year and the General Assembly 
meets every two years. Before 
the conclusion of the meeting, a 
short documentary prepared by 
the AOA Secretariat titled “Pro-

moting Ombudsmanship in Asia 
and Beyond” was shown which 
highlighted the potential of the 
ombudsman fraternity and the 
role that it can play in realizing 
the ultimate goal of good gover-
nance, rule of law and protection 
of human rights.

Mr. Qureshi also attended the 
meetings of the General Assembly 
of the OIC Ombudsman Associa-
tion (OICOA) which was held 
soon after the Board of Directors 
meeting of the Asian Ombudsman 

Association. The meeting 
reviewed progress on various 
ongoing activities and considered 
plans for its growth into an effec-
tive ombuds forum in the Islamic 
world. Currently, 33 ombuds 
institutions are member of the 
OICOA. Efforts are in hand to 
expand its membership with a 
view to enhancing its representa-
tive character and promoting 
cooperation between these insti-
tutions.

As a result of the campaign, the 
online complaints jumped from 
11,289 in 2019 to 42,238 during 
the year 2021.  The online com-
plaints witnessed continued 
increase and reached to 70,571 
in 2022. 

The landmark achievement of 
the Wafaqi Mohtasib Secretariat 
in the context of improvement of 
service delivery is the develop-
ment of an Integrated Complaint 
Resolution System.  Under this 
system complaint portals of 181 

agencies are linked with the 
CMIS of the Wafaqi Mohtasib. 
The complaints which remain 
unresolved beyond 30 days at the 
agency level are automatically 
transferred to the Wafaqi Mohta-
sib for further processing.  The 
agencies are, therefore, constantly 
being monitored for resolution of 
public complaints within a month 
of registration of complaints.

The comparison of the 
number of complaints received 
each year reflects the centrality 

of this institution in redressing 
the grievances of the general 
public against the federal agen-
cies and realizing the ultimate 
goal of promoting good gover-
nance and protection of human 
rights. The main features that 
add value to its operational 
capacity include its functional 
autonomy, independent of both 
the Legislature and the Execu-
tive; and client oriented but not 
anti-administration. Above all, 
the institution remains freely 
accessible and visible.

The above table indicates that 
the incidence of complaints enor-
mously rose from 7,812 to 
164,174 in the year 2022.   It 
increased five times within the 
first five years, and after some 
fluctuation for a few years, 
recorded remarkable increase.  
During the year 2021 it reached 
the figure of 110,405 but in 2022 it 
touched the highest ever figure of 
164,174.

 It is evident that the Wafaqi 
Mohtasib Secretariat (WMS) not 
only kept on discharging its 
assigned functions efficiently but 
enjoyed greater than ever confi-
dence of the general public.  It is 
also pertinent to note that after 
the introduction of the Federal 

Ombudsmen Institutional 
Reforms Act, 2013, all the 
complaints are required to be 
disposed of within 60 days and 
the review petitions are to be 
decided within 45 days.  The 
WMS accordingly strategized its 
operations in such a way that all 
the agencies concerned are 
bound to submit their reports 
against the complaints filed 
within 15 days, hearings are held 
quickly and the complaints are 
disposed of within the stipulated 
time.

In the wake of COVID-19 
pandemic, the WMS interacted 
with the agencies and the 
complainants by holding hear-
ings through video conferencing, 

Whatsapp or telephone; and the 
general public was encouraged to 
file their complaints online.  Con-
sequently, the WMS received the 
record number of 164,174 
complaints in 2022 against 
government agencies and 
disposed of 157,770 complaints.  
Almost all the complaints were 
processed and decided within the 
statutory period of 60 days.

The main reason for the 
remarkable increase in registra-
tion of complaints i.e. from 
73,059 in the year 2019 to 
164,174 in the year 2022 is 
attributable to the Awareness 
Campaign launched by the 
WMS on the advice of the 
Hon’ble President of Pakistan.  

The Office of Wafaqi Mohtasib, has completed 
40 years of its journey by uninterruptedly provid-
ing inexpensive and quick administrative justice 
to the citizens aggrieved of an act of omission or 
commission or mal-administration on the part of 
federal government agencies. During these 40 
years, this institution has earned acclaim for its 
accomplishments not only from the highest eche-
lons of the State but also from the society as a 
whole. The credit goes to all the officers and staff 
and, especially, to the illustrious Ombudsmen, 
who had been at the helm of affairs, for not only 

making relentless efforts to maintain and enhance 
the efficiency and efficacy of this institution but 
also enhancing its accessibility and visibility.

On this auspicious occasion, a number of 
activities are being undertaken which include 
telecasting TV documentary, press briefings, 
distribution of Urdu and English version of the 
special News Bulletin etc. Besides, in order to 
give further prominence to the event, commemo-
rative postage stamp has been launched under the 
auspices of  Pakistan Post. 
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PROMOTING OMBUDSMANSHIP IN
 PAKISTAN AND BEYOND 

Today, ombudsmanship is an 
essential feature of every modern 
democratic society.  It is being prac-
ticed and pursued across the globe 
as an effective mechanism for 
promoting rule of law, good gover-
nance, justice and fairplay in the 
daily life of a common man. 

The structure, scope and 
powers of ombudsman vary from 
one society to another and are 
directly related to the larger social, 
political and legal systems being 
followed in that country. However, 
typically the duties of an ombuds-
man include investigation and 
resolution of complaints against 
maladministration, discrimination 
and injustice by the government 
agencies. The ombudsmen, around 
the world, act in support of the 
supreme judiciary and contribute 
in making justice more accessible 
and free of cost. 

Addressing issues of maladmin-
istration and protection of human 
rights is linked with good gover-
nance and at the heart of it lies 
accountability and justice.  Admin-
istrative accountability remains 
one of the guiding principles of the 
Islamic model of governance. The 
UN Declaration of Human Rights, 
too, recognizes the right to justice 
and equal protection against any 

discrimination. The concept of 
ombudsmanship and the sanctity 
and inviolability of human rights 
is, therefore, inseparable and a 
means to achieving the ultimate 
goal of good governance. 

In Pakistan, the Office of 
Wafaqi Mohtasib (Federal 
Ombudsman) was established vide 
President’s Order No. 1 of 1983 
with the explicit objective to diag-
nose, investigate, rectify and 
redress public grievances against 
maladministration by government 
agencies. 

The concept has been replicated 
into other areas of governance and 
ombudsman institutions dealing 
with matters relating to banking, 
insurance, taxation and protection 
against harassment of women at 
workplace are successfully func-
tioning in the country. Likewise, 
subjects falling within the purview 
of provincial governments and the 
government of AJ&K are dealt 
with by their respective ombuds-
man institutions. 

Currently, 14 ombudsman insti-
tutions are functioning in Pakistan 
and are coordinating their activi-
ties to advance good governance 
and improve service delivery of the 
agencies in their respective areas 

from the platform of Forum of 
Pakistan Ombudsman (FPO). 

Besides, Forum of Pakistan 
Ombudsman at national level, 
Pakistan has played vital role in 
promoting ombudsmanship at 
international level through the 
platforms of International 
Ombudsman Institute (IOI), OIC 
Ombudsman Association (OICOA) 
and the Asian Ombudsman Associ-
ation (AOA). 

The International Ombudsman 
Institute (IOI) was established in 
1978 to coordinate among multiple 
ombudsman institutions and to 
promote the concept of ombuds-
man throughout the world. It was 
incorporated as a non-profit orga-
nization under the Canada Corpo-
ration Act with its Headquarters in 
the University of Alberta, Edmon-
ton, Canada. The IOI headquarter 
was shifted to Vienna, Austria, 
with effect from 01 September 
2009. 

The International Ombudsman 
Institute (IOI) comprises 217 
member institutions and has six 
regional groups/chapters having 
members from 123 countries. The 
Federal Ombudsman of Pakistan 
is a full member of the Internation-
al Ombudsman Institute (IOI) and 

has held the post of the President 
of its Asian Chapter on many 
occasions. Currently, Provincial 
Ombudsman, Sindh and Provincial 
Ombudsman for Protection Against 
Harassment of Women at Work-
place, Sindh are Directors in the 
Asian Chapter of the IOI Board. 

The first Asian Ombudsman 
Conference was held at Islamabad 
on 15-16 April 1996. It was attend-
ed by 40 delegates from 18 coun-
tries establishing Asian Ombuds-
man Association with Federal 
Ombudsman of Pakistan as its 
first President.  

Being a non-political profes-
sional body, its objectives were set 
as follows: 
(a) To promote the concept of 
ombudsmanship and to encourage 
its development in Asia. 
(b) To develop professionalism in 
the discharge of the functions of an 
ombudsman. 
(c) To sponsor training and educa-
tional programmes for the institu-
tions of ombudsman in the region. 
(d) To collect, store and dissemi-
nate information and research 
data about the institution of 
ombudsman.
(e) To plan, arrange and supervise 
periodic conferences of the 
ombudsmen of the Asian coun-
tries/regions. 

The AOA’s Permanent Secre-
tariat is housed in the Federal 
Ombudsman Secretariat Building 
Complex, at the prestigious 
Constitution Avenue, Islamabad. 
Asian Ombudsman Association is 
today a major non-political, inde-
pendent, democratic and profes-
sional body of international char-
acter representing more than two 
thirds of the world population from 
25 major Asian countries. 

The best test of the Associa-
tion’s performance lies in evalua-
tion of the steps that it has taken 
over the past 26 years for realiza-
tion of its mandated goals and 
objectives. These steps include 
holding of 22 annual meetings of 
its BOD, 16 meetings of General 
Assembly and 16 International 

Conferences on various themes of 
professional interest. Some of its 
landmark activities include estab-
lishment of AOA resource center 
which serves as a storehouse of 
information and material about 
the growth, evolution and prog-
ress of this institution in the 
region. This facility is available on 
gratis basis to researchers, schol-
ars and practitioners from the 
member institutions. AOA 
e-Newsletter is issued for 
exchange of information, sharing 
of news items of professional 
interest and best practices on 
monthly basis. Annual calendar of 
activities is planned to pursue its 
objectives in a professional 
manner. Efforts are in hand to 
expand the AOA’s membership in 
order to make it a truly represen-
tative body in the Asian region.

Pakistan took another initia-
tive of promoting ombudsmanship 
in the Muslim World at the 
platform of the Organization of 
Islamic Cooperation (OIC) during 
the 39th session of its Council of 
Foreign Ministers in 2012. It 
culminated in the establishment 
of the OIC Ombudsman Associa-
tion (OICOA) in April 2014. Paki-
stan hosts its Secretariat and the 
Federal Tax Ombudsman of Paki-
stan was elected as Permanent 
Secretary General of this body. 

In terms of age and the size of 

membership, the AOA established 
in 1996 is the second largest body 
after the IOI with 44 members 
from the Asian countries. The 
FPO was established in 2011 (14 
members), while the OICOA 
formed in 2014 currently has 33 
members. 

These bodies serve as profes-
sional platform of ombudsman 
institutions in Asia, the Muslim 
World and other continents and 
constitute a universal fraternity 
striving to achieve the ultimate 
goals of good governance, rule of 
law and expeditious relief to 
aggrieved citizens. The overlap-
ping membership of these bodies 
offers a unique source of 
strength for any undertaking by 
them at the bilateral or multilat-
eral levels. It is, therefore, 
important that these bodies 
institute an appropriate mecha-
nism of regular consultation/co-
ordination in developing and 
sharing their respective 
programmes and activities. 

The trust and confidence of the 
general public that the institution 
of ombudsman has earned over 
the years for its integrity, trans-
parency, professionalism and, 
above all, commitment to the 
cause of justice and fairplay 
provide inspirations for the ongo-
ing operations and will continue to 
guide its path in the future. 

The Federal Ombudsman of 
Pakistan, Mr. Ejaz Ahmad 
Qureshi presided over the 23rd 
Annual Meeting of the Board of 
Directors of the Asian Ombuds-
man Association on 18 October 
2022 at Baku, Republic of Azer-
baijan. The meeting was attend-
ed by the heads of the respective 
institutions and representatives 
of Azerbaijan,  China, Hong 
Kong, Indonesia, Iran, Japan and 
Turkey.

The Board of Directors meet-
ing was held after a gap of two 
years due to COVID-19 pandemic 
which has brought in its wake 
border closures, lockdown and 
travel restrictions. The AOA 
membership was no exception 
and the Association, too,  
remained in a slowdown mode. 
Nevertheless, the Permanent 
Secretariat of AOA in Islamabad 
during the difficult years contin-
ued with the implementation of 
the decisions taken by the earlier 
meeting of the Board.

     While presenting the report 
on the activities of the Associa-
tion, its President Mr. Ejaz 
Ahmad Qureshi gave a broad 
overview of the Association’s 
continued growth into a mature, 

dynamic and progressive 
platform of the ombudsman 
fraternity in the region. He 
added that the steps taken by 
the Association over the past 26 
years in pursuit of its goals and 
objective offered a great promise 
for its future. The meeting delib-
erated on various important 
items on its agenda impacting 
directly the future course of the 
Association. These items related 
to the upgrading of the AOA 

Resource Centre, updating 
e-Profile Directory of AOA mem-
bers, alumni members, regular 
subscription to the monthly 
Newsletter, developing AOA 
calendar of activities for 
2022-2023 and expanding the 
membership of the Association. 
It also reviewed progress on the 
on-going activities and consid-
ered action plan for election of 
the members/office bearers of 
the AOA next year. 

The Asian Ombudsman Asso-
ciation is a major non-political, 
independent, democratic and 
professional body of internation-
al character, representing more 
than two third of the world 
population from 25 major coun-
tries in the Asian continent. Its 
Board of Directors meet every 
year and the General Assembly 
meets every two years. Before 
the conclusion of the meeting, a 
short documentary prepared by 
the AOA Secretariat titled “Pro-

moting Ombudsmanship in Asia 
and Beyond” was shown which 
highlighted the potential of the 
ombudsman fraternity and the 
role that it can play in realizing 
the ultimate goal of good gover-
nance, rule of law and protection 
of human rights.

Mr. Qureshi also attended the 
meetings of the General Assembly 
of the OIC Ombudsman Associa-
tion (OICOA) which was held 
soon after the Board of Directors 
meeting of the Asian Ombudsman 

Association. The meeting 
reviewed progress on various 
ongoing activities and considered 
plans for its growth into an effec-
tive ombuds forum in the Islamic 
world. Currently, 33 ombuds 
institutions are member of the 
OICOA. Efforts are in hand to 
expand its membership with a 
view to enhancing its representa-
tive character and promoting 
cooperation between these insti-
tutions.

As a result of the campaign, the 
online complaints jumped from 
11,289 in 2019 to 42,238 during 
the year 2021.  The online com-
plaints witnessed continued 
increase and reached to 70,571 
in 2022. 

The landmark achievement of 
the Wafaqi Mohtasib Secretariat 
in the context of improvement of 
service delivery is the develop-
ment of an Integrated Complaint 
Resolution System.  Under this 
system complaint portals of 181 

agencies are linked with the 
CMIS of the Wafaqi Mohtasib. 
The complaints which remain 
unresolved beyond 30 days at the 
agency level are automatically 
transferred to the Wafaqi Mohta-
sib for further processing.  The 
agencies are, therefore, constantly 
being monitored for resolution of 
public complaints within a month 
of registration of complaints.

