
AWARENESS REPORT

ANNUAL

2024
MEDIA

FEDERAL OMBUDSMAN





Contents 

S.No. Chapter Page No. 

1.  Executive Summary  

2.  Progress Report regarding Media Awareness Drive 
from January to December, 2024 

 

3.  List of Newspapers participating in the Awareness 
Campaign 

 

4.  Press Conferences / Media Talks of the Federal 
Ombudsman  

 

5.  Articles and Columns   

6.  Suo Moto Notices   

7.  Press Coverage of the President’s directives  

8.  OCR / Khuli Katchehries  

9.  Informal Resolution of Disputes (IRD)  

10.  Public Awareness   

11.  Inspection Visits   

12.  Promotion and Protection of Child Rights  

13.  Facilitation of Overseas Pakistanis   

14.  Cooperation at National and International levels  

15.  Success Stories   

1

5

11

21

33

45

53

59

71

77

87

97

107

121

129



 1 Helpline: 1055, For Children: 1056Wafaqi Mohtasib Secretariat 

EXECUTIVE SUMMARY

Outreach and Accessibility have been emphasized as being the two most essential characteristics of the 
Ombudsman and mediator institutions worldwide. The Wafaqi 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 regional 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 a wider section of the population takes a high priority of this office. 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 Media Wing of this Secretariat has been effectively engaged in utilizing the media tools including both 
the print and electronic in addition to the digital platforms, FM Radio channels, YouTube, Facebook, 
Instagram, website, newsletters, booklets, leaflets etc. Consequently, this office has witnessed an 
impressive increasein the number of complaints received online during the outgoing year as compared to 
the previous year. 

The WMS Media Wing 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 general 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, 
special 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 also in their speedy disposal. The 
increasing resort to digital means is 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 a viable 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 electronic 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 CONTOURS OF THE MEDIA STRATEGY
 

The Wafaqi 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:

• Strengthening the Media Wing of WMS to improve its performance.

• Constant monitoring of the awareness campaign with periodic reviews.

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

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

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

• Publication of booklets, leaflets for general awareness.      

• Tapping the full potential of the social and informal media platforms.

• Inter-personal and effective engagement with prominent media personalities (both print and 
 electronic). 

1. Strengthening the Media Wing of WMS to improve its performance:

The Media Wing of the WMS has been strengthened by injecting fresh blood into the wing  to improve its 
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 awareness campaign in 
     a smooth and hassle-free manner:

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 Regional 
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. Timely issuance of the Press Releases pertaining to the activities and achievements 
     of the WMS:

The Media Wing 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 

with the Print and Electronic Media to ensure publication as well as airing through the various television 
networks. The Calendar of Activities specifically outlines the fact that at least 03 Press Releases 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 
      sustained media campaign:  

The Media Wing of the WMS believes that the objectives for which the office of Wafaqi Mohtasib was 
created cannot be achieved without adequately informing the general public about its existence alongwith 
the method and mechanism to utilize its services. That’s why it tries to 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 is likely to create a profound effect.  

6. Booklets for General Awareness 

Meanwhile, the WMS continues its efforts for raising public awareness regarding availability of this forum 
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. (e) “Mukhtasirtaurifikitabcha”, (Originating 
from the Office of Grievance Commissioner for Overseas Pakistanis).

7. Tapping the full 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 
Wafaqi 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 also goes for the cable and radio channels especially the FM 
Radio.  

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

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 News Bulletins/News Letters:

The WMS is bringing out the quarterly news bulletins/news 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 also highlight important cases which have been resolved through the intervention of 
the Wafaqi Mohtasib’s office.  

10. Revamped/updated Website:

Like other important government offices and departments, the WMS also 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 as it has additional features given in the Urdu language, thereby increasing its utility 
to a great extent.
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use to the general public especially to those who are not familiar with the English language. Now it can be 
easily accessed for use as it has additional features given in the Urdu language, thereby increasing its utility 
to a great extent.
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PROGRESS REPORT REGARDING MEDIA AWARENESS DRIVE 
FROM JANUARY TO DECEMBER, 2024

1.  Visit of President to WMS Secretariat  Apart from TV coverage 117 News Items were 
published in Urdu/English Newspapers. (07 Feb 
2024) 
 

2.  Presentation of WMS Annual Report 
2023 to the President by HWM 

 18 TV Channels covered this event on  
        25.03.2024 

3.  Participation of HWM in International 
Meetings 

 02  a) Presided 25th Annual meeting of  AOA  
             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 
HWM 

   07 a) Press Conference of HWM in WMS  
             Conference hall on 10.01.2024  
        b)  Press Conference at R.O.  
             Faisalabad on 27.02.2024 
        c)  Media briefing at R.O. Karachi  
             on 22.05.2024 
        d)  Media briefing at R.O.Gujranwala 
             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. Interviews of HWM  03 One Panel Interview published in "Pakistan 
Observer" on 24.01.2024 
Two TV Interviews in Sargodha aired on 
"Lahore Rang" & "Sama News" on 18.12.2024 
 

