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EXECUTIVE SUMMARY

Outreach and Accessibility have been emphasized as being the two most essential characteristics of the
Ombudsman and mediator institutions worldwide. The Wafagi Mohtasib’s office since, its establishment in
1983, has been striving to enhance its outreach by different means. It made a modest beginning with the
Head Office and only four Regional Offices, one each at the provincial capitals i.e. Karachi, Lahore,
Peshawar and Quetta respectively in the year of its inception. Today, it has 19 Regional Office and 04
Complaints Collection Centres (CCC) including one each at AJ& K and GB. Geographical expansion is
accompanied by IT facilitation to provide ease of use to the complainants.

Apart from opening new regiona offices, it has also increased its digital/IT footprint tremendously in
addition to greater focus on media. In fact harnessing the immense potential of the print and digital media
for dissemination of the message to awider section of the popul ation takes a high priority of thisoffice. The
HO has a full-fledged Media Wing manned by experienced officers having orientation in media work as
well as understanding of media dynamics.

The MediaWing of this Secretariat has been effectively engaged in utilizing the mediatool sincluding both
the print and electronic in addition to the digital platforms, FM Radio channels, YouTube, Facebook,
Instagram, website, newdletters, booklets, leaflets etc. Consequently, this office has withessed an
impressive increasein the number of complaints received online during the outgoing year as compared to
the previous year.

The WM S MediaWing is actively engaged in promoting awareness regarding the Secretariat’s mission and
services through various media outlets. By regularly issuing press releases and publishing informative
content, the Secretariat educates the public about availability of this forum to the genera public. In this
manner, it also enhances its outreach and accessibility.

The WMS media strategy has been discussed and approved at the highest level and being pursued with
single-minded determination. It focusses on guiding the general public as to how the people can approach
this office for speedy and cost effective redressal of their complaints. With Regional Offices on board,
specia efforts were being made to cover the far-flung areas of the country, where the formal media has
scant presence.

The well-calibrated media campaign has brought about fruitful results. The outgoing year 2024 witnessed
an extra-ordinary surge not only in registration of complaints but aso in their speedy disposal. The
increasing resort to digital meansis reflective of the ease of use and hassle free registration of complaints.

It is encouraging to note that the general public is perceiving this office as aviable forum and platform for
speedy redressal of their complaints. The increasing number undoubtedly reflects their trust and
confidence. They are fully alive to the utility of this forum and its effectiveness towards the complaint
resolution. Ingenious use of the print and el ectronic media has brought about this change. Engagement with
media is proving instrumental in wider dissemination of message. These are expected to be consolidated
further in the days to come. Senior and seasoned journalists used to frequent this office in large numbers
and contribute write-ups with regard to its effectiveness for the general public in achieving cost free
redressal of their complaints.
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BROAD CONTOURSOF THE MEDIA STRATEGY

The Wafagi Mohtasib tasked a team of Senior Officers in the Secretariat to chalk out a comprehensive
media strategy for forceful projection regarding availability of this forum for speedy redressal of public
complaints.

Headed by the Senior Advisor (International Cooperation & Media), a team of Senior Officers was
devotedly engaged in devising a workable strategy to achieve the objective. The major planks of the
comprehensive strategy that has been formulated for this purpose include:

e Strengthening the Media Wing of WM S to improve its performance.
»  Constant monitoring of the awareness campaign with periodic reviews.

e Preparation of annual media calendar for conducting the awareness campaign in a smooth and
hass e-free manner.

e Timely issuance of the Press releases pertaining to the activities and achievements of the WMS.

e Commissioning of publicity articles and columns to achieve the objectives of a sustained media
campaign.

e Publication of booklets, leaflets for general awareness.

»  Tapping the full potentia of the social and informal media platforms.

e Inter-persona and effective engagement with prominent media personalities (both print and
electronic).

1. Strengthening the Media Wing of WM Sto improveits perfor mance:

The MediaWing of the WM S has been strengthened by injecting fresh blood into the wing to improveits
performance. The increase in numerical strength is complemented by introduction of new ideas, strategies
and programmes to further increase and enhance the media footprint of the Institution.

2. Constant monitoring of the awareness campaign with periodic reviews:

New templates have been developed for this purpose, specifying the number of Press Releases issued, TV
programmes, aired, awareness tickers flashed, articles and columns published and awareness
messages/public service messages released in this regard. The Media strategies are also being reviewed
periodically to check their efficacy and utility.

3. Preparation of Annual Media Calendar for conducting the awarenesscampaign in
asmooth and hasde-freemanner:

A comprehensive Media Calander of Activities has been prepared for the year 2024, outlining various
activities to be carried out for awareness raising purposes, which has also been shared with the Regiona
Offices. The officials and stakeholders have been requested to follow the Calander in letter and spirit. The
Calendar provides a guideline and practical roadmap for conducting the awareness campaign in a smooth
and hassle-free manner.

4. Timey issuance of the Press Releases pertaining to the activities and achievements
of theWMS:

The MediaWing of the WMS strives to achieve the awareness goals through various media tools like the
Press Releases, Press handouts etc. It tries to issue a Press Release as soon as a coverage worthy and
newsworthy activity is performed at the Head Office or the Regional Offices. It also maintains close liaison
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with the Print and Electronic Media to ensure publication as well as airing through the various television
networks. The Calendar of Activities specifically outlinesthe fact that at |east 03 Press Rel eases need to be
issued every month at the level of HO and ROs.

5. Commissioning of Publicity Articles and Columns to achieve the objectives of a
sugtained media campaign:

The Media Wing of the WMS believes that the objectives for which the office of Wafagi Mohtasib was
created cannot be achieved without adequately informing the general public about its existence alongwith
the method and mechanism to utilizeits services. That’swhy it triesto run a sustained awareness campaign
by utilizing the standard tools of publicity and projection including commissioning of awareness articles
and columns. A comprehensive list of articles to be published is already included in the Calander of
Activities, which is being pursued diligently. It islikely to create a profound effect.

6. Bookletsfor General Awareness

Meanwhile, the WM S continuesiits efforts for raising public awareness regarding availability of thisforum
through various publications and booklets, both in Urdu and English. These include (a) Redressing
Grievances to promote Good Governance. (b) “Awamishikayatkaazala — “karkardaghikaAzm”. (c)
Promotion and protection of Child Rights (d) Prison reforms. (€) “Mukhtasirtaurifikitabcha’, (Originating
from the Office of Grievance Commissioner for Overseas Pakistanis).

7. Tapping thefull potential of the social and informal media platforms:

In order to achieve the objectives of the awareness campaign, the Media Wing is trying to tap the full
potential of the social and informal media platforms including YouTube, Facebook, Instagram etc. It
believes that such an activity is absolutely vital to keep the people fully informed about the Institution of
Wafagi Mohtasib and its programmes for resolution of the pressing public complaints. This awareness
campaign is being run substantiated in the form of TV tickers alongwith programmes being run on the
cable and Radio channels, specially FM Radio on and with the help of PTA through various short messages
intended for public awareness. The same aso goes for the cable and radio channels especialy the FM
Radio.

8. Inter-personal and effective engagement with prominent media personalities
(bath print and ectronic):

The office of the WMS, particularly its Media Wing tries its level best to maintain a close and cordial
working relationship with prominent journalists and media persons. They have also been invited to this
office from time to time in order to apprise them of the latest activities and programmes. It is believed that
such an exercise is absolutely necessary to ensure projection through the media. Meaningful engagement
with prominent Press and media personalities is likely to pay rich dividends and helps this office run the
awareness campaign smoothly.