The comparison of the 
number of complaints received 
each year reflects the centrality 

of this institution in redressing 
the grievances of the general 
public against the federal agen-
cies and realizing the ultimate 
goal of promoting good gover-
nance and protection of human 
rights. The main features that 
add value to its operational 
capacity include its functional 
autonomy, independent of both 
the Legislature and the Execu-
tive; and client oriented but not 
anti-administration. Above all, 
the institution remains freely 
accessible and visible.

The above table indicates that 
the incidence of complaints enor-
mously rose from 7,812 to 
164,174 in the year 2022.   It 
increased five times within the 
first five years, and after some 
fluctuation for a few years, 
recorded remarkable increase.  
During the year 2021 it reached 
the figure of 110,405 but in 2022 it 
touched the highest ever figure of 
164,174.

 It is evident that the Wafaqi 
Mohtasib Secretariat (WMS) not 
only kept on discharging its 
assigned functions efficiently but 
enjoyed greater than ever confi-
dence of the general public.  It is 
also pertinent to note that after 
the introduction of the Federal 

Ombudsmen Institutional 
Reforms Act, 2013, all the 
complaints are required to be 
disposed of within 60 days and 
the review petitions are to be 
decided within 45 days.  The 
WMS accordingly strategized its 
operations in such a way that all 
the agencies concerned are 
bound to submit their reports 
against the complaints filed 
within 15 days, hearings are held 
quickly and the complaints are 
disposed of within the stipulated 
time.

In the wake of COVID-19 
pandemic, the WMS interacted 
with the agencies and the 
complainants by holding hear-
ings through video conferencing, 

Whatsapp or telephone; and the 
general public was encouraged to 
file their complaints online.  Con-
sequently, the WMS received the 
record number of 164,174 
complaints in 2022 against 
government agencies and 
disposed of 157,770 complaints.  
Almost all the complaints were 
processed and decided within the 
statutory period of 60 days.

The main reason for the 
remarkable increase in registra-
tion of complaints i.e. from 
73,059 in the year 2019 to 
164,174 in the year 2022 is 
attributable to the Awareness 
Campaign launched by the 
WMS on the advice of the 
Hon’ble President of Pakistan.  
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Today, ombudsmanship is an 
essential feature of every modern 
democratic society.  It is being prac-
ticed and pursued across the globe 
as an effective mechanism for 
promoting rule of law, good gover-
nance, justice and fairplay in the 
daily life of a common man. 

The structure, scope and 
powers of ombudsman vary from 
one society to another and are 
directly related to the larger social, 
political and legal systems being 
followed in that country. However, 
typically the duties of an ombuds-
man include investigation and 
resolution of complaints against 
maladministration, discrimination 
and injustice by the government 
agencies. The ombudsmen, around 
the world, act in support of the 
supreme judiciary and contribute 
in making justice more accessible 
and free of cost. 

Addressing issues of maladmin-
istration and protection of human 
rights is linked with good gover-
nance and at the heart of it lies 
accountability and justice.  Admin-
istrative accountability remains 
one of the guiding principles of the 
Islamic model of governance. The 
UN Declaration of Human Rights, 
too, recognizes the right to justice 
and equal protection against any 

discrimination. The concept of 
ombudsmanship and the sanctity 
and inviolability of human rights 
is, therefore, inseparable and a 
means to achieving the ultimate 
goal of good governance. 

In Pakistan, the Office of 
Wafaqi Mohtasib (Federal 
Ombudsman) was established vide 
President’s Order No. 1 of 1983 
with the explicit objective to diag-
nose, investigate, rectify and 
redress public grievances against 
maladministration by government 
agencies. 

The concept has been replicated 
into other areas of governance and 
ombudsman institutions dealing 
with matters relating to banking, 
insurance, taxation and protection 
against harassment of women at 
workplace are successfully func-
tioning in the country. Likewise, 
subjects falling within the purview 
of provincial governments and the 
government of AJ&K are dealt 
with by their respective ombuds-
man institutions. 

Currently, 14 ombudsman insti-
tutions are functioning in Pakistan 
and are coordinating their activi-
ties to advance good governance 
and improve service delivery of the 
agencies in their respective areas 

from the platform of Forum of 
Pakistan Ombudsman (FPO). 

Besides, Forum of Pakistan 
Ombudsman at national level, 
Pakistan has played vital role in 
promoting ombudsmanship at 
international level through the 
platforms of International 
Ombudsman Institute (IOI), OIC 
Ombudsman Association (OICOA) 
and the Asian Ombudsman Associ-
ation (AOA). 

The International Ombudsman 
Institute (IOI) was established in 
1978 to coordinate among multiple 
ombudsman institutions and to 
promote the concept of ombuds-
man throughout the world. It was 
incorporated as a non-profit orga-
nization under the Canada Corpo-
ration Act with its Headquarters in 
the University of Alberta, Edmon-
ton, Canada. The IOI headquarter 
was shifted to Vienna, Austria, 
with effect from 01 September 
2009. 

The International Ombudsman 
Institute (IOI) comprises 217 
member institutions and has six 
regional groups/chapters having 
members from 123 countries. The 
Federal Ombudsman of Pakistan 
is a full member of the Internation-
al Ombudsman Institute (IOI) and 

has held the post of the President 
of its Asian Chapter on many 
occasions. Currently, Provincial 
Ombudsman, Sindh and Provincial 
Ombudsman for Protection Against 
Harassment of Women at Work-
place, Sindh are Directors in the 
Asian Chapter of the IOI Board. 

The first Asian Ombudsman 
Conference was held at Islamabad 
on 15-16 April 1996. It was attend-
ed by 40 delegates from 18 coun-
tries establishing Asian Ombuds-
man Association with Federal 
Ombudsman of Pakistan as its 
first President.  

Being a non-political profes-
sional body, its objectives were set 
as follows: 
(a) To promote the concept of 
ombudsmanship and to encourage 
its development in Asia. 
(b) To develop professionalism in 
the discharge of the functions of an 
ombudsman. 
(c) To sponsor training and educa-
tional programmes for the institu-
tions of ombudsman in the region. 
(d) To collect, store and dissemi-
nate information and research 
data about the institution of 
ombudsman.
(e) To plan, arrange and supervise 
periodic conferences of the 
ombudsmen of the Asian coun-
tries/regions. 

The AOA’s Permanent Secre-
tariat is housed in the Federal 
Ombudsman Secretariat Building 
Complex, at the prestigious 
Constitution Avenue, Islamabad. 
Asian Ombudsman Association is 
today a major non-political, inde-
pendent, democratic and profes-
sional body of international char-
acter representing more than two 
thirds of the world population from 
25 major Asian countries. 

The best test of the Associa-
tion’s performance lies in evalua-
tion of the steps that it has taken 
over the past 26 years for realiza-
tion of its mandated goals and 
objectives. These steps include 
holding of 22 annual meetings of 
its BOD, 16 meetings of General 
Assembly and 16 International 

Conferences on various themes of 
professional interest. Some of its 
landmark activities include estab-
lishment of AOA resource center 
which serves as a storehouse of 
information and material about 
the growth, evolution and prog-
ress of this institution in the 
region. This facility is available on 
gratis basis to researchers, schol-
ars and practitioners from the 
member institutions. AOA 
e-Newsletter is issued for 
exchange of information, sharing 
of news items of professional 
interest and best practices on 
monthly basis. Annual calendar of 
activities is planned to pursue its 
objectives in a professional 
manner. Efforts are in hand to 
expand the AOA’s membership in 
order to make it a truly represen-
tative body in the Asian region.

Pakistan took another initia-
tive of promoting ombudsmanship 
in the Muslim World at the 
platform of the Organization of 
Islamic Cooperation (OIC) during 
the 39th session of its Council of 
Foreign Ministers in 2012. It 
culminated in the establishment 
of the OIC Ombudsman Associa-
tion (OICOA) in April 2014. Paki-
stan hosts its Secretariat and the 
Federal Tax Ombudsman of Paki-
stan was elected as Permanent 
Secretary General of this body. 

In terms of age and the size of 

membership, the AOA established 
in 1996 is the second largest body 
after the IOI with 44 members 
from the Asian countries. The 
FPO was established in 2011 (14 
members), while the OICOA 
formed in 2014 currently has 33 
members. 

These bodies serve as profes-
sional platform of ombudsman 
institutions in Asia, the Muslim 
World and other continents and 
constitute a universal fraternity 
striving to achieve the ultimate 
goals of good governance, rule of 
law and expeditious relief to 
aggrieved citizens. The overlap-
ping membership of these bodies 
offers a unique source of 
strength for any undertaking by 
them at the bilateral or multilat-
eral levels. It is, therefore, 
important that these bodies 
institute an appropriate mecha-
nism of regular consultation/co-
ordination in developing and 
sharing their respective 
programmes and activities. 

The trust and confidence of the 
general public that the institution 
of ombudsman has earned over 
the years for its integrity, trans-
parency, professionalism and, 
above all, commitment to the 
cause of justice and fairplay 
provide inspirations for the ongo-
ing operations and will continue to 
guide its path in the future. 

The Federal Ombudsman of 
Pakistan, Mr. Ejaz Ahmad 
Qureshi presided over the 23rd 
Annual Meeting of the Board of 
Directors of the Asian Ombuds-
man Association on 18 October 
2022 at Baku, Republic of Azer-
baijan. The meeting was attend-
ed by the heads of the respective 
institutions and representatives 
of Azerbaijan,  China, Hong 
Kong, Indonesia, Iran, Japan and 
Turkey.

The Board of Directors meet-
ing was held after a gap of two 
years due to COVID-19 pandemic 
which has brought in its wake 
border closures, lockdown and 
travel restrictions. The AOA 
membership was no exception 
and the Association, too,  
remained in a slowdown mode. 
Nevertheless, the Permanent 
Secretariat of AOA in Islamabad 
during the difficult years contin-
ued with the implementation of 
the decisions taken by the earlier 
meeting of the Board.

     While presenting the report 
on the activities of the Associa-
tion, its President Mr. Ejaz 
Ahmad Qureshi gave a broad 
overview of the Association’s 
continued growth into a mature, 

dynamic and progressive 
platform of the ombudsman 
fraternity in the region. He 
added that the steps taken by 
the Association over the past 26 
years in pursuit of its goals and 
objective offered a great promise 
for its future. The meeting delib-
erated on various important 
items on its agenda impacting 
directly the future course of the 
Association. These items related 
to the upgrading of the AOA 

Resource Centre, updating 
e-Profile Directory of AOA mem-
bers, alumni members, regular 
subscription to the monthly 
Newsletter, developing AOA 
calendar of activities for 
2022-2023 and expanding the 
membership of the Association. 
It also reviewed progress on the 
on-going activities and consid-
ered action plan for election of 
the members/office bearers of 
the AOA next year. 

The Asian Ombudsman Asso-
ciation is a major non-political, 
independent, democratic and 
professional body of internation-
al character, representing more 
than two third of the world 
population from 25 major coun-
tries in the Asian continent. Its 
Board of Directors meet every 
year and the General Assembly 
meets every two years. Before 
the conclusion of the meeting, a 
short documentary prepared by 
the AOA Secretariat titled “Pro-

moting Ombudsmanship in Asia 
and Beyond” was shown which 
highlighted the potential of the 
ombudsman fraternity and the 
role that it can play in realizing 
the ultimate goal of good gover-
nance, rule of law and protection 
of human rights.

Mr. Qureshi also attended the 
meetings of the General Assembly 
of the OIC Ombudsman Associa-
tion (OICOA) which was held 
soon after the Board of Directors 
meeting of the Asian Ombudsman 

Association. The meeting 
reviewed progress on various 
ongoing activities and considered 
plans for its growth into an effec-
tive ombuds forum in the Islamic 
world. Currently, 33 ombuds 
institutions are member of the 
OICOA. Efforts are in hand to 
expand its membership with a 
view to enhancing its representa-
tive character and promoting 
cooperation between these insti-
tutions.

As a result of the campaign, the 
online complaints jumped from 
11,289 in 2019 to 42,238 during 
the year 2021.  The online com-
plaints witnessed continued 
increase and reached to 70,571 
in 2022. 

The landmark achievement of 
the Wafaqi Mohtasib Secretariat 
in the context of improvement of 
service delivery is the develop-
ment of an Integrated Complaint 
Resolution System.  Under this 
system complaint portals of 181 

agencies are linked with the 
CMIS of the Wafaqi Mohtasib. 
The complaints which remain 
unresolved beyond 30 days at the 
agency level are automatically 
transferred to the Wafaqi Mohta-
sib for further processing.  The 
agencies are, therefore, constantly 
being monitored for resolution of 
public complaints within a month 
of registration of complaints.

The comparison of the 
number of complaints received 
each year reflects the centrality 

of this institution in redressing 
the grievances of the general 
public against the federal agen-
cies and realizing the ultimate 
goal of promoting good gover-
nance and protection of human 
rights. The main features that 
add value to its operational 
capacity include its functional 
autonomy, independent of both 
the Legislature and the Execu-
tive; and client oriented but not 
anti-administration. Above all, 
the institution remains freely 
accessible and visible.

The above table indicates that 
the incidence of complaints enor-
mously rose from 7,812 to 
164,174 in the year 2022.   It 
increased five times within the 
first five years, and after some 
fluctuation for a few years, 
recorded remarkable increase.  
During the year 2021 it reached 
the figure of 110,405 but in 2022 it 
touched the highest ever figure of 
164,174.

 It is evident that the Wafaqi 
Mohtasib Secretariat (WMS) not 
only kept on discharging its 
assigned functions efficiently but 
enjoyed greater than ever confi-
dence of the general public.  It is 
also pertinent to note that after 
the introduction of the Federal 

Ombudsmen Institutional 
Reforms Act, 2013, all the 
complaints are required to be 
disposed of within 60 days and 
the review petitions are to be 
decided within 45 days.  The 
WMS accordingly strategized its 
operations in such a way that all 
the agencies concerned are 
bound to submit their reports 
against the complaints filed 
within 15 days, hearings are held 
quickly and the complaints are 
disposed of within the stipulated 
time.

In the wake of COVID-19 
pandemic, the WMS interacted 
with the agencies and the 
complainants by holding hear-
ings through video conferencing, 

Whatsapp or telephone; and the 
general public was encouraged to 
file their complaints online.  Con-
sequently, the WMS received the 
record number of 164,174 
complaints in 2022 against 
government agencies and 
disposed of 157,770 complaints.  
Almost all the complaints were 
processed and decided within the 
statutory period of 60 days.

The main reason for the 
remarkable increase in registra-
tion of complaints i.e. from 
73,059 in the year 2019 to 
164,174 in the year 2022 is 
attributable to the Awareness 
Campaign launched by the 
WMS on the advice of the 
Hon’ble President of Pakistan.  
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FEDERAL OMBUDSMAN PRESIDES OVER THE
BOARD OF DIRECTORS MEETING OF THE

ASIAN OMBUDSMAN ASSOCIATION

The Federal Ombudsman and President Asian Ombudsman Association Mr. Ejaz Ahmad Qureshi 
addressing media on the eve of AOA conference at Baku (Azerbaijan). The Commissioner for 

Human Rights of Azerbaijan is also present. 

The Federal Ombudsman and President of Asian Ombudsman Association Mr. Ejaz Ahmad Qureshi 
presiding over a meeting of Board of Directors of AOA at Baku (Azerbaijan).