6. Meeting of HWM with Media persons 
& Delegations 
 

 10 a)  Meeting with 15 Media persons of      
             different Newspapers/TV Channels  
             on Hi-Tea(10.01.2024) 
       b) Meeting with "President Pakistan  
             Observer" on 19.01.2024 
       c)  Meeting 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/  
              Anchors/ Scholars at Islamabad  
              Club on 24.04.2024 



 8 Helpline: 1055, For Children: 1056Wafaqi Mohtasib Secretariat 

g)   Meeting with Senior Journalists of  
         Quetta on 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 
j)   Meeting with 10 renowned media  
        persons on 01.08.2024           

 
7. Addresses of HWM in webinars 

(Electronic Media) 
 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  

 
8. TV Interviews ROs  43 Interviews of Heads/Advisors of Regional 

Offices aired on different Channels in different 
cities. 

9. Radio Interviews ROs  32 Radio Interviews of Heads/Advisors of 
Regional Offices aired on Radio Pakistan & FM 
Radios at different stations. 
 

10. Interviews of ROs published in 
Newspapers 

 
 

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

11. Press Conferences/Media Talks of ROs  41 Press Conferences/Media Talks were held by 
ROs at different stations. 
 

12. Articles/columns  
 
 

 382 Columns/Articles with the following titles 
published in Urdu & English Newspapers for 
awareness of general public: 

a) Safeguarding Rights of the Child 
b) Wafaqi Mohtasib: A Poor man’s Court 
c) IRD/Helping Parties to Help 

Themselves 
d) Inspection Visits to improve Service 

delivery 
e) Justice at the doorsteps 
f) New Initiatives of Wafaqi Mohtasib 

for overseas Pakistanis 
 

13. Press releases issued by H.O.  64 Press releases issued on different occasions  
 

14. Press clippings  8,339 press clippings about different news items 
published in National and Regional Newspapers 
in Urdu and English. 
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15. TV/Facebook/You-tube coverage by 
Head Office/ Regional Offices 

 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/Youtube. 
 

16. Radio Programmes H.O./ROs  141 Radio programmes including News about 
OCR Visits, Inspection Visits & Khuli 
Katcheries etc aired by different Radio Stations 
in different cities. 
 

17. Scrolling TV Tickers  470 TV tickers were released and displayed on 
Cable Networks and Channels of different cities 
regarding awareness about OCRs/ khuli 
katchehries etc. 
 

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

19. Awareness Brochures about WMS  05 Awareness Brochures were published & 
distributed for awareness purposes. 

a) Redressing grievance to promote Good 
Governance(English). 

b) Awareness Brochure about 
WMS(Urdu). 

c) Awareness Brochure for Overseas 
Pakistanis(Urdu) 

d) Awareness Brochure on Jail Reforms 
e) Awareness Brochure about promotion 

& protection of Child Rights. 
20. Awareness Leaflets for Overseas 

Pakistanis 
 5000 Awareness leaflets for Overseas Pakistanis 

printed for distribution at One Window 
Facilitation desks established at all International 
Airports of Pakistan by Wafaqi Mohtasib. 

21. Awareness Standees  370 Awareness Standees were prepared & 
placed in different offices/places in different 
cities. 

22. Visits of Civil Society   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      Sr. 
Advisor (IC & Media) in Conference 
Room for Awareness purposes 
(23.05.2024) 
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08.05.2024 
e) 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, IIU Islamabad 
on 05.09.2024. 

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

23. Awareness 
Seminars/Lectures/Programmes 

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

24. Posters Displayed  334 posters were pasted in different cities at 
different places for awareness of general public 

25. Quarterly News Bulletins(Urdu)  
 

 4000 copies printed for  distribution 

26. Quarterly News Bulletins (English) 
 

 2000 copies printed for distribution 
 

27. Bi-Annual Newsletter For Overseas 
Pakistanis 
  

 2000 copies printed for distribution. 

28. Documentary of WMS   New abridged version of documentary of WMS 
prepared 
 

29. •  WMS Website 
 
•  Mobile Application 

 
•  Facebook 

 
•  Instagram 
 
•  YouTube 
 

 356,000 users. 
 
89,000 users. 
 
13,557 viewers. 
 
307 persons approached. 
 
47,600 viewers. 
 