9. Quarterly NewsBulletingNews L etters.

The WMS is bringing out the quarterly news bulletingnews letters on quarterly and bi-annual basis
regularly for the purpose of raising awareness. Though a conventional mode of mass media, the news
letters are brought out cater to the needs of a wide variety of readers including government officials and
various segments of the society. Published both in the English and Urdu languages, containing all activities
of the WMS. These are found to be very useful in spreading the word about the WMS activities and
programmes. These aso highlight important cases which have been resolved through the intervention of
the Wafagi Mohtasib's office.
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10. Revamped/updated Webste:

Like other important government offices and departments, the WM S aso has its own website, providing
vital information to the general public particularly with regard to speedy, free of cost and fast track
resolution of their problems. The HWM has recently presided over a ceremony which marked the
launching of an updated and revamped Website with additional features. It provides the ease and facility of
use to the general public especially to those who are not familiar with the English language. Now it can be
easily accessed for use asit has additional features given in the Urdu language, thereby increasing its utility
to agreat extent.
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PROGRESS REPORT REGARDING MEDIA AWARENESSDRIVE
FROM JANUARY TO DECEMBER, 2024

1 Visit of President to WM S Secr etariat Apart from TV coverage 117 News Items were
published in Urdu/English Newspapers. (07 Feb
2024)
2. Presentation of WMS Annual Report 18 TV Channels covered this event on
2023 to the President by HWM 25.03.2024
3. Participation of HWM in International 02 a) Presided 25" Annual meeting of AOA
Meetings Board of Directors in Istambul on
28.06.2024

b) Participated in International mbudsman
Summit 2024 held in Hong Kong on
03.12.2024

4, Press Conferences /Media Talks of 07 a) Press Conference of HWM in WMS
HWM Conference hall on 10.01.2024
b) Press Conference at R.O.
Faisalabad on 27.02.2024
c) Mediabriefing at R.O. Karachi
on 22.05.2024
d) Mediabriefing at R.O.Gujranwaa
on 30.06.2024
e) Press Conference of HWM in WMS
Conference hall on 20.08.2024
f) Press Conference at R.O.Lahore
on 12.08.2024
(g) Press Conference at
R.O.Sargodha on 18.12.2024

5. I nterviews of HWM 03 One Panel Interview published in "Pakistan
Observer" on 24.01.2024
Two TV Interviews in Sargodha aired on
"Lahore Rang" & "SamaNews" on 18.12.2024

6. Meeting of HWM with Media persons 10 a) Meeting with 15 Media persons of
& Delegations different Newspapers TV Channels
on Hi-Tea(10.01.2024)
b) Meeting with "President Pakistan
Observer" on 19.01.2024
¢) Meseting with delegation comprising
07 members including Vice President
of Chamber of Commerce &
Industries Islamabad on 29.01.2024
d) Meeting with delegation of OICOA
on 30.01.2024
e) Meeting with "CEO Pakistan
Observer" on 03.04.2024
f) Meeting with 12 Media persons/
Anchorg Scholars at Islamabad
Club on 24.04.2024
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7.

10.

11.

12.

13.

14.

Addresses of HWM in webinars
(Electronic Media)

TV Interviews ROs

Radio I nterviews ROs

Interviews of ROs published in
Newspapers

Press Conferences’M edia Talks of ROs

Articles/columns

Pressreleasesissued by H.O.

Press clippings
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0) Meeting with Senior Journalists of
Quettaon 12.05.2024

h)  Meeting with Media persons in
Sheikhupura on 09.07.2024

i) Meeting with Media persons in
Peshawar on 24.07.2024

i) Meeting with 10 renowned media
persons on 01.08.2024

a) Webinar "Protection Against
Harassment" dated 27.03.2024

b) AOA Webinar on "Building public
Awareness. An essential feature of
Ombudsmanship” held in WMS
Conference room on 15.05.2024

c) Webinar titled " Addressing Mal-
administration in the Insurance
Industry" held in WMS on
29.10.2024

43 Interviews of Heads/Advisors of Regional
Offices aired on different Channels in different
cities.

32 Radio Interviews of Heads/Advisors of

Regional Offices aired on Radio Pakistan & FM
Radios at different stations.

21 Interviews of In-charge/Advisors of Regional
Offices published in different Newspapers

41 Press Conferences/Media Taks were held by
ROs at different stations.

382 Columng/Articles with the following titles
published in Urdu & English Newspapers for
awareness of general public:
a) Safeguarding Rights of the Child
b) Wafagi Mohtasib: A Poor man’s Court
¢) IRD/Helping  Parties to  Hep
Themselves
d) Inspection Visits to improve Service
delivery
€) Justice at the doorsteps
f) New Initiatives of Wafagi Mohtasib
for overseas Pakistanis

64 Press rel eases issued on different occasions

8,339 press clippings about different news items
published in National and Regional Newspapers
in Urdu and English.
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15.

16.

17.

18.

19.

20.

21.

22.

TV/Facebook/You-tube coverage by
Head Office/ Regional Offices

Radio Programmes H.O./ROs

Scrolling TV Tickers

e-posters

Awar eness Brochures about WM S

Awareness Leaflets for Overseas
Pakistanis
Awar eness Standees

Visits of Civil Society

Wafaqi Mohtasib Secretariat

1318 short programmes/ clips regarding
different programs, issues, OCRs, Khuli
Katchehries and general news aired on National
and local channels in Urdu, Sindhi and Pushto
& uploaded on Facebook/Y outube.

141 Radio programmes including News about
OCR Visdts, Inspection Visits & Khuli
Katcheries etc aired by different Radio Stations
in different cities.

470 TV tickers were released and displayed on
Cable Networks and Channels of different cities
regarding awareness about OCRY  khuli
katchehries etc.

108 e-posters prepared & forwarded to different
groups for awareness of general public

05 Awareness Brochures were published &
distributed for awareness purposes.
a) Redressing grievance to promote Good
Governance(English).

b) Awareness Brochure about
WM S(Urdu).

c) Awareness Brochure for Overseas
Pakistanis(Urdu)

d) Awareness Brochure on Jail Reforms
€) Awareness Brochure about promotion
& protection of Child Rights.

5000 Awareness |eaflets for Overseas Pakistanis
printed for distribution a One Window
Facilitation desks established at all International
Airports of Pakistan by Wafagi Mohtasib.
370 Awareness Standees were prepared &
placed in different offices/places in different
cities.

a) Following visits of Civil Society
delegations were arranged to brief them
about WMS.

b) 14 Trainees of APP (VNS) visited
WMS on 08.03.2024

c) Visit of a delegation (comprising 30
persons) of 9th Junior Command
Course of DSPs Police KPK.
Presentation was conducted by S
Advisor (IC & Media) in Conference
Room for Awareness purposes
(23.05.2024)

Helpline: 1055, For Children: 1056



23. Awar eness
Seminar g/L ectur es/Programmes
24, Poster s Displayed
25. Quarterly News Bulleting(Urdu)
26. Quarterly News Bulletins (English)
27. Bi-Annual Newsletter For Overseas
Pakistanis
28. Documentary of WM S
29. . WM S Website
. M obile Application
. Facebook
. Instagram
. YouTube
Wafagi Mohtasib Secretariat 10

d) Visit of VNS Trainees of APP on
08.05.2024

€) Briefing by Advisor Appraisal to the
Internees of FTO on 04.09.2024
regarding WMS.

f) Briefing by Sr. Advisor(IC & Media) to
the Internees of FTO on 04.09.2024
regarding AOA.

g) Briefing by Sr. Advisor (IC & Media)
to the students of Law, 11U Islamabad
on 05.09.2024.

h) Awareness Sesson by Advisor
Appraisal about WMS & by Sr.
Advisor (IC & Media) about AOCA at
WMS Secretariat on 02.10.2024 for 05
members delegation of Secretariat
General of Ombudsman Office of
Bahrain.

110 awareness seminars/lectures/programmes
were arranged in different Ingtitutions/
colleges/Universities of different cities.

334 posters were pasted in different cities at
different places for awareness of genera public

4000 copies printed for distribution

2000 copies printed for distribution

2000 copies printed for distribution.

New abridged version of documentary of WMS
prepared

356,000 users.

89,000 users.

13,557 viewers.

307 persons approached.

47,600 viewers.
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CHAPTER 3

L1ST OF NEWSPAPERS
PARTICIPATING IN
WM SAWARENESS CAMPAIGN
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CHAPTER 4

PRESS CONFERENCES/MEDIA TALKS
OF THE FEDERAL OMBUDSMAN
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Daily Times
28.02.2024
Businessmen, industrialists

pillars of our economy:
Wafagi Mohtasib
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Daily

Dhanak

An English Daily Published Simultaneeusly from London

WAFAQI MOHTASIB’S OFFICE COMMITTED
TO FAST-TRACK RESOLUTION OF
BUSINESSMEN PROBLEMS
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CHAPTER 5

ARTICLESAND COLUMNS

During the outgoing year, newspapers have carried articles on 41 years performance of
the Wafagi Mohtasib, highlighting various aspects in its long journey, projecting the
achievements made during the period alongwith the difficulties it has encountered. The
measures taken by the Institution of the Wafagi Mohtasib for addressing the systemic
issues in various government departments have also been highlighted by the press
through articles and columns. So are the steps initiated for redressal of public
complaints and dispensation of quick administrative justice at the doorsteps of the
people.

