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Government of Pakistan

Wafagqi Mohtasit (Ombudeiman)'s
Seoretariat

[slamabad, the 28th March, 14984
Crear Mr Presidenr,

Itz with & sonse of greal pleasura that [ place before pou my fist Ansusl Beporl in
pursuanss of Article 28 of the Establishment of the Cffice of Wafogi Mahrasib {Om-
budsman] Cirder, 1983

The "Bepoet” covers the period from Aupust 8, 1983, the day I took the oath of
Office, 0 the end of the year on December 31, 1983 Although covering e period of less
than five manths, the “Report” will bear testimony 1o the sincere and, by the grace of
Almighey Allah, sueeesslul efforts made to institutionalize the ayatem of admi nistrative
accountability. This development s hound to have a fr reaching impact on the entire
administrative sthos in the country. For this, the peaple of Pakistan, und no Tess the
administratars themselves, should feel profoundly grateful w you.

[, an my part feel hiphly gratified for getting an opporiunity in sscure redress of the
grievances of the peaple speadily, sffectively and without any expense. My culleagues
share with me the deep aatisfaction that stems from bringing relief and succour Lo the
apgrieved citizens.

I may add that the losd of work has considerably increased, both in nember and
complexidy, aHer the period dealt with in the “Hegon”. The number of complainds re-
peived infive months upto December, 31, 1987%, was TRLZ, and in about 3 ementhes From
Januwary 1, 8984 to 27th March, 1984, are 023, The total number of complainis re-
celved as of March 27, 1984 is 16835 Tam glad to be sble to say that we have beensug
cessfully coping with the jn:r-:nsimg wolume of work. We remain cnn stantly alers ke the
need for devising appropriate strategies for the challenging nntwre of the wsk

I avail of this epportunity to express my profound gratitude and that of my
collengues for your constant supporl, inspiration and encouragement to us and for the
appreciation you have graciously cxpresaed about our performance.

May Almighty Allah enable me and other membars of my rpanization 1o continue
o dizcharps por onerous duties in & befitting manner in future,

With profound regards

Yours sincerely,

P, J"p"-"""'-'f
isardar Mehammad lubal)
General Mohaounad Zta-ul-Hag,
President of the
lslaamie Bepuklic of Pakistan
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For Allsh loves those who are fair and just.
AlHugurgr (XLIX -2

I. INTRODUCTION

1.1 In January 1%83, the President of Pakistan was
pleased lo promulgate the Establishment of the Office of
Wafagi Mohtasib (Ombudsman) Order, 1983, (hereinafter
called the “Order'’) which may rightly be called Pakistan’s
first charter of wdministrative accountability, translating
the Islamic concept of Hisab into practical terms.

1.2 Article 2B (1) of the Order {which is attached as
Appendix A) stipulates that “within three months of the
conclusion of the calendar vear to which the report
pertains, the Mohtasib shall submit un Annual Report to the
President™,

1.3 The following pages cmbody the First Annual
Report which covers the period from August B, 1983, when
the Office of Wataqi Mohtasib became operational, 1o the
end of the year on December 31, 1983, This peried of
slightly less than five months is of special significance as it
saw the establishment and evalution of a unigue institution
In our country, pesng cnprecedented challenge to me
and to my collcagues in this Organisation,
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1.4  The task assigned to me for disgnosing, investiga-
tion, redressing and rectifying any injustice done to a
person through miladmindstration on’ the part of the
Federal Government Apencies or their officials is indeed
Herculean, It is manifestly far more difficult and onerous as
compared to my previous assignments in the judiciary, both
in terms of its functional sweep and the nature of response
bility, So, when on January 13, 1983 even bafore signing
the Order, the President very kindly offered to ipp-:!int me
as the first Wafaqi Mohtasib (Ombudsman) the decision to

Redressing and gocept the office was not an easy one. I accepted this assign-

Rectifying
Injusticea

ment so that [ might be able to do some service to my
colntry hoping fhat this institution, set up for ensuring
accountability, would progresswvely become stronger and
effective and provide solace and succour to the fellow
citizens who suffer at the hands of the administration. In
my letter, dated January 21, 1983, written for the attention
of the President, I, among other things, stated:

“The establishunent of the Office of Walag
Mohtasib is designed to uproot injustices done to
the citizens of the country and to provide speedy
redress, The duties of the Ombudsman shall be very
onerous  and upleasant, particularly when the
country has been in the grp of corruption and malk
administration for over 30 vears. In the past, certain
institutions, similar to the propescd one, were
created, but they could not work satisfactorily, aor,
at least, did not deliver the goods..... Therefore, one
must keep in view the practical problems and
difficulties to be faced by the Wafagi Mohtasib.™

1. CONCEPTUAL FRAMEWORK

2.1 The primary objective and indeed the raison d'etre
for establishing the office of the Wafaqgi Mohtasib
{Ombudsman) is to ingtitutionalise a system for enforcing
and fortifying burcaucratic accountabality.

2.2 The concept of sccountability for us, however, is

2
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not a mere requirement of good public administration but
is an impertive of our feith, Accountability is the cardinal
feature of Isdlam. AIl of ws, howsoever high or low, are
accountzble to Almighty Allah not only for our deeds or
amissions but zlso for our mobtives and intentions. We are
hound to render account of esch and every moment of cur
lives on the Day of Judpgement. Tt is, therefore, appropriats
il an effective system is adopted for ensuninge administrative
accountability. While cstablishing the Office of Wafaqgi
Mohtasib in Pakistan, we mainly drew inspirztion from
our awn traditions and institutions set up by the Khulafa-e-
Rashideen such as the Department of Naxarul Mazalim
{Beview of Wrongs), The institution set up m Pakistan
represents a synthesis of the early lslamic concept and the
contemporary Scandinavian svstem of the Ombudsman.

2.3 In recent wedars all over the world there has besn
a phenomenal increass both in absolute size and the
functional scope of the buresucracy. The regulatory,
proteclive and promotional functions of the state have
become progressively complex and  all-pervasive.  As 2
consequence life and Iivelihood of the individual citizen is
moare and more affected by the actions and omissions of the
public authorities. Further, in & country like Pakistan we
arc compclled to telescope the process of development with
a view Lo emancipaling our people from the bonds of
honger, dliteracy and disease. We are understondably in a
hurry to bring about the desired social and econotmic frans
formation. The Government functionarics have fo plav
here even a more active and affirmative role than their coun-
terparts in the developed countrics. This interaction between
bureavctacy and the citizen fends to generate many [egte-
mate grievances. In such a milieu the need for supplermens
ting and stresgthening the existing mechanism for cons
tralling bureascracy assumes & preater sigmaficance,

2.4 The mstitution of the Ombudsman 5. however,
wsnally  found im the affluent developed countries. In
these societies there exist sound institutional infrastructuze,
geonomic  and political stabiity and by and larpe an
efficient, responsive and honest bureaucracy. Io the
developing countries, with their vast population, paucty of

3
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resources, uhiquitous role of the public sereants and the
lingering colonial ethos of the administrators, astablishing
the institution of the Cinbudsman is not an easy decision.
Sheer size of the population and the number of complaints
generated can overwhelm any such institution,

235 In Pakistan the estabiislunent of the institution of
the Chnbudsman was advocated on ssveral occasions, Article
276 af the latecun Constitution, 1972, as a matter of fact.
provided for the appointment of a Federal Ombudsman as
well a3 the Provinvial Ombudsmen, Subsequently  the
Constitition of 1973 included the Federal Ombadsran at
itersy 12 of the Federsl Lepislative List in the Fourth
Schedule. However, the idea remained inert as a mere item
in the Federal Legislative List, till it was given a practical
shape by the President, Ceneral Mohammad Zia-ul-Hag.

2.8 In Asia no other country of our size and population
has the institution of Ombudsnan. Pakistan can be regarded
15 a pioncer in this context. Setting up the Office of the
Wafagi Mohtasib is thus not only important for us alone but
for many ather countrics n the Third World, 11 we succeed
in achieving resonable messure of success, (s would act ax
a catalyvet in the process of toning up the ethos of adminis
trution i ether developing countrias,

2.7 The Presdent of Pakistan, il would ke pertinent ta
nate, wis ool under any compulsion to sel up this institu-
ton. On the olher hand thers was no dearth of reservations,
scepticiam and doubts about the wisdom to establish an
independent agency Lo oversee the actions of the buresu-
cracy, The Preddent really deserves the gratitude of the
nation for the magination, vision and morel courase cxhij-
hited By it for this bold step, While inviting me to hecome
the Waflaii Mohtasib he emphasised the fact that he was not
introducing the Office to fulfil anv legal requirement
af eomply with any lformality. e assured me in unequive-
cal words that be sincerely  wanted this insfifuticn to play
an independent and cffcctive role.

28 Apart  [rom  ensuring  redressal of grievances in
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specilic ceses, the Mresdent old me  that he wanted o
establish an mstituten winch would resull i percolation of
efficiency and justice to the vanows levels of lhe govern-
ment structure. But for the keen interest and persomal
commitment af the President Lhis legislation wonld not have
seett the light of day and without his constant suppaort it
cannot accomplish the task assigned to il | sincerely hope
and pray that this positive relationship between the Chief
Executive and the Wafaqi Mohtadb will become instite-
tonalised. Owing to the nature of functions entrsted ta
this mshitution with their prefound impact on the welfare
ol the cilizen, | am confident that the Office of the Wafagi
Mohtasib will cmlure, In the larger interest of the nation
incessanl endeavours ought to be made by all of us to
ensureg that the setting up of this institution does not turn
out to be an ephemerzl episode or a passing event in Lhe
administrative lustory of Pakistan.

2a [ have found penomnce and misconception about
niy role and functions 1o be quile wide-spread even wmeng
the educated and articulste sections of the seciety. Mis
understanding and lack of knowladpe as o what [ can ar
cannot de are apt 1o prevent viewing of the functions and
petlommance of the institution of the Wafagi Mohtssil in
its True perspective,

216 1 therefore, deem it, essential 1o devers some space
£ clanfy and elabarate the jeal role and functions of the
Ontiee of the Omdnadaman,

I The institution ol the Ombudsmimo, i staled sbove,
Tepresents & response 16 the common problain - of protec-
ting an individual’s nght without jeopardising the efficecy
of public policies - faced by maost of the socieies n the
contemporary world, But the functicnal competence and
the oraunisational strocture of this institurtion varies (rom
country toocountry dependine on the peculiar circtanslances
el cach of them, Mevertheless Lhere exist cerlain common
characteristics which am more important than the varia-
tons Lt iz impartant that the Oflce of the Ombudsman is

fa) Legally established #

Yepry Ml The Medel Gmbudemar 18761 g 7
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(b} functionally autonomous;
{cy external to the Administration;

{d1 aperationally independent of both the Legisla-
ture and the Executive;

(g1 mompolitical ;

(01 sympathetic 1o the cilizens but not averse 10
admintsiration:

{a) freely accessible; and

iy wiven practically unlimited access to the docu-
ments bearing upon the impummed decision.

212 It is gralilying to note that all thess u:hara-:tcrlsi.iys
are  present in the Office of the Walani Mohlasib
(Dmbudsman).

213 The office of the Walagi Mohlasib has been estab-
lished by law through s Presidential Order which is an
instrument of constitulionzf imporl. A nomber of pro-
visions have baen made to make the Mohtasik functionally
autonomeous It wauld be clearly wrong to eegand him as an
extenzion of the cxecutive amm ol the Covernment. It is
frue that | draw my aothorty [moem the Head of the
State who, to give him due credit. has chosen not to
place  himgelf above this law. The Executive Head is
Cius as much bound by this law as any other atizen of
the countey, The Wafagi Mohtesib has been enjoinsd
by law to perform his funcltions and esercise his powers
independent of the Executive. The Mohtasib’s organi-
sation has a3 distinct idenblity cof its own, extemnal o
the administration. There are, however, some govemnmental
proceedings which can marginally impinge on the functional
autanomy of this organisation. In order to ensure that
Maohtasib is not only independent hut should ke seen to be
independent it is proposed to resalve these issues by framing
appropriate rules as envisaped in Article 30 of the Order.

.14 The terms and conditiens of the Wafegi Mohtasil's
service cannot be vared during the term of his office. He

1=
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halds office for o period of four years and js nol eligible for
any extension of lenure or for reappointment under any
sircumstances. He is assured of security of tenure and
cannot be removed from his office except on the grosnid
af misconduct or of being incapable of properly = fforming
the duties of his office by reason of physical or maental
incapacity, Even this fuct, on his request, can be determined
by the Supreme Judicial Council, comprising the Chiel
Tustice of Pakistan, Lwo next most senior Judaes of the
Supreme Court and twoe moest sepior Chief Justices of High
Courts.

215  With a view 1o ensuting his operational effwiency
the Mohtasib has beesn vested with a reasonable assortsent
af powers to which reference will he made in some detail
later in this Keport.

216 The Walagi Mohtasib™ office is non-partisan and
non-political. This embarge on participation i political
activity extends beyond the curmency of bis tenure. He is
not allowed to hold any office of profit o the service of
Pakiztan, hefore expiration of two years aller he has ceased
te hold the office of the Mohtasih; nor @she eligible ror
election as 4 member of the Federal or Provineial Legisla-
ture or 2 Local Body, He canpot take part in any palitical
actewily durng the tenure of office and For a period of two
vizars thereafter.

217 I find it pocessary to invite special atteniion (o the
fact that this institution is distinet in its jurisdiction and e
maode of operations from Lhe existing gricvance redressal
mechanisms, 1t is aot a paralicl executive mor has 1t been
asginned functions identical to those of agencies like Anti-
Commuption  kstablishment, Federal [nvestigation Agency
and the Federal Inspection Commission. Without displacing,
or supplanting any of the estahlished institutions this
onmanisation las been brought into being ta (11 up serious
gaps in the system [or protection of individual citizens from
imjustice Urough povernmental mal-administration.

