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Federal Ombudsman—The Poor Man’s Court
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Cftice of the Ombudsman has existed
[ one form or the othet [0 various so-
cieties, It has, over the years emerged ac an
essential feature of every modern society
as it embodies the broad principles nainly
adherence to the rule of law and upholding
will af the people. upon which the edifice of
democracy s raised. Today, the institution
of Mohtasib exists in over 140 countries of
rhe world |ncluding Pakistan as the princi-
pal watchdog of public administration.
Broadly speaking, it protects the citi-
zenry by acting as a strong bubwark against
administrative cxcesses as well as acts of
maladministration by the pubdic servioe
agencies. It alsu has a vital role in the pro-
mntion and protection of human rights and
civil [iberties. Pakistan witpessed estab-
lishment of this vital institution in 1983
through a Presidential order, which was
later amended and broadened by an Act of
the Parfiament in 2613 which not only on-
hanced its powers hut alao bmparted bwih
financial and administrative autenomy,
With 20 Regiomal O ees and 04 Coin
plaint Collection Centers, loday il cavers
almast the entive length and hreadth of
the conniry, I functione as a truly posr

THROU{;HDI.I‘T the human history, the

man’s court since it requines neither any
foe nor the services of any lawyer as
the dispensation of justice {s ahsolutely
free. Moreover, the procedure is short
and simple, Multiple means are avail-
able to the public to lodge thelr com-
plaints including the website, mobile
phone or even a simple letter through
post, The complainants can join the in-
vestigation process/hearings through
skype or other online arpli:'arluns and
unlike the conventional court system,
the complaint is disposed of within the
prescribed imit of 60 days.

This office received and provessed a
record number of ints in 2023 Le.
194,106 which is 1 higher than the
preceding year, It is noteworthy that B8%
complainis were disposed of within the pre-
seribed time Himit of 60 days, The incidence
ol complaints recorded [n the 3rd quarter of
the current year s nearly 149 higher than
the sami period Rst year I0manifests the
grovwing public truse in the efficiency and
viahility af this [nstitution as wedl as holds a
pramise for the futwre. The satislactory dis-
provsth of fireasing nuimber of complalnts is
unduubteildly the resalt of hard work, el
Iratbon and comumitorent of its employees
and series of inkatives ieludiong the Tifoe
imiat) Hesoliathan of Disputes (1IRD], Outreach
Cumiplain Resolution (OCR) and the Khuli

Katcherics besides the inspection visits to
variowus public service agencies, In addition,
a system of strict monitoring. follow up and
verification of the Implementation of every
decision i% In place and an Impressive im-

lementation rate of B5.4% was recorded

2023,

During the current year, the [nvestiga-
tlon Officers visited remote and far fung
areas of the country and resolved 2210
complaints on thee spot. This measure great-
ly enhanced the outreach and accessibility
of this office and ensured free and expedi-
thous relief to the general public. Time and
again, the heads of the federal agencies havo
been instructed to address the grievances
af ﬂ;mnr and marginalized segments of
the ty, following the highest standards
of public service, efficiency and propriety (i
t{w discharge of their official responsibili-
tiss,

This Wafagi Mohtasib Oftice |n Pakistan
stands out as @ premier agency for admin.
Istrative accountabdlity with an sccumu
lated experionce and knowledge of over
41 years. This instituthen was established
with the explicit mandate o diagnose, in-
vestigate, pectify and redreess public grivy-
ances against makdministration by the
povernment agencies. lbs mandate flows
Troim Article 37(d) of the Principles of Policy
enshrined In Chapter 2 of the Constitution

of the Islamic Repubidic of Pakistan. which
entrusts the siate with the responsibility to
ensure provision ol inexpensive and -
ditious justice to the public

The Walfagi Mohrasib {Omibudsman)'s
institution, has pertected its compiaint
handling mechanism comprising regis-
tration, investigation, appraisal, review
and implementation of its decisions/
findings. Itis now fully capable of (i) re-
salving compliainks of mal-administra-
thon in farge number: (1] reaching out 1o
the complainants for redressal of griey-
ances at their doorsteps; (i) informal
resolution of disputes: [iv] inspection ol
various tederal government agencies to
improve service delivery:and [v) under:
taking studiesfreports to ascertain the
roat causes of corrupt practices aml rec-
omumending appropriale sieps for their
eradication.

Encouraged by the accommplishinients
of the past four decades, the Oftice ol
the Walagi Mohtasib under the steward-
ship of Mr. Ejaz Ahmad Qureshl remains
committed to prsuing the goals and “"f'
joctives as enshrined in the President’s
Order Na. 1 of 1983, The trust and conli-
donee of the jgeneral public that the inati-
tution has earned over tha Years, inspires
it b serve not mqﬂ_-ﬂr a vomplaing office
bist an architect of good governance. /