A total number of 382 articles and columnsin the national and regiona newspaper have
seen light of the day during the period under review. The subjects/topics of the articles
published are as under:

Safeguarding Rights of the Child

Federal Ombudsman : A Poor Man's Court

IRD — Helping the Parties to Help Themselves

Inspection Visits to improve service delivery

Justice at the Doorsteps (OCR & Khuli Katchehries)

New initiatives of Wafagi Mohtasib for Overseas Pakistanis

o U M w DN PP
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Inspection Visits

- A Potent Instrument

to Promote Good Governance

By Syed M. [lyas

by fulfilment of Bs msrdate (e
Inestimation of Walegi Mohtasib
a crucial rode in delivering  free
acminiserative justice o the public
and addressing systemic daws in the
vperstions  of fedemal povermment
agencles, o January 2022, the Wafsgi
Mohtasih emphasized the  [epoe-
tawe af condacting perodic nspac-
Articles 9 and 17 of the President's
Chrdier Mo, 1 of 1563, which created the
office of the Pederal Chmbsadsman
{Wafagl Mobtasiby in the country.
Special foens was placed on agencies
witha high wolume of complaints and
ina be compdinnce with Wadigi
Mmdﬂql-ﬁbﬂndlmﬂiﬂ l-l:!r.l.'|I1.u|::||:r.'“:l:m:I
their efficiency in publk  service
clelivery across the countey
As mamdated by Avtiche-LT of ihe
President’s Cedor Mol of 1983, the
Inspection visits are a very offoctive
tocl b0 prossels  effktency  and
improve  servie  dallvery In thae
eral Ceowermirnent ofganizations.
These have broagiv abour rermacka.
b fmprovements in somwr of the pab-
Tic sector izaliens, sach as the
Pastport Office, Fxcise & Taxation
Chfice, NADEA, BISE Mational
Savings epart [om  Government
Hospitals, Alrports amd  Rathway
Eta:ﬁrul. HL‘NM izations, prior
o ihesa visile, have En'rnrulinﬂ.:
barge number of pablic complaints
but have now shown o bl
bproverment in their wocking,
Conductod by the senfor
officials of the Federal Omlbrsdeman
(Wafpqd Mobtasibs officed and its
Regional Offices, these visils have

Wafaqi Mohtasib Secretariat

turned out o be of bnmense value in
acld ressing the public compluints and
impraving the service delivery opera.
tions, The visiling teams not ondy
addrezs short lirm f=oes in the
crganiZations comcvaned  but also
FUREesTE berim corrective mens-
ures bo fin the syslemic lssues and
bring, abest  gualitative  Em
ieriks The uliimaie aim of such visiis
Is e pave the way for EOVarT-
anwe by addressing and elimimating
muladmintstration and phugging the
loog holes,

The Walagl Mohtasib follows a
lald dowm preocedure for condwcting
Inspectem visits. Such visits charoc-
erize colbacitive efforts be address
isaes of public concern, B salient
features, Inder alia inwhede: af Thene
s b e basis for esch inspeciion.
It couled be a written comgplaint from
the public against the agency con-
cornad ©F 4 news il ring in
prinifelecironic media duly tran-
ecribed for indtlating action on his
own motion by the Wakagi Mohiasib
k) Tha 1 mst e within the
dommadn of the Walagi Mohbasib juris-
dictimn: o) The i Wefichitaeds wrll
constitule an Inspection Teams con-
igting of a Sendor Advisae, b e
assisted by an Investigation Officer

and am bal of Lhe Medin Wing;: d)
The Tean will submit a
report bo the Watagi Mohtasib on the

basis of the nepection, discussion
with the Head of the agency and the
gﬁlm'l ]:ll.ll'rl'ir.
The beaal provisions in regard o
the Inspection Teams put acroas Hhe
canbext arad the inkent of swuch
visis, The Articke 17 of the Presidents
Order Mol of 1983 sisles “the
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of the
Mohtasih. An Inspection Team shall
consistof ome or more members of the
staff and shall be assisted by such
olher person or persons a5 the
Mohtessb may consider LA
Inspection Team shall exercise such
of the powers of the Mohtasib as he
Ty SPecify I;_'I-t'_udnm : in writing and
ey report of § nspeCiion Team
shall Ffirst be Hbumd fo  the
Mehtaslb witly ils mecommendations
for e action. Likewise,
Artiche-9 of the sanwe order pgthorizes
the bdohtosib to indtiste on a com.
plaint by any  sgpceved  person,
Among others or o his own motion,
any Investigation into any allegation
of mal-administration on the part of
sy Agercy o any of its officers o
EnEiu_l.lEﬂ.
ring such visits, mach inspection

feiit fweets the official s of the Agency
as well a5 the gerwral public. Each
inspection report identifies isaues
snd problems observed during the
visit by the Team. All inspecton
veporls are perused by the miﬁql
Mdohtosib, which ore [oewvandsd o
Head of the Agency concermed. The
IMEpECTion iam also makes secom-
mensations, both short and long
termm, for iImpreoving the service deliv-
ery of the Agency concerrrd.,

Pursiiand to the aboea prmrlgims,
the Wafagl Mohtosib Secretaviat con-
stituted inspection beams o carry oat
Inspections of the agencles against
whom  frequent  complainls ame
received, to fdentify problems amd
st recmedin] mensarnes,

To b condimeed
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Informal Resolution of Disputes (IRD) —
Helping the Parties to Help Themselves

By Syed M. liyas

coneept  of  Informal
Resolution of Disputes (IRD) 15
!t_ll'ﬂi::; }n mEry ways to the
CEMAIrDS O Panc BYBLEM
where focal elﬁ)ﬂ rﬂugjed eam-
plaints throogh the force of moral
character, sociml influence or conven-
ticmal wisdom. The fraditkonal 2yateis
has Fince given way 1o formal di
handling processes, the effors of the
commeon mean b claim refief get fros-
trabed due to their ioabiline to hire
services of advocales for "ﬁhﬁﬂ_
tions in the coud of law and facing

lengthy 1 procedures. Hends, the
Informal Kesolution of

‘é {IRD ad by the Offlce
nfm Mmﬂﬂnﬁﬁmn}

responda 10 the dire need for reselyv-
ing public complaints efficierdly at
the lewvel.

IRD i the least expensive and
haszle free mechaniam, 1L draws s
strenpth  from  the  system  of
Alternative  Dispute  Resolutioa
(ADR], which has existed and
evodved alongwith the formal judicial
system in moal parts of the workd B
was lmamched by Wafagi Mahiasib,
Mr. Ejar Abmad Qureshi in April
2022, its S0Ps were developed and
the [n\ln‘lij_uing Officers  were
pecomdingly pdvised 1o ensure bt
ooy those cacen ore aocepsed whers
the parfies concemed givee thelr con-
sent for e informel resolwbon of
lhmrdia?xm.
Article 33 of the President’s Order
Mol of 1983 on ke establishnest of
the [M¥ice of Walugi Mohiusib
{Cmbudemun) Pakigtan, provedes For
resnlesnn of the gaspules of the cigi-
wins through mediiion and concilia-
fion wilbing bt ecessity of follow-
g the rgoms ofiicials jroetdures
o issirug any formaal notices. [t read
s folloess

“hadie s landing anything con-
gained o & Chnder, the bMohtasib g
o meeimber of the stafT chall hove he
wwlmny in jmformadly  congilioe,
amically tesidye, stipulile, sepbs o
pAmlaorste any prievance withom
W|'1|-'=__!| B inc g withoug the
M= O dockerig any complein
o '.'JI:':"“"'- oy flliciad noiice.”
e ""-'ril'l.l.n:p“n aveilved el

Wafaqi Mohtasib Secretariat

tion rather than decision whereby
partics I'r'; oo~ [ mn:l o an
understand ing 1o the dispute
resolution. irﬂ: Lg provision mot
ﬂ“‘?hu widens the ambit of the
Orbudsman's nctivities but also pro-
videg doflnite meant for pettlemand of
disputes through conciliatory peo-
ceedings o the mutunl ssfisfacton of
parties invalved therein, Hence it
oapskitubes & wine-win Siusation for all

Accardingly, a leam ol Sensor
Oifficers of the Wafsgi Mohtasib
Segratarial the modalitdes
and r implementation of
the IRD, The scope of dhe IRD is
extended fo the complaints which do
noi moemally Tall wilkin he juridic-
tion of the Wafngi I'-'Ii-utm:d These
complaints  aré processed  unuder

lation $2) of the Walagi
hlaheasilb | igntian and Disposal
af Complainis Regulstions 2013, with
the consent of the parties concerned,

Pakistam’s unique experience with
IRD was laber shared at the mternn-
tional leval as well. A Webinar was
oeganized in June 2023 at the Wofagi
hohesib Secretariat with a -.-ig;:u T
shuring Pakistan's experience From
the Ii‘|ll:!'l’:llrr|:| of  the Asian
Ormbudsman Associmien {AOQAL
The Federnl Ombudseman, Mr, Ejaz
Ahmsd Qureshi highlighted the
salient features of the IRD system in
administering free and espeditions
justice to the people through media-
thon and concililion. He said that
ibe country remained resdy 1 share
its expertise and best practices oo
subjects of professional interesis
with the members, 1f was dlburullm.
by over T0 participants reprosciig
urmbtdsman [nstintions [rem within
ik cowniry and b the Asian region.
The .;u.:n[?m.:l;ml i gread deal in peae
sl ing  awerpmess il 1R A
Fakislan's experiamas 10 i ol
il @5 a vinhle menns fe amicsbhe s
Elcamisenin ¢ dlaspailes.