The Federal Ombudsman of 
Pakistan, Mr. Ejaz Ahmad 
Qureshi presided over the 23rd 
Annual Meeting of the Board of 
Directors of the Asian Ombuds-
man Association on 18 October 
2022 at Baku, Republic of Azer-
baijan. The meeting was attend-
ed by the heads of the respective 
institutions and representatives 
of Azerbaijan,  China, Hong 
Kong, Indonesia, Iran, Japan and 
Turkey.

The Board of Directors meet-
ing was held after a gap of two 
years due to COVID-19 pandemic 
which has brought in its wake 
border closures, lockdown and 
travel restrictions. The AOA 
membership was no exception 
and the Association, too,  
remained in a slowdown mode. 
Nevertheless, the Permanent 
Secretariat of AOA in Islamabad 
during the difficult years contin-
ued with the implementation of 
the decisions taken by the earlier 
meeting of the Board.

     While presenting the report 
on the activities of the Associa-
tion, its President Mr. Ejaz 
Ahmad Qureshi gave a broad 
overview of the Association’s 
continued growth into a mature, 

dynamic and progressive 
platform of the ombudsman 
fraternity in the region. He 
added that the steps taken by 
the Association over the past 26 
years in pursuit of its goals and 
objective offered a great promise 
for its future. The meeting delib-
erated on various important 
items on its agenda impacting 
directly the future course of the 
Association. These items related 
to the upgrading of the AOA 

Resource Centre, updating 
e-Profile Directory of AOA mem-
bers, alumni members, regular 
subscription to the monthly 
Newsletter, developing AOA 
calendar of activities for 
2022-2023 and expanding the 
membership of the Association. 
It also reviewed progress on the 
on-going activities and consid-
ered action plan for election of 
the members/office bearers of 
the AOA next year. 

The Asian Ombudsman Asso-
ciation is a major non-political, 
independent, democratic and 
professional body of internation-
al character, representing more 
than two third of the world 
population from 25 major coun-
tries in the Asian continent. Its 
Board of Directors meet every 
year and the General Assembly 
meets every two years. Before 
the conclusion of the meeting, a 
short documentary prepared by 
the AOA Secretariat titled “Pro-

moting Ombudsmanship in Asia 
and Beyond” was shown which 
highlighted the potential of the 
ombudsman fraternity and the 
role that it can play in realizing 
the ultimate goal of good gover-
nance, rule of law and protection 
of human rights.

Mr. Qureshi also attended the 
meetings of the General Assembly 
of the OIC Ombudsman Associa-
tion (OICOA) which was held 
soon after the Board of Directors 
meeting of the Asian Ombudsman 

Association. The meeting 
reviewed progress on various 
ongoing activities and considered 
plans for its growth into an effec-
tive ombuds forum in the Islamic 
world. Currently, 33 ombuds 
institutions are member of the 
OICOA. Efforts are in hand to 
expand its membership with a 
view to enhancing its representa-
tive character and promoting 
cooperation between these insti-
tutions.

As a result of the campaign, the 
online complaints jumped from 
11,289 in 2019 to 42,238 during 
the year 2021.  The online com-
plaints witnessed continued 
increase and reached to 70,571 
in 2022. 

The landmark achievement of 
the Wafaqi Mohtasib Secretariat 
in the context of improvement of 
service delivery is the develop-
ment of an Integrated Complaint 
Resolution System.  Under this 
system complaint portals of 181 

agencies are linked with the 
CMIS of the Wafaqi Mohtasib. 
The complaints which remain 
unresolved beyond 30 days at the 
agency level are automatically 
transferred to the Wafaqi Mohta-
sib for further processing.  The 
agencies are, therefore, constantly 
being monitored for resolution of 
public complaints within a month 
of registration of complaints.

The comparison of the 
number of complaints received 
each year reflects the centrality 

of this institution in redressing 
the grievances of the general 
public against the federal agen-
cies and realizing the ultimate 
goal of promoting good gover-
nance and protection of human 
rights. The main features that 
add value to its operational 
capacity include its functional 
autonomy, independent of both 
the Legislature and the Execu-
tive; and client oriented but not 
anti-administration. Above all, 
the institution remains freely 
accessible and visible.

The above table indicates that 
the incidence of complaints enor-
mously rose from 7,812 to 
164,174 in the year 2022.   It 
increased five times within the 
first five years, and after some 
fluctuation for a few years, 
recorded remarkable increase.  
During the year 2021 it reached 
the figure of 110,405 but in 2022 it 
touched the highest ever figure of 
164,174.

 It is evident that the Wafaqi 
Mohtasib Secretariat (WMS) not 
only kept on discharging its 
assigned functions efficiently but 
enjoyed greater than ever confi-
dence of the general public.  It is 
also pertinent to note that after 
the introduction of the Federal 

Ombudsmen Institutional 
Reforms Act, 2013, all the 
complaints are required to be 
disposed of within 60 days and 
the review petitions are to be 
decided within 45 days.  The 
WMS accordingly strategized its 
operations in such a way that all 
the agencies concerned are 
bound to submit their reports 
against the complaints filed 
within 15 days, hearings are held 
quickly and the complaints are 
disposed of within the stipulated 
time.

In the wake of COVID-19 
pandemic, the WMS interacted 
with the agencies and the 
complainants by holding hear-
ings through video conferencing, 

Whatsapp or telephone; and the 
general public was encouraged to 
file their complaints online.  Con-
sequently, the WMS received the 
record number of 164,174 
complaints in 2022 against 
government agencies and 
disposed of 157,770 complaints.  
Almost all the complaints were 
processed and decided within the 
statutory period of 60 days.

The main reason for the 
remarkable increase in registra-
tion of complaints i.e. from 
73,059 in the year 2019 to 
164,174 in the year 2022 is 
attributable to the Awareness 
Campaign launched by the 
WMS on the advice of the 
Hon’ble President of Pakistan.  
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The Federal Ombudsman of 
Pakistan, Mr. Ejaz Ahmad 
Qureshi presided over the 23rd 
Annual Meeting of the Board of 
Directors of the Asian Ombuds-
man Association on 18 October 
2022 at Baku, Republic of Azer-
baijan. The meeting was attend-
ed by the heads of the respective 
institutions and representatives 
of Azerbaijan,  China, Hong 
Kong, Indonesia, Iran, Japan and 
Turkey.

The Board of Directors meet-
ing was held after a gap of two 
years due to COVID-19 pandemic 
which has brought in its wake 
border closures, lockdown and 
travel restrictions. The AOA 
membership was no exception 
and the Association, too,  
remained in a slowdown mode. 
Nevertheless, the Permanent 
Secretariat of AOA in Islamabad 
during the difficult years contin-
ued with the implementation of 
the decisions taken by the earlier 
meeting of the Board.

     While presenting the report 
on the activities of the Associa-
tion, its President Mr. Ejaz 
Ahmad Qureshi gave a broad 
overview of the Association’s 
continued growth into a mature, 

dynamic and progressive 
platform of the ombudsman 
fraternity in the region. He 
added that the steps taken by 
the Association over the past 26 
years in pursuit of its goals and 
objective offered a great promise 
for its future. The meeting delib-
erated on various important 
items on its agenda impacting 
directly the future course of the 
Association. These items related 
to the upgrading of the AOA 

Resource Centre, updating 
e-Profile Directory of AOA mem-
bers, alumni members, regular 
subscription to the monthly 
Newsletter, developing AOA 
calendar of activities for 
2022-2023 and expanding the 
membership of the Association. 
It also reviewed progress on the 
on-going activities and consid-
ered action plan for election of 
the members/office bearers of 
the AOA next year. 

The Asian Ombudsman Asso-
ciation is a major non-political, 
independent, democratic and 
professional body of internation-
al character, representing more 
than two third of the world 
population from 25 major coun-
tries in the Asian continent. Its 
Board of Directors meet every 
year and the General Assembly 
meets every two years. Before 
the conclusion of the meeting, a 
short documentary prepared by 
the AOA Secretariat titled “Pro-

moting Ombudsmanship in Asia 
and Beyond” was shown which 
highlighted the potential of the 
ombudsman fraternity and the 
role that it can play in realizing 
the ultimate goal of good gover-
nance, rule of law and protection 
of human rights.

Mr. Qureshi also attended the 
meetings of the General Assembly 
of the OIC Ombudsman Associa-
tion (OICOA) which was held 
soon after the Board of Directors 
meeting of the Asian Ombudsman 

Association. The meeting 
reviewed progress on various 
ongoing activities and considered 
plans for its growth into an effec-
tive ombuds forum in the Islamic 
world. Currently, 33 ombuds 
institutions are member of the 
OICOA. Efforts are in hand to 
expand its membership with a 
view to enhancing its representa-
tive character and promoting 
cooperation between these insti-
tutions.

The Federal Ombudsman Mr. Ejaz Ahmad Qureshi  presiding over the AOA  Board of Directors meeting at Baku (Azerbaijan)

Group photo of the participants of the International Conference at Baku on 19th October, 2022

FEDERAL OMBUDSMAN OF PAKISTAN ADDRESSES BAKU INTERNATIONAL 
CONFERENCE ON THE ROLE OF OMBUDSMEN AND THE NATIONAL HUMAN 

RIGHTS INSTITUTIONS (NHRIS) 

The Federal Ombudsman of 
Pakistan, Mr. Ejaz Ahmad Qureshi 
addressed the Baku International 
Conference on the role of Ombuds-

men and NHRIs held on 19 October 
2022 at Baku city. The Conference 
marked the 20th Anniversary of the 
establishment of the Office of the 

Commissioner for Human Rights of 
the Republic of Azerbaijan. The 
Conference was attended by a large 
number of international delega-

tions, representatives of interna-
tional bodies, academia and the 
civil society. While congratulating 
his counterpart on the successful 
completion of 20 years of this 
institution in Azerbaijan, Mr. 
Qureshi expressed confidence that 
the steady growth of this institu-
tions offered a great promise for the 
future. He added that the Baku 
Conference was taking place soon 
after the two other important 
events i.e. Board of Directors of the 
Asian Ombudsman Association 
(AOA) and the General Assembly 
of OIC Ombudsman Association. 
Mr. Qureshi said that such events 
manifested the centrality of 
ombudsmanship across the globe 
as an effective mechanism for 
promoting the rule of law, good 
governance, justice and fair play in 
the daily life of a common man. The 
ombudsman institutions today 
constitute a universal fraternity 
that makes a strong case for great-
er interaction and mutual coopera-
tion in pursuit of their common 
goals and aspirations.

Addressing the Conference,
Mr. Ejaz Ahmad Qureshi stated 
that maladministration and bad 
governance are two sides of the 
same coin. Both breed in an 
environment of favouritism, 

discrimination, corruption and 
exploitation where human rights 
are the first casualty. Maladminis-
tration grows in the absence of 
human rights while the continued 
violation of human rights further 
erodes the system of accountability 
and dispensation of justice. The 
role of ombudsman institutions 
and NHRIs in breaking this vicious 
circle is fundamental to establish-
ing the role of law and good gover-
nance in any society.

Mr. Qureshi stated that in
Pakistan, the Office of the Federal 
Ombudsman  was established on 
24 January 1983 vide President’s 
Order No. 1 of 1983 with the explic-
it objective to diagnose, investigate, 
rectify and redress public grievanc-
es against maladministration by 
government agencies. Its mandate 
flows from the Constitution of
Pakistan which entrusts the State 
with the responsibility to ensure 
inexpensive and expeditious justice 
to the public. He added that the 
Federal Ombudsman’s institution 
in Pakistan shall be celebrating 
forty years of its establishment in 
January, 2023. In this long journey, 
it has established its credentials as 
an effective instrument for provid-
ing speedy and inexpensive admin-
istrative justice to the people and 

addressed around 1.9 million 
complaints since its inception out of 
which around 117,194 complaints 
have been disposed of during the 
first ten months of the current year, 
alone. Besides, the Head Office in 
Islamabad, 17 Regional Office in 
different parts of the country are 
performing their statutory 
functions. The Federal Ombuds-
man’s Office has over the years 
perfected its complaint handling 
mechanism comprising investiga-
tion, appraisal, review and imple-
mentation of decisions. It is now 
fully capable of resolving 
complaints of maladministration in 
large members, reaching out to the 
complainants and holding public 
hearings at their doorsteps, infor-
mal resolution of disputes, inspec-
tion of various government agen-
cies to improve service delivery 
studying the root causes of malad-
ministration and recommending 
preventive measures.

The objectives and purposes of 
the establishment of this institu-
tion, therefore, have a direct 
bearing on the realization of the 
overall goals of the promotion and 
protection of human rights and 
good governance in all spheres of 
the life.

Wafaqi  Mohtasib (Ombudsman)’s Secretariat - News Bulletin - Special Supplement

13



The Federal Ombudsman Mr. Ejaz Ahmad Qureshi addressing International Conference at Baku (Azerbaijan) on the 20th anniversary of the 
establishment of office of Commissioner of Human Rights (Ombudsman) of Azerbaijan.

The Federal Ombudsman of 
Pakistan, Mr. Ejaz Ahmad 
Qureshi presided over the 23rd 
Annual Meeting of the Board of 
Directors of the Asian Ombuds-
man Association on 18 October 
2022 at Baku, Republic of Azer-
baijan. The meeting was attend-
ed by the heads of the respective 
institutions and representatives 
of Azerbaijan,  China, Hong 
Kong, Indonesia, Iran, Japan and 
Turkey.

The Board of Directors meet-
ing was held after a gap of two 
years due to COVID-19 pandemic 
which has brought in its wake 
border closures, lockdown and 
travel restrictions. The AOA 
membership was no exception 
and the Association, too,  
remained in a slowdown mode. 
Nevertheless, the Permanent 
Secretariat of AOA in Islamabad 
during the difficult years contin-
ued with the implementation of 
the decisions taken by the earlier 
meeting of the Board.

     While presenting the report 
on the activities of the Associa-
tion, its President Mr. Ejaz 
Ahmad Qureshi gave a broad 
overview of the Association’s 
continued growth into a mature, 

dynamic and progressive 
platform of the ombudsman 
fraternity in the region. He 
added that the steps taken by 
the Association over the past 26 
years in pursuit of its goals and 
objective offered a great promise 
for its future. The meeting delib-
erated on various important 
items on its agenda impacting 
directly the future course of the 
Association. These items related 
to the upgrading of the AOA 

Resource Centre, updating 
e-Profile Directory of AOA mem-
bers, alumni members, regular 
subscription to the monthly 
Newsletter, developing AOA 
calendar of activities for 
2022-2023 and expanding the 
membership of the Association. 
It also reviewed progress on the 
on-going activities and consid-
ered action plan for election of 
the members/office bearers of 
the AOA next year. 

The Asian Ombudsman Asso-
ciation is a major non-political, 
independent, democratic and 
professional body of internation-
al character, representing more 
than two third of the world 
population from 25 major coun-
tries in the Asian continent. Its 
Board of Directors meet every 
year and the General Assembly 
meets every two years. Before 
the conclusion of the meeting, a 
short documentary prepared by 
the AOA Secretariat titled “Pro-

moting Ombudsmanship in Asia 
and Beyond” was shown which 
highlighted the potential of the 
ombudsman fraternity and the 
role that it can play in realizing 
the ultimate goal of good gover-
nance, rule of law and protection 
of human rights.

Mr. Qureshi also attended the 
meetings of the General Assembly 
of the OIC Ombudsman Associa-
tion (OICOA) which was held 
soon after the Board of Directors 
meeting of the Asian Ombudsman 

Association. The meeting 
reviewed progress on various 
ongoing activities and considered 
plans for its growth into an effec-
tive ombuds forum in the Islamic 
world. Currently, 33 ombuds 
institutions are member of the 
OICOA. Efforts are in hand to 
expand its membership with a 
view to enhancing its representa-
tive character and promoting 
cooperation between these insti-
tutions.