218 In some respects this institution has wider func-
tional sweep and capacity to redress grievances than the
courts. They have the power to strike down any order of
the Administration which is without lawlul authoricy, The
COmbudsman, on the other hand, is not merely coneemed
with acts of cummission or omission which are contrary

T



Abpence of
Teoermivaiiles

o Lww. He can look inte mal-sdministrazion, characterising
any decision, process, recommendation, act of commission
ar omussion which iz alleged to be arbitrary, unreasoreable,
unjust, binsed or discriminatory, He is also empowered to
look dnle cases of neglect, eattention, delay, incompe-
lence, metficiency and ineptitude . fc would be observed
that, as Ombudsman, T oam not only concemed with the
legality of administrative processes bot also with the equity
of  determinations oven in the ekl of sdministratie
discretdion.

219 While examinimg the quality of decisions 1 do
not substitute my udgemnent for that of the concemed
functionary of the Government, | do not sugpest any
chiange when o decsion has heen properdy token on its
merits after taking inlo wccount all copsideration permane
to the issue. But e wetion shauld not be unreasonable and
ujust, My inquines are mainly directed o determine
whether there ras been fair play in the administrative
process. 100 also my duty to brng to the sotice of the
coneernesd apencies o any provision of law or procedure
is itsell unneasonahle or delecive,

220 Another significant feature of our operations s
the fact thar proceedings before me are nol bozged down
by the infricaciss and techrnwalities of the Law of Evidence,
Most imprertantly, my ocgansatien cannol be prevented
mperformancs of its Tunctions by claim of privilege with
regard Lo documents which is frequently the case in procees
dings kefore courls of law, Here anly the President can,
in his disctebon, allow claim of privilepe wilh respect
to any miormation or document on grounds of ity beng a
stafe seonet.

221 Any peron cen oapproach me withou! incurring
expense of [ulliling cumbersome fommalicies, Techniculi-
tes de nol stand in my way. For the first tung in the
histary of thif countey an instilution has keen created
which can be aclivaled by o cilizen by just faking the trouble
ef putling down a fow lines an & sheet of paper and placing
it in the nearest post box, Thercafter he or she can rest
assurad that fusther goevance would Be persenally looked
inte by e, Uhe examination would be thoroogh, ohjzerive

A



and prompt. I would not stop with obtiining a report from
the agency concemed, Invarably, version of the agency is
made available to the complainant Tor rebuttal, Files of the
agencics are perused and the concerned officizls, wherever
necessary, ure examined, The agpencies are obliged to Loy all
their cards on the table. Extrancous consideration, if any,
and even the subtlest nuances are hrovght nto open. [ place
the omus on the Agendes to put forward the reasons
forming hasis of the decisions, make clear their formula-
lions and satisly me about their validity. My effort is to
elicil facts through in-depth investigntion, There is an
infarmality in our proceedings which enables me Lo make
objective assessment and mmpartial judegemenl. ‘TThis has
vielded guick and positive results,

222 IMe sigaificant aspect of the mie of the Ombudsiman
Brrickge is not one of & proseculor bul focuses on an attempl 1o
r:"f::;;‘::d bring about a betler understanding by the public of (e
Adminisirree UOCtOAME of the povernment departments, and to act as
i Dridee between the two. A particular 2ffort is alwavs made
to explain the cenclusion to which [arrive s that Loth die
administrator and the complainant anderstand the rationals
Behind the recommendations and corcliusions.

223 | cannot alwiously sweamntes Lhat all the reliefs
soupht by the complainants in all the cases can be secured
to them. However, | hold out the sincere assurance that

Carefil  all complaints made w me are Jooked into with utmost

Examination care, mpartiality and sympathy, and that each cose
= given a mgorous and objective exarminetion. Moreover,
[or me and my staft complaints iade to this onganisation
da not mean dealing with the "files or file numbers of
categones bul w.'n people who have concemns, emaolions,
tears and hopes”, These people, more often than nat, have
been found to belong to poor section of the society. While
persons having reso. toes and contacts often have a Tesounce
to conventional venues for redressing their crievances, the
Mliterate wnd indigent citizens, it is heartening Lo observe,
huve sturted coming to me In o manner of speaking, 1
can call myself the Poor Man's Ombudsman,

224 My staff and I find it a matter of grear personal

4
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gratification and derve immense  job satisfaction from the
redressal of prisvances, | regard discharging of my duties
as an act of worship and a debt which | owe o my fellow
citizens. | am happy (o report that this perspective  1s
shared by each and every functionary working in my ornga-
nisation. Many prateful citirens keep on writing to me
moving letlers of thanks, This appreciation, more than
anvthing ¢lae, fortifies me nomy reselve 10 do overything
which is humanly possible (o protect the citizens from
makadministration,

225 It would be apposite to emphasise here that the
maost important function of the institution of the Ombuds-
men all over the world is to redress the gricvances of the
individual gitizen and nol to embark upon any Toving carnt-
puigh Te cateh hig fish The end product of the process of
redressal of grievances i of course administrative accoun-
tability but the objective is accomplished with attention
focussed on the complaints of individuals. During the course
of four months or so under review in this report I haye
looked into complaints covering 2 very wide spectram. All
the complaints received my full attention irrespective of the
nature of wrong or quanlum of loss sustained by the cili
zen. In a case where | ordered T&T Department to refund
a sum of Bs 2,70 to the complainant whose telegram
remained undelivered, the significance of my achicvement
wag nol the amount of money involved but, as a national
dailv put it, was the fact that an aggdeved citizen had
received satisfaction. And by the same token the Govern-
ment Agency was made to account for s responsibilitics
aven in regerd to a very miner matter. | need hordly empha-
sige that our functional reach did not confine to minor
matters, Complaints myvolving huge amounls ino respect
of valuahle rights have been entertained, decided and
necesgary relief provided. The most important (eatlure i
the process itself which s animated automatically the
moment & complaint s made tooame.

26 1 would like here to sound a word of caution. No
Oabudsman in the world can act as a panaceca for the cune
af all the ills of the society, It would be unfair o regacd [um
as the possessor of a curc-all. The citizens should under-

4]
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stand my precise role and functions. | can act as & catalyst
but cannot assume the role of administrators themselves,
My task, nevertheless, remains exceedingly mnportant for
sound public administration even when I am not dealing with
eiarlh-shaking events, The Ombudsman is like a Jjudge whao
may not be dealing all the time with capital offences or
colossal sums of money but does not lose his relevance ar
significance for ensuring prevalence of justice in the socioty.

227 It would not be imappropriate here to clearly state
that the purpose of setting up my effice is not to victimize
public servants or to persecute them. An honest public
sevrvant is entitled to full pretection. It is my intention that
my organisation should not assame the form of the Sword
of Damovles constantly hanging over the hepds of puhlic
servants, On Lhe other hand one of the results af functionining
of my organization should be the reinforcement of confidene
in civil servants, When only a miner fraction of complaints
made to the Ombudsman an independent and impartial
person — are found to be suslainable, peaple's confidence
in the public authorities is likely to be strengthened, T will
not hesitate to award reasonable compensation in suitable
cases, a§ permitted by the erder, tooany functionary or the
sgeney dgdinst whom flse, frivolous or vindictive cor-
plaincs arg made.

I FPREPARATORY STLEPS

3.1 It would be appropriate lere to relate the soqQuence af
dates pertaning fo the establishment of the Office of Wafagi
Mohtasib (Ombudsman). T accepted the oifer of the President
to serve as the first Ombudsman on January 13, 1983, The
Orider was signed by Lthe President on lanuary 16, Thereafter
| discussed various sspects of Lhe appointment with the
relevant  authorities. after which my appointmenl was
announced through the media on lanuwary 21, On January 24,
1983, the order was duly notified in the official Gazette,

3.2 I accorded great importance to adequate [Freparation
before assuming this onerous responsibility. In this comtext,

in oy letter already referred to in para 1.4, 1 stated as
follows:

11
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| had suggested that during the interregmun, e,
after the ammeuncement sppointing me as Walaqi
Mohtasib till such time I take over, a Ministry
without portlolio, may be created, This sigEestion
was made by mo with a view that the arangements
for affice establishment etc., which are bire necessi-
Hes [or any one to undertake the woek, should be
linalised during this period. On second thought,
however, 1 feel, theee 45 no need to create such o
Ministry, The Office of Waiigi Mohtasih i3 non-
palitical and [ do nol wish that my decision o
accept this challenge should be looked with suspi-
ciop by oany person. Therefore, T wilthdraw my
suggestion, and would rather apree with that of
vonurs for appointment of an Administrator in con-
sulation with me. He should be an hobest and
hard-wocking officer, with experience @t the admi-
nistration, and alzo in matters whicl are to be dealt
with and attended to under dwe Onder. 1t will he
possikls for ome to advise hon as “Ombucdsmoan
designate™, He should be assened the task of:

(ad  Drowing wup complets infrastrcture of Lnme-
diate and permancnt establishment 2L varous
sentres oo assist the Wafaqgi Mohtasib i the
pertarmwanee of his functions,

P gy e ecstablishment  with  suilable
pecsonngd al proven ability and ntegmty

ey drafting e rules of procedurs ; and

() settling the financial arrangements for meeting
the requirentests of the Organization i a
mranner wiich does not impair is indepen-
dence,

Iam we the considered view that the [inalization of
Lhese prerequisiles  is essential before the Wafagi
Mahrazib 18 inductad in the OFffice. 1T e assumed
his £¥fice befors the infrastructure and procedural
details are ready, s CHfice would he flonded with
representations which it would not be possible to

)
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deal with mmediately, therehy causing disappain-
ment and frustration.

3.3 1 did not assume office Gl August &, 1983, My
decigion to defer assumpltion of office wl the time of
announcement af my wppomtment was, ws it can be seen
from the |oregeing cxcracts fra my fetler, based on cagent
reasors, AL that juneture, with the exeepuon of the enabling
law, nothing had been dope to prepare the ground for this
mstitution. | thought it wrosg to draw 2 single penny from
the public exehequer by teading *a paper” oreanization.
Taking the oath would heve gdven a signal to the people that
the process of grievanceredeessal had started by the new
imslitution. But without wmanagement wherewithal, physical
mfrastructurs, clarification of the congepts and [ommu-
lulion of eperating procedures giving any impression of
being aperational would have been clearly counter-produc-
tive and led ro disenchantment and trustration. Tmmediately
atler announcement of my appointment, | started exten-
sive consulations as Ombudsman-designate P with a lanse
number of people both in the Government and from the
public, On Febrpary 120 1983, appointment of Mro M.
Masnd Laman as Secretary. Wafagi Maohtasih (Ombuods
man)s Secrelariar was notified, A skeleton staff joined the
Secrelanal sometime later. T remained n constant tauch
with tus nucleus of officers; attended mnumeralile meet-
ings, identified szitable personnel far staffing the oreani-
sation, drew up the orzanisational stractune; evalved aperat
ing procedure; spelled outl the Nnancial reguirements and
secured requisite funds, and sepervised setting up of physi-
cal infrastnicture,

id My decision not to immediacely take up the office
stands vindicuted. [ can say with a sense of profound
satisfaction  that immediately  afrer the assumption of
office, nol waiting cven for & single dav, we started working
n full swing and quickly developed s drive and momentum
thut has since been successfully maintained. Thuos, on the
first day, we recewved and dealt with 18 complaines, the
numhber of which rose te 133 by the end of the week anod
hags sines Deen mamtwning o prosressively upsacd oo
steady trend. The successful functioning of this institudion
was  generally reparded e be a “Mission [mposable,”
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Al my lile | nave had strons conviction in the dictum
“The things which are impossible with men are possible
with Cod™, And this has again proved to be true. By the
grace of Almighty Allah and by a total commitment and
devation to work of all involved in this organisation, what
seemted impossible has tumed out to be a “Mission
FPossihic™,

IV JURISDICTION, FUNCTIONS, POWERS
AND PROCEDURE

4.1 It would he useful to summarise the jurisdiction,
functions and powers entrusted (o me by the Jaw,

4.2 Any person aggrmicved by maladministration on the
part of a foderal government sgency or any of ils officers
ar employvess can make complaint in writing” on solemn
affirmation and oath to me. In addition, I can look inlo any
allegation of mal-administration on my own molion. Besides
this, & reference can be made (o me by the President or the
Federal Council. The Supreme Court or the High Courts
may also make o moton to me dudng the course of any

procesdings before them.

4.3 The term ‘mal-administration’ has been defined 1o
cover a very wide spectrum and a5 matter of fact encom-
passes every canceivable form of administrative practice.
It includes: —

{i] a decision, process, recommendation, act of
omission or commission whicli

(a)l 15 contrary to law, meles or regalations
or is a departure from established practice
or procedurs, unless it is bona fide lor
valid reasons: or

(b is perverse, arbitrary or unreasonable,
umust, bissed oppressive, or discrimina-
tory : af

{c)  is based on irrelevant grounds; ar

14
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{d) involves the exercise of powers, or the
failure or refusal to do so. for comupt or
improper  motives, such as,  oribery,
jobbery, favouritism, nepotism  and
administrative excesses and

(i} neglect, inattention, delay, incompetence,
inefficiency ineptitude, in the adminfstration
ot discharge of duties and responsibilities,

4.4 The tetin "Agency™ has been defined as a Ministry,
Division, Depattiment, Commission or office of the Federal
GFovernment or a slatutory corporation or any other insti-
tution established or contralled by the Federal Government
but does not include the Supreme Court, the Supreme
Judicial Council, the Federal Shariat Court ar a High Caourt.
Currently the number of Agencies falling within my fune-
tional ambit iz 453, spread all over the country and employ-
ing about a million functionaries,

4.5 The Order ousts my jurisdiction [rom matters
which: —
{a) are subjudice before a court of competent
jurisdiction or judicial tribunal or board in
Pakistan on the date of receipt of a complaint,
reference ar motion by me;or

(b} rclate to the external affains of Pukistan or the
relations or dealings of Pakistan with any
[oretzn slale or povemment; or

rcl relate to. or dare connected with, the defence
of Pakistatt or any parl thersof, the military,
naval and air forces of Pakistan, or the marters
covercid by the lvws pelating Lo those farces:or

[y concern any parsapal arevance ol a puhliz
servant or funetionary mrelating Lo the Agzency
in which be iz or Tras been working abowt hijs
service therein Cle. service mallers).