I'he guiding peinciples of tha
Waiflugl hMashizsis (e in reslu-
pinn ol desgubes with the copsen i nkl
parties under e [RID inihude irle-
prndence, neutalivy. III'IIIZIUI-II-"“'?'-
confideniinlity il |||.||||':'||_.F||II-:.
Myl stlione e anypeEed e
it isbimms ne calnived L-.-{u_.l.llllll!-'. *
dune in @ peisle and persiEsye e
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i Sysien (CBAIR) This his mivoduced

mer. The outcome of Ih: is
contralled by the parties to the dis-
putes and the communications remain
confidential. The purties are encour-
aged 4o explaln their points of view
either Iy of in & joint [nterac-
tive sesaion. Both sides are L-rmdnil_
pasaible optiors for the a
the imsue which helps them fo amive
at an emicahle apFEeme.

The Wafagl Mohmsibs msiiktion
has so far processed a large mumber
of complaints under the IRD mecha-
niam including those relating fo the
banking seciorn, insumnee companies,
Distriet Accounts Oifices and provin-
cind as well a5 private sector crgani-
zaliors. A wide range of subjec mai-
ters mchuding pensicm Essues, death
claim cages, payment of emolumends
to the widras of empforess died dur-
ing service, delay in opening of bank
accounts, semlement of loans eto., in
addition ta cthe CMIC and
LRses hnimbaqndg.allmlh by the des-
ignaded |nvestigming (dilicers.

The wpulnri.t? uFﬂn IRD mechy-
wism cam b pauged from the growi
number of casss being mesolveg
through thes methad. I the vcar 222
wien it was firsi bBaunched, |]14
cnaes were resolved by this meihod,
which mae 10 2,112 in 2023, wherens
during the currend vear 2024 during
the k3 mioe monlbs, & oany as
5450 cawes have been  decided
nh.mug.h hiz method. A« g mecha.
nism galned moarity, & dedicated
IRD mendule e been developed and
these casis are processed throagh the
Coanpluint Marsgement Infinmation

wreater efficiency md s in the ﬁ
wtal processing of cases whareby
paribes. remain [ully awore of the s
tis of thistr complasis )

This musle of disputs realuibon is
pariscutarly wsell B the b snd
hackward ares of the couniry wlene
the propl hene et femsinss nor
cacigh  liercy W ik Justice
througly Farmesl muare. 85 Pty Jiges
i e Gael t s least svpersive ar
tie consuming. 10 e cagey j
wichls immebie walls wethe walig.
Thitivan sl the pativs conceneal, The
liannnl  Bessduisny ol Dispujes
CEs mechaiiso, li||.-I|1.'|:'|k.._-_ hidds
el pEaiiise 10 Rl Dl
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Federal Ombudsman—The Poor Man’s Cour.

I e . oo e R by var b S0-

ehathei 1 b o Ehe yoars, s ed 48 4n
exmatal festare of every moders

nﬂuhh‘in‘ﬂu
slieresce 1o ke rabs of Liw
will af He peopie, wrh b Hae echifice:
htﬂr e lintitution
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With 20 Reglonal Difiess and 04
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man's court dace i reguiees meither any
fea Bar Elob SErwee of day biwper o
the ditpearnion of jwstice s abselutely
free. Marsaver, he pracedurns B short
and simple. Multiph means are wrih
abki 13 e Fublic e Hiedr cam-
plaims incleding the we . Eshils
pheee ar e 2 ilmple letter throegh
post. The caviplainmaly can H-:h in-
wrifigation process/hearings throagh
lhmlf other caline spplicatizos -ni
e 'ﬁ'.‘..“'."'"'m“ prit
LoEpaalar g wit
preseribed limit of B3 days.
This et

in the

ik Infior-
Camreack
amdl the uli

mac serea o it b
splaint Arsurion (108
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Wikehyeeben bavibey #het Impertian visds o
warigus public service In additae,

Drring the nmn,w-.nrh'uﬁlp-
Har Officers wished remoste ssd L fong
areit of the oty and resabesd T30
emempluleis on the spat. This evee ra

#m, B eokanced the mireach and

of this office end nsered frow d spedl:
Eaid cpliel fo the publiic. Thre and
axgain, the beadts of che fedvral apercion have
i sargin ooty e

- I:.Ipu ilardards

o
ferice, progrietyn
rtipasatill

ﬂrrhe'hunul"li-'

mmﬂm{lﬂ'ﬂlﬁhﬂ.ﬂh
siunds gl as § promler agency e admin
ﬂmmlﬂlﬁ: with -I‘;l'.l.l.-
wxpurimos leravarladige of oy
41 year.. Thix inetituton was evtabiiched
Witk the eupllcl mindute i i
westigate. rectfy and redress ,Hr-
dncti iggazail milelmialmalaon iy
m tlu-ﬂu
Hriais ekl 1 rﬂlhf'r!ruhh:dhﬁ:r
eashrined [n Chaprer 2 +f b Cascarilusien

of the [samic Republic of Palistan, which

prruny Erviniss of leexpensres ad spe-
ﬂhﬂﬁﬂ-mh pukiic,

The Walsgi Makeasib [Ombedim ':-
Isakitrien, bas perh ks com
handling mechanlin camprisisg
Erifian Imvestigation, a L rew
i |Fpls i fHan Hﬂn:}
(indings. |5 now fally ca pable of
infving cosiplaleti of mil-adminls m—
tian ln larps wambs; (1] Bt
8 com plalrapts ber redrecsal of griey-

ances ab thelr dsarms EI.Iﬂ lafarmal
Fravdatisn nl'dlnmmgj nspecton of
warleys federal gersrement agencies fo
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CHAPTERG6

SUO MOTO NOTICES

Article 9 of the Presidential Order No.1 of 1983 empowers the Wafagi Mohtasib to
undertake on his own motion, investigation into any allegation of mal-administration on
the part of any agency or its officers/femployees. During the period under review, suo
moto notice by the Wafagi Mohtasib were taken in select areas of public importance to
improve the service delivery of various agencies and to enhance the accessibility and
availability of the services to the general public. Many issues of serious concern were
taken up i.e. non-availability of anti-rabies vaccine in government hospitals in
Islamabad, delay in issuance of passports, inadequate public facilities in Government
Hospitals and other organizations throughout the country.
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THENEWS

Monday
January 15, 2024

DRAP, NIH directed to
ensure availability of
anti-rabies vaccine

By our coTuspUBiENl

ISLAMABAD: Federal
Obudsman Bjaz Ahmoed
Qureahi has directed the
heads of Drug Regulatory
Authority of Pakistan
(DRAP) and the National
Institute of Health (NTH)
to ensure [nst-track avail-
ahility of anti-tabies vac-
cine al the government
haspitals of ICT, shun-
ning all bureawcratic bot-
Henecks in this regard.

It may b recallod that

In response to & pil-

Jlie complaint regeived
1| recently, the ombudsman
‘|took & serious notics
.| of nAavailability of this

essential vaceine &t
Islumabad's governmant

hospltals and summaned cial procedures, burean-
the senior officials on cratic delaye, gross neg-
January # 1o unearth the ligence, mismanagement
poot cause of the situs- and fluetuation of the
ko, dollar rate resulted In

The federal ombads- this unfortunate sitoa-
man had also directed tion Ny
the DRAP to conduct & He has directed that
thorough probe as to why responsibility may. he
the NIH was not manuo- fixed for the shortage
facturing this essential of this essential vaceine
vaccing, and necessary steps may

Az g Follow-up mes- be initiated for awiding.
sure, the office of fed- recurrence of such inci-|
eral ombudsman Imme: denis In fufore, |
diately issued & notice o The matter is heing
both these organizations vigoronaly followed
b= MNIH and DARP. The ap by the office of the
pegietrar of the Walagh Wafugi Mohtasib and sl
Maohtasib initinted & the stakeholders have
oo Into the matter. assured that they would

It was revealed that spare no efforts in this
apart from lengthy offi- regsrd.