The Federal Ombudsman of 
Pakistan, Mr. Ejaz Ahmad Qureshi 
addressed the Baku International 
Conference on the role of Ombuds-

men and NHRIs held on 19 October 
2022 at Baku city. The Conference 
marked the 20th Anniversary of the 
establishment of the Office of the 

Commissioner for Human Rights of 
the Republic of Azerbaijan. The 
Conference was attended by a large 
number of international delega-

tions, representatives of interna-
tional bodies, academia and the 
civil society. While congratulating 
his counterpart on the successful 
completion of 20 years of this 
institution in Azerbaijan, Mr. 
Qureshi expressed confidence that 
the steady growth of this institu-
tions offered a great promise for the 
future. He added that the Baku 
Conference was taking place soon 
after the two other important 
events i.e. Board of Directors of the 
Asian Ombudsman Association 
(AOA) and the General Assembly 
of OIC Ombudsman Association. 
Mr. Qureshi said that such events 
manifested the centrality of 
ombudsmanship across the globe 
as an effective mechanism for 
promoting the rule of law, good 
governance, justice and fair play in 
the daily life of a common man. The 
ombudsman institutions today 
constitute a universal fraternity 
that makes a strong case for great-
er interaction and mutual coopera-
tion in pursuit of their common 
goals and aspirations.

Addressing the Conference,
Mr. Ejaz Ahmad Qureshi stated 
that maladministration and bad 
governance are two sides of the 
same coin. Both breed in an 
environment of favouritism, 

discrimination, corruption and 
exploitation where human rights 
are the first casualty. Maladminis-
tration grows in the absence of 
human rights while the continued 
violation of human rights further 
erodes the system of accountability 
and dispensation of justice. The 
role of ombudsman institutions 
and NHRIs in breaking this vicious 
circle is fundamental to establish-
ing the role of law and good gover-
nance in any society.

Mr. Qureshi stated that in
Pakistan, the Office of the Federal 
Ombudsman  was established on 
24 January 1983 vide President’s 
Order No. 1 of 1983 with the explic-
it objective to diagnose, investigate, 
rectify and redress public grievanc-
es against maladministration by 
government agencies. Its mandate 
flows from the Constitution of
Pakistan which entrusts the State 
with the responsibility to ensure 
inexpensive and expeditious justice 
to the public. He added that the 
Federal Ombudsman’s institution 
in Pakistan shall be celebrating 
forty years of its establishment in 
January, 2023. In this long journey, 
it has established its credentials as 
an effective instrument for provid-
ing speedy and inexpensive admin-
istrative justice to the people and 

addressed around 1.9 million 
complaints since its inception out of 
which around 117,194 complaints 
have been disposed of during the 
first ten months of the current year, 
alone. Besides, the Head Office in 
Islamabad, 17 Regional Office in 
different parts of the country are 
performing their statutory 
functions. The Federal Ombuds-
man’s Office has over the years 
perfected its complaint handling 
mechanism comprising investiga-
tion, appraisal, review and imple-
mentation of decisions. It is now 
fully capable of resolving 
complaints of maladministration in 
large members, reaching out to the 
complainants and holding public 
hearings at their doorsteps, infor-
mal resolution of disputes, inspec-
tion of various government agen-
cies to improve service delivery 
studying the root causes of malad-
ministration and recommending 
preventive measures.

The objectives and purposes of 
the establishment of this institu-
tion, therefore, have a direct 
bearing on the realization of the 
overall goals of the promotion and 
protection of human rights and 
good governance in all spheres of 
the life.
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The Federal Ombudsman of 
Pakistan, Mr. Ejaz Ahmad 
Qureshi presided over the 23rd 
Annual Meeting of the Board of 
Directors of the Asian Ombuds-
man Association on 18 October 
2022 at Baku, Republic of Azer-
baijan. The meeting was attend-
ed by the heads of the respective 
institutions and representatives 
of Azerbaijan,  China, Hong 
Kong, Indonesia, Iran, Japan and 
Turkey.

The Board of Directors meet-
ing was held after a gap of two 
years due to COVID-19 pandemic 
which has brought in its wake 
border closures, lockdown and 
travel restrictions. The AOA 
membership was no exception 
and the Association, too,  
remained in a slowdown mode. 
Nevertheless, the Permanent 
Secretariat of AOA in Islamabad 
during the difficult years contin-
ued with the implementation of 
the decisions taken by the earlier 
meeting of the Board.

     While presenting the report 
on the activities of the Associa-
tion, its President Mr. Ejaz 
Ahmad Qureshi gave a broad 
overview of the Association’s 
continued growth into a mature, 

dynamic and progressive 
platform of the ombudsman 
fraternity in the region. He 
added that the steps taken by 
the Association over the past 26 
years in pursuit of its goals and 
objective offered a great promise 
for its future. The meeting delib-
erated on various important 
items on its agenda impacting 
directly the future course of the 
Association. These items related 
to the upgrading of the AOA 

Resource Centre, updating 
e-Profile Directory of AOA mem-
bers, alumni members, regular 
subscription to the monthly 
Newsletter, developing AOA 
calendar of activities for 
2022-2023 and expanding the 
membership of the Association. 
It also reviewed progress on the 
on-going activities and consid-
ered action plan for election of 
the members/office bearers of 
the AOA next year. 

The Asian Ombudsman Asso-
ciation is a major non-political, 
independent, democratic and 
professional body of internation-
al character, representing more 
than two third of the world 
population from 25 major coun-
tries in the Asian continent. Its 
Board of Directors meet every 
year and the General Assembly 
meets every two years. Before 
the conclusion of the meeting, a 
short documentary prepared by 
the AOA Secretariat titled “Pro-

moting Ombudsmanship in Asia 
and Beyond” was shown which 
highlighted the potential of the 
ombudsman fraternity and the 
role that it can play in realizing 
the ultimate goal of good gover-
nance, rule of law and protection 
of human rights.

Mr. Qureshi also attended the 
meetings of the General Assembly 
of the OIC Ombudsman Associa-
tion (OICOA) which was held 
soon after the Board of Directors 
meeting of the Asian Ombudsman 

Association. The meeting 
reviewed progress on various 
ongoing activities and considered 
plans for its growth into an effec-
tive ombuds forum in the Islamic 
world. Currently, 33 ombuds 
institutions are member of the 
OICOA. Efforts are in hand to 
expand its membership with a 
view to enhancing its representa-
tive character and promoting 
cooperation between these insti-
tutions.

FEDERAL OMBUDSMAN OPENS INTERNATIONAL 
WORKSHOP ON THE ROLE OF ICT IN THE PUBLIC 

GRIEVANCE REDRESSAL SYSTEM

Federal Ombudsman Mr. Ejaz Ahmad 
Qureshi opened on 28 December 2022 
an International Workshop on the Role 
of the Integrated Computer Technolo-
gies (ICT) in the Public Grievance 
Redressal System. The two-days 
Workshop was held online from the 
platform of the Asian Ombudsman 
Association (AOA) whose Permanent 
Secretariat is housed within the 
Wafaqi Mohtasib Secretariat at Islam-
abad. Mr. Ejaz Ahmad Qureshi is the 
current President of the Asian 
Ombudsman Association (AOA). The 
Workshop was attended by 43 partici-
pants representing ombudsman 
institutions of China, Hong Kong, 
Indonesia, Macau, Malaysia, Thailand, 
Turkey, Uzbekistan as well as Provin-
cial Ombudsman institutions of Sindh, 
KPK, Federal Tax Ombudsman and 
Banking Mohtasib Pakistan. Head of 
Ombudsman institution Azad Jammu 
& Kashmir also took part in the said 
Workshop. 
Addressing the participants, Mr. Ejaz 
Ahmad Qureshi stated that the prompt 
and efficient disposal of complaints is 
of critical importance in dispensation 
of justice. The use of ICT is essential in 
maintaining a credible, transparent, 
effective and efficient mechanism to 
sustain the trust of the general public.  
He added that the application of 
computer technologies in any field of 
human endeavour required regular 
upgradation, R&D and adaptation in 
line with the emerging requirements. 
Federal Ombudsman’s institution in 
Pakistan shall be celebrating forty 

years of its establishment in January 
next year. In this long journey, it has 
established its credentials as an 
effective instrument for providing 
speedy and inexpensive justice to the 
people and addressed over 1.8 million 
complaints since its inception. Besides 
the Head Office in Islamabad, 17 
Regional Offices in different parts of 
the country are performing their 
statutory functions. Recently, two 
complaints collection centres were 
opened at Wana, South Waziristan and 
Sadda Dist. kurram. The Federal 
Ombudsman’s Office has over the 
years perfected its complaint handling 
mechanism comprising investigation, 
appraisal, review and implementation 
of decisions. It is now fully capable of 
resolving complaints of maladministra-
tion in large numbers, reaching out to 
the complainants and holding public 
hearings at their doorsteps, informal 
resolution of disputes, inspection of 
agencies to improve their service 
delivery and studying the root causes 
of maladministration. 
Mr. Qureshi stated that the Wafaqi 
Mohtasib’s institution is a poorman’s 
court. It is not an alternative to the 
Supreme Judiciary but plays a comple-
mentary role. The complainants are 
not required to hire the services of 
advocates nor they have to face 
lengthy legal processes. 
Highlighting the impact of ICT on the 
work of the Wafaqi Mohtasib’s institu-
tion in Pakistan, Mr. Qureshi added 
that the scope and magnitude of 
itswork has increased manifolds over 

the last forty years.  The Wafaqi 
Mohtasib’s Secretariat was able to 
successfully cope with these increas-
ing demands through the use of latest 
IT tools and upgrading the grievance 
redressal mechanism on regular basis. 
A number of modules were developed 
by the IT Wing internally to cater to 
the specific requirements of the 
complainants as well as the federal 
agencies in maintaining a transparent 
and credible interface with them. 
He added that the Complaint Manage-
ment Information System (CMIS) 
employed the latest technology and 
modern equipment and has many 
special features which introduce 
speed and efficiency in the work of the 
Federal Ombudsman’s Office. The 
Ombudsman’s Complaint Manage-
ment System remained connected 
with the complainant as well as the 
Agency from day one till the disposal 
of the complaint. 
Wafaqi Mohtasib (Ombudsman), 
Mr. Ejaz Ahmad Qureshi offered 
that Pakistan remained ready to 
share its expertise and best practices 
in redressing the public grievance 
with other members of the AOA. He 
hoped that the AOA, being a major 
non-political professional body repre-
senting more than two-thirds popula-
tion of the world, offers immense 
scope for mutual cooperation in 
promoting the ultimate goal of good 
governance, rule of law, justice and 
fair play in the Asian region and 
beyond. 

The Hon’ble Federal Ombudsman Mr. Ejaz Ahmad Qureshi addressing the First Online International Workshop on the Role of ICT 
in the Public Grievance Redressal System on 29.12.2022
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The Federal Ombudsman of 
Pakistan, Mr. Ejaz Ahmad 
Qureshi presided over the 23rd 
Annual Meeting of the Board of 
Directors of the Asian Ombuds-
man Association on 18 October 
2022 at Baku, Republic of Azer-
baijan. The meeting was attend-
ed by the heads of the respective 
institutions and representatives 
of Azerbaijan,  China, Hong 
Kong, Indonesia, Iran, Japan and 
Turkey.

The Board of Directors meet-
ing was held after a gap of two 
years due to COVID-19 pandemic 
which has brought in its wake 
border closures, lockdown and 
travel restrictions. The AOA 
membership was no exception 
and the Association, too,  
remained in a slowdown mode. 
Nevertheless, the Permanent 
Secretariat of AOA in Islamabad 
during the difficult years contin-
ued with the implementation of 
the decisions taken by the earlier 
meeting of the Board.

     While presenting the report 
on the activities of the Associa-
tion, its President Mr. Ejaz 
Ahmad Qureshi gave a broad 
overview of the Association’s 
continued growth into a mature, 

dynamic and progressive 
platform of the ombudsman 
fraternity in the region. He 
added that the steps taken by 
the Association over the past 26 
years in pursuit of its goals and 
objective offered a great promise 
for its future. The meeting delib-
erated on various important 
items on its agenda impacting 
directly the future course of the 
Association. These items related 
to the upgrading of the AOA 

Resource Centre, updating 
e-Profile Directory of AOA mem-
bers, alumni members, regular 
subscription to the monthly 
Newsletter, developing AOA 
calendar of activities for 
2022-2023 and expanding the 
membership of the Association. 
It also reviewed progress on the 
on-going activities and consid-
ered action plan for election of 
the members/office bearers of 
the AOA next year. 

The Asian Ombudsman Asso-
ciation is a major non-political, 
independent, democratic and 
professional body of internation-
al character, representing more 
than two third of the world 
population from 25 major coun-
tries in the Asian continent. Its 
Board of Directors meet every 
year and the General Assembly 
meets every two years. Before 
the conclusion of the meeting, a 
short documentary prepared by 
the AOA Secretariat titled “Pro-

moting Ombudsmanship in Asia 
and Beyond” was shown which 
highlighted the potential of the 
ombudsman fraternity and the 
role that it can play in realizing 
the ultimate goal of good gover-
nance, rule of law and protection 
of human rights.

Mr. Qureshi also attended the 
meetings of the General Assembly 
of the OIC Ombudsman Associa-
tion (OICOA) which was held 
soon after the Board of Directors 
meeting of the Asian Ombudsman 

Association. The meeting 
reviewed progress on various 
ongoing activities and considered 
plans for its growth into an effec-
tive ombuds forum in the Islamic 
world. Currently, 33 ombuds 
institutions are member of the 
OICOA. Efforts are in hand to 
expand its membership with a 
view to enhancing its representa-
tive character and promoting 
cooperation between these insti-
tutions.

OMBUDSMAN DIRECTS GAS COMPANIES FOR MORE 
RESPONSIVE & EFFECTIVE MECHANISM TO DEAL 

WITH CITIZEN’S COMPLAINTS

The Federal Ombudsman Mr. Ejaz 
Ahmad Qureshi has directed gas 
providing agencies i.e. SNGPL & 
SSGCL to make more responsive and 
effective mechanism to deal with 
citizen complaints.  He was presiding 
over a high-level meeting to discuss 
the working of gas companies and 
their administrative arrangements to 
address citizens’ complaints.  The 
meeting was attended by the Secre-
tary Petroleum Capt.(R) Muhammad 
Mahmood, Mr. Masroor Khan, 
Chairman OGRA, Mr. Javed Ali 
Hamdani, MD SNGPL, Mr. Imran 
Maniar, MD SSGCL, Mr. Afzal Latif, 
Secretary WMS and senior officers 
from both sides.  The Ombudsman 
said that it was important that due 
attention and prompt administrative 
measures were required on the part 
of the utility companies while Minis-
try & OGRA had to exercise proper 
supervision to resolve public griev-
ances.
In this respect, proposals devel-

oped by the Wafaqi Mohtasib 
Secretariat were discussed and 
vital decisions taken to provide 
prompt relief to the consumers in 
their genuine grievances.  It was 
agreed that focal persons in BS-20 
will be designated on behalf of the 
Federal Secretary Petroleum and 

top management of SNGPL & 
SSGCL within one week to coordi-
nate with Wafaqi Mohtasib Advi-
sors and remove bottlenecks, 
where necessary. The Ombuds-
man also asked to make slabs of 
outstanding dues so that low 
income consumers may pay it in 
easy instalments.