4.6 A complaint is not 10 e enterlamed i made later
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than three months rom the day the complainant frst had
notice of the allezed matter. However. T can investigate
i Lime-harred complaint if, in my opindon, there are spocial
circumstances JllEtlr}J.I]t._ tuking of cogmisance. In all the
cascs taken up for bivestipation, a notice is issued to fhe
Principal OMTicer af the Agency concerned and to any ather
persen alleged in the camplaint to bave taken or authorised
action complained of, calling upon them to meet the
Allepation. | ean require any officer ar member of the
agency concerned or any other persom to furnish any
information or produce any document which, in my
apimon, is relevant.

4.7 In any case where | decide not te conduct un
mvestization, 1 am required to send to the complainant a
full statement of reasons for not doing so.

4.8 After having considered a matter if 1 find un clement
of makadministrution, | communicale my findings to the
agoncy concerned asking it:-

fal  to consider the matter further:

(b) to modify or cancel the decision or action or
make UP OMission:

(c} oo explain it more fully;

(i to lake disciplinary action aainst any public
servant:

el to dispose of the case within a specified timc;
ard

if)  to unprove the working of the apency or 1o
take any other steps specitied by me.

4.9 Failure an the part of an Agency Lo comply with my
recommendations in a case are treated as defiance of
Becommendations which may lead to refersal of the matter
e the President who, in his discretion, may direct the agency
ta implement my recommendations. In cach instance of
defiance.  a repant by me forms a part of the prersonal
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file or character roll of the public scrvant primarily respon-
sible far the Defiance.

4,10 In all cases where [ am satisfied that a pablic fane
tionary is puily of maladministration, [ can refer the cose
to the cencerned autherity for approprate cotrective ar
disciplinary action or bolh. The authorly concerned is
tequired under law to inflorm me within 20 davs aof the
action taken failing which the matter can be brought by me
to the nolice of the President for such action as he may
deemn it

4,11 [ have also beap ernpowered o award compren-
saticn to an agzrieved persan for any less or damage
suffered by him on accounlt af any maladministration
cemmitled by a Federmd Government Agency or functio
naries working therein,

412 On the other hand if a complaint is found ta be
false, frivolous or vexatious [ have bheen efmpowercd o
dward reasonable compensation in appropriste cases to the
Agency or functionery against whom the complunt wis
imade.

4.13 | have been wvested with the same powers as arc
vested in g Civil Ceourt under the Code of Civd Procedure Tor
summaning, enforcing the  attendance of any  person,
gxamining him on oath, compelling the production of
documents, recsiving cvidence on affidavits, and issuing
cornmi=aans [or cxamination of witnesses, The law has
il=so piven meo the power to inspect any pramnises, rspect
and impound documents relating to any subject under
inveslization.

4.14 The Watagi Mohtasib has also been given powers
identical lo that of the Suprame Court 1o punish any person
[or conlempt whio:

fa) abuses, interferes with, impedes, mperis, or
ohstructs the process of the Mohtasib in any
way or diasoheys any order of the Maobitasih,
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(b} scandalises the Mohtasib or olherwise does
anything which tends to brng the Mohtusit,
his staff or nominces of any person authorised
bw the Mohlasib in relation to his office, into
hatred, ridicule or contempt;

(el does anytiung which tends o prefudice the
determination of a matter pending before Lhe
Molitasib; or

(4} does any other thing which, by any other law,
conslilules contempt of court,

415 Immediately oo takine the eath of office [ made the
Wataqi Mobitusib (Procedure for Conduct of  Business)
Regolations, [983. which sct out in detail the procedune
For receipt, examination, investigntion of complaints. For
the facifity of public on the Yth Aouzust, 1953 je, the first
duay after 1 had taken the cath of office, a Press Note was
msued specifying the procedure for filing complainis. It
stated that;
(17 Complants should be made on solemn afls-
mavon or oxth and in writing addressed to the
Walagi Mohtasib  Secretariul, near Zere Point,
[slamabad, They should specifically state the name
of the office against whom the complaint is made
and describe the facts in a simple and comncise
M anners,

(1} Faor facility of correspondence the name and
full postal address of the complainant as well as
the number of his national identitv card should be
clearly mentioned, [t may be noted that the law on
the subjecl does not permit any action on anony-
moeus ur prendony mous complaints.

(3) Complants may be aboul maledministration
unsing out of official acts which are contrary 1o
law and rules and repulations or wre arbitrary,
unjust or discriminatory, or involve corruption such
as brbery, favoudtism, nepotism and  admings
trative excess, o celate to neglect and delay,

id
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(4} It may be stated for general information Lhat
the expression “Offices of the Federal Government”
means 4 rministry, division or department and the
statulory {(aulonumons and semrautonomaols) cor-
porations. It includes air, slopping, gas and electri
city supply companies, nationalized and taken-over
industries, nationalized banks and insurance compa
nies, means of communication lke rilway, post,
telephone  and  telegraph, organizations such as
radio and television, Federal universities, eic.

4.16  T'he aforementioned Regulations provide the follo-
wing mede for receipt of complaints:-

ia) by personal presentdation to me (for this
purpose, 1 meet the complainants daily at
1230 pan.y;

(b by presenting it fo the Director-Creneral (Com-
plamis} a senior officer of my Secretariat whe
has been specifically authorised in this hehalf;

(¢l by pregenting i the Central Registry of the
Secrelanat;

{1 by post or,

(e} by any clher mesns of communication.
417  All complaints received by any of the methods
mentioned above are examined by the DirectorGeneral
iComplaints) and the Registrars in the Complaints Cell
Each and every complaint is read carefully and the relevant
issues are hrowght out, Attention in particalar is gmiven to the
question of jurisdiction. It may be noted that apart from
camplaints pertaining to the Provincial subjects or subju-
dice matters or those relating to the extemal affairs or to
defence of Pakistan, anonymous or pseudenymous comp-
laints cannot be entertained. Consequently my office docs
pot ook into the complaints. which conceal or do not
dizclose the name and the identity of the complainant.
Invariahly, where the name and the identity of the vomp-
lainant appears to be doubtiul, conficmation of the contlents
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afl the pomplaint i sought by writing him at the address
given by him. Special care is taken in the cases whem
allegations of cormption and mal-practices are raiszd against
a functionary of an Agency.

418  After meticulous examination of all complzints
recoived on any particular day a summary of the complaings
is prepared and is put up to me by the cvening. | 2o throuch
the summary and on the very next morning, and after
perayal of complaints, pass orders for entertaining or rejec-
ting them. | would like to highlight here the fact that no
complaing is entertaned or rejected by any one clse besides
me. I personally pass orders in regard to each casc.

419  The complaints which are complete in all respects
are sent to the concerned officers for undertaking investi-
gation. However, complaings requiring confirmation, verifi-
cation, elucidation and documentary proofs are sent to the
Fegistars in the Complaints Cell for necessary action. In all
cases in which the complaints have heen rejected for being
non-mainlainable, intimation is sent to the complainants
forthwith, giving them reazon for not entertaining their
complaints.

4.20  In order to avoid delay in conducting investigations,
my officers, instead of sending the Gles to me for obtaining
approval for taking essential steps, submit 3 daily report
in which the sugsesied sctions are set forth. Instead of
examining the file izell in each case time and time again,
| pass arders on these daily reports. This method keeps
me fully informmed of action of the investigaling officer
tuken on every complaint, not to mention acceleration of
speed in the despaleh of business.

421  Before examining the wilnesses, comments of the
Apency complained apainst are called for. Under Article
140 of the Order an Agency is required to meet the alle-
gations contained in the complamt within 30 davs. But in
order to expedite matters, we have been giving nor
mally a lortnight’s time for submission of comments. The
Agencies have nominated, in response to u reference made
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by my office. Liaison Officers. This has proved to he a3
salutary step. We have no more o0 search out ag to wio
would be the concorned ofticial in an Agency dealing with
the subiect matier. We keep constant contact with the
Liaison Officer and get matters seried out expeditionsty.

22 I am of the considered view that uhnecessary noting
an files and burcaucratic obsession with procedures are the
main cawse of delays rosulting in injustice thourh in a
mumber of cases decisions of the govermment functionaries
are otherwise unimpeachable. The placial pace and slow
movement of files give pise to renuine grievances, I would
nol like onby to stress upon the government functionares
lo avoid-delays but apply the same principle in my own
office.  Therefore, in serveral matters, instead of calling
reporis and rejoinders, complaints and the representatives
of the Agencies are called in person lo mesobve the matter,
Care i= alse exercissd that the complainant is not put to
unnacessary burden by asking him to appear in Islamahad.
The investigating oflicers are directed to visit the spot
personally and examine the witnesscs and the concerned
functiomarics of the Agencies,

4.23  After the completion of investipation, which includes
examination of wilnesses, scnibiny  of documents -and
study of relevant rules and laws, & draft report I preparcd
by lhe investiating officer and submitted to me. In all imp-
ortant uasil:lﬁ | hold personal hearings; examine the witnesses
and discuss the matler with the sendor lunclionarics of the
Agencics. | go thoough the report, examine the record of the
cuse and discuss at length the matter with the investipating
officer and pass the final orders which are communicated
promptly to the complamant and the Agency concerned.

424  The concepiual design and operaling norms all over
the world envisage convergence of all activities in the person
of Ombudsman. He is personally accountable and respon-
sible for securing redress of zrievances brought to the notice
af his office. He cannot hide himself hehind an impersonal
bureaucratic screen. Adhering to this concept, I have taken
every care to keep myself involved to the fullest axrent in
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gach and cvery complaint which 15 received by my Secre-
tarfat.

4,25 . Hesides performing a multitude of functions | meet

Hﬁrme the complainants everyday and listen to their grievances.
i > - i Al %
Caminlitiants I take this to be a very inportant part of my duties. During

the pericd under review I have met 593 persons who came
from wll over the country. I gave them patient hearing,
crtertuined the complaints, if they [ell within my perviewr;
and cxplmined to them the reasons i those were oot enter-
tainable, | have found thal giving hesring and meeting with
the complainants is a very rewarding expericnce. It has
enabled me to acguire a direct and meaningful under-
standing of the problems. It enables me to have a deeper
insight into the depths and dimensions of their grievances.
| have, therefors, regarded (his interaction cxceedingly
important and symbolic af the concern which led Lo the
~ggtablishment of my office, This epitomizes e earnest
attempt to humanise the working of bureaucracy in our
country and is prodductive of empathy for the complainant
and a desire to share his view-points and concerns, 1 spend
an average of about two houms each day with the com-
plainants. T try my best not to let my other engagements
and commitments interfare with this daily meeting.

Vo MANAGEMENT METHODS STYLE OF WORKITNG &
STAFFING PATTERN

5.1 [ lave becn keenly aware of the relevance of
management-methods/system and style of working in the
context of cfficicney and effectiveness of any organisation.
Ihe quantum of work and the spesd with which T wanted
to dispose of business mads i indeed noperative for me 1o
adopt  somewhal wnconventionad work-methiod n my
oTganisilion.

5.2 After giving setious thoughtf as to how to cope up
with ever-expanding volume of work with ulmosl expedi-
tion, I decided o adepl a fat tyvpe organisation by lessening
the steepness of hierarchal pyramid, [ have ismtroduced 3
honzontal svstem of working which envisapges subamission of
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cases by all officers irrespective of their rank to me directly
instead of sending cases through their immediste supenors.
Mow the papers, instead af traveling a bewildering variety of
hicrarchal luvers, come directly Lo me. Horizonal system,
however, does not mean that the junior officers arc not
subject to sapervision of theilr miperiors or el to their own
deviges without petting puidance of the senior functionaries,
This does pot also imply that cases would come [0 ome
without contribution fram the senior and expericnced
officials. Every complaint is marked down through the
Mrector-Generals who select important cases which are to
be dealt with directly by themsclves. There are, of course,
cortain cases specially entrusted by me to be handled by the
DirectorGenerals  themselves, The rest of the cases are
murked down by the Director-Cienerals to the Directors or
Registrars. These olficers examine and invesligate the cagses,
geek muidance of their superiors and then pul them up
directly to me They keep their immediale superiors fully
informed of every action by sending a copy of daily report
to them. In the entire process minimum of noting s
permitted. Expeditious disposal is accorded o very high
priorite. 1, thus, discourage putting up of files through what
is termed in bureducratic parlance as Proper Channel’. The
work, a5 2 conseguence of horizontlal mansgement-methad,
is disposed of with far greater speed and promptness. With-
out adoption of this system we would not have taken off,
The convergence of such a huge volume of work at my
level, no doubt, imposcs a lermendous pressurc on me
necesdtating extremcly long hours of work, 1, however,
drive great pleasure from this work as the resles are gralify-
LrLE.

3 The second important facet of our work-style is
not to put off tll tomorrow what can be done today. The
citizens of Pakislan accustomed to the government working,
are  greatly amoazed at the working of our organisation
where the dominant concern is not to pestponc work till
“Tomorrow"™ and there is a continual, pervasive striving for
disposal of work “Today™. | keep on making incessant
endeavours to follow the wise words of [aezrat Al
(May God be pleased with him)

*Zee to it that petitions or applications subrmtted
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for vour consideration are brought to your notice
the verv day they are submitted, however much
vour officers might try to request for time. Dispose
of the day’s work that very day, for the coming day
will bring with it its own task.™

54 But the management methods and the work style
may not Jead to any reslt unicss there arc right poople
avaflable in an organisation. | am indeed fortunate to have
with me a band of exceptionally dedicated individuals,
imbued with a sense of mission and a conunitment to serve
ther fellow dtizens. Thear punctuality, among other quali-
ties, is exemplary. All of us come in Gme to office but ollen
stay much after the closing hours.