Wafaqi Mohtasib Secretariat
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CHAPTER 7

PRESS COVERAGE OF THE
PRESDENT'SDIRECTIVES
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23/3/24

President directs EOBI to pay
pension to deceased employee’
son with disability
|
Ay Ruip Yasin ing that bis Faiber, Mulan- particilardy Articles @and — While accepting She-
_ mad Afzal Zafsr, was om 25, o Person with Dissbil head's wmm
ISLAMABAD: Presi- old age peasioner of EOBI Ity could not be deprived President directed EORD
dent Asif Al Zardac has and dicd on 20, 122016, such & pension, sinca be 1o ensure payment of
directed the Employees’  The mother of the deserved to be reated on some reasmahle pamsing
01d Age Benefily Institu- complaingnt had alresdy o much betler footing and stipend, which should not
tion (BOBL} to ensure 1ife- r.nnd away diring the paced in s moee deserving be leas than the pension
i payment of penslon lifetime of s futher, He category than any ather which the somplaisant's
b0 Muhamiiad Shehzad, 0 had requested EOBI to rocipiont of porsion In the deceased father was
pérson with visusl dissbil- grant him & “family pen- CoumiTy piresently, roceiving al the time
ity who had been desied slon™ for life us & *dis-  He alan endorsed immediaisl preceding
pucsion by EXBI following abled legal bele® af his bte  Mohtasits recommenda- %is death, '%hts pesbon
the death of bis Tather. father, Het that EOBI'S bw in this should be paid 1o the podi-
The president ssid that — The EOHE], howaver, mrd'u'lﬂuﬂ_'huremﬂd tiner oat of the existing
the person with disabil- rejected his appdication by brought in Hine with fusds of BOBI®, held (he
iry could ned be left in a placlag reliance on Section. ihe Foderal Paliey, Poesicnt.
merciless situation by the ﬂﬁ{ﬂjﬂrnl'] of the EOE Ay,
state. given the fact thai 1076, which provides that
his elders were deceased anly reale minors undee 18
amd were recedving pen-  years of age are eligible for
sicm hefore their deaths, family pension, whereas
He regroted that EOBI Shehzmd was 44 years old,
ve Insensitiv- The Mohtasib closod fue-
ity wmmimm ther Investigaiton of his
with dissblllty. and that complaint, sfter wiileh,
too at g fime when all his Muhemanad Shehaad filod
predecessors had passed a representation before fhe
awny feaving him without President of Pukistan.
Hy SRt The president acoepted
Muhammad Shehzad the complainant's répre-
[ile o nant), who Aentaiion and empliasised
has been glnee birth, that keeping in view the!

had fibed a complaing with letter and spirii of the:
%thew:lfni Mohtesib, stai- Enn;ﬂmﬂnn-nfl‘:mum,

———r ——
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Wednesday
ke 808
Acting president Gillani
_ hears representations against
——orders of ombudsmen

T By e Yasn W"E&Wuﬁ- relief ot the general public
ISLAMABAD: Acting Presi- decided Huulreds of cases, W executive i issues cor-

Justice (B} Irfan Qadir, against the maladministration  In thi
the: nominee of the President of the executive. lae cases I;a:%ﬁhﬂ!gm
of Pakistan to process and ~ “Such prompt disposal decided where the president
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CHAPTER 8

OCR / Khuli Katchehries

The OCR project was launched in January 2016 at the district and tehsil level, under which WM S
Investigating Officers visited 36 districts and decided a large number of complaints within 15 days.
Owing to its efficacy and utility, the programme is still continuing. Under this project, the IOs visit
various districts/sub-districts and tehsils on pre-advertised dates to hear public complaints closer to
the door steps of the complainants. 3,148 complaints were disposed of through these OCR visitsin
the year 2023, whereas 171 OCR visits were carried out during 2024 and 4,840 complaints were
disposed of.

Closdly related to the OCR vidts is the system of Khuli Katchehries (Open Courts). It is generdly
considered to be an extension of the OCR mechanism being followed in afairly regulated manner in the
remote areas of the country. Taking cognizance of the difficulties of the general public in travelling to the
Head Office and the Regiona Offices, the Wafagi Mohtasib, Mr. Ejaz Ahmad Qureshi decided to hold
such open hearings of the complaintsin remote tehsils/districts to provide speedy and inexpensive justice
at the doorsteps of the complainants. It is worth mentioning that in the first phase, such open courts were
organized inthe Tehglg/Districtsfaling into the jurisdiction of the existing Regiona Officesto providean
opportunity to the genera public to raisetheir grievancesin presence of the representatives of the Federa
Agencies and to get immediate relief. Later on, it was extended to other areas as well.

During the year under review, 126 khuli katchehries were held in the remote areas of the country and
media continued to project various aspects of the OCR and khuli katchehries for raising the general
awareness level of public.
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Balochistan Times

7 of

Rkl Federal

 redress grievances Ombudsman
at door steps’

ATTORCK [MUILAMMATY 54-

REIN Advisor b Federa]

Oribudeman Maroon SHias- .
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CHAPTER9

INFORMAL RESOLUTION OF DISPUTES (IRD)

The concept of Informal Resolution of Disputes (IRD) is similar in many ways to the
centuries old Jirga/Panchayat system where local elders resolved complaints through the
force of moral character, socia influence or conventional wisdom. The traditional system
has since given way to formal dispute handling processes. Hence, the system of Informal
Resolution of Disputes (IRD) adopted by the Office of Wafagi Mohtasib (Ombudsman)
responds to the dire need for resolving public complaints efficiently at the grassroots level
and widens the ambit of the Ombudsman’s activities for settlement of disputes through
conciliatory proceedings to the mutual satisfaction of partiesinvolved therein.

It was launched by Wafagi Mohtasib, Mr. Ejaz Ahmad Qureshi in April 2022, its SOPs
were devel oped and the Investigating Officers were accordingly advised to ensure that only
those cases are accepted where the parties concerned give their consent for the informal
resolution of their disputes. This unique experience with IRD was later shared at the
international level aswell.

The guiding principles of the Wafagi Mohtasib’s Office in resolution of disputes with the
consent of all parties under the IRD include independence, neutrality, impartiality,
confidentiality and informality. Neither solutions are imposed nor decisions are enforced.
Everything is done in a gentle and persuasive manner.

In the year 2022 when it was first launched, 1,114 cases were resolved which rose to 2,112
in 2023, whereas during the year 2024 as many as 7,221 cases have been decided through
this method.
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CHAPTER 10

PUBLIC AWARENESS

The awareness raising has been recognized by all magjor international instruments like the
Paris principles, Venice principles and the UN Resolution 79/177 of 2024 as the essential
feature of any successful Ombuds system. The awareness raising therefore, is an essential
component of ombudsmanship. The Office of the Wafagi Mohtasib places a good deal of
emphasis on enhancing awareness regarding accessibility and outreach of this Institution. Its
sole objective is to spread the message regarding availability of this forum for speedy and
free-of-cost resolution of public complaints against mal-administration. Apart from the
normal press releases which are being issued regularly from the Head Office and the various
Regional Offices, articles and columns are also utilized for this purpose. These write-ups,
often contributed by seasoned columnists, highlight various aspects of the performance of
the Ingtitution of the Wafagi Mohtasib with particular reference to resolution of public
complaintsin a speedy manner alongwith dispensation of quick administrative justice at the
doorsteps of the people. Alongwith Print media, electronic media and social media
(YouTube, Mobile App, Facebook and Instagram) are also being used for general awareness
which are viewed by alarge number of people. Meanwhile webinars and seminars/ lectures
in different colleges/ Universities arranged by this office turned to be avery successful event
for awareness. Apart from quarterly “News Bulletins’ in Urdu & English, five Booklets have
also been published in preceding year 2024, for raising public awareness regarding
availability of thisforum.
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Wataqi Mohtasib
resolves 118,012
complaints during
current year