Wafaqi Mohtasib made it clear that 
no laxity in the implementation of the 
decisions will be tolerated and Heads 
of organizations will stand responsi-
ble. He further cautioned that some 
State Corporations were going to 
Courts against the decisions of the 
President of Pakistan which was a 

clear violation of the Cabinet’s 
instructions on the subject. Secretary 
Petroleum & respective MD’s will 
check such instances.  The Secretary 
Petroleum passed directions during 
the meeting to Managing Directors 
of SNGPL and SSGCL to withdraw 
these cases from courts within two 
weeks. 

The Federal Ombudsman Mr. Ejaz Ahmad Qureshi Presiding over a high-level meeting of Ministry of Petroleum & Gas companies for 
more responsive & effective mechanism to deal with citizen’s complaints

OMBUDSMAN DIRECTS SECRETARY 

PETROLEUM & OGRA TO EXERCISE 

EFFECTIVE SUPERVISION TO RESOLVE 

PUBLIC GRIEVANCES
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The Federal Ombudsman Mr. 
Ejaz Ahmad Qureshi taking cogni-
zance of numerous complaints of 
citizens against management of 
Islamabad International Airport 
constituted a team of senior officers 
comprising Mr. Ahmad Farooq, 
Senior Advisor, Dr. Inamul Haq 
Javeid, Grievance Commissioner 
for Overseas Pakistanis, Mr. Pervez 
Haleem Rajput, Consultant (Imple-
mentation) and Mr. M. Javed 
Chaudhary, Director Media to 
investigate the issues at Islamabad 
International Airport and submit 
report to check the performance of 
One Window Facilitation Desk; 
delay in Immigration; unnecessary 
checking by Customs and to review 
the progress on the recommenda-
tions of the team’s earlier visit on 
27-4-2022.  The committee has 
submitted its preliminary report 
after making inspection, listening 
to the complaints of the general 
public, witnessing the working of 
different counters, One Window 
Facilitation Desk and holding meet-
ing with the management of the 
Airport and other Federal Govern-
ment agencies responsible for 

handling the passengers.  The Team 
also inspected the One Window 
Facilitation Desk where representa-
tives of 12 agencies remain present 
round-the-clock.  The Federal 
Ombudsman said that Islamabad 
International Airport is the airport 
of the country’s capital; therefore, 
its services must be of international 
standards.

The Airport Manager informed 
that under the directions of Wafaqi 
Mohtasib, separate counters for 
senior citizens, business class passen-
gers and ladies have been estab-
lished, however senior citizens 
complained to the team regarding 
improper functioning of their count-
ers.  The FIA and Customs authori-
ties complained of shortage of staff.  
The team observed that only two 
luggage rapping machines were 
working due to which long queues 
were witnessed.  The team directed 
the CAA authorities for installation of 
two more rapping machines. The 
passengers complained and request-
ed for provision of facility of Visa 
Protector Stamp at the airport.  The 
team assured to take up the matter 
with the concerned ministries.  The 

team directed the airport doctor for 
checking of hygiene standards along-
with expiry date of food items provid-
ed at airport and asked for submis-
sion of fortnightly report to WMS.  
The team appreciated the perfor-
mance of CAA in maintaining cleanli-
ness and ASF for good security 
arrangements at the airport.  The 
team observed and noted that aware-
ness boards are only in English, 
therefore directed to install aware-
ness/guidance boards in Urdu 
language, as well.  The Ombudsman 
called upon the Secretary Civil 
Aviation Division and heads of FIA, 
Customs, PIA and other relevant 
agencies to inquire into the problem 
areas and take immediate necessary 
measures for resolution of the issues.

RECOMMENDATIONS

a. Adequate staff from every luggage 
handling agency including PIA be 
ensured and their strict monitoring 
mechanism and SOP may also be 
devised.  CAA must ensure delivery of 
luggage within the specified time, 
failing which strict action is to be 
taken against the defaulting agency 
including imposition of fine.
b. Bureau of Immigration should 

The head of Inspection Team  Mr. Ahmed Farooq, Senior Advisor listening to the problems of a passenger at Customs counter, 
Islamabad International Airprot

make arrangements for affixing the 
Protector Stamp at the airport, as 
well, though it may charge extra fee 
for that.
c. CAA shall provide photocopiers and 
computers plus printers at all termi-
nals for getting prints of E-Visa/ 
E-tickets etc. by the passengers.
d. FIA must operate maximum 
number of Immigration Counters to 
handle international passengers.  The 
WMS may ask the DG, FIA for provi-
sion of more staff at the airport and 
presence of senior officials at least of 
Assistant Director level 24 hours.
e. Attendance register should be 
placed at One Window Facilitation 
Desk to monitor the attendance of 
staff of all agencies and monthly  
progress report regarding 
complaints/queries  received to be 
submitted to the Grievance Commis-
sioner for Overseas Pakistanis well in 

time though each Agency’s Head 
Office.
f. Awareness Standees and Informa-
tion Boards should be installed at 
international departure & arrival 
terminals for One Window Facilita-
tion Desk.
g. The CAA would ensure installation 
of two more luggage wrapping 
machines in the international depar-
ture lounge.
h. The CAA would ensure installation 
of directional and awareness boards 
in Urdu language as well.
i. The CAA, FIA and Customs must 
ensure dedicated counters for Senior 
Citizen and First/Business Class 
passengers.
j. The CAA to make it mandatory for 
all airlines to provide leaflets along-
with tickets highlighting information 
regarding Do’s & Dont’s.

k. The ASF should avoid the scanning 
of passengers through hands unless 
absolutely necessary and to scan with 
hand scanner or walk through gate as 
per international standards.
l. The Custom official’s often violate the 
prescribed procedure and rules to check 
the luggage.  The Customs department 
would install a board of instructions in 
the checking area.  The DC Customs 
sould sometimes make personal inspec-
tion of Customs Counters.
m. The CAA would ensure hygiene 
and quality of each food item provid-
ed in the food court in the airport 
vicinity and send fortnightly report 
to WMS.

SPECIAL APPRECIATION
• The team observed and appreciat-
ed cleanliness of high standards in 
the entire area of the airport and 
excellent security management by 
the ASF.

ALL PASSENGER HANDLING AUTHORITIES AT 
ISLAMABAD AIRPORT DIRECTED TO PROVIDE MAXIMUM 

FACILITATION TO OVERSEAS PAKISTANIS
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The Federal Ombudsman Mr. 
Ejaz Ahmad Qureshi taking cogni-
zance of numerous complaints of 
citizens against management of 
Islamabad International Airport 
constituted a team of senior officers 
comprising Mr. Ahmad Farooq, 
Senior Advisor, Dr. Inamul Haq 
Javeid, Grievance Commissioner 
for Overseas Pakistanis, Mr. Pervez 
Haleem Rajput, Consultant (Imple-
mentation) and Mr. M. Javed 
Chaudhary, Director Media to 
investigate the issues at Islamabad 
International Airport and submit 
report to check the performance of 
One Window Facilitation Desk; 
delay in Immigration; unnecessary 
checking by Customs and to review 
the progress on the recommenda-
tions of the team’s earlier visit on 
27-4-2022.  The committee has 
submitted its preliminary report 
after making inspection, listening 
to the complaints of the general 
public, witnessing the working of 
different counters, One Window 
Facilitation Desk and holding meet-
ing with the management of the 
Airport and other Federal Govern-
ment agencies responsible for 

handling the passengers.  The Team 
also inspected the One Window 
Facilitation Desk where representa-
tives of 12 agencies remain present 
round-the-clock.  The Federal 
Ombudsman said that Islamabad 
International Airport is the airport 
of the country’s capital; therefore, 
its services must be of international 
standards.

The Airport Manager informed 
that under the directions of Wafaqi 
Mohtasib, separate counters for 
senior citizens, business class passen-
gers and ladies have been estab-
lished, however senior citizens 
complained to the team regarding 
improper functioning of their count-
ers.  The FIA and Customs authori-
ties complained of shortage of staff.  
The team observed that only two 
luggage rapping machines were 
working due to which long queues 
were witnessed.  The team directed 
the CAA authorities for installation of 
two more rapping machines. The 
passengers complained and request-
ed for provision of facility of Visa 
Protector Stamp at the airport.  The 
team assured to take up the matter 
with the concerned ministries.  The 

team directed the airport doctor for 
checking of hygiene standards along-
with expiry date of food items provid-
ed at airport and asked for submis-
sion of fortnightly report to WMS.  
The team appreciated the perfor-
mance of CAA in maintaining cleanli-
ness and ASF for good security 
arrangements at the airport.  The 
team observed and noted that aware-
ness boards are only in English, 
therefore directed to install aware-
ness/guidance boards in Urdu 
language, as well.  The Ombudsman 
called upon the Secretary Civil 
Aviation Division and heads of FIA, 
Customs, PIA and other relevant 
agencies to inquire into the problem 
areas and take immediate necessary 
measures for resolution of the issues.

RECOMMENDATIONS

a. Adequate staff from every luggage 
handling agency including PIA be 
ensured and their strict monitoring 
mechanism and SOP may also be 
devised.  CAA must ensure delivery of 
luggage within the specified time, 
failing which strict action is to be 
taken against the defaulting agency 
including imposition of fine.
b. Bureau of Immigration should 

make arrangements for affixing the 
Protector Stamp at the airport, as 
well, though it may charge extra fee 
for that.
c. CAA shall provide photocopiers and 
computers plus printers at all termi-
nals for getting prints of E-Visa/ 
E-tickets etc. by the passengers.
d. FIA must operate maximum 
number of Immigration Counters to 
handle international passengers.  The 
WMS may ask the DG, FIA for provi-
sion of more staff at the airport and 
presence of senior officials at least of 
Assistant Director level 24 hours.
e. Attendance register should be 
placed at One Window Facilitation 
Desk to monitor the attendance of 
staff of all agencies and monthly  
progress report regarding 
complaints/queries  received to be 
submitted to the Grievance Commis-
sioner for Overseas Pakistanis well in 

time though each Agency’s Head 
Office.
f. Awareness Standees and Informa-
tion Boards should be installed at 
international departure & arrival 
terminals for One Window Facilita-
tion Desk.
g. The CAA would ensure installation 
of two more luggage wrapping 
machines in the international depar-
ture lounge.
h. The CAA would ensure installation 
of directional and awareness boards 
in Urdu language as well.
i. The CAA, FIA and Customs must 
ensure dedicated counters for Senior 
Citizen and First/Business Class 
passengers.
j. The CAA to make it mandatory for 
all airlines to provide leaflets along-
with tickets highlighting information 
regarding Do’s & Dont’s.

k. The ASF should avoid the scanning 
of passengers through hands unless 
absolutely necessary and to scan with 
hand scanner or walk through gate as 
per international standards.
l. The Custom official’s often violate the 
prescribed procedure and rules to check 
the luggage.  The Customs department 
would install a board of instructions in 
the checking area.  The DC Customs 
sould sometimes make personal inspec-
tion of Customs Counters.
m. The CAA would ensure hygiene 
and quality of each food item provid-
ed in the food court in the airport 
vicinity and send fortnightly report 
to WMS.

SPECIAL APPRECIATION
• The team observed and appreciat-
ed cleanliness of high standards in 
the entire area of the airport and 
excellent security management by 
the ASF.

Mr. Ashiq Hussain retired Senior 
Private Secretary (BS-19) of Cabinet 
Division filed a complaint against 
AGPR for failure to make payment of 
pension and post retirement service 
dues.  The AGPR instead of making 
payment of his dues, issued a revised 
pay slip showing recovery of 
Rs.573,483/- from his pension.  The 
complainant also referred different 
judgements of Supreme Court of 
Pakistan wherein recovery from 
pension/salary paid was held illegal 
on the principle of locus poenitentiae.  
Four other complaints were also filed 
on the same contention against 
AGPR.

The Agency reported that as per 
Finance Division OMs dated 
6.12.2019 & 23.12.2011, Private Secre-
taries (BS-17) will be granted time 
scale of BS-18 after completing 5 
years satisfactory service in BS-17 but 
the departments have not complied 
with the required formalities, hence 
they could not be considered in 
BS-19.  The Cabinet Division reported 
that the revised policy issued by the  

Finance Division is effective w.e.f. 
31.03.2021, whereas the complainant 
was granted BS-18 and BS-19 in the 
year 2017 & 2018 respectively.  The 
other complainant Mr. Riaz A. Sabir 
also presented a copy of judgement of 
Federal Service Tribunal (FST) 
supporting complainant’s view point.  
Whereupon, Finance Division had 
filed a Civil Petition No.4852/2019 
against the FST order in the Supreme 
Court of Pakistan which was 
dismissed and leave was refused vide 
order dated 11.06.2020.  Moreover, a 
Review Petition submitted by Finance 
Division was also rejected by the 
Supreme Court for final consider-
ation.  However, in the meanwhile, 
FST has directed that the judgement 
dated 17.10.2019 be implemented in 
letter & spirit subject to final outcome 
of the Supreme Court’s Decision in 
review petition.

After detailed discussion and 
recording the view point of all the 
relevant parties, the Ombudsman 
directed the AGPR as under:

“In view of the Cabinet Division 
report, clarification issued by Estab-
lishment Division Vide OM dated 
18.08.2015, orders of FST and 
Supreme Court of Pakistan referred 
to above, action of the AGPR regard-
ing recovery of amount from the 
pension/commutation of a retired 
employee is not justified and falls 
under the definition of mal-adminis-
tration in terms of Article 2(2) of 
President’s Order No.01 of 1983, 
therefore aforesaid action of the 
Agency is in violation of rules, and is 
illegal.  Thus, the complaint is accept-
ed in terms of Regulations 23(4) of 
Wafaqi Mohtasib (Investigation & 
Disposal of Complaints) Regulations, 
2013.”

The AGPR implemented the 
findings by accepting the stance of 
the complainants.  The complainants 
and the President of SPSs/SPs 
Welfare Association thanked the 
Federal Ombudsman through a letter 
on resolving the grievance of the 
complainants.

SENIOR PRIVATE SECRETARIES GET RELEIF ON 
OMBUDSMAN’S INTERVENTION
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The Hon’ble Federal 
Ombudsman Mr. Ejaz Ahmad 
Qureshi took suo motu notice of 
complaints being received from 
the senior citizens and pension-
ers who were being maltreated 
at some National Saving 
Centres. He deputed an Inspec-
tion team comprising Senior 
Advisor Mr. Ahmad Farooq, Mr. 
Pervez Haleem Consultant 
(Implementation) and Mr. M. 
Javed Chaudhary Director 
Media to spot check and verify 
the complaints of the clients at 
these centres. 

It would be recalled that the 
Central Directorate of National 
Savings has billions of rupees 
worth of deposits belonging to 
poor pensioners and senior 
citizens’ hard-earned savings. 
For this purpose, they have to 
visit National Saving centres 
periodically where proper treat-
ment and facilities are often 
missing causing great resent-
ment and hardship to senior 
citizens. 