5.5 It would have been well nigh impossible to cope
with the huge amount of work, which started pouring into
my office since its very inception, but for the efforts and
devotion exhibited by them. They belong ta varied discip-
lings, Among them there are expericnced execubives as well
a8 legal experts. Some officers have extensive Geld
experience  while the others have that of the working of
soeretariat, All of them have to their credit outstanding
record of performance as public servants. They have put in
many vears of sorvice as funclionuanes of the Government,
entrusted with important assipnments of different natues,
And once they were inducted into this organisation, which
is there to serve the people, they have completely identified
themselves with its objectives.

.0 I had alwayvs wanted to gve thas mstitution a trly
national complexion by inducting officers from all over the
country, In this context, T have been only partially success-
ful. Time and agan [ have requested the comeemed Provine
cial Governments to make officers available Lo this organisa-
tion, lin some cases responss las not been very encouriging.
[, mevertheless, intend to pursue the matter persistently
and ensure (hat the national complexion of this organisation
iz enhanced.

5T I also consder it worthwhile to recniat Tunctionares
from all walks of life in order t0 ensere that this mstitution
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does not turn into 8 burcaucratic organisation. People
with different backgrounds and academic experience
will bring with themselves freshness of ideas and outlook
and will impart to the organization a balanced image and
perspective,

».8 The adoption of different management-style and
the presence of nght tvpe of officials made it possible for
us to function with minimum possible staff, The apprehen-
sion that the organisation would be highly over-staffed has
been belied by the fact that we have taken far less personnel
than the sanctioned strength, 1 propose to fill up the posts
gradually in response to our expanding needs and the
genuine requirements of the organisation.

V1. RECEIFT AND DISPOSAL OF COMPLAINTS

a1 From the inception of this Office on August 8, 1983,
upto December 31, 1983, we have received a total numher
af 7812 complaints. This figure includes many complaints
whoere either no allegation of makadministration was made
or they concerned actions omesions or on Lhe part of
government  functionaries  in their private  capacily.
(Appendix B of this Repart contains relevant statistical data
CONCeIMIng various aspects of complaints)

6.2 Ot of these, 3922 complaints {1e. 30.2% of the
fotall pertained to Federal Apencics and functionaries
working under them.

8.3 3890 complaints (Lo 49.8%) related to prowin
cial subjects. Inspite of the [act that several announceiments
have been made through press, radio, and television that
provincial mallers were optside the junsdiction of the
Waflagi Maohtasib (Ombuadsman), the complaints azainst the
provincial agencies have continued to pourin,

0.4 All complaints perlaining o the provineial subjects
{harming some sent for the consideration of the concerned
authoritics) had o be rejected as they fell ouls=ide my

25



Digposal
afler

Initial
Fxamitation

Jurisdiction. However, in cach case care was taken to apprise

the compleinants of the reasons for rejecting the com-
plaints. In a few cases of glaring injustice and inattention, 1
deemed it appropriate to draw the attenlion of the can-
cerned Provincial Governments to them. [ exercised utmost
restraint in referming such cases with the result that only 172

‘cases were sent 0o the provincial authoritics [ must here

express my thanks to the Provincial Governments who
thoroughly looked into-the cases sent by me, and sfforded

relief wherever possible.

6.5 Afler initial cxamination of complaints conceming
the Federal Amcncies/[unclionarcs, 1981 complaints were
rejccted while 1941 were admitted for investization

B4 Following s the hreak-up of the grovnds on which
these 1981 complamnls were rejected

(13 Anonymouspseudonymaous e 277
complaints

(20 Subjudice matters o, K1
i3y Service matters e 1081
() Time-barred complainds il 18
(5) Complaints wiach did not disclase . g7
any mal-administration on the parl
of any Agency —_
Total L. 1981

8.7 It would be seen that S0.5% complaints against
Federal Agencies/functionaries had to be rejected afrer
initial examination which does entail considerable amount
of effort and time. The guamtum of total rejections
counting the Provincial complaints is the fact much larper.
Belter knowledge of the junsdiction of my CHfice should
prove helpiul] in reducing the number of nen-entestainable
complaints, Our experience, however, is not uniqae in this
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behalt, Even in a developed country like Brlain, in 1982,
the Parliamentary Commissioner for Administration, on
account of jursdictional non-maintzingbility, declined ta
accept 73 per cont of complaints referred to ki, ®

a8 Cut of 194] complaints, admitted for investipation,
287 complaints were disposed of while 1354 compaints
arc under action. 234 complaints have pesulted in redress
while 253 were rejected.

6.9 In addition to the complaints received by me from
the aggrieved persons, and those taken cognizance of on my
own motion, 1 alse received two references from the Lahare
High Court under Article @ (1} of the Order

.00 The frst reference relates to writ  petition No.
450/1%83 regarding excess telephone bills issued by the
Telegraph and Telephone Department. The second reference
pertains to wril petitions No. 426/83 and 183/83 concern-
ing a claim by a textile mill for refund of sales tax. Both
theee references are being processed, and the ootcome
wollld be rellected in the next Annual Reporl.

G111 attach as Appendix © case sumimaries of a represen-
tative selection of cascs. These summaries, [ hope; would
shed some light on the rvpe of complaints reccived by us
and the mode of our dealing with them, In addition, Appen-
dix D contans brief particulars of all the complaints
disposed of bw us so far.

6.12 A positive and flexible approach has been adopted
in regard to the jurisdictional sweep of the institution.
Specifically, u liberal view has boen taken megarding the
entertainment of complaints beyond the 3-month  time
limit prescribed in the law. Singe the grievances of the
people had remained bottled up, for long in the absence of
an fmpartial forum to redress them, 1 telt that a rgd appli-
cation of the provision regarding limitation would wdd to
the sufferings of the people. I, therefore, exercised my
power to entertain such complaints liberally, This explains
the small number of complaints rejected on the ground of
their heing time-barred.

*
Parlizmnentacy Commisganer’s Annual Beport far 1933, p2
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.13 Besides this, 1 thought it to be in fitness of things
and in consonance with the spirt of the Order to entertain
complants invalving delay where the subject would not
have come within the jurisdiction of the Ombudsman.

6,14 The complaints cntertained for investipation
contained wllepations of various forms of maladministra-
tion. The breakdown is as under:

Mature Total Mo,
of complaints
Delay 648
Inatlention 109
Mealect 722
Inefficiency/Ineptitude 146
Arbitrary Decisions a0
DiseriminationFavou ritism 38
Corrupt Motives 199
Administrative Excesses 3HS
Actions contrary to Law 40
Linjust/Biased Decisions il
Total: 1941

.15 It would be observed that delaw s the largest sinele
manifestation of mal-administration causing gricvance o the
citizens. In atlention and neglect  are also similar in their
nature to administrative delay. | am focussing a great deal of
my witention on this problem seclor of our administration, I
am huppy to report that as a result of intervention by my
office it has ~ been possible to secure disposal of cases
pending for decades. Apart from constant vigilance and
sensitivity (o Lhis problem, it is also essential to evolve
mnovative  management=rmethods and  streamline  existing
procedurss, This has to be a constanl effort requicdng
serious attention of the senier government funclicneries and
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agencies like the O&M Division,

6.1 Tihe complzints pertained to a variety of subjects
and ranged spainst the highest echelon of bureaucracy to
the lowest level. Not all of these complaints, az a result of
my investizations, were found to Be penuine, There were
Juite a few complaints which were vexatious and hence were
aoutrightly rejected. There were complaints which related
to arbitrary decisions of bureaucrats as well as to their
hanatide errors. There were complants wherein it was
tound that the discreticn vested with an officer was not
exercised -judiciously or objectively. Certain complaings
identified indulgence incormpt practices

0,17 Faulty procedures and regulations are to a consi
deruble extenl respongible for unsatisfactory and inefTi-
cienl despatch of governmental business, [ have come across
ceriuin cases refating fo grant of scholashups [or studies
abroad where a plethora of formalities had to be fulfilled.
Llimination of cxcessive reliance on formalities was indi-
cated. In another case of shifting of railway crossing I found
that u peried of about four years had been consumed in the
fulfilment of requirements laid down by different govemn-
mental agencizs hefore the needful could be done. Even my
oW expenence in regard to relatively minor matters for
which references had to be made by my Secretariat to other
arganisations showed that fesults have not been forthcoming
readily bocause cases could be finalised only after passing
theoupli a bewildering variety of stages in a number of
amzneies, These are not solated cases. The need for stream-
lining procedurss and elimination of inessential formalitics
is really too obvious to require reiteration on my part.

i

G.18 | alsd noticed tnat certain complaints arose bocause
of the in attention of the department to take cognizance of
an application at the appropdate time. In certzin cases, the
agarieved could have been salished if merely a suitahly
worded reply had been sént to them by the Agency expres
sing its  inability Lo enlertain their petitions, Complaints
have also ansen because an evasive and vague reply was
given ta the complaints instead of quoting the exact provi-
sians af law.
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.19 In wview of the variety of complaints that | have
personally handled in these five months, 1 came to the
conclugion thut the complainants in a large numbers of cases
were not apprized of the bagis on which dectsions were
taken. 10 i3 human nature thet in the abzence of  detailed
information it would bear psychological consequences, and
would ultimately nesult in the 'Cause of grevance.” | alsa
felt that there was a great degree of communication gap
betarcen the decisiom-making Tevel and those wha were
directly affected by the decisions. The communicatio Ep
nat only existed but it had wideped,

(.20 In the context of commaonly voiced view regarding
increase in cormuption, 1 would reguest all the public-spi-
rited and patniotic people to report concrete cases of comup-
tion and bribery so thet I could take due sction on them. It
is simply not enough for @ citizen to bewall the prevalent
state of alfars. It 15 every one’s duty to brang tomy notice,
inn the prescribed mancer, any matter falling in the catepory
of corrpiion.

6,21 There iz no dearth of talk sbout cormaption which,
no doubt, cxists, However, i1 may be noted that the real
victim of cormuption is often the Government self, Both
the cormupter and the corrupted benelit from this nefarious
practica. Understandably the bencficianes are reluctant to
lodge complaints which partly explains why only a amall
mumber of conerete complaints have been made about
carmiption, It would be interesting [0 observe that in
majorily of cases where allegations of corruption have been
levelled, we have not been receiving any reply on returs
call for confirmation,

6.22  There is no doubt whatsoever shout the compulsive
need to excise the cancer of cormuption from our society,
The phenomenon of burcaueratic corruption had been
existing for u long time. To hope for its complete elimina-
ton overnight would be, however, idealistic. A pragmatic
:J;ppruuﬂl:l i5, therelore, indicated concentrating in the first
instance on roducing the incidence and arresting the trends
of cormuption.
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£.23 The improvement of governmental procedures, in
thiz connection, among other things, would go a long way
in improving the station. Adoption of scientific manage-
ment-methods including computerization can prove quite
helpful. A very high priority needs to he accorded to avoi-
dance of sdministeative delavs which indeed constitutes
the main sowrce of corruption.

6.24 My institution, on its part, is trying to look into this
problem from a different angle than that of an anti-<cormup-
tion apency. Where a concrete allegation of commuption is
substantiated, we make efforts to ensure that the Jaw nins
itls own course, | am, however, at the presenl juncture
focussing energics on minimising the bureaucratic delay
which, as observed above, is a Fertile source of cormiption. I
am samguine that our actention to this aspect would pro-
pressively wield satisfactory results and further steps to
wentify and probe this mulady would prove salutary.

.25 It should be realised that the impact of my insti-
tution is two-fold. One is visible and quantifiable while
the other is invisible. The statistics only depict and reflect
the wisible impact but the mvisible impact possesses groater
significance and potential (o influence the conduct of
governmental business. Ils man manifestation is psycho-
lomical, The establishiment and functioning of my organi-
sation has led to an awareness among the government
fiunctiomares that someons was thera (o see whether the
decision-making process was being carried on efficiently,
Justly amd ftairky, It is thus being realised that there now
cxists an impartial institution to whom the administrators
are contantly zccountable, If is our ingessant endeavour
and foervent hope that this conscicusness would permeate
the ontire govermmental machinery and result in toing up
the administrative cthos,

f.26  Furthermorns, as a result of findings and recommen-
dations by my oreanisation, improvements in the long run
wonld hopefully lake place in regard o procedures,
methods, svstems, and  time-schedules, =o as 10
prevent rocurrence of pnevances in future,
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6.27  Another facet of the invisible impact is that the
relief provided in ope case has a multiplier offect. The
citizens with similar grievances should resonahly hope to
be treated more fairly without their being abliged to
dpproach me,

6.28  Agency-wise distribution of compluints, received
and admitted, is given in Appendix E, The largest number of
complanls admitted relute to the Agencies  under the
Communications Division which is followed by those under
the Iinance Division. There have been also substantial
number of complaints against the Agencies under the Water
anul Power, Raillwavs and Interior Ditizions,

6.29 It would be pertinent to compare the performance
of our organisation with that of some other Ombudsmen
elsewhere in the world. A brief statistical comparison with
the Brilish and New Zealund's Ombudsmen, in respect
ol cases dealt with by them in one full vear and by
us in 4 perind of less than five months, is s2t forth at Appen-
dix F Our performance can be favourably compared with
theirs,

630  However, it would be maore apt to compare our
performance in the initial period with that of the British
Oimbudsman in the first vears of his operations, During the
course of 1967 the year when the office of the British
Parliamentary Commissioner for Administration was estab-
lished} the total number of complaines received by luim was
1069.% In 561 cases it was found that the complaints were
outside his junsdiction: whereas 100 cases were disconti-
nued after partial myvestigation, and only 188 cases investi-
gations were completed, Out of the cases which were taken
[or investization only 19 complaints were found imstified.
It would be also relevent to note that in the initial periad af
four years (1576 — 1970 the British Ombudsman found
only 164 cases to be justified,**

631 It may be recalled that In Pakistan we had received
TRIZ complaints, cut of which 53871 complaints kave been

[ ]
Parbamancisy Comoussoner's Annual Repas for 1967, g

"' Frank Stacay, Tha Eritish Cocbadsiran (1971}, paa2s,
32
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disposed of after investigation. Thus a5 spainst the totz of
154 complaints in Britain, in which grievance was redressed
in four years, we have been successtul in providing relicf
in 334 cases in @ period of a five months, While assessing our
perfomnance in the comect perspective it mav be kept in
view that ours 1s a much larger country hath in terms of ansa
and population than Britain, Above all we are a developing
country, fucimg all the problems and unfortunate features
stemining [rom cconomic and social backwardness.