CUR STAFF REPORTER
LAHORE

Tne Federal Ombudsman [ Wafagi
Mohtasib) has resclved 11,8012 com-
plaints out of towal 120,158 filed dur-
ing 2024 against various departments,
This was stated by Wafagl Mohtasib
Ejaz Ahmed Qureshi while address-
ing & meeting of reglonal efficers and
press conference here at the Provin-
cial Secretariat on Monday, He said
the rato of filing complaints in the
Mohtasi office was increased 139% as
compared to the last year while reso-
luton percentage also improved upto
B% this year. The ombudsman stated
that compliance by the government
departments upon the orders stood at
&0 per cent which was a positive sign.
Ejax Qureshi sald that the department

Wafaqi Mohtasib Secretariat

provided reliel more than 2.2 million
families since 1983 through resoly-
ing their issues. He said the business
community would be involved with
an aim to resolve their problems re-
garding the government departments
and a seminar would be organized in
this regard at the Lahore Chamber of
Commerce at the end of this month,
He added that epen courts were be-
ing arranged in various areas resolved
2500 complaints at the doorstep of the
comman man, The Mohtasib said that
delay in the compliance of the erders
would not be tolerated and the inves-
Hgation officers of the department
should ensure timely redressal of com-
plaints, He urged the media w play its
due role to create awnreness about the
Umbudsman office among the public
1o seek reliel,
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Associated Press

of Pakistan
DIGITAL

APP22-181224 SARGODHA: December 18 - Federal Ombudsman of
Pakistan ljaz Ahmad Qureshi chairing meeting with heads of various federal
departments at Federal Ombudsman Regional office. APP/HSD/1QJ/ABB
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CHAPTER 11

INSPECTION VISITS

In January 2022, the Wafagi Mohtasib emphasized the importance of conducting periodic
inspections of Federal Government agencies by invoking Articles 9 and 17 of the
President’s Order No. 1 of 1983. Special focus was placed on agencies with a high volume
of complaints and inadequate compliance with Wafagi Mohtasib’s findings, aiming to
enhance their efficiency in public service delivery across the country. These inspections
have brought about remarkable improvements in some of the public sector organizations,
such as the Passport Office, Excise & Taxation Office, NADRA, BISP, National Savings
apart from Government Hospitals, Airports and Railway Stations.

Conducted by the senior officials of the Federal Ombudsman (Wafagi Mohtasib’s office)
and its Regional Offices, these visits have turned out to be of immense value in addressing
the public complaints and improving the service delivery operations. The visiting teams not
only address short term issues in the organizations concerned but also suggest long term
corrective measures to fix the systemic issues and bring about qualitative improvements.

The Wafagi Mohtasib follows alaid down procedure for conducting those inspection visits.
During such visits, each inspection team meets the officials of the Agency as well as the
general public. Each inspection report identifies issues and problems observed during the
visit by the Team. All inspection reports are perused by the Wafagi Mohtasib, which are
forwarded to Head of the agency concerned. Response regarding implementation of these
recommendation received from agencies has been encouraging.

However, it isimportant to clarify that contrary to the general perception,inspection visits
are by no means “intrusions’ or “raids’ but an effective instrument entailing joint effortsto
improve service delivery of the public sector agency, overcomeitsinstitutional weaknesses
and ultimately pave the way for good governance. The past record amply testifies to their
utility and potential for improvement.

During the year (2024) 79 such inspection visits have been undertaken by the Wafaq
Mohtasib Officers at the level of Head Office and the Regional Offices.
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Wafaqi Mohtasib directs Poly

Clinic management to complete
phase-II project till 2026

UNS- ISLAMARATY The Walaqs
Bdolrails Blar Advenid Quaeshl has
siicd thal with o view b pmoviding
bobiuy bealth. Bacilities o ihie nesi
denks of the Pedaral Capital, the
pngoing Poly  Clinle0l praject: tn
Sechod C=11 should be complebad Tl
A i3 THIT thar ortginil tione Framae
Healsoinstrucled thal 353 vacancies
of doctors: nigpses anwl paramaidical
staff may he filled within the et
fhree moniths amd iy offon may
b mails o imprave the qual®y of
servies al the 39 dispetsnries car-
rently funclzming ureer the Paly
Clitvic Hlospital.

He akzo directed thab ibe MET
maching imported frowm Japan may
be maaide fumcticena] il Movember
this year, He ssid thet steict disciph
fuary aclion may be initlabad apoins
Ui diovhors and stesdion] slalf o
absent froen duty durlng the office
hgicrs, He further divected thal the
BT maeivivee whiks have Been lying
mon-fencibosnal for the last four veigs
wray be wmtilized for meatmeet of the
patlpnts. He alse obwrved ibhay @
cesnpmthirmive plan may e -
praresd dinp pecc i rernant und_.,lhlrm.
titm of drups and meslicnes i tbe
Huspilal

. 1-\'|.II-.'L| Mfediasdh has gheis
Ubse Lrnelruc bons aller revedving Lha
ropart of the Inspection Tiap which
urdertook visil o the Paly Clini
Hespetal réventhy, Tt may e gurinbed
il Ehat (b V2% | Molstasth constis
fumsl oo inspecion eam b undor-
iake vimil of the sabd Hogprimal vn
fogeipl af pumwrous cnmplaints af
maalandmingstration and  micnag-
agemient. ot the nsaln ospital of ke
Fedorad Capiinl An inspeciion beam
heided by Seaine Advisor, Ahmad
Farooq alang  wilh  Regislsar,
Mubsmmad  Sagit Kb and
Consultant, Khalid Sl enderiook
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wisdl 1 the said hospital in oder o

ok mbn sech conplaings, IE also
Enteracted wilh the patioets presenl
Ehan in vrder o appriss ensas]ns
rf the trwe magrdtode of thale peols-
ok

I b informed #hal swhen the
Tnepectlon Toam  rewhed  fhe

lbal ealy cne clerk was presend
&l (b mexiny revepdlon coinhee sid
ilvere was & greal rush of patoote o
thee bospital amad @ lot patients woere
el i the peevplion coupbe
gt 'r]:rfnm'l.m figiskered. The cifve
chek whir was sapposed i e on
duty was away In cenmtion with
biis pensonal chores.

It was also foarad Ehak the doceors
anel mirdical s2all sl the LUrology
departmomt  were  basy  enEring
phz durmg offog oumns balling the
door froen inelde and the patkenks
wass wailing weidide [ swelier
haat, The Trspection Tesns dinec
tliat ihepe shiuld be al loast thees
eaumbérs &1 the main recEplion o
bandle the prowing mumber of
ptiunis,

The nlsses in tho baospri-
izl patheresd in large nember whin
they became sware af the visiaf the
Drspaxtiom Team o ale e priev
ances. The Inepedbon Team Bslov
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i theld grievances and  pedesd
inglirudtions on e spo b0 the
adminidralion for thele  prowgi
redrssal TF alsa dssbrucksd that
mrses o duly b given the fivst
prineity while pranting besno i
b il i i nvemn b,

The Inspection Tedm was ey
imfurmsed clisrivg o briofing that o 40
e Paspital is currenily Liv 00
structed inSoctor -1 of the al
Capital under the Poly Clingc-L pro-
jech, The Inspeciion Team divosbed
fhest 1 Hoo P miat be folkonved
and every elifort should be nside ta
camploie the hospital within  the
stipuloted time feams Le. 2006,

A mln diabetie paitient, irt;nrl.—
if | Lhis s bon Team
in'fuq.:lmwd bt eho hﬂnt oo
lifeg, her nevessary meilicine for the
lazh one aned o half manths nor e
losts By concucted Mary other
patits also pobnted gul iregualad-
tios wnd Lack of provislon amd avadl-
absilify of medicines at fhe hospitsl
Responding, to such complainis, the
Inspection Team diswctid the hospl-
tal admkndsirstion to pul ize hodse in
ofulir arl alan frstructed bhat detadls
of Lhe procuressit nred distedbution
of medicines may be providhsd to the
Inspeciion Teas withoul delay.
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Date: :'ff ~ .06-2024

- Post

Fl.ll:ll:ul:[um Dally Peshawar

- 'Wafaqi Mohtasib directs PIMS
admin to fill vacant posts

ISLAMABRAD [AFPEW
uogi
Ahmad  Tureshé
Tuesdsy diresied  the
Firts administeailon o
Lk HlEpy B
Bl she recant pestc of
Dottars, Murses  amd
Paramedical sl ead o
make new MBI mazhise
funetioeal by Movember
(] ﬂﬂk bener Mcilities
]