 

Visit of VNS Trainees of APP on d)



LIST OF NEWSPAPERS 
PARTICIPATING IN 

WMS AWARENESS CAMPAIGN

CHAPTER 3
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CHAPTER 4

PRESS CONFERENCES / MEDIA TALKS 
OF THE FEDERAL OMBUDSMAN 
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CHAPTER 5

ARTICLES AND COLUMNS

During the outgoing year, newspapers have carried articles on 41 years performance of 
the Wafaqi 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 Wafaqi 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 columns in the national and regional newspaper have 
seen light of the day during the period under review. The subjects/topics of the articles 
published are as under:

1. Safeguarding Rights of the Child

2. Federal Ombudsman : A Poor Man’s Court

3. IRD – Helping the Parties to Help Themselves

4. Inspection Visits to improve service delivery

5. Justice at the Doorsteps (OCR & Khuli Katchehries)

6. New initiatives of Wafaqi Mohtasib for Overseas Pakistanis
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CHAPTER 6

SUO  MOTO NOTICES

Article 9 of the Presidential Order No.1 of 1983 empowers the Wafaqi Mohtasib to 
undertake on his own motion, investigation into any allegation of mal-administration on 
the part of any agency or its officers/employees. During the period under review, suo 
moto notice by the Wafaqi 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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CHAPTER 7

PRESS COVERAGE OF THE 
PRESDENT'S DIRECTIVES 
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OCR / Khuli Katchehries

CHAPTER 8

The OCR project was launched in January 2016 at the district and tehsil level, under which WMS 
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 visits in 
the year 2023, whereas 171 OCR visits were carried out during 2024 and 4,840 complaints were 
disposed of. 

Closely related to the OCR visits is the system of Khuli Katchehries (Open Courts). It is generally 
considered to be an extension of the OCR mechanism being followed in a fairly 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 Regional Offices, the Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi decided to hold 
such open hearings of the complaints in 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 in the Tehsils/Districts falling into the jurisdiction of the existing Regional Offices to provide an 
opportunity to the general public to raise their grievances in presence of the representatives of the Federal 
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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CHAPTER 9

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, social 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 Wafaqi 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 parties involved therein.

It was launched by Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi in April 2022, its SOPs 
were developed 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 as well.

The guiding principles of the Wafaqi 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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PUBLIC AWARENESS

CHAPTER 10

The awareness raising has been recognized by all major 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 Wafaqi 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 Institution of the Wafaqi Mohtasib with particular reference to resolution of public 
complaints in 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 a large number of people. Meanwhile webinars and seminars/ lectures 
in different colleges/ Universities arranged by this office turned to be a very 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 this forum.
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Frontier Post Peshawar
01/5/2024
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CHAPTER 11

INSPECTION VISITS
In January 2022, the Wafaqi 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 Wafaqi 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 (Wafaqi 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 Wafaqi Mohtasib follows a laid 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 Wafaqi Mohtasib, which are 
forwarded to Head of the agency concerned. Response regarding implementation of these 
recommendation received from agencies has been encouraging.

However, it is important to clarify that contrary to the general perception,inspection visits 
are by no means “intrusions” or “raids” but an effective instrument entailing joint efforts to 
improve service delivery of the public sector agency, overcome its institutional 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 Wafaqi 
Mohtasib Officers at the level of Head Office and the Regional Offices.
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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 challenges impacting the welfare of children, the Office 
of the Grievance Commissioner for Children (OGCC) established in Wafaqi 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 a watch 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 rights in 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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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 resolve 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 Wafaqi 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 the initiative of the Wafaqi Mohtasib, each Pakistan Mission/Consulate abroad has 
also appointed a Focal Person and allocated one day in a week for meeting with Overseas 
Pakistanis to redress their grievances. Khuli and e-katchehries are also 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 data is maintained in the Grievance Commissioner’s office. During the 
preceding year (2024), 35,876 complaints/ problems were resolved by our Foreign 
Missions. This office is issuing 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 Wafaqi Mohtasib’s Institution.
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Grievance Commissioner’s Office, Wafaqi Mohtasib (Ombudsman)’s Secretariat, Islamabad Pakistan

Issue: 04 Newsletter July-December 2024

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

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

From the Ombudsman’s Desk

Contd. P/5
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Daily Times
10/10/24
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CHAPTER 14

COOPERATION AT NATIONAL AND 
INTERNATIONAL LEVELS

The Office of the Wafaqi Mohtasib is an active member of the International Ombudsmen 
Institute (IOI), 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 Wafaqi 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. This is indeed 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, is due to the pioneering role it 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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SUCCESS STORIES 

CHAPTER 15
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www.mohtasib.gov.pk

WafaqiMohtasibSecretariatOfficial

wafaqimohtasib

Wafaqi Mohtasib CMIS
36,  Constitution Avenue, G-5, Islamabad (Pakistan)
Phone No:  92-51-9213886-7
Helpline:  1055 For Children: 1056
Fax No:  92-51-9217224
Email:   mohtasib.registrar@gmail.com
For more information/complaint 
visit our site www.mohtasib.gov.pk

Wafaqi Mohtasib (Ombudsman)’s Secretariat
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