6.32 The servive matters relating to public servants have
been wery wisely excluded from the jurisdiction of the
institution of the Walagi Mohtasib (Ombudsman). Had this
exclusion not been made, we would have been swamped
with complamts of public servants (neardy 0.7 million)
making it difficult to pay full attention to the grievances of
other citizens arising out of the mal-administration on the
part of Federal Government Agencies or their functionaries,
It was possible to adopt this approach because the alter-
native imstitutional arrangements in the [orm of Service
Tribunals had been in existence for several years.

6.33 However, no tribunal of this kind has been cstab-
lished for medressal of personne]l grievances of the functio-
narigs of the statutory corporations. I have been recciving
i large number of complaints from the emplovees of puhlic
sectof  corporations about injustice suffered by them
through  maladminestration in recard to theirr service
matters, Onwing 1o the absence of an institutional device to
redross such grievances, manifest cases of mal-administration
have heen taking place.

6.34 | have, therefore, suggested that Covermment may
give serious and urgent thought to establish a forum, on the
tribunal provides [or civil servants, fo deal with personnel
grievances of the excutives and officers of the public sector
corporations wha can neither approach the service tribunsls
mor the labour couwrls.
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VIL INTERACTION WITH THE
GOVERNMENT AGENCIES AND MEDIA

7.1 I deem it essential for the successiul perfommance of
mv  funclions (o establish and strengthen meaningul
rapport with the Govermenent Agenciesso that they mav not
view my. institution as u foreign element bent upon finding
fuult with their working or consumed with & desire to
miterfere in their working. My interaction with bureaucracy
i5 “low-keyed, non theeatening and as much as possible
conciliatory"™,

T.2 T am happy to repott that response from the varous
arencies to my recommendations has been positive, prompt
and heartening. These Apencies, in most of the cases, have
responded with exemplary speed to our gueries, readily
acknowledged their shorl<comings, quickly, complied with
our advice and took disciplinary action whers necessary,
In this connection, I would like to make special mention of
WAPFDA which initiated departmental procecdings against as
many as 19 functionares including Executive Engineers,
SulrDivisional (Mficers and others. Penalties have already
been imposed on six of them.

7.3 [ am glad to be able to say that no Defiance of
Recommendations on the part of any Agency has so far
taken place.

14 I must say that at the time of assumption of olfice
most of the knowledpeable people were doubtful that the
Covernment Agencies, used to bureaucratic way of thinking
and Behaviour, would extend to me their cooperation. I am
happy that their apprehension did not prove true. On the
other hand, I have been the recipient of whole-hearted
cooperation. I hope that this healthy tradition, reflective
of conscientiousness on the part of the public lunctionanes
and positive perception by them of the Ombudsmans
organization, would contimue o develop in the oight
direction in days to come.

7.5 The Ombudsmen all over the world, for successful
performance of their duties, need constant, positive and
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sympathetic support of the media, Press indesd plays a
crucial refe in strengthening the moral authonty of the
institution, In our own context it would be relevant to
mention that the Order itselfl envisages simultaneous sub-
mission to the President and mlease to the Press of my
Annual and other Heports. Similarly the Mohrasb can,
from time to time, make public any of his studies, ressarch,
conclusions, recommendations, ideas or suggestions in
respect of any matter being dealt with by thizs mstitution.
Press and other means of media have to play an active role
in serving as a cofununication-link between my office and
the citizens

T.6 [t las been gratilying Lo see Lhat the national press
has evineed keen interest in the institetion of the Ombuods
man even before the draft legislation was discussed in the
Majlis-e-Shura. (Federal Council)

3 The need for brevity prevents detailled mention of
all that the Press las wrtten in varous fornms about the
Umbudsman’s institution in Pakistan. Among the multitude
of newspapers in the country there would be hardly any
which didd et pepeort or comment on it, and I have reason 1o
b grateful t0all of them lor their suggestions and proposals
and, in particular, their pood wishes, The daily press sers
extrentely helpful o ointroducing the institution properly
to the pubiic that ever since the meeption of Pakistan there
has been no effective measure to check, moniter and

conlrol sdministrative excesses which are norimal to a
bureavcracy nol answershle for its actions. Injustice more

often than not, has been meled oul fo the citizen who had
laardly any means to guestion the burcaucracy cither dircctly
ar through agencies set up for this purpose, The Ombids-
man's very presence, it was stated, would be a protection
for the citizen, and he would feel better puarded apainst
administrative  caprices and mefficiency, While many
appellations and adjectives were emploved {o bring home to
the people the usefulness of the institution of Ombudsman,
I particulacly hiked the term “The Citizens” Fricnd™, uscd by
i leading natiomal duily. | am really hearfened by the fact
tral even the elements which were sceptical af this insli-
lulion &l its inception have aow expressed thelr conlidence
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in it and are feeing convineed about its efficacy.

1K I would particularly like to mention here that the
Public Relaticns Wing in my office, headed by a Dircctor-
General with dch experience of dealing with the press,
Temains in constant touch with the media. All grievances of
the pecple, which appear in the press, are bronght daily
to my attentiom. | have, in some cases taken suo molo
cogrzance of such mattors,

7.9 The Press also published a large number of letters
frum citizens sugpesting varouws additions in the list of the
Ombudsman’s responsibilities and consequent enhancement
of kiz junsdiction. Worthy of specific mention iz the
recurment proposil o include the service matters of puhblic
servants within the scope of his legal domain. In this
conlext there has been, and still is, a persistent demand that
service matbers of emplovess of autonomaous bodies and
statutcry curporations must be brougth within the fold of
his junsdiction, as the other civil servants had servies
tribunals 1o tumn to, whereas they could only go to the eivil
courts wWhich meant vears of flrustrating litipation,

T10 I am elso deeply appreciative of the fact that the
Fress warmly welcomed my nomination as Watagi Mohtasib
when it was announced by the President in January 1983,
since then | have continued to receive unstinuted coopera-
tion from the newspapers and from radio and television,
both befone and after assuming office. All our announce-
ments reparding procedures and directions Lo complainants
have been prominently published and widely displaved, and
50 have news stores of our performance and achisvements. |
am sincerely grateful to the media for their wholeshearted
cooperation is this behalf.

T L am confident that the positive relationship exis
ting between my institution and the press will grow more
intimate amd cless. 1 also hope that the press will project
the perfomance of my institution in the correct PETSREC-
tive. It ought to he, however. realised that where there is
need for the Press to be vigalant abut public com plamnis it
has alse to he extremely careful that it does not, in any
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way, projudge am issue while reporting allegations end
charges mads in complaints.

712 Il has heen a source of great pleasure and privilese
for we 1o have received o number of visitors, The juost
distinguished amang them was the President of DPakis
lun himselt who spent some hours with us on Novem-
ber 27, 1983, He also metr the afficers working in my
orgenisation, One the occasion of his visit | stated that the
President was nol only the archilect of this Institution
but alsa in the functional context stood at its apex. [ added
that the President would be specially remembersd in da v fo
come tor the establishment of our unique nstitution which
was having a profound impact on the welfare of the people,

T.13  The President stressed the need for continuing
efforts and hard work (o keep up the enviable Teputation
this institution had built up within a short span of time. The
President observed that redressing gricvances of the people
was a nable  task and gave 1 wonderful sense of satis
taction i one was to succesd in it Ho =id that redrassing
the prievances of the citizens was far greater  than the
wordly sources of advancement, hence this tazsk shauld he
taken as a sacred abligation and Thadat. The President was
VETY Zenerdus in appreciating e performance of the argani-
sation and assured that we would receive his lotal supporl
ﬂ:[lli Encoungem =k,

fla  Desides the President, we were happy to welcome
the Fedzral Ministers COS 1o the President, Tudges of the
Supericr Courts, Secrctar-General Defence, Federal Secre-
tames and other senior civil servants, heads of corporations,
scholars, educationists and members of the bar. They were
briefed by me about the performance and functioning of
this institution, They complinentsé us on the work
method, speedy disposal of business, empathy shown by us
for the complainants, zeal and zest of the functionaries in
this Secretariat and the results achieved by us, They also
shared with us their thoughits and tald us abowt the warking
of their cwn oreanizations. Some of the seasoned civil
servants were kind enovgh to say that they would like to
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adopt also aur work methods in lher own ofganisations,
sl would commend their adopton by the entire govemn-
ment. They wdmitted that they were in the beginning
soceplical about the success of this institution but were now
comvineed about its effectiveness and recognised the signifli-
cance of ils unpact.

¥ FUTURE DEVELOPMENTS

a1 Same of the messures propossd to be adapted in
1984 are sef out in the paragraphs that follow,

2.2 While my attention is focussed on specific com-
plaints, the investigations of some complaings have
started revealing a pattern which is symtomartic of o ganeral
malaize in a few Agencics. The Agencies that have particu-
larly attracted myv attention, in the context, are the Tele-
graph  and  Telepheng  Department, WAFPIMA, Banking
Institutions Estate Office, A.CG.P.E., House Building Finance
Corporation, Centrel Government  Polvelinic and  the
Railway. For 1984 it iz proposcd to undertake studies
those aspecls of their woerking which have [leatured in
complants made tous

£3 My approach would be o concenlrate on the
concrete problems encountered by the ¢itizens as culled
[romm zctual complaints, 1t does nol serve any uselo] purpose
ta embark upeon theorctical exercises and stedies which
relate to general and vazue allegetions. This 1s e eason
we have naot inftiated any studics so [ur as iU was necessary
to gain an ingait, i the fest few months of oor funciioning,
it the working to the concerned Agencics. We are collee-
ting data now a5 0 exercise and sludies which have beoen
aleeady conducted, recommendations mede, the extent of
implementarion ot the recommendations and reasons for
persistance of the probloms. We would like (o enter a
field only it we find ourselves in & position o bring about
a mezningful impact on the working of the Agency
concenued.

54 Article 17 of the Order confers upon me powets
ta canstitute Inspection Teams. After having consolidated
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achievements i the initial period 1 hope 0 constitute
soon |nspeoction Teams which would carrvout on-the-spat
inspection to evaluate the problems of the citizens arising
ot of actions or maction by vasious federal Government
Apencies. 1 would like these Inspection Teams to analyse
and ascertain the basic causes of mak-administration. [
gxpect that these Inspection Teams would put up practical
and concrete propesals [or lasting and fundamental reforms.

8.3 [t iz propossd Lo sel up regional offices for the
smooth perfommance of my dutics in the capitals of all the
four provinces. | am determined te provide faciity for
redrassal of grievances to the poor and needy at ther door
U,

B.6 It is proposed to constifute Standing Committees
compnsing advisers, consultants and cxpords Lo assisl me
in the discharge of my functions. In the coming yoars, |
hope to enlist people with varied expenence, experts of
various  digciplines, and authonties on various subjects to
assist me in supgesting ways and means to upgrade the

standards of administrative funclioning. [ hope people who
have attained eminence in their own lelds will come
forerard ta help and advize me to prepare for the fulure.

BT l look forward to the future with hope, But the
optimism needs to be tempered with realism, Under no
circumstances can we afford to be complacent, The period
of Januury to March, 1984, which is not covered in this
Report has already seen a marked increase in the number
and complexity of the complaints,

5.8 Whether the promises which the institution of
Walaqi Mohtasib has  held out will be converted into solid
and enduring achievements, is going to be determined
largely by the degres of success we atfain (0 the coming
vear, The achievements sef forth in this Beport will have o
be consolidated; the efficacy of the institution as a vehicle
for redressal of the citizens’ grievances will have o be
enhaneed ils positive interaction with the Chiel Executive,
the concemned governmental spencies, the media and the
cilizens will have to he institutionalised. Furthermaore,
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constunt efforts will have to be made to encuce that the
Office of the Wafaqr Molitasib does not only remain inde-
pendent, but is alse seen to be independent of the Execu-
tive.

B4 Success will not be achieved easily. There are many
pitfalls on the way, [t may be pecesary, among other
things, in the light of experence gained from the actual
handhing of complaints, tomaks certain amendments in the
law. The need for this may be felt all the more as unlike
tae first Parliamentary Commissioner in Britain 1 was not
imvoived at the lepisletore stage. Suecess in this crucial
venture requires whaole-hearted cooperation of the govern-
mental agencies, complete understanding, and full support by
the citizens and the press, Iam convineed of the dedication
aof my leam. From us would continue to be required a
depth of analys=is, a breadth of vision, a reasonable approach
and an exactitude of thought and communication all
vitdl for our efficacy. The sufferings of the citizens of this
countey spurs me and my staff to greater and still greater
efforts. With the blessings of Almighty Allah, who has
snabled us to achieve 0 much so soon we are confident af
coming up to the expectations of the people,

4 r 4 #
w2 1 |'-"".-'I "‘r-""'rf"",.-"' U L
S
And the conslusion af cur prover wiil be:
Praise de fo diloh, Lord of the Worlda
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ESTABLISHMENT OF THE OFFICE OF WAFAQI MOHTASIB
(OMEUDSMAN) ORDER, 1983

President’s Order Ma, 1 of 1983

Whereas it 1s cxpedient to provide for the appointment of the Watagi
Muhtasib (Ombudsman) to diagnose, investipace, redress and rectify any
infustice done ta a person chrough mal-ad mindseracion;

Now, THEREFORE, in pursuance of the Praclamaden of the fifth
day of July, 1977, and in exercise of all pawers enabling him in that behalf,
the Presidens and Chief Martial Law Administrator is pleased to make the
tallowing Order:—

1. Shore title, extent and commencement — (1] This Oeder may be
called the Escablishment of the Office of Wafagi Mohgasib [Ombudsman)
Order, 1983,

2)  Iextends to the whole of Pakistan,
|:3II 1 $EL'.;|]|. Coine i:l:.tl;,:. |-r_:|:l'l::l'_' HE ORCEe.