Ha stwizd then there L6
2 puitification to step the
safaries of Emetgessy
gaziars and iheie pending

i omey ke paid

=t He alio l’ll"ﬁ:lﬂf 1]
kistan  [osiitate  of
fedieal Seimaces (PIME)

tlon Ly becrease

number of beds im

crgancy  asd imedall
ns in & 1he wards,

Ejaz '}Ih‘l! on rzcelving & repon
on

He gave lhoie direc-

rEAIm
which wisiied PIMS |
"ll!ﬂpllﬂl |i.l|ﬂ & prois
rtlﬂnmd' PE. {
Taking potice of ypecil-
it somplaims  recedved
opais  the  Raospiml,
i Mohimsth sm an
intpertinn team Kended
by Sanipr  Advizer, §
Ahmad Fartog alongwink
Regisirar Sagib Eksa and § &
Coazadiani [Media] @K
Ehalid Sial, who submiis | F
ted a peeliminary repar
-llﬂr-r wisking  varkoes h:un-plrnl
parimenaes  of  the pﬁudm:ﬂih sciard of more den 300
Hrﬁl. Whan the seam pes ol Marsed s F:ng: umglluumm
ihere, il Faund vaczar. A foiel of 12 gl Mokragih has
rsh of patients end leck vacancis ane avnilable direeied the FIME admin.
of fazilitics for poieees.  including  paramedical Bstration o fill all vacan-
The Bipectips tepm safl,  Aprpand 10,000 cles according do rukes

wut Informed \het 396 padests visho the hesgied and latiors and F":I'
docinrs mre wekiteg I the. aveey chy. i
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CHAPTER 12

PROMOTION AND PROTECTION
OF CHILD RIGHTS

Pakistan has a population of over 240 million, 58% of which comprises children and
adolescent. In view of the growing challengesimpacting the welfare of children, the Office
of the Grievance Commissioner for Children (OGCC) established in Wafagi Mohtasib
Secretariat has endeavored to fulfill the mandate to “diagnose, investigate, redress and
rectify” grievances to identify their underlying causes and develop strategies to eradicate
them. The inherent objective is to fulfil domestic and international obligations through a
consultative process with the stakeholders.

Within the framework of the child rights, the OGCC is performing the role of an oversight
body that is keeping awatch over the state of children in Pakistan. This office also provides
the children with a forum to raise their voice in matters related to them. A dedicated
helpline is also available for this purpose. As an awareness raising initiative, a book titled
“Promotion and Protection of Child Rights’ has been published which is a comprehensive
document about the OGCC. During the year 2024 total 575 complaints/ cases received in
the office of OGCC out of which 569 have been disposed of whereas 06 are under
investigation. Here it would not be out of place to mention that this office has to its credit
various initiatives like the Zainab Alert response and recovery Act 2022 and a bill on the
prevention and control of the Cybercrimes against Children/ Criminal Law Amendment
Act, which are expected to help a great deal in protection of the child rightsin the country.
Similarly, a study on the plight of the street children in the ICT was completed and its
recommendations are at various stages of implementation.
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Ombudsman vows to
protect rights of children

Etmﬁ_mm

The Federal Ombudsman,
Efaz Ahmad Qureshi has
called upon all segments
of the society to redouble
their efforts for protecting
the rights ofthe children in
the country.

Inamessage released
on the eve of the World
Children's Day, being
observed on Novem-
ber 20th every year, he
underfined the need to
work together for crear
Ing a society where chil-
dren ecan thrive, learn
and grow without fear
of violence, discrimina-
tion or marginalization,
adding that It is our col-
lective responsibility to
ensure that our children
are safeguarded Ffrom
all kinds of exploltation,
abuse and neglect,

Following is the text
ofhis message issued on
the occasfon

“The Federal Om-
budsman Office has tak-

Wafaqi Mohtasib Secretariat

en several inftiatives for
the welfare of children
in the country which in-
cludes, a pilot research
study to address the
plight of strest children,
providing them with
acress o education,
healthcare, and soclal
services,

Pakistan has made
significant strides in
prometing the child
rights, including the
establishimment of the
Mational Commission
for Children (NCC) and
the introduction of
child-frlendly laws and
policies,

The office of Om-
budsman s working
on the issue of Cy-
ber-crimes against
Children and a full-
fledged office of the
Grievance Commis-
sioner for Children has
beenestablished in this
Secretariat to recejve,
hear and redress the
children complaints,
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The Frontier Post, Karachi
Friday, November 08, 2024

Interpnl team visits
Wafa

1 Mnh

b

Sectt

ISLAMABAD: An Interpal

-Condhi, " Crith kndT {omelilg-
ence  Dificer, [nterpol
Crimes against Children
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o [hirsday and was given
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missioner for Childen an
this Office's cfforts for
amelicrating the lot of chil-
dren in the counbry with

rizcular refEence b ourh-
ing Ehir  eybser-crimas
mphingt children,

The Team wid inforimed
thai a series of inicimives
wit laken o pchesve the

ve, ‘which ncluded
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edged Girievance
Commisaboner for

Childeen, kesping waich

Wafaqi Mohtasib Secretariat

Viodemce mpaingt
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et far le;;m".-

TeEs

refonms, addre
femic 15 Sy
sultation with key :u:k:.
holders, eamying ow
research and T
#WEMBMGES  raing  and
ity balldin

He said that the O e aof
e Grievanos
Commlssioner for [‘h:ldrr.-n
PGCC), lurmmumg in
this Secretariat, bas wigor-
auddy pursued tha Base of
eyber-Grimes agaleal chil-
dren af different kevels amd
s ientified seme of the
key nreas For imlervention
like nwureness mlsing, sen-
=ili=miéumfnw|a,
ey and eapacity bulldi
elogwith  the  logal
reforms, The Tezm m;ﬁ-
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enabled proactive robust

0 Ewarencss
e
services Mitsiges are
FEMRA, PTV, PEC A
and socinl ik sources,
IT WMFW
alsa a b
Mlert @nd Respanse and
Recovery Act 2020 in this
repand.

The Temn commended
the effars being made for
the walfare of children s
ihe country and  lpuded
efforts wy corh eyber-crines
agninst children. It alsa
underlaned the need for pro-
moling nnnpufullnn sl
preater sharng of experi-

U= encpt ko maled advantage,

The visit of the sesm wis
part of initlalives to combat
anfing chald e phoitation.
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Frontier Post
22/11/24
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reiterates commitment to
protect rights of children
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CHAPTER 13

FACILITATION OF OVERSEAS PAKISTANIS

Pakistani diaspora, which is residing in different countries of the globe, continues to
contribute significantly towards the national exchequer and supplement country’s
economic development. Serving as the third largest source of foreign exchange earning for
the country, the welfare of more than 9 millions Overseas Pakistanis has always been under
our special focus and a full time Grievance Commissioner for Overseas Pakistanis is
working since 2015 to attend the complaints and resol ve systemic issues faced by Overseas
Pakistanis. During the preceding year (2024), 2,035 complaints of Overseas Pakistanis
were redressed by the G.C office whereas 1,11,149 Overseas Pakistanis were facilitated
through One Window Facilitation Desks established at 08 International Airports of
Pakistan by the Wafagi Mohtasib Secretariat, where representatives of the relevant
agencies are available 24/7 to facilitate the passengers and to resolve their problems on the
spot. On theinitiative of the Wafagi Mohtasib, each Pakistan Mission/Consul ate abroad has
also appointed a Focal Person and allocated one day in a week for meeting with Overseas
Pakistanisto redresstheir grievances. Khuli and e-katchehries are a so conducted by Heads
of Missions or their representatives on monthly basis to facilitate Pakistani diaspora.
Detailed monthly progress reports regarding redressal of complaints by Pakistan Missions
abroad and facilitations provided at OWFDs are regularly acquired for monitoring
purposes and proper datais maintained in the Grievance Commissioner’s office. During the
preceding year (2024), 35,876 complaints problems were resolved by our Foreign
Missions. This officeisissuing a bi-annual newsletter (comprising 16 pages) for Overseas
Pakistanis since January 2023 and distributing leaflets and other material for creating
awareness about the services provided by the Wafagi Mohtasib’s Institution.






Issue: 04

Newsletter

July-December 2024

Overseas Pakistanis

Grievance Commissioner’s Office, Wafagi Mohtasib (Ombudsman)’s Secretariat, | lamabad Pakistan

Group photo of WMS inspection team with officials of the government agencies performing duties at the Jinnah
International Airport Karachi on 20.09.2024.