The inspection team
submitted  its recommenda-
tions to the Federal Ombuds-
man for taking further action 

which included the following:

RECOMMENDATIONS

a. The CDNS must establish 
Information/Service Counters 
in each branch, where a senior 
official may be designated as 
Information Officer who should 
provide help/guidance to the 
customers.
b. CDNS should install Guid-
ance and Information Boards in 
each branch, which must men-
tion in bold that no guidance 
may be sought or any document 
be filled out from any person 
other than the Information 
Officer/Branch Manager.
c. WMS’s awareness boards 
regarding filing of complaints 
should also be installed in each 
branch of CDNS.
d. Courtesy training to all 
officials and Branch Managers 
must be given to deal with the 
customers in professional man-
ners.
e. A complaint register should 
be placed at a prominent place 
in each branch.
f. Arrangements must be made 

for issuing electronic queue 
token in each branch of CDNS.
g. The DG, CDNS was suggest-
ed that to meet the shortage of 
manpower, CDNS may get the 
services of University Students 
as Internees who may be paid 
some token honorarium.
h. Monthly Spot Visits by senior 
officials of CDNS to various 
branches must be undertaken 
to assess performance of 
officials particularly their 
behavior towards public as well 
as the cleanliness of the premis-
es under intimation to WMS.  
i. A list be prepared of all cases 
of fraud registered during last 
one year with action taken in 
each case e.g. whether the 
culprits were identified or not 
and what punitive measures 
were taken against those found 
guilty.  Report to be submitted 
to WMS by D.G., CDNS in   45 
days.
j. The WMS will take up the 
matter of shortage of manpower 
and establishment of IT wing in 
the CDNS with the Ministry of 
Finance.

The head of Inspection Team of WMS Mr. Ahmed Farooq, Senior Advisor listening to an account holder during visit of  
National Savings Centre I-8 Islamabad

FEDERAL OMBUDSMAN TAKES SUO MOTU NOTICE ON THE 
PLIGHT OF SENIOR CITIZENS AND PENSIONERS AT VARIOUS 

NATIONAL SAVING CENTRES
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CDA PRESENTS ACTION PLAN ON DENGUE
TO FEDERAL OMBUDSMAN

OMBUDSMAN DIRECTS CDA TO ENSURE DENGUE SPRAY IN 
ALL SECTORS OF ICT AND ADJOINING AREAS

The Federal Ombudsman taking 
cognizance of the outbreak of 
Dengue had took notice on 29th 
September, 2022 and directed the 
Ministry of Health Services, Regu-
lation and Coordination and CDA 
to present an action plan to elimi-
nate large scale of prevalence of 
dengue in ICT.  The Chairman 
CDA has presented its Action Plan 
to meet this menace in Islamabad 
and adjoining areas. CDA submit-
ted that 1177 cases of dengue 
including 910 in Islamabad have 
been reported so far and most 
affected areas are G-7,G-6 and 
G-11.  It also stated that most of 
the dengue larva was found in the 
areas of G-6, G-7, F-6,F-7, I-9 and 
I-8 Sectors.  CDA also reported 
that 38 teams are working to 
identify hotspots & sprays, where-
as, 12 vehicles with 72 spray 
machines are working day and 
night in the Dengue Eradication 
Campaign.  It was also informed 
that 1672 cases of dengue were 
reported in 2019 and 337 in 2021, 
which have now been increased 
upto 1177 in 2022. 
The Federal Ombudsman has 

directed the CDA to ensure dengue 
spray in each sector of ICT and 
adjoining areas on weekly basis 
and submit monthly report to 
WMS.  He will shortly hold a 

meeting with the concerned agencies for 
dealing with the menace and to evaluate 
the preventive measures taken by these 
agencies to overcome the prevalence 
expeditiously.
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FEDERAL OMBUDSMAN SECRETARIAT PUBLISHES A 
HANDBOOK TO FACILITATE OVERSEAS PAKISTANIS

The Federal Ombudsman Secretari-
at on the instructions of Federal 
Ombudsman Mr. Ijaz Ahmad 
Qureshi, has published a hand book 
for Overseas Pakistanis containing 
information regarding complaints 
procedures, phone numbers & 
addresses of WMS and Pakistan 
Embassies abroad. The handbook 
has been prepared by Dr. Inaamul 
Haq Javeid, Grievance Commission-
er for Overseas Pakistanis which 
contains procedures for redressal of 
complaints of Overseas Pakistanis 
and issues of Overseas Pakistanis, 
as well. Information regarding the 
solution, important information 
including details of One Window 
Facilitation Desks at all internation-
al airports in Pakistan was also 
given. It is pertinent to mention that 
the Federal Ombudsman has set up 
One Window Facilitation Desks 
(OWFD) at all international airports 
of Pakistan for immediate resolution 
of the problems of passengers arriv-
ing from abroad and departing from 
Pakistan. The officials from twelve 
government agencies, including 
FIA, NADRA, Health, Immigration,  
Passport and Customs, are available 

24 hours a day, 7 days a week, to 
address their grievances on time. 
Similarly, the Federal Ombudsman 
has ordered all Pakistani Ambassa-

More than 9 million 
Overseas Pakistanis 
are our great asset – 
Ejaz Ahmad Qureshi 
Federal Ombudsman

dors and High Commissioners to 
hold an open court (Khuli Katchery) 
once a month and to fix a day and 
time in a week to meet with Over-
seas Pakistanis so that their 
problems can be resolved in time. In 
this regard, monthly reports are also 
sent to the Federal Ombudsman 
from the airports and the Pakistani 
Embassies and Consulates. Inspec-
tion teams consisting of Senior 
Advisors/Officers also conduct 
inspections and meetings at various 
airports to review these facilities. In 
this regard, recently visits were made 
to Lahore, Karachi and
Islamabad Airports and reports 
containing short-term and long-term 
recommendations for providing better 
facilities were prepared and their 
implementation started. It should be 
noted that this year, 137,423 
complaints regarding Overseas 
Pakistanis were redressed by the 
Federal Ombudsman, 18,542 
through Pakistan missions abroad 
118,290 through OWFD‘s and 815 
complaints received directly. The 
total number is 137,647 which is 
a 133.34% increase over the 
previous year.

The Federal Ombudsman, Mr. Ejaz Ahmad Qureshi addressing the Overseas Pakistanis convention at Convention Centre, Islamabad
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FEDERAL OMBUDSMAN TAKES NOTICE OF
ISLAMABAD’S TRAFFIC MESS

CHRONIC TRAFFIC PROBLEMS REQUIRE WELL COORDINATED 
AND EFFECTIVE REMEDIAL STEPS

In the context of large scale 
public complaints of traffic 
problems, the Hon’ble Federal 
Ombudsman calls upon Heads of 
Government Agencies i.e. Chief 
Commissioner ICT, IG Police, 
Federal Secretary Communica-
tions, and Chief NTRC to formu-
late an effective action plan to 
address traffic issues which have 
grown more serious in recent years 
due to large scale migration from 
other provinces. Chairing a meet-
ing in his office, he emphasized the 
need for better coordination and 
effective action by the authorities. 
In the meeting, various constraints 
were highlighted by the agencies, 
such as acute shortage of manpow-
er, meager fines, dearth of financial 
resources for construction of road 
infrastructure. 

Various proposals and sugges-
tions were discussed in the meet-
ing to work out a feasible plan of 
action containing short and 
long-term measures. The 
Member Planning CDA Mr. 
Waseem Bajwa informed that 
some major roads are under 

construction but CDA is working 
aggressively to complete the road 
infrastructure within the shortest 
possible time.  He also informed 
that Metro Busses have been 
started at different routes which 
will ease the transport difficulties 
in Islamabad.  The DIG Opera-
tions Islamabad Police Mr. Sohail 
Zafar Chattha informed that the 
new traffic system was initiated 
in ICT in 2006 with 656 traffic 
police officials and at present it is 
run by only 606 officials whereas 
population and number of 
vehicles have increased dispro-
portionally in ICT.  The SSP 
Traffic Dr. Syed Mustafa Tanveer 
informed that under Motor Vehi-
cle Ordinance the fines in major 
violations are still as low as 
Rs.200, which need to be 
enhanced considerably.  The Chief 
NTRC Mr. Hameed Akhtar said 
that most of the roads are 
designed for four wheel traffic 
whereas two and three wheel 
traffic has increased by millions, 
therefore, road traffic engineering 
needs due changes.  He also 

emphasized the need to further 
improve the road traffic signage 
in ICT.

The Federal Ombudsman 
asked the Islamabad Traffic Police 
to consider getting traffic volun-
teers from educational institutions 
for the time being to control traffic 
at different points in Islamabad.  
He assured the Islamabad Traffic 
Police to take up the matter of 
shortage of manpower and increase 
in fine money, especially for repeat-
ers of traffic violations, at appropri-
ate level.  He further said that road 
safety curriculum must be included 
in the text books from junior to 
college levels.  He also said that 
enforcement of law must be 
ensured and safe city infrastruc-
ture as well as public transport 
system/network should be 
improved in ICT.  He further stated 
that Wafaqi Mohtasib Secretariat 
would coordinate the preparation 
of short and long term plan to meet 
the challenges of traffic situation in 
Islamabad and would continue to 
monitor the progress in the coming 
weeks and months.  

The Hon’ble Federal Ombudsman Mr. Ejaz Ahmad Qureshi Chairing a meeting of different agencies to resolve traffic issues in ICT
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FEDERAL OMBUDSMAN REVIEWS PERFORMANCE 
OF  ENERGY DEPARTMENT AND  DISCOS

OMBUDSMAN DIRECTS MINISTRY OF POWER TO ESTABLISH 
FACILITATION CENTRES IN ALL MAJOR OFFICES

The Federal Ombudsman Mr. Ejaz 
Ahmad Qureshi summoned the 
Secretary Energy and Chief Execu-
tives of DISCOs against high 
number of complaints.  The meet-
ing was presided over by the Feder-
al Ombudsman which was attended 
by Senior Officers of WMS, Secre-
tary Power Division Mr. Rashid 
Mahmood Langrial, Chief Execu-
tives of IESCO, LESCO and 
PESCO.  The meeting was 
informed that during the year 2022 
more than 56000 complaints were 
registered by the citizens against 
power sector companies. To review 
the performance of these compa-

nies and to address deficiencies 
therein which are causing huge 
hardship to people. 

The meeting noted that the Wafaqi 
Mohtasib Office provides speedy 
relief to the common man within 60 
days without any cost. This reduces 
the burden on our civil courts and 
NEPRA. It was informed that 
complaints involving big sums 
related to industrial and commer-
cial consumers are referred to civil 
courts and NEPRA.  Consequently, 
the poor segment of the society has 
easy access to Wafaqi Mohtasib’s 
17 Regional Offices, spread 

throughout the country. 

The Chair raised the issue that in 
some cases the Electric Supply 
Companies have gone to High 
Courts resulting in huge delays and 
hardship to poor consumers involv-
ing small amounts. These issues 
and systemic problems were 
discussed in the meeting requiring 
urgent action.  

The Ministry of Energy was advised 
to ensure setting up of facilitation 
centres at major offices to help 
complainants. 

Federal Ombudsman chairing a performance review meeting with Secretary Energy Division and CEOs of DISCOs 
against huge number of complaints

Wafaqi  Mohtasib (Ombudsman)’s Secretariat - News Bulletin - Special Supplement

23



FEDERAL OMBUDSMAN VOWS ALL OUT EFFORTS FOR 
PROVIDING RELIEF TO PUBLIC

ROLE OF MEDIA IN SENSITIZING PUBLIC REGARDING THEIR RIGHTS & 
SOLUTION TO THEIR PROBLEMS IS HIGHLY IMPORTANT

Ejaz Ahmad Qureshi, Federal Ombudsman

The Federal Ombudsman Mr. 
Ejaz Ahmad Qureshi has said 
that the role of media in sensitiz-
ing public regarding their rights 
and solution to their problems is 
highly important. He was address-
ing a press conference after chairing 
a meeting with the representatives 
of different federal government 
departments and service provider 
companies at WMS Regional Office, 
Karachi. The meeting was attended 
by Mr. Amir Zia, Chief Distribution 
Officer K-Electric, Lt. Col(Rtd) 
Muhammad Anees Khan, DG 
NADRA, Mr. Imran Maniar, MD 
SSGC, Capt. Rtd. Asim Khan, Direc-
tor(Operations) FIA, representa-
tives of State Bank, State Life Insur-
ance and senior officers of WMS 
Regional Office, Karachi. 

Addressing to a question, he said 
that power distribution and natural 
gas providing companies had a vast 
clientele consisting of millions of 
people that’s why number of 
complaints against them was also 
higher.  He said that efforts were 

underway to make Federal Ombuds-
man Secretariat more active and 
effective for ensuring resolution of 
issues of public at the earliest and 
provision of relief to them. He said 
that the Federal Ombudsman Secre-
tariat (FOS) disposes of a complaint 
within statutory period of 60 days 
while implementation on the 
decision was also ensured within a 
month or two and the compliance 

ratio in decided cases was over 90 
percent.  The implementation in the 
remaining cases delays due to filling 
of appeals to the President or matter 
taken to courts. He said that regional 
offices of the Wafaqi Mohtasib 
Secretariat were working in different 
major cities while open meetings of 
Advisers were also being conducted 
at towns and tahseel headquarters to 
listen and resolve complaints of 
people in far flung areas. 

The Federal Ombudsman Secretariat 
(FOS) was giving special attention to 
resolve issues pertaining to children and 
a dedicated wing was working at FOS to 
deal with children’s issues while a help 
line 1056 was established to receive 
complaints of children, he said.  The 
ombudsman lauded role of media in 
sensitising public regarding their rights 
and stressed the need for media organi-
sations to highlight the positive develop-
ments and good performance of organi-
sations as well as cooperation by media 
could help in resolving issues being 
faced by public. 

Federal Ombudsman Mr. Ejaz Ahmad Qureshi chairing a meeting with the heads of different agencies 
at Wafaqi Mohtasib Secretariat, Karachi on 14th December, 2022

Federal Ombudsman Mr. Ejaz Ahmad 
Qureshi addressing Media in a Press Conference 

at  Wafaqi Mohtasib Secretariat, Karachi 

Wafaqi  Mohtasib (Ombudsman)’s Secretariat - News Bulletin - Special Supplement

24



The Hon’ble Federal Ombudsman Mr. Ejaz Ahmad Qureshi 
handing over an electronic wheel chair to disabled lady 
complainant donated by Mr. Jehangir Malik from Dubai

KHULI KATCHEHRIES , INSPECTIONS & OTHER ACTIVITIES
The Ombudsman Secretariat has 

provided relief of millions of rupees to 
the complainants. Regional Office, 
Bahawalpur provided relief to a widow 
who received a cheque of Rs.25 lacs 
sixty thousand as dues of her late 
husband.  Regional Office Sargodha 
provided relief to hundreds of 
complainants e.g. 28 policy holders of 
State Life Insurance who received 
cheques of more than 10 million 
rupees, relief of 52 thousands units 

disbursed back to complainants from 
FESCO, 44 thousand units disbursed to 
complainant from GEPCO.  Regional 
office Karachi provided relief of Rs.6.5 
million to a complainant from Postal 
Life Insurance. R.O. Karachi also 
provided relief to thousands of citizens 
of Karachi by removing extra charged 
amount from electricity bills. Regional 
Office Sukkur provided relief of 11 
million rupees to Jaccobabad Institute 
of Medical Sciences from SEPCO.  

Similarly, with the intervention of 
Regional Office Quetta, hundreds of 
flood affectees received relief amount of 
Rs.25,000/- each through BISP.