2. Definitions.~Tn this Order, unless there iy anyehing repugnant
in the subject or conzexe, —

it} “Agency' means a Ministry, Division, Department, Commissicon
ar affice of the Federal Government ar a statutory corporation
ar other institution established or contralled by the Federal
Covernment but does not include the Supreme Court, the
Supreme Judicial Counsil, the Federal Shariat Court or a High
Coure;

*

i2) “mal-administration’ includes,—

{i] a decisicn, process, recommendation, act of omission or

commission which—

fad  is contrary to law, roles or regularions or is a depar-
ture from established practice or procedure, unless
it is boves fide and for valid reasons; o

b 15 perverse, arbitrar}r or unreasonable, HTH biased,
Oppressive, of discriminatory; o

[c) i3 based on irrelevant prounds; or
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(3]

(4
(3]

L]
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(2

(3)

4.

(d] involves the exercise ot powers or the failure or
refusal to do s, for eorrupr or improper maotives,
such as, bribery, jobbery, favouritism, nepotism and
administrative excesses; and

jii] neglece mattention, delay, incompetence, inefficiency and
inepritude, in the administrazion or discharge of duties
and respansibilicies;

“Mohrasib™ means che Wafagi Mohtasib {Ombudsman) appein-
red onder Artice 3;

w0 Mfice” means the office of the Moheasib;

“prescribed™ means prescribed by les made under chis Order:

"Public servant™ means a public servant as defined in section 21
of the Pakistan Penal Code (Act XLV of 1860), and includes a
Minister, Adviser, Parliamentary Sccretary and the Chief Exe-
cutive, Director or other officer or employee or member af any

Agency; and
“graff” means any -¢rrlp]-:.11lr=:: or commissianer of the Office and
includes co-opred members of che staff, consulrants, adwisers,

bailiffs, liaison officers and experrs,

Appointment of Moheasib.—{1] There shall be a Wafagi

Mohrasib [{Ombudsman), whe shall be appeinted by the President.

Betore entering wpon office, che Maohtasib shall tuke an oath

before the President in the form set out in the First Schedule,

The Mehtasib shall, in all marters, perform his functions and

exercise his powers fairly, honescly, diligently and independently of the
Executive; and all executive avthorities thraughout Pakistan shall ace in aid
af the Mohtasib.

Temure of the Moheasib.—{1) The Mahtasib shall hald office far

a period of four years and shall not be cligible for any extension of cenure ar
tor re-appoinement s Mohtasib under any cireumstances.
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(21 The Moheasib may resign his office by writing under his hand
addressed to the President.

5. Mohtasib not to hold any other office of profic, ete.—{1) The
Mohrasib shall noc—
EY hisld any ather office of pruﬁt. in the service of Pakistanor
tby Checupy any other position carrying the right to remune-
ration for renedering of services,

{2} The Mchrasib shall not held any office of profic in the service
of Pakistan before che expiration of owo years afeer he has ceased to hald
that office; ner shall he be elipible during the cenure of affice and for o period
of rwo Yroars thereafeer for clection as a member of Pacliamene or a Pravin-
cial Assembly or any local body or take pare in any political activicy.

fr. Termsand conditions of service and remiineration of Moliasib. -
w1y The Mohrasil shall be encitled e soch Si-ll.i-l.r].'._ alloveances aid '|_'|T'I'.'i'|r_"g:‘:,5
and other rerms and conditions of service as the President may determine
and these erms shall not be varied during the term of office of & Malitasib.

2] The Maohtasib mav be removed from office by the President
on cthe ground of misconduct or of ht'mg incapable of properly pe:r[:-ruming
the duties of his affice by reasons of physical or meneal incapacity:

Pravided that the Moltasib may, if he sees it and approprate 1o
refute any charges, request an open public evidentiary hearing before the
Supreme Judicial Council and, if such a hearing iz not held within thirty
days of the receipt of such request or not concluded within ninery days of
its receipt, the Mohitasib will be absolved of any and all stigma whatever. In
such circumstances, the Mohasib may choose to leave his office and shall
be entitled to receive full remuneration and benetics for the rest of his term.

131 If che Mohtasib makes a request under che proviso to clause [2),
he shall not perform his funcoions under chis Order uneil the hearing before
the Supreme Judicial Councd has concluded.

{4} A Moheasib remeoved from office on the ground of misconduct
shall not be cligible co hold any office of profic in the servicé of Pakistan or
for election as 2 member of Parliament or a Provincial Assembly or any
local body.
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7. Acting Mohtasib.—Ar any time when the office of Mohtasib is
vacant, or the Mchtasib is absent or is unahle ta perform his functicns due
to any cause, the President shall appoing an acting Moheasib.

8.  Appeintment and terms and conditions of service of staff.—(1}
The memberz of the staff, other than those mentioned in Article 20 or those
of a class specitied by the Preddent by order in writing, shall be appoineed
by the President in consultation with the Mohtasib,

021 It shall not be necessary to consule the Federal Public Service
Commission for making appoinement of the members of the stafl ar an
matcers relating to qualification for such appoinment and methods of their
recrultment,

{3} The members of che staff shall be entitled to such salary, allow-
ances and other terms and condicions of service as may be prescribed having
regard ta the salary, allowances and other terms and condicions of service
that may for the time being be admissible to ather employees of the Federal
Government in the corresponding Grades in the Mational Pay Secales.

i4) Before entering upan office 2 member of the staff mentioned in
clause (1) shall take an oath before the Mohtasib in the form et aut in the
Second Schedule,

8 Jurisdiction, Functions and powers of the Mohtasib.—{1) The
Mohtasib may on a complaint by any aggrieved persan, on a reference by
the President, the Federal Couneil or the Marional Assembly, as the case may
ke, or on a mation of the Supreme Coure or a High Court made during the
course of any proceedings before it or of his own moticn, undertake any
investigation into any allegaticn of mal-adminiscration on the part of any
Agency or any of its officers or employees:

Provided that the Moheasib shall not have any jurisdiction to inves-
tigate or inguire into any matters which—

{a] arc seebejudice before a court of competent junsdicrion or
eribunal or board in Pakistan on the date of che receipt of

a complaint, reference or motion by him; or

[|:|] relate to the external affairs of Pakistan or che relations
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ar dna]in._gs of Pakistan with any fc::rn:ign gtate of povern-
MCOE; G

ic) relate to, or are connected with, the defence of Pakistan ar
any part thereof, the military, naval and air forces of
Pakistan, or the marters covered hy the laws relating to
those forces.

12)  Morwithstanding anything contained in clause (1], the Maohtasib
shall not accept for investigation any q:q:uml:l]aint ]:nj.' ar an hehalf of a public
servant or functionary concerning any matters relating to the Agency in
which he iz, or has been, working in respect af any personal grievance
relating o his service therein,

{3} Faor carrying out the ohjectives of this Order and, in particular
for agcertaining the root causes of corrupt practices and injustice, the Mohta-
sib may arrange for studies to be made or research to be conducted and
may recommended appropriate steps for their eradicatdon,

i4] The Mohtasib may set up regional offices as, when and where
required,

1. Procedure and evidence.—{1) A complaint shall be made en
solernn atfirmation or cath and in writng addressed te the Mohtasib by the
persan aggrieved or, in the case of his death, by his legal representative and
may be lodged in person at the office ar handed over to the Mohtasib in
persan af sent by any other means of communication to the Office.

(2] Mo anonymous or pscudonymous complaings shall be encer-
tained.

(3} A complaint shall be made nat later than three months from
the day on which the person aggrieved first had the notice of the maccer
a]!cgn:d in the cnml:llaj.nt, but the Mohtazib may conduct any investigation
pursuant to a complaint which is not within time it he considers that there
are special circumstances which make it proper for him to do sc.

(4} Where the Mohtasib prapases ta conduct an investigacion he
shall issue to the principle afficer of the Agency cancerned, and to any ocher
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person who is alleged in the complaint to have taken or authorised che action
complained of, a notice calling upon him to meet the allegations congained
in the complaint, incleding rebueeal:

Provided that the Mohtasib may proceed with the investigation if
he response o the notice is received by him from such principal officer ar
other persan within thircy days ot the receipe of the notice or within such
longer period as may have been allowed by the Mohtasib,

(51 FBwery investigation shall be conducted m private, but the Moh-
tasib may adopt such procedure as he considers appropriate for such invest-
gation and he may obtain information from such persans and in such manner
and make such inquiries as he chinks fic.

6] A person shall be entitled ca appear in person or be represented
before the Mohtasib.

k) The Mahtasib shall, in accordance with the niles made vnder
this Order, pay expenses and allowances to any person who attends or
furnishes informatian for the purposes al any investigation,

{B) The conduct of an investigation shall not affect any action
taken by the Agency concerned, or any power of duty of that Agsncy to
take further action with reapect to any matter subjeet to the investigation,

(%) For the purposes of an investigation under this Order the
Mohtasib may require any officer or member of the Agency concerned to
furnish any imformadon or to produce any dacument which in the opinicn
of the Mohtasib is relevant and helpful in the conducr of the investigation,
and there shall be ne oblization to maintain secrecy in respece of disclosure
of any intormaticn or document for che purposes of such investigation:

Provided chat the President may, in his discretion, on grounds of i
being a State secret, allow claim of privilege with respect 1o any informarion
e document,

{10) In any case where the Mohtasib decides not to conduct an
investigation, he shall send to the complainant a statement of his reasons
for not conducting the investigarion
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(11} Save as provided in this order, the Mohtasib shall regulate the
pracedure for the conduct of business or the exercise of powers under this

Onder,

11. Recommendations for implementation.—(1) 1If, after having
considered a matter on hiz own maotion, or on a complaint ar on a reference
by the President, the Federal Council or the National Assembly, oF on a
maotion by the Supreme Court or a High Court, as the case may be, the
Mohtasib is of the opinion that the matter considered amounts to mal-admi-
nistration, he shall communicate his findings to the Agency concerned—

fa) toconsider the matter further;

ib) to modify or cancel the decision, process, recommendation,
act or omission;

fe) eoexplain more fully che ace or decision in quEestion;

[d} to take disciplinary action against any public servane of
arty Agency under the relevant laws applicable co him;

{e] todispose of the matter or case within a specified time;

(]t take action on his findings and recommendaton to
improve the working and efficiency of the Agency within
a specified time; or

izl totake any ather step specified by the Maohrasih.
(2] The Agency shall, within such time as may be specified by the
Mohtasib, inform him abour the action-taken on his recommendations or the
reasoni for mot complying with the same,

(3] Tn any case where the Mohtasib has considered a matter, or
conducted an investigation, on a complaint or on a reference by the
President, the Federal Council or the Mational Assembly or on a motian by
the Supreme Court or a High Court, the Mohrasib shall forward a capy af
the communication recerved by him from che Apency in pursuance of clause
12} to the complainant or, as che case inay be, the President, the Federal
Council, the Mational Assembly, the Supreme Court or the High Courr.
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4y If, after conducting an investigation, it appears to the Mohtasib
that an injuscice has been cawsed to the persan aggrieved in consequence af
mal-administration and that the injustice has not been or will not be reme-
dicd, he may, if he thinks fit, lay a special report on the case hefore the
President.

(51 1f the Agency concerned does not comply with the recommen
dations of the Mahtasib or does not give reasons to the satisfaction of che
Moheasib for non-compliance, it shall be ereated as “Defance of Recommen-
dations” and shall be deale with as hereinafter provided.

12, Defiance of Recommendations.—{1}) If chere 15 a "Defiance of
Recommendations™ by any public servant in :i.m- Agency with regard to the
implementation of a recammendation given by the Mohtasib, the Mohtasib
may refer the macter to the President who may, in his discretion, direct

the Agency to implement the recommendation and inform che Mohrasib
accordingly.

{21 In each instance of “Defiance of Recommendarions' a report
by the Mohtasib shall become a part af the personal file or Character Roll of
the public servant primarily rr:gpnnr.ihlt for the defiance:

Provided that the public servant concerned had been granted an
oppartunity to be heard in the matter.

13. Relerence by Mohtasib.— Where, during or after an inspecrion
of an investigation, the Mohtagib is satisfied that any person is guiley of any
allegations as referred to in clause (1) of Article 9, the Mohtasib may refer
the case to the concerned autherity for appropriate corrective or disciplinary
action, of both corrective and diseiplinary action, and the said authority
shall inform the Mohtasib within thirty days of che receipt of reference aof
the action taken, If no informacion is received within chis period, the Mohta-
sib may bring the matter to the notice of the President for such action as he

may d-"#i-' m Et-

14, Powers of the Moheasib,—(1] The Moheasib shall, for the
purposes of this Order, have the same powers as are vested in a civil court

under the Code of Civil Procedure, 1908 (Act V of 1908), in respect of the
following marters, namely:—
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{a] summoning and :nfmd.ng the attendance of any person
and examining him on oath;

ib) compelling the production of documents;
lc] receiving evidence on affidavits; and
i) issuing commission for the examination of witnesses.

2} The Mohtasib shall have the power to require any persen to
turnish information on such points or matters as, in the opinion of the
Mohtasib, may be useful for, or relevant ro, the subject martcer of any
inspection or investigation.

t3) The powers referred to in clause (1) may be exercised by che
Mohtasib or any persan awthorised in WTIting |:r3.r the Mohtasib in this behalf

while carrying out an inspection or investigation under the provisions of chis
Crder.