INSPECTION VISITS OF INTERNATIONAL AIRPORTS OF PAKISTAN
BY THE WAFAQI MOHTASIB’s INSPECTION TEAMS

Responding to a large number of complaints
regarding mal-administration of the Federal
Agencies performing duties at the airports,
Wafaqi Mohtasib’s Inspection Teams visited
Islamabad, Karachi and Lahore Airports under
the directions of Wafaqi Mohtasib Mr. Ejaz
Ahmad Qureshi. These teams headed by Senior
Advisors of Wafaqi Mohtasib office visited the
One Window Facilitation Desks (OWFDs) set
up for facilitating Overseas Pakistanis, interacted
with the passengers, listened to their complaints,
and passed on the spot instructions to the
administration for their immediate redressal.
This series of visits to international airports of
the country was part of a programme aimed at
further improvement of services available at the
airports, particularly at OWFDs.

These teams visited national and international
lounges, luggage area, besides the immigration
counters and the counters of other agencies
performing duties at airports and obtained first
hand knowledge of the problems being faced by
the passengers. It was found that a large number
of complaints of the passengers going abroad
were related to delays in immigration and

From the Ombudsman’s Desk

The second issue of our bi-annual
Newsletter for Overseas Pakistanis
(July-December, 2024) is before you. I
am happy to note that the office of
Grievance Commissioner for Overseas
Pakistanis established in 2015, is making
consistent efforts for the welfare and
wellbeing of the Pakistani diaspora. This
has resulted in perceptible improvement
in the delivery of services to Overseas
Pakistanis by the relevant agencies.
The Grievance Commissioner for
Overseas Pakistanis has taken a series of
Contd. P/5
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Wafaqi Mohtasib’s Inspection team
visits Islamabad Airport
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The Nation

Suturday Seplember 21, 24 | Karnchl

: Federal Ombudsman
| team visits Karachi
airport to review
facilities

| NEWS WIRE
 RARAGH]

A team of Federal Dmburdeesan, Fricay, pasd an o
spection visit to Jinnah Inbernatiohal Airpart [|LAF)
Karachi 40 review the Ecilities being provided o
passengers and sabes of implementatoss on the
reccarmimdations of the Walsgi Mohtasih, The in-
| spection team, led by Sendar Advisor [In charge) Re-
| ol Ofica Karacky, Syed Anwar Halde visibed the
facilitatien desh st the departurs lounge of AP
reviewied thie sprvice delivery, Advisers o Ombuds-
mman Maula Bakhsh Shisih and Syed Stvajaat Abbas
checied the compliint rogiscer and sought detaili of
the comsplaints fodged by the passengers. Senlor Ad-
visor (In charge] Regional Office Karachi. Syed An-
war Haider, while pregding over the briefing said
| that JLAP Karachi was the basiest alrport of Pakistan
| teaat provides mrasel faclites b cative southarn kall
of the count=y The Federal Dmbudsstan Sacretariat
| v pondueting a serles of visks bo Internasional air-
| pors of the coumtry amd this visit was also pant of
thal program aimed at fsrthis lmprovemest of sar
vices, the Senlor Advisor said The POS veavis, dur-
ing their casbler visits b= [TAF obsereed the faclicies
and [ssuss and mode Fecemmendations 10 Fesoh
thé Jesiies and ensure makisyem fciitation 1o the
w#ﬂuﬂulnu:niﬁmﬂmm“uﬁbt
Harachi sirpart, he sakd snd nosed that | mproveren
h|muwuarﬂlnmhmﬂ‘ﬁ{ﬂw
wsnes in the Protector Clearsnss of pespde going
abroad o6 werk cum education visa, saline prétec-
1Ar clagsance Lciiries wen st up at the alrpert, ha
shserved adding thar I will help ressdisg the e
g2 and also make Lhe protected persoa eligibl of
group tnsurance of Rs,1 million. On the resmmiae
Aabions of the omkadsman for addressing e zun
of long queses on the Immigration. boarding and
sther counters. he iaid, cafl was misds availabie o
nﬂﬁ-ﬂlﬂ!mﬂnmﬁmﬂaﬂn{dmmunﬂl
:pe-:{ﬂfmmnnmmuprm-mmandﬂmr
dtizens i the arrival Inunn;usg.dﬁm Hn;iﬂ:
appreniated Arport Security Force esielan

curiry arrangements and also underpooed the sesd
ol maintenanee warks 2t the airport partiosarty
;Immmm#m-mnﬂmﬁzum

otbver relinvant organimtions ifommed tat four in-
ernlﬂnnu]udnnﬂ:nﬂﬂlrpmhe_hun e
this year by the organizatnas wikh
rerognited the world-cliss security arrangements
at the airport. They i that all the arganiza-
TiniE wene wirkdog In coond naties so Beilltate the

rs &1 b airport hal Bandbe ever 30,000

i d:w:uuwmmntﬁ;f;‘ﬂ:ﬂ

i. Darieg the H on: 3

I::l’-lﬂ.l‘..l.ﬂ-’:I Hﬂ-l‘llﬂ“gii}!l' and makimem facilite-
winn s extended 10 Hujal theougs Road wo Makiah
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CHAPTER 14

COOPERATION AT NATIONAL AND
INTERNATIONAL LEVELS

The Office of the Wafagi Mohtasib is an active member of the International Ombudsmen
Ingtitute (10l), OIC Ombudsman Association (OICOA), the Asian Ombudsman
Association (AOA) and the Forum of Pakistan Ombudsman (FPO). These bodies play an
important role in promoting cooperation, professionalism, exchange of experiences and
best practices between the Ombuds institutions in Pakistan and beyond.

It is heartening to note that Pakistan’s Wafagi Mohtasib was re-elected unopposed as the
President of AOA by the General Assembly of the Asian Ombudsman Association in 2023.
It is a 47-member strong professional body of the Ombudsman of the Asian region
representing more than two thirds of the world population. Thisisindeed a singular honour
for the country.

Such interactions with the global Ombuds community not only bring a well-deserved
recognition to the country’s efforts towards promotion of core values of ombudsmanship
but also help in forging closer and stronger ties with the member countries and sharing of
experiences to realize the common goals and objectives.

Pakistan’s recognition as an important player in the international Ombuds fraternity is
owing to its active role in these international bodies. The position of pre-eminence it
enjoys, isdueto the pioneering roleit has played over the years. Similarly it has the honour
to carry Ombudsmanship to the Islamic countries, which paved the way for establishment
of the OIC Ombudsman Association. The country has all along emphasized closer
cooperation sharing of experiences and best practices amongst the members. These bodies
are likely to emerge as role model in the days to come.
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02‘TheNHﬂti]I

Saturday, June 20, 2024 | Islamabad
G T el e i e
AOA gathers in Istanbul
to promote human
rights, good governance

AGENCIES
ISLAMABRAD

Wafagi Hﬂhtﬂslﬁ.. Ejaz Ahmad Qureshl said that
Ombudsman Institutions constitute a global frater-
nity which can play an effective role in improving
the quality of fife for the common man through bet-
ter governance, Addressing the 25th Annual meet-
Ing of the Board of Directors (BoD) of the Asian
Ombudsman Association {AOA) as its current Pres-
ident in lstanbul [Republic of Turkiye), he said that
the objectives and purposes of the establishment of
the Ombudsman Institution has a direct hearing on
the realization of the overall goals, principally the
protection and promotion of fundamental rights
and good governance in all spheres of life.

Qureshi emphasized the need for greater shar-
ing of experiences and best practices to the mutu-
al advantage of all stakeholders. “The commanly
shared objectives are worth striving for and we
should make a conscious effart for their realiza-
tion’, he observed. He expressed the confidence
ﬂﬂtsunhﬂchangéﬂmmtthe Ombuds Institu-
tions would lead to further refining and stream-
lining the systems and procedures for addressing
mal-administration, bureaucratic butﬂenﬁ:!;;s

‘and systemic issues, He thanked the Board of Di-
rectors (BoD] for expressing confidence andtr'uql
In Pakistan's contribution In promoting the cause
of Dmbudsmanship to realize the ultimate objec-
tives of good governance and the rule of law be-
sides the Inﬂul;bﬂn}r of human rights
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CHAPTER 15

SUCCESS STORIES
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Wafaqi Mohtasib (Ombudsman)’s Secretariat
36, Constitution Avenue, G-5, Islamabad (Pakistan) . .
Phone No:  92-51-9213886-7 Wafagi Mohtasib CMIS

Helpline: 1055 For Children: 1056 5 ww.mohtasib.aov.pk
FaxNo:  92-51-9217224 = ' -gov.p

Email: mohtasib.registrar@gmail.com
For more information/complaint o WafagiMohtasibSecretariatOfficial

visit our site www.mohtasib.gov.pk

@ wafagimohtasib
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