Taking cognizance of the difficulties 
of Overseas Pakistanis, the Hon’ble 
Federal Ombudsman had directed the 
Ministry of Foreign Affairs to start 
Khuli Katchehries  once a month in the 
Pakistan Missions abroad to resolve 
grievances of Overseas Pakistanis.  

The Ambassador of Pakistan to Japan Mr. Imtiaz Ahmad 
conducting e-Katchehries with the Overseas Pakistanis 

residing in Japan and listening their problems.

Khuli Katchehry  is being held at South Waziristan by WMS  Regional Office, Peshawar  

Mr. Ghulam Sarwar Brohi, incharge Regional Office, Quetta 
receiving complaint from a special person 

Mr. Shahid Latif Khan, Incharge Regional Office, Gujranwala 
hearing complaints in a Khuli Katchehry at Narowal
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Dr. Zahid Malik, Incharge, Reginal Office, Bahawalpur inspecting the Child Protection Centre Bahawalpur

Mr. Arif Kundi, Consultant Regional Office, D.I Khan hearing complaints 
in a Khuli Katcheri at Bahkar

Syed Mahmood Ali Shah, Consultant Regional Office, Sukkur listening 
complaints during visit of  NADRA Office, Sukkur

Mr. Mushtaq Ahmed Awan incharge Regional Office, Sargodha giving answers during awareness programme at FM Radio Mandi Bahauddin 

Shahzada Allaudin Assistant Registrar WMS Regional Office, 
Kharan (Blochistan) listening complaints during visit of 

NADRA Office, Kharan

Mr. Bukhtiar Gul Advisor WMS Regional Office, Peshawar presenting a cheque of 
Rupees 5 Lacs to a complainant whose case was resolved through IRD against Khyber 

Motors, Peshawar
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PUBLIC AWARENESS
PRESIDNET DIRECTS TO RAISE AWARENESS 

ABOUT THE FUNCTIONING OF
WAFAQI MOHTASIB’S INSTITUTION 

The Honorable President of Pakistan 
Dr. Arif Alvi has always emphasized 
the importance of sensitizing the 
general public on the functioning of 
Wafaqi Mohtasib by using traditional 
and modern media tools. During his 

visit to WMS, he directed to take 
steps to raise awareness among the 
general public as to how they can 
approach this office for resolution of 
their grievances against maladminis-
tration of federal government 

agencies. This Secretariat has taken 
number of initiatives to enhance 
awareness among general public 
especially in far flung areas through 
awareness lectures, Khuli Kacheries 
and seminars.

Mr. Javed Mehmood Bhatti Incharge, Regional Office, Multan  
addersing an awareness session at COMSAT University, Vehari

Federal Ombudsman Mr. Ejaz Ahmad Qureshi, delivering an awareness lecture at Law College, NUST, Islamabad

Dr. Zahid Malik Incharge, Regional Office, Bahawalpur addersing an 
awareness session at Islamia University, Bahawalpur 
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The Federal Ombudsman has 
directed all concerned agencies of 
the Federal Govt. to implement the 
recommendations of the study 
report on “Plight of Street 
Children” in Islamabad prepared 
by the task force constituted by 
him. He was addressing a press 
conference in his office wherein 
the background of the study, its 
salient findings and key recom-
mendations were brought out by 
him. He vowed to ensure the imple-
mentation of the recommenda-
tions. The study sets out priorities 
and gives evidence-based recom-
mendations to the key stakehold-
ers & government agencies. The 
research was conducted by Syeda 
Viquar un Nisa Hashmi, Advisor / 
Grievance Commissioner for 
Children and her team. This was 

reported to be the first ever empiri-
cal study focusing on street 
children in ICT.   The research is to 
be taken as a Pilot Project which 
would be replicated in other parts 
of the country.  

The research revealed that 
child labour / beggary is an 
outcome of extreme poverty, 
homelessness / abandonment of 
children, etc., and predominately a 
lucrative family business of some 
communities and begging rings. 
The field data revealed that 91% 
sample children were living with 
their families / guardian (generally 
the migrants from Northern Areas, 
Nomads termed as ‘Changar’ and 
refugees), while 9% were home-
less. The medical examination of 
street children CPI revealed 
serious issues of malnourishment, 

drug addiction, sexual abuse, skin 
diseases and even HIV. The report 
indicates that the present mecha-
nism for the shelter, welfare and 
development of children in-need, is 
inadequate, and inefficient. The 
shelter facility is meant for boys 
only. The internal trafficking of 
children is not recognized as an 
offence. The report also indicates 
that there is neither legal provision 
relating to ban on child labour nor 
provision of minimum age for light 
work, which is the non-compliance 
of the ILO Convention. The report 
indicates that violation of laws 
relating to children's employment 
were witnessed but Local Adminis-
tration had no record of action 
taken in this regard. The team also 
observed that there is no Child 
Court in ICT and only one Model 
Police Station in ICT with a desk 
for children.  The task force noted 
that from 1991 to May 2022, only 
597 adult beggars and their facilita-
tors were put behind the bars. 
Challans were submitted in 98.99% 
cases, leading to conviction in 
98.09% and acquittal in 1.9%, yet 
scores of beggars are witnessed 
across the city. The report also 
indicates that 11,681 street 
children in ICT had been picked by 
the police from Jan.2020 to May 
2022 and dropped at Edhi Centre 
and CPI. The Edhi Centre has 
neither mandate nor capacity to 
accommodate street children 
therefore, releases them in the 
evening. 

The report recommended a 
robust mechanism for the rescue 
and care of children in need; regis-
tration of refugees on priority basis 
and basic facilities of health and 
education regardless of their 
status. The report also recom-
mended training of Police and CPI 
officials to rescue street children. 

FIRST EVER EMPIRICAL STUDY SUBMITTED TO 
WAFAQI MOHTASIB REGARDING THE PLIGHT OF 

STREET CHILDREN IN ISLAMABAD

Syeda Wiqar un Nisa, Advisor/Grievance Commissioner for Children presenting study 
report on Plight of Street Children in ICT to the Federal Ombudsman.
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IMPORTANT FINDINGS
WAFAQI MOHTASIB DIRECTS PAKISTAN NURSING COUNCIL (PNC) 

TO REFUND FULL FEE PAID BY THE COMPLAINANTS FROM 
PRIVATE NURSING COLLEGE DUE TO LACK OF AFFILIATION 

MR. JAMAL UDDIN & OTHERS Vs PAKISTAN NURSING COUNCIL

The complainants filed a 
complaint against the Nova Institute 
of Modern Studies (NIMS) College of 
Nursing regarding the non-refund of 
admission fees. They contended that 
the NIMS management mislead 
them through their prospectus that 
the college had an affiliation with the 
Higher Education Commission 
(HEC) and Shaheed Zulfiqar Ali 
Bhutto Medical University (SZAB-
MU). They further added that they 
did not want to continue their educa-
tion further at this institute, therefore, 
their paid fee should be refunded.

 The matter was taken up with 
HEC, SZABMU, and PNC. The HEC 
informed that since, NIMS is located 
within the territorial limits of Islam-
abad Capital Territory (ICT); there-
fore, HEC’s NOC is mandatory. 
Further, the matter regarding the 
refund of the fee is an internal admin-
istrative matter of the institution and 
affiliating University (i.e. SZABMU 
Islamabad). Therefore, the Universi-
ty be advised to take necessary action 
to safeguard the interest of the 
students. The SZABMU informed 
that to safeguard the interests of the 
students who have been illegally 

enrolled by the institute, the said 
students of the BSN, Generic 
Program be registered to safeguard 
their future and be allowed to appear 
for their exams in the coming special 
session. The PNC intimated that the 
NIMS management and the 
complainant were asked to appear 
before it and the issues mentioned in 
the complaint were discussed at 
length. It was concluded that the 
NIMS has violated the clear-cut 
directions of the PNC contained in 
condition No.4 of letter i.e. 
PNCF-11-INST-2021/00016, dated 
12-11-2021. Given the above facts and 
circumstances, it is hereby suggested 
that the College may refund the fee of 
those students who have already left 
the college and shifted to other 
Institutes and the remaining students 
who are studying in the NIMS may 
be given the option of either to contin-
ue their studies in the same Institute 
or want a refund of their amount. 
However, these recommendations 
will be placed before the forthcoming 
meetings of the Council for approval 
and directions.

During the investigation of the 
case by Mr. Adnan Ahmad, Senior 

Investigation Officer of this Office, it 
was concluded that the NIMS 
mislead the students by mentioning 
in its prospectus that it had an affilia-
tion with the HEC and SZABMU 
however, no affiliation was obtained 
at that time. Therefore, it was crystal 
clear that no affiliation nor any NOC 
was obtained by the Agencies at the 
time of admission of the first batch of 
students including the students. 
Furthermore, the PNC, being the 
regulatory body, provisionally 
registered the NIMS by overlooking 
at the fact that NIMS had no affilia-
tion nor NOC by the SZABMU or 
the HEC, which is highly objection-
able. The attitude of the NIMS 
management inclined the complain-
ants to take admission in other 
institutes and approach the PNC for 
a refund of their fee even after the 
NIMS affiliated with the SZABMU. 
Owing to this, the Honorable 
Wafaqi Mohtasib directed the PNC 
to recover the full fee paid by the 
complainants from the NIMS and in 
case of any non-compliance, take action 
against the NIMS as per applicable 
rules/laws and submit a compliance 
report within thirty days.

Due to the efforts of WMS Griev-
ance Commissioner for Overseas 
Pakistanis, three Overseas Pakistanis 
get release from prisons of Libya and 
Bangladesh.  As per details, Mr. 
Shamshad Mangat, a Journalist filed 
an application before the Ombuds-
man of Pakistan and sought help to 
release his relative Mr. Aziz Ahsan 
S/o Muhammad Akram along with 
another Pakistani who have been 
detained in a jail of Trablus, Libya 
since three years.  These persons had 
gone to Italy through Libyan border 
along with some Egyptian, Syrian and 
Iraqi’s but held by the Libyan border 
authorities.  The Egyptian, Syrian and 

Iraqi’s were got released with the 
intervention of their embassies. 

Another complaint was received 
from a lady from Karachi who 
requested that his husband had been 
detained in Bangladeshi jail for the 
last 10 years.  A court has also ordered 
for his release but no action has been 
taken by the Bangladesh authorities 
for his release.  Both the complain-
ants sought help and intervention 
from the Federal Ombudsman for 
their release. 

The Hon’ble Federal Ombudsman 
Mr. Ejaz Ahmed Qureshi directed to 
take up the matter with the concerned 
authorities.  The Grievance Commis-

sioner for Overseas Pakistanis Dr. 
Inam ul Haq Javeid took the matter 
with the Ministry of Foreign Affairs to 
resolve the matter through the 
intervention of Pakistan Embassies at 
Libya and Bangladesh.  Both the 
Embassies took the matter with the 
concerned authorities and with 
persistent efforts, these Overseas 
Pakistanis succeeded to free from jails 
of Libya and Bangladesh and reached 
Pakistan safely.  Both the complain-
ants have thanked the Federal 
Ombudsman for his intervention in 
release of their loved ones.

THREE OVERSEAS PAKISTANIS GET RELEASE FROM 
PRISONS OF LIBYA AND BANGLADESH ON 

OMBUDSMAN’S INTERVENTION
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RS. 10.32 MILLION PAID TO A RETIRED MANAGER  ACCOUNTS 
OF PMDC ON OMBUDSMAN’S INTERVENTION

Mr. Khurshid Anwar,a  retired Accounts Manager of PMDC 
filed a complaint at Regional Office Quetta against PMDC 
for failure to make payment of his pensionary dues.  He 
stated that he gave 40 years of his life to his department but 
the PMDC has refused to pay him pensionary dues. The 
petitioner made many efforts but failed, hence he filed this 
complaint.
The matter was taken up with the Agency,during hearing 
proceedings the representative of the Agency made flimsy 
arguments on the basis of different objections but without 
any solid proof.  In the next hearing, the Incharge Regional 
Office Quetta Mr. Ghulam Sarwar Brohi called upon the 
Managing Director, PMDC who promised to resolve the 
case within a fortnight.  The Federal Ombudsman also 
issued its findings and directed PMDC to pay the 
pensionery dues to the complainant within 30 days.  Finally, 
the PMDC processed the case of the complainant and 
issued a cheque of Rs.10.32 million in favour of the 
complainant and submitted it with the implementation 
report in the Ombudsman Office, Quetta.
The applicant Mr. Khurshid Anwar came to the Regional 
Office, Quetta and cheque was handed over to him.  The 

complainat paid great tribute to the Federal Ombudsman and 
stated that his grievances have been resolved without spending  
even a single penny and in a shortest period of two months.

The Investigating Officer of Regional Office, Quetta 
handing over a cheque of Rs.10.32 million of pensionary 

dues to Mr. Khurshid Anwar, complainant

WAFAQI MOHTASIB DIRECTS EMPLOYEES’ OLD 
AGE BENEFITS INSTITUTION (EOBI)TO PAY 

SURVIVOR PENSION TO THE WIDOW
Mst. Aneela Rubab Vs EOBI

The complainant filed complaints 
against the Employees’ Old Age 
Benefits Institution (EOBI), which 
was disposed of by this office. The 
complainant filed representations 
before the Honourable President of 
Pakistan, who remanded the cases 
to the WMS for final disposal on 
merits. The complainant’s husband 
died during work in Pakistan Miner-
al Development Corporation 
(PMDC) salt mines but no survivor 
pension was issued to her despite a 
lapse of considerable time. The 
matter was taken up with EOBI who 
intimated that the relevant field 
officer had verified insurable 
employment from 01/2017 to 
24/07/2018 (1.54 years). As per 
section 22(b) of the EOB Act, 1976, 
for awarding of survivor pension, the 
minimum service length of verified 
insurable employment required is 
36 months. Hence, the complainant 

did not qualify for survivor pension.
During the investigation by Mr. 
Adnan Ahmad, Senior Investigation 
Officer of this Office, it was conclud-
ed that the concerned employer i.e. 
PMDC shared particulars with the 
EOBI for registration under section 
11 of EOB Act, 1976 read with Rule 1 
of EOB Rules, 1976 to the extent 
that the deceased was an employee 
of the PMDC. The EOBI, after the 
due procedure, issued an EOB 
Registration Card (PI-03) to the said 
employee under Rule 4 of Rules Ibid 
on 24.09.2018 and he was declared 
as an insured employee w.e.f. 
01.07.2007. The employer started 
the payment of the contribution  
from 01/2017 before which no 
contribution was paid for such 
employees. The employer was 
paying the contribution of only staff 
employees for the period 
01/07/1998 to 31/12/2016. Howev-

er, it was revealed on record that the 
employer vide Ref. No. SMK-
B/Acts/4029 dated 11.04.2022 
issued a demand draft as a contribu-
tion for the period from 05/2015 to 
12/2016 amounting to Rs. 16,200/- 
in favor of the EOBI. Prima-facie this 
abortive attempt on the part of the 
Agency is not appreciated on the 
strength of section 14 of the EOB 
Act, 1976. Furthermore, the verifica-
tion of individual contributions 
either paid or not is a matter 
between the Agency and the 
employer; however, the insured was 
entitled to due rights even after 
default by the employer. Therefore, 
the delay in issuance of a ‘Survivor 
Pension’ to the widow of the insured 
person is a clear violation of the 
rules. Owing to this, Honorable 
Wafaqi Mohtasib directed to pay the 
survivor pension to the complainant 
within a period of thirty days.
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FLOOD AFFECTEES OF 
BALOCHISTAN RECEIVED 

RS.25,000/- FROM BISP
ON OMBUDSMAN’S

INTERVENTION

On the orders of the Federal Ombudsman, a 
relief amount of Rs. 25,000 was disbursed to 
the hundreds of flood-affectees of Baluch-
istan through Benazir Income Support. On 
the instructions of Federal Ombudsman 
Mr. Ejaz Ahmad Qureshi, WMS regional 
office Quetta constituted different teams to 
coordinate with the relevant Agencies to 
help the flood affectees.  During operation 
hundreds of flood  affectees complained 
against BISP for non-disbursing of relief 
amount.  The regional head of WMS 
Quetta  Mr. Ghulam Sarwar Brohi held 
meetings with the BISP Baluchistan for 
proper disbursing  of relief amounts to 
flood affectees.  The BISP disbursed relief 
amounts to thousands of flood affectees.  
Number of flood affectees wrote letters of 
thanks for helping them in disbursement 
of relief amount to them.