(4] Where the Mohtasib finds the complaing referred o in clange (1)
of Article 9 to be false, frivolous or vexatious, he may award reasonable
compensation to the Ageney, public servant or other Fuil;:tjuha.a’:,r Againgt
whaotm the complaint was made; and che amount  of such compensation
shall be recoverable fram the complainane ag an arrear of land revenue:

Provided that the award of compensation under this clauge shall
not debar the aggrieved person from seeking civil and criminal remedy.

i5) Lf any Agency, public servant or other functionary fails to
comply with a direction of the Mohtasib, he may, in addition to taking other
actions under this Order, refer the matter to the appropriate authority for
taking disciplinary action against the person who disregarded the direction
of the Mohtasib,

(6] If the Mohtasib has reason to believe that any public servant or
other functicnary has acted in a manner warranting criminal or disciplinary
proceedings againgt him, he may refer the matter to the appropriace
authority for necessary action to be taken within the time specified by the
Mohtasib.
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i7) The scaff and the nominees of the Office may be commissioned
by the Mohtasib to administer caths for the purpases of chis Order and to
atcest various affidavies, affirmations or declarations which shall be admitted
in evidence in all proceedings under chis Order without proof of the
signature or seal or official character of such person.

15. Power to enter and search any premises.—(1} The Mohtasib, or
any member of the staff authorised in this behalf, may, for the purposs of
making any inspection or investigation, enter any premises where the Moh-
tasib or, as the case may be, such member has reazon co believe that any
article, book of accounts, or any other document relating o the subject
mateer of inspection or investigation may be found, and may—

{a] search such premises and inspect any arsicle, hook of
accounts or other document:

(b}  take extract or copies of such books of accounts and docu-
ments;

(¢} impound or seal such articles, baaks af accounts and docu-
meents; and

(d) make an inventory of such articles, books of accounts and
other decuments found in such premiscs.

(2) Al scarches made under clause (1) shall be carricd our, mutaris
mutandis, m accordance with the provisions of the Code of Criminal Proce-
dure, 1898 {Act ¥ of 1898),

16, Power to punish for contempt.—(1) The Mohrasib shall have the
same powers, mutatic mufandivas the Supreme Court has o punish any
persan for its contempt wha—

ia}  abuses, inteferes with, impedes, imperils, or ohstructs
the process of the Mohtadb in any way or discheys any
arder af che Mohtasib;

{b) scandalises the Mohtasib artitherwise does anything which
rends to bring the Maohtasib, his staff or nominees or any

(L]
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peraon authorsed by the Mohtasib in relation to his office,
nto hatred, ridicule or contempr;

[e}) does anything which tends to prejudice the determination
of 2 matter pending before the Moheasib: or

(d] does any ather thing which, by anv other law, constieutes
contempt of court:

Provided that fair comments made in good faith and
in public interest on the working of the Mohtasib o any
of hiz staff, or on the final report of the Moheasib after
the completion of the irvestigation shall not constituce
contempt of the Mohtasih or his Office,

(2} Any person sentenced under clause [1) may, notwithstanding
anyehing herein coneained, within thirty davs of the passing af the order,
appeal to the Supreme Caourt.

(3) Mothing in this Aricle cakes away from the par ver of the
President to grant pardon, reprieve or respite and to remit, suspend or
commute any sentence passed by any court, cribunal or other authority.

17, Inspection Team.—{1) The Mohtasib may canstitute an Inspec-
tion Team for the performance of any of the functions of the Mahtasib.

(2} An Inspection Team shall consist of one or more members of
the seaff and shall be assisted by such other person or persons as the Moh-
tasib may consider necessary,

(31 An Inspection Team shall exercise such of the powers of the
Moheasib as he may specify by arder in writing and every report of che
Inspection Team shall first be submitted to the Maheasib with its recommen
darions for approprate action.

18, Standing Commitcees, etc.—The Mchrasib may, whenever he
thinks fit, establish standing or advissry commiceees ar specified places with
specified jurisdiction for performing such functons of the Mohtasib as are
assigned to them from time to time and every repart of such commiteee shall
first he submitted to the Mohtasib with its recommendaticns for Appropriate
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aAccic.

19. Delegation of Powers,—The Mahtasib may, by crder in writing,
delegate such of his powers as may be specified in the arder to any member
of his stafl or te 4 standing or advisory committes, ta be exercised subjecr o
such conditions as may be specified and every report of such member cor
committee shall Girse be submirted to che Mohrasib with his or its recommen
dations for appropriats action,

20, Appointment of advisers,. ere. The Mohtasib may appoint
advisers, consultants, fellows, bailifts, interns, commaissioners and experts, or
ministerial staff with or without reinuneration, to assisc him in the discharge
of his duties under this Qrder.

21. Authorization of Provincial functionaries, etc.—The Moheasib
may, if he considers it expedient, authorize, with the consent of a Provineial
Government any agency, pehlic servanc or other functionary working under
the administrative coneeal of the Promwicial Government to undertake the
functions of the Mohtasib under clavse (1) or clanse (2] of Article 14 in
respect of any matcer falling within the jurisdiction of the Mohtasib; and it
shall be the duty of the agency, public servant or other functionary so antho-
rised to undertake such funcrions to such extene and subiect te such condi-
ticns as the Mohtasih may specify.

22, Award of costs and compenszation and refunds of amouants. (1]
The Moheasib may, where he deems necessary, call upon a public servant,
other functionary ar any Agency o show cause why compensation be ot
awarded to an apgrieved party for any loss or damage suffered by him on
account of any maladministration commiteed by such public servane, orhes
functionary ar Agency, and after considering the ex planatian, and hearing
such public sereant, ocher functionary or Agency, award reasonable costs
it compensation and che same shall be recoverable as arrears af land revenue
from che pablic servanc, funcricnary or Agency.

120 In cases Involving payment of :Il:g:v- gracificacion to any
employee of any Ageney, or o any other pesson on his behalt, or misappre-
priaricn, criminal breach of trust or cheating, the Maoheasib may ceder che

payment thereof for credit to the government or pass such other order as
he may deem fit.
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(3} An order made under clauge {2) against any person shall not
absolve such person of any liability under any other law.

23, Assistance and advice to Moheasib.~ (17 The Moheasib may
seck the assistance of any person or authority for the performance of his
tunctions under this Order,

[2) Al officers of an Agency and any persan whose assistance has
been sought by the Mohtasib in the performance of his functions shall
render such assistance to the extenc it is within their power ar capacity.

(31 Na statement made by a person or authority in the course af
giving evidence before the Moheasib or his staff shall subject him 10, ar he
used apainst him in, any civil or criminal proceedings except for prosecurion
of such person for giving false evidence.

24, Conduct of business.— [1) The Mohtasib shall be the chief
executive of the Office,

12} The Mchtasib shall be the Prncipal Accounts Officer of the
OMfice in respect of the expenditure incurred against budget grant or grancs
eontrolled by the Mohtasib and shall, for this purpase, exercise all the finan-
cial and adminiseracive powers delegated to a Ministry or Division.

25, Requirement of affidavits.—[1) The Mahtasih may require any
complainant or any party connected or cancerned with a complaint, ar with
any inguiry or reference, to submit affidavits attested or notarized before
any campetent authoricy in cthar behalf within the time prescrbed by the
Maohtasib or his staff.

i2) The Mohtasib may take evidence without technicalities and may
alse require complainants or witnesses to take lie detection tests to examine
their veracity and credibility and draw such inferences that are reasonable
in all circumstances of the case especially when a person refuses, wichout
reasonable justification, to submit eo such rests.

26, Remuneration of advisers, consultanes, ete.— (1) The Mohrasib
may, in his discretion, fx an honorarium or eemunerarion of advisers, con-
sultanes, experts and ingerng -engaged by him from rime to cime for the

£5



services rendered,

{2} The Mohtasib may, in hia discretion, fix a reward or remunera-
tion to any person for exceptional services rendered, or valuable assistance
green to the Mohtasib in carrying out his functions:

Provided that the Mohtasib shall withhold the identity of that
person, if so requested by the person concerned, and rake steps to provide

duc pratection under the law to such person against harassment, victimiza-
tion, retribution, reprisals ot retaliacion.

27. Moltasib and staff o be public servanes.— The Mohtasib, che
employees, officers and all ocher staf” of the Office shall be deemed to be
public servanes within the meaning of section 21 of the Pakistan Penal Code
[Act XLV of 13640,

2B. Annual and other repores.— (1) Within three months of the
conclusion of the calendar year to which the repore pertains, the Moheasib
ahall submic an Annual Report to the Presdent.

(2] The Mohrasib may, from time to time, lay befare the President
such other repores relating to his funcrions as he may think proper or as may
be desired by the President.

(31 Simultaneously, such reports shall be relegsed by the Mahtasib
tor publication and copies thereof shall be provided ta the public ar
reasonable cost.

4} The Muhtasib may also, from time to time, make public any of
his seudies, research, conclusions, recommendations, ideas or suggestions in
respect uf any matters being dealt with by the Office.

{3} The repore and other documents mentioned in this Arcicle shall
be placed before the Federal Council or the Mational Agsemnbly, as the case
may be.

2%, Bar of jursdiction,.— Mo courr or other authority shall have

Jurisdiction—
(1) ro question the validicy of any action raken, or intended to be
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taken, or order made, or anything done or purporting ta have
been taken, made or done under chis Order; ar

12} to prant an injunction or stay or to make any interim ceder in
relation to any proceedings before, or anything dane or intend-
ed to be done or purporting to have been dane by, ar under the
orders or at the instance of the Mohrasib.

30, Immunity,— No suit, prosecutian ar ather legal proceeding shall
lic againsc che Mohtasib, his Staff, Inspection Team, nominees, member af
a standing or ﬂd\flmr}' committes or any persan authorizsed by the Maohtasib
for anything which is in good faith dane or intended ro be done under this
Order.

31. Reference by the President.— (1) The Presidenc may refer
any matter, report o complaine for investigation and independent
recommendations by the Mohrasib,

(2] The Moheasib shall promptly investigate any such macter, report
of complaint and submic his findings or opinion within a reasonable time,

(3] The President may, by notification in the official Gazette,
exclude specified mateers, public functionariss or Agences from the opera-
tion and purview of all or any of the provisions of this Order.

32. Representation o President.— Any person aggrieved by g deci-
sion or order of the Mohrasib may, within chirty days of the decision or
order, make a represencacion co the President, who mav pass such order
thereon as he may deem fir,

33, Information resolution of disputes.— (1) Notwithstanding any-
ching contained in chis Order. the Mohtasib and a member of the Staff shall
have the authonty to :inf-:nrmall}r conciliate, amicably resolve, stipulate,
sectle or amecliorate any grievance without written memorandum and
without the necessity of dockering any complaint ar issuing any offical
notice,

(2] The Moheasib may appeint for purposes of liaisan counsellars,
whether honorary or otherwise, at local levels on such terms and condi-
tions as the Mohcasib may deem proper,
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34.

Service of process.— (1) For the purposes of this Order, a

wrilleh process or communication fram the (Mfice shall be deemed to have
been du]‘lr' served upon a respondent ar any ather person I:n}-, inter alia, any
ong ot more of che following mechods, namely: -

(i

i

faas

EL}

(iv)

(2]

by seevice in person through any employee of the Office ar by
any  special processserver appoinzed in the name of the
Mohtasib by any auchorized staff of the Office, or any other
person authorized in chis behalf;

by depositing in any mail box or posting in any Post Office a
postage-prepaid copy of che process, or any other document
under certificate of pasting or by registered post acknowledge-
ment duc te the last known address of the respondenc or
person concerned in the record of the Office, in which case

service shall be deemed to have besn effected ten l:la:.rs afrer the
afaresaid mailing;

by a palice officer or any employes or nominee of the Office
leaving the process or document at the last known address,
abede, or place of business of the respondent or persan con-
cerned and, if no one is available ar ehe aforementioned address,
premises ar place, by affixing a copy of the process or other
document to the main enteance of such address; and

by publishing the process or dacument through any newspaper
and sending a copy thereof to the respondent or the person
concerned through ordinary mail, in which case service shall be
deemed to have been etfected an the day of the publication of
the newspaper.

In all matcers invalving scevice the burden of proof shall be

upon a respondent o credibly demaonseeare by assiening sufficient canse thae
- o 3-:' [l

he, in face, had absclutely no knowledge of the process, and that he actually
acted in good faith.

(3)

Whenever 2 document or process from the Office is mailed, the

envelope or the package shall clearly bear the legend char it is from che

Office.
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35. Expenditure to be charged on Federal Consolidated Fund.—
The remuneration payable co the Mohtasib and the adminiscrative expenses
of the Office, including the remuneration payable to staff, nominees and

grantees, shall be an expenditure charged upon the Federal Consclidated
Fund,

36. Ruoles — The Mohtaslb may, with the approval of the President,
make rules for carrying out the PUrposcs of the Order.

37. Order to override other laws.— The provisions of chis Order
shall have effece nnm'ithﬂindjng iﬂ‘:,-'l!]lij!g contained in any other law for
the time being in force.

38, Removal of difficulties.— If any difficulcy arises in gving effect
ta any provision of this Order, the President may make such order, not
inconsiscent with the provisions of chis Order, as may appear to him to be
necessary for the purpose of removing such difficulty.

THE FIRST SCHEDULE
[ See Article 373 )/
d e R R R B R do solemnly swear that 1 will bear true
faith and allegiance to Pakistan;

That as Wafagi Mohtasib, 1 will discharge my duties and perform my
tuncrions honestly, to the best of my ability, fGaithfully in accordance with
the laws of the Ielamic Republic of Pakistan, and without fear or favour,
affection or ill-will;

That | will not allow my personal interest ta influence my official
conduce or my official decisions;

That 1 shall do my best to promote the best interest of Pakistan;

And that T will not directly or indirectly communicate, or reveal 1o
any person any matter which shall be brought under my consideration, or
shall became known to me, as Wafagi Mohtasib, except as may be required
for the due discharge of my duties as Wafagi Mohtasib.