Informal Resolution of Disputes (IRD)
The concept of Informal Resolu-
tion of Disputes (IRD) is akin to 
the centuries old Jirga / Pancha-
yat systems where local elders 
resolved complaints of locals 
through the force of moral charac-
ter, social influence and conven-
tional wisdom. IRD offers free of 
cost, expeditious and convenient 

forum for resolving disputes. It is in 
a way “out of court settlement” of 
dispute. Article 33 of PO 1 of 1983 
of WMS provides for resolution of 
disputes of the citizens through 
mediation and conciliation without 
necessity of docketing any 
complaint or issuing any official 
notices. This mechanism involves 

resolution rather than decision 
whereby parties are persuaded to 
come to an understanding/
agreement. 
Under the Informal Resolution of 
Disputes (IRD) project which was 
launched in April this year, 1027 
cases have been resolved while 
279 cases are under process. 

A PRIVATE MOBILE COMPANY
PAID RS. 1.4 MILLION IN JUST

60 DAYS TO THE COMPLAINANT

Haji Abdul Hakeem, a resident of District Chaman, 
Balochistan, filed a complaint in Regional Office Quetta 
against a private mobile company and stated that the 
company has not paid the rent for the last six years for a 
tower installed at his land.

The Regional Head Quetta formed a committee and an 
eminent elder of Quetta was also included in the commit-
tee.  After mediation the Mobile Company issued a 
cheque of Rs.1.4 million in favour of the complainant 
which was handed over to the complainant in the 
presence of Mediation Team.

WAFAQI MOHTASIB INTERVENTION UNDER INFORMAL RESOLUTION OF 
DISPUTES (ATRICLE 33 OF P.O. NO. 1 OF 1983) HELPED THE STUDENTS IN 

RECEIPT OF DEGREE AFTER FIVE YEARS

Mst. Shumaila Naz Vs ISRA University

The complainants approached the 
Wafaqi Mohtasib Secretariat to 
take up the matter of delay in the 
issuance of degrees by the private 
institute i.e. ISRA University. The 
Honorable Wafaqi Mohtasib 
invoked Article 33 of P.O. No. 1 of 

1983 and took the matter under 
Informal Resolution of Dispute. 
The case was taken up by Mr. 
Adnan Ahmad, Senior Investiga-
tion Officer with the ISRA Univer-
sity management. After the inter-
vention, the University manage-

ment arranged a special convoca-
tion in Islamabad and issued 
degrees to more than 150 students 
pending since 2017. The 
complainant expressed her 
gratitude to this Office.
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OMBUDSMAN DIRECTS CABINET DIVISION TO NOTIFY CORRECT 
NAME OF “QUAID-I-AZAM” AND LOCATION OF “ZIARAT” 
 PRINTED MISTAKENLY ON 100 RUPEE CURRENCY NOTE

Mr. Muhammad Mohsin, an old 
retired Civil Servant  from Karachi 
filed a complaint against State Bank 
of Pakistan and stated that every 
organization/department including 
State Bank of Pakistan(SBP) was 
writing wrong spelling of 
Quaid-i-Azam as Quaid-e-Azam.  He 
wrote several letters to Governor 
SBP but no heed was paid to his 
requests.  Moreover, SBP was 
giving incorrect location of Ziarat as 
Ziarat-Quetta while it should be as 
Ziarat, Balochistan. The State Bank 
of Pakistan in its report intimated 
that Quaid-e-Azam spelling with 
letter “e” was widely used officially, 
as well as generally.  For example 
Quaid-e-Azam was being spelled as 
Quaid-e-Azam in Quaid-e-Azam 
University Act 1973, the same trans-
lation practices was followed in 
following cases:
•  -Quaid-e-Azam page on 
www.Pakistan.gov.pk
• Quaid-e-Azam Residency Ziarat on 
official Government of Baluchistan 
website at
h t t p : / / b a l o c h i s t a n . g o v -
. p k / q u a i d - e - a z a m - r e s i d e n -
cy-with-tis-lush-green-laws/:
•Quaid-e-Azam Academy for Educa-
tional Development Punjab, an 
initiative of the     Government of 

Punjab http:/qead.edu.pk/

Agency also stated that under 
section 27 of the SBP Act 1956, the 
Federal Government on recommen-
dation of the Board of Directors of 
SBP approved banknotes design and 
denominations.  The name of the 
Quaid-e-Azam Residency and its 
location appearing on the banknote 
are part of design.  Further, the 
matter was appropriately taken up 
with Ministry of Finance since the 
issue does not fall within the domain 
of SBP.  Cabinet Division also 
intimated that the matter related to 
Finance Division.  The Ombudsman 

observed that SBP has shifted the 
responsibility to Ministry of 
Finance.  

However, after hearing the stance of 
all the parties, the Federal Ombudsman 
observed that both the names 
“Quaid-e-Azam” and “Quaid-i-Azam” 
were being used in the official 
documents and websites of govern-
ment of Pakistan.  The name of the 
founder of Pakistan was written as 
“Quaid-i-Azam” in the Constitution of 
Pakistan, 1973.  The Federal Ombuds-
man observed that there is no uniformi-
ty in the name of founder of Pakistan 
and both the spellings are being used in 
the official documents.  In addition, 
Ziarat was itself a district of Balochistan, 
therefore, mentioning it as Ziarat, 
Quetta was portraying it as a tehsil of 
Quetta, which is not appropriate.  In 
view of the above, the Federal Ombuds-
man directed the Cabinet Division to 
notify a standardized spelling of the 
name of founder of Pakistan as 
“Quaid-i-Azam” and also notify name of 
Ziarat as “Ziarat, Balochistan”.  The SBP 
will make corrections in the currency 
note of Rs.100, accordingly.

It is pertinent to note that more 
than 4.8 M persons have viewed the 
story of muhammad mohsin on social 
media.
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WAFAQI MOHTASIB
COMPLAINTS

COLLECTION CENTRE 
OPENS AT WANA

Under the directions of the Federal 
Ombudsman Mr. Ejaz Ahmad Qureshi, 
the Wafaqi Mohtasib Secretariat
Regional Office, D.I. Khan opened its 
Complaints Collection Centre at WANA, 
South Waziristan in December, 2022. 
Incharge Regional Office, D.I. Khan Mr. 
Sang-e-Marjan Mehsud inaugurated the 
Complaints Collection Centre at Assistant 
Commissioner Office, WANA.  The 
Assistant Commissioner Wana Mr. Yasir 
Suleman Kundi and large number of 
eminent tribal personalities attended the 
inauguration ceremony.  A number of 
complaints were received on first day 
against different agencies i.e. TESCO, 
NADRA, BISP and Passport Office etc.

Mr. Sang-e-Marjan Incharge Regional Office, D.I 
Khan and Mr. Yasir Suleman Kundi, A.C, WANA 

South Waziristan cutting ribbon to inaugurate WMS 
Complaints Collection Centre at WANA.

Mr. Afzal Latif, Secretary, Wafaqi Mohtasib Secretariat inspecting the One Window Facilitation Desk at Quetta International Airport, Quetta 

RECEIPTS AND DISPOSAL OF COMPLAINTS 
DURING THE YEAR, 2022

COMPLAINTS OF OVERSEAS PAKISTANIS
*Includes cases brought forward

Total Number of
Complaints Received

164,174
Total Number of

Disposed Complaints

157,770
Percentage of

Increase as compared to 2021

48.70%
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 2021 2022 Increase
in number 

Percentage
of increase  

Grievance Commissioner 
Cell WMS 772 815 43 5.57 

Pakistan Missions 
Abroad 13,181 18,542 5,361 40.67 

One Window
Facilitation Desks  45,037 118,290 73,253 162.65 

Total 58,990 137,647 78,657 133.34 

Sr. Major Agencies Receipts Disposal* 
1.  Power Companies (DISCOs) 
2.  
3.  

NADRA 4.  
Allama Iqbal Open University 5.  
Pakistan Bait ul Maal 6.  
Pakistan Postal Services 7.  
Employees Old Age Benefits 
Institution (EOBI) 

8.  

9.  State Life Insurance 
Corporation 

 Total Complaints against 09 Agencies 

62,102 60,898
29,145 24,747
18,122 19,504
4,387 4,555
3,508 2,908
2,340 2,174
7,970 7,256

1,198 1,172

884 862

129,658 124,076
Total Online Complaints Received: 

70,571 67.07%
Percentage of Increase as compared to 2021

BISP / Ehsas Program
Gas  Companies 

Complaints/Issues received at:
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�e Hon’ble Federal Ombudsman Mr. Ejaz Ahmad Qureshi administering oath to newly inducted o�cers of Wafaqi Mohtasib secretariat at Islamabad

H.E. Danila Ganich Ambassador of Russian Federation is called upon the Federal Ombudsman Mr. Ejaz Ahmad Qureshi to discuss “Strengthening of Cooperation between 
Wafaqi Mohtasib Secretariat of Pakistan and the O�ce of High Commissioner for Human Rights in the Russian Federation”.

�e Hon’ble Federal Ombudsman Mr. Ejaz Ahmad Qureshi presenting a souvenir to H.E. Mr. Khazar Farhadov Ambassador of the Republic of 
Azerbaijan who called on him in his o�ce at WMS



/WafaqiMohtasibSecretariatOfficial /c/WafaqiMohtasibSecretariat
/store/apps/details?id=
com.pk.gov.wafaqimohtasib

/wafaqimohtasib

WAFAQI MOHTASIB
The only Agency which provides prompt and free

of cost justice to a common man against mal-adminstration
of Federal Government Agencies

You may approach the Wafaqi Mohtasib for lodging complaint against
mal- administration of any Federal Government Department e.g. Pakistan 

Post, BISP, Passport Office, Allama Iqbal Open University etc.

Complaints could be filed through Post, Fax, Website,
Mobile app, Email or personally

Note: Cases against Defence, Foreign Affairs, Service Matters and sub judice ones are out of jurisdiction 

For filing complaint neither Lawyer
nor any Fee is required

All cases are decided at Wafaqi Mohtasib Office within 60 days

Help Line: 1055
Help Line For Children:   1056

Regional Offices of Wafaqi Mohtasib Secretariat

36-Constitution Avenue,
Opposite Supreme Court of Pakistan, 
G-5/2, Islamabad. 
Phone:  92-51-92138867 Fax:       92-51-9217224

REGIONAL OFFICE: LAHORE
State Life Building, 3rd Floor, 15-A Davis
Road, LAHORE Fax # 042-99201021,
Exchange # 042-99201017-18,
Email ombuds.wmsrol@gmail.com

REGIONAL OFFICE: KARACHI
4-B Federal Government Secretariat, Saddar
KARACHI, Fax # 021-99202121,
Exchange # 021-99202107,
Email: ombuds.wmsrok@gmail.com

REGIONAL OFFICE: PESHAWAR
Secretariat, 1st Floor Benevolent Fund
Building, PESHAWAR Cantt,
Fax # 091-9211571 &amp; 091-9211573
Email: ombuds.wmsrop@gmail.com

REGIONAL OFFICE: QUETTA
1st floor chamber of commerce Zarghoon Road, Quetta- 
Cantt. behind DG NADRA, Headquarter QUETTA, 
Fax # 081-9202691,
Email: ombuds.wmsroq@gmail.com

REGIONAL OFFICE: SUKKUR
House No. 107-A, Near NADRA Office,
Sindhi Cooperative Housing Society, Airport Road, 
Sukkur, 
Fax # 071-9310012,
Email: ombuds.wmsros@gmail.com

REGIONAL OFFICE: MULTAN
House No. 15C , Whdat Colony, MULTAN, Fax # 
061-9330027, Exchange # 061-9330021,
Email: ombuds.wmsrom@gmail.com

REGIONAL OFFICE:  BAHAWALPUR
House No.32-C, Captin Muhammad Sarwar Shaheed 
Road Model Town -A,
BAHAWALPUR, Phone No.062-9255612
Fax No.062-9255614
Email: Ombuds.wmsROB@gmail.com

REGIONAL OFFICE: FAISALABAD
Building No. W-10-P-20, Asif Street, New Civil Lines, Bilal 
Road, FAISALABAD, Fax # 041-9201021, Exchange # 
041-9201020,
Email: ombuds.wmsrof@gmail.com

REGIONAL OFFICE: D.I.KHAN
Plot No. 1, Survey No. 79, Quaid-e-Azam
Road Near GPO Chowk Cantt. D.I.KHAN.
Fax # 0966-9280256,
Email: ombuds.wmsrod@gmail.com
REGIONAL OFFICE: HYDERABAD
State Life Building No.3, 6th Floor, Thandi
Sarak, HYDERABAD Fax # 022-9201603,
Email: ombuds.wmsroh@gmail.com
REGIONAL OFFICE: GUJRANWALA
144-145, (1st Floor) Mumtaz Market, Near
NADRA Executive Office, G.T. Road,
GUJRANWALA. Fax No. 055-9330636
Email: Ombuds.wmsROG@gmail.com
REGIONAL OFFICE: ABBOTTABAD
Room No. 06, District Government
Secretariat ABBOTTABAD.
Phone. 0992-9310538,
 Fax No.0992-9310549
Email: Ombuds.wmsROA@gmail.com
REGIONAL OFFICE: SARGODHA
Near Circuit House, PAF road Sargodha
Phone. 092-48-9330155, Fax No.092-48-9330156
Email: Ombuds.wmsROS@gmail.com

REGIONAL OFFICE: KHARAN
Quetta road, Kharan, Phone: 092-847-510305,
Fax No. . 092-847-510306
Email: Ombuds.wmsROK@gmail.com
REGIONAL OFFICE: SWAT
Near Masjid Allah o Akbar,
Saidu Sharif, SWAT
Phone. 092-946-920052, Fax No. 092-946-920051
Email: Ombuds.wmsROK@gmail.com
REGIONAL OFFICE: MIR PUR KHAS
Shuja Abad Taluka Complex
Degree road, Near village Makhan Sammun
Mir Pur Khas
REGIONAL OFFICE: KHUZDAR
Wafaqi Mohtasib (Ombudsman) Secretariat,
Commissioner Office, Khuzdar
COMPLAINTS COLLECTION CENTRE: WANA
Wafaqi Mohtasib Complaints Collection Centre,
 Assistant Commissioner Office,
WANA, South Waziristan (Phone: 0965-211046).
COMPLAINTS COLLECTION CENTRE: SADDA
Wafaqi Mohtasib Complaints Collection Centre,
Boys Hostel ,Sadda Cannt, District Kurram.
Phone: 0333-9151624