May Allah Almighty help and guide me {Amen).
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THE SECOND SCHEDULE
| Bee Article 874 )]

Loviivieeeeeinessisoss dosolemnly swear that T will bear true
faith and allegiance ta Pakistan;

That as an employee of the office of the Wafagqi Maheasib, T will
discharge my duties and perform my funcrions honestly, to the best of my
abiliry, faithfully in accordance with the Taws of the Islamic Republic of
Pakistan and without fear or favour, atfection, or ill-will:

Thar 1 will not allow my persanal interest to influsnce my official
conduct or my official decisions;

and that 1 will not direetly ar indirectly communicate cr reveal to
amy person any fmatter which shall be brought under my consideration, or
shall hecome known to me, as an employee of the office of che Wafaqgi
fohtasib.

May Adlah Almighty help and guide me [Amen .

GEMLEBRAL
M. FIA-UL-HAQ,
President ard {:.F||'-ejF Martial Law Admidniztrator,
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{Ref: para 6.1}

TABLE -1

STATEMENT SHOWING THE TOTAL NUMBER OF COMPLAINTS
RECEIVED DURING THE PERIOD AUGUST TO DECEMBER, 1953

3 AGENCY NUMBER OF COMPLAINTS PERCENTAGE OF TOTAL

MY,

1. Federal Agencies 3022 502065

2, Provincial Apgencies 3890 40 B0
TOTAL* TE12 100.00%:

*This fleure incleder compluings against Governmen? functionaries in their private capacity as well as rhoge mod
relating fo mal=<adminisirarion
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TABLE — 11

STATEMENT SHOWING THE ACTION TAKEN ON COMPLAINTS
RELATING TO FEDERAL AGENCIES AFTER INITIAL EXAMINATION

A

3

AGENCY

Admitted lor Inveslization

Rejected

TOTAL:

MUMBER OF COMI'LAINTS

1941

1981

922

PERCENTAGE OF TOTAL

43.49%

IR

100,005
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TABLE — I

DATA REGARDING THE STATUS OF COMPLAINTS
TAKEN-UP FOR INVESTIGATION

NUMBER OF COMPLAINTS PERCENTAGE OF TOTAL

Redrossed 334 17.21%
587

Kejected affer investigation 233 13.03%

Linder investigation 1354 6% T6%

TOTAL: 1941 100.0%
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TABLE - I¥

DATA REGARDING COMPLAINTS PERTAINING TO FEDERAL AGENCIES

REJECTED AFTER INITIAL EXAMINATION

8. REASONS FOR REJECTION NUMBER OF COMPLAINTS PERCENTAGE OF TOTAL

NQ.
1. AnonymousPseudonymous 222 11.21%
2. Suhjudice Bl 4. 0%
3, Service Matters 1081 54.57%
4, Time Barred 18 0,904
5. Mot relating to mal- 577 20,234
administration. ®
TOTAL: 1981 100, 0

*it imcludes complainity againgt the overnment functionaries in their privale capacity,




TABLE -V

DATA REGARDING MONTH-WISE COMPLAINTS RELATING TO FEDERAL AGENCIES
RECEIVED, ADMITTED FOR INVESTIGATION, REJECTED AND REASONS THEREOF

Marnth Tosal Mo, of
rnmplaizds
1 )
Mgt 33 ahd
St "R £31
0igt, "H3 5
Hov. 13 4
Dec. '3 1259
GRAND NI

TOTAL

Buljudion

13

10

13

L

i

REIFCTED SLIMMARILY FOR WANT OF ITRISDICTION FHTERT ATHET:
Compldnts 2ot Adeayimods’  Complalats TUTAL Ertertammed Refezred 1o
Miitrars ralabng bomal-  Peendomymores  sgaing! Govke REIECTED Tar lrre egligation
ol s rea R Tancronaies monlimmatiom
capacity

5 B 1 i 9 1] il

13 1 LE 3 b2 1) 122 iy ir

164 4 i1 E ITE 216 133

143 LF] 41 T 28E 106 18T

124 L% 7] i 3BE 13y 251

337 i L. as 670 M i

LOB1 o 222 ] 1941 733 [ &1

1541



TABLE - VI

STATEMENT SHOWING AREA-WISE ORIGIN OF COMPLAINTS

PERTAINING TO FEDERAL AGENCIES

PROVINCE/AREA NUMBER OF COMTLAINTS PERCENTAGE OF TOTAL
Punjah 1833 #6,79%

Sindd 1042 26.57%

NWFEP 305 10.07%
Baluchistan 133 3.3%%

Federally Administered 517 13.18%

Arcas, Overscas Pakistanis

and others.

TOTAL: 3922 100,005
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AVIATION DIVISION
Casd N, Reg /243758 Claine for the Bopgese Lost during PIA Flight.

In this case. the complanant soughl my intervention for an cquitable
sortlement of compensation for his bapgape which was lost during a PIA flight
o London te Raewalpindi.,

2 The complainant stated that he travelled from Lenmdon o Farwalprindi
by o PTA flight in 1980, He carrisd four suit cases with him, two weighing 28 K
and the other two weighing 20 Kgs. with their identification tags duly issusi 1o
him, O disemburkadion at the llamabad Airport, he received only tWo suit cos=s
weighing 20 Kz while {he ather two wers missing. He was advised 1o fle a claim
for his fost hagpage. Later, a1 the instance of {he FIAC Headquariers, an enquiry
into the matter was held gf the Tslamabad Airport, holding the Securily & Bricfing
Stafi respansihile for the mishandling of the baggage. However, no action was taken.
The complaivant further alleged that sgainst the declared value of 550 Stering
Pound for Lhe lost bagzape, the PLA offered a mengre amount of Rs. 3287 as com-
pensation after deducting the excess hagoape chargss four thie lost items and anothor
R, 108000 - a5 exgratiz payment,

: [ entertained this complaint and ssked the agency to meet the allepa-
finns contained in it, n their report, the PIAC informed me that the ticket
preduced by the complainant bore an endorsemnent only for fwo pleces of hagpags
weighing 20 Km and éxprased their inability 1o acoept the responsahiliy for the
alleped las of other two itens which had net been entered on the licket. It was
browght out by the ageney that bagpage identificaticn tags were nol 1o b consi-
dered == zccountable documants acconding to the TATA Hules and thus PLAC did
not heve any begal lakility in such a case,

4., The explenation offer=d by the PTAC was considered by me. As it faltad
to mest the specific allegation levelled in the complaint, 1 summaonsd the represe-
rative of PIAC 1 my office, | ako obizined the enguiry report, relevint nibes and
the provisions and conventions governing international alr transit. [ noticed that n
sceordance with the WARSAW conwention 1929, s verified by the Hagoe Protocal
1055, the pawsengers weoe entitled i compensation in case of los of bageags
aceording o the value of goods subject 1o a maximum of US $20 per Kg.

5, During the course of mvestiplion of this case, wherein the repressnialive
of the PIAC ané the Attormey for the complainant were present, the PIAC made
an offer to pay at the rave of 5 20 per Kg provided that the conmplainzant pays the
excess bagpage charges hetween London and Rawalpindi. While the payment at the
pate of ¥ 20 per Kp was accepiable io the comgplainant’s atiomey, the deduction
om aceount of the excess bappape charges was not acceptatle,

&, | concluded that in cose the PIAC fails te produce any mle of TATA or
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AVIATION DIVISION: — contd.

of WARSAW Convention, it will be required 19 pay compensation calculated
at the above rate ie. US 5 20 per Kg lor 25 Kps without deducting sxcess baggage
charges. Theae caloulations were based on the curreat rate of exchange, though the
rate of exchanpe at the tone of the cocurmance was Bs.9 90 per dodlar, to COmMpEn-
azte for the delay caused by the PIAC in payment of the sald compensation.

T I was happy to note that as a result of ooy intervention a conciliation was
effécted between the parties and the matter was duly settled, The complainant
wis provided substantive celicf.

Caee No, Beg l/1136/58 Appeal for Absurption in Service after
Completion of Apprenticestip.

[n this cass the complainant alleped discrbmination on the part of the
Pakistzn International Airines Corporation in the absorplion of apprentices aftes
succesifil completion of their technical training 21 the MA Training Inatinute.

P The fucts in this csse were thao the complainant was selected as an
apprentice m the Engineering Department of the PLAC and le completed his
training in 1982, However, 2 few days liter he was released by the Apency, It wes
alieged that 9 candidates were salected by the PLAC for the traming and he was the
only candidate who was released while all the other candidales were absorbed in
service. [o the meantime, fresh batches of apprentices ware also trained and were
absorbed in service, The compliinant pointed out thar this discriminatory acc of
the agency had deprived him of the opportunity to wiilize his hiphly specialized
trafning for a prosperous future and the diree precicns yeors he hed put in had gone
waste, He sought my dnfervention for the redressal of his grievance.

3. I entertalned the petition and called upen the agency to meet the allega-
tion contzined In the compliint, In their comments, the agency reported thar:

“In view of his poor performances, unsatisfactory atlendapce and casual
attitude bz was nof congdered suitable for absocption and thus was re-
leased after the completion of Apprentjceship™,

4, The relevant extract fram the Apprenticeship Contract which the com-
plainant had signed pror to the cormnencernent of his trainlng was also spelied out
in the report. It stated, inter alia:

“The employer is not obliged to offer employment after the completion
of Ids Appremticeship nor iz the Approntice obliped to serve the employer
after the completion of Apprenticeship'.

a. I observed that the above-mentioned clause of the Apprenticcship
Contract was fully in accordanice with Hule 23 of the Apprenticeship Rules 1966,

1
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AYTATION DHIVISIOM:— comed
which iz as follows:

"Employnent alter Training.

It shall not be obligatory on the part of the eoployer o offer employ-
ment Lo an zpprentice on completion of hiz apprenticeship, nar ghall it
be obligatory on the pait of the apprentice 1o serve the armplover afler
the completion of his apprenticeship*

. In view of the Apprenticeship Kules, the sction taksn by PLAC in rezpect
of the complasinant was neither discrirminatory in nature, nor bizsed or e
reasonable. However, by way of abundant caution, performance record in respec
of 8 other colleagues of the complainant who were absorbed in PIAC was
obigined for purpese of comparative study,

7. A perusil of the records revoaled that there were sciually 10 candidates
out of which & were absorbed 2nd 2 candidates, the cormnplainant znd anather
PETE0N. WETC ol accepied as they sccured the lowest percentage of marks (72% and
5% reapectively],

B8, I diznizsed the complaint as no element of mal-administration was fosimne
in this cass.

CABINET DIVISION
Case Mo, feg, I/1GTEE Vieletion of Governmgnt Bules Resulting in

Lieprivalion of Shares,

The complainant, # proprietor of Readers Asiocintion, complained thai
the Manager of Publications, Federal Publications Branch (Departmant of Sationary
ind Forms) haid been allowing 25% discount to a foreign organisation known as the
Linary of Congress, He alleged that in secordance with prescribed rules of the
Government the discount could be allowed anly to the duly appointed agents For
the sabe of the Government of Paklztan |.1||:|:l|:i|.:|.[|_1,|:|5. The |:|:|;1'||_'||ai;||_an1_ further
stated that a forsigm organisstion was not an agent under the preseribed rules, To
chucidate his argument he produced a number of vouchers in this regard. It was
further alleped that the violation of this nule was broupht o the nodice of the
Munager and the Controfer of the Department of Stationery and Forms maore than
once hatt 1h'=]|r had ot raken any action an it M wis further 31|H'_I§.E':] that the "i';']ﬂ.'
thont of the rules had resulted in the following:—

a}  The duly appointed agentls were being deprived of thelr shares with-
out any justification,
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CABINET DIVISION: — contd.

by A forcipn orpanisation wag heiig patronsed for reasons best known
e the department.

gl Pukistan was loging foreign escchange in the form of 25% discount to
a foreign Mirm,
g The complainani made an earnest request to intervene m this matter with
the prayer for ssuance of direclions to the Contraller, to stop this undue Faveair;
to recover losses incurred by the agenis and the Government of Pakistan and that
spvere dissiplinary action be taken agoinst the Managar and the Controlier of the
Department of Stalierery and Fooms.

3. I called upon the agency to give detailed comments on the allegations
levelled hy the complainant. A copy of the relevant Rules were alio ohtained from
the apency.

4. In their comenents, the apency staled that the Libeary of Congress Office,
applied to the Manager Fedoral Publications Branch on 8343 for appointment as
an agent of FPB, for sake of Government of Pakistan Publlcations among the
Colleges and University libraries in the United States. The Library of Congres
sccepted he Rules for Apents, Afeer payment of the prescribed deposit, the
Manager FPR appodnted the Library of Congress as an agent for the sale of Govem-
ment of Pakistan publications, prowisionally, on 21-3-82, It was further spelled out
that under Rule 3, agents were entitled to obiain publications from the FPB at a
discont of 25% against their deposit accounts only,

5. 1 carefully exarined the complaint and the report of the agency. 1 noticed
that Bube 1 of the aforementoned Bules loid down the procedure and conditions
regarding appedntment of agenta. It was observed that there wore no discriminatory
provisioms in the rules to differcntiate between ocal and foreign crganisations o
debar the latter from hocoming an agent. Any one, ul home or abroad, could apply
to the Munager FPE and once they agreed to fulfll the proscribed conditions, the
Manager was fully competent to appoint them as an agent initially for a pericd of
DOE ¥EEr.

b From the recond produced before me 1 came to the conclusion that the
apency had committed no viclation of rules whatscever, The Library of Congress
hid heen operating at Karachi since 1962 znd wers engaged in procurcment of
Groveriment and mon-Government publications for distribution o Colleges and
Univorsity Lhraries in the USA_ There were al the moment 38 agents working all
aver the country and 18 of them were based in Karachl {the petitioner being one
of them). |t was only the petitioner whe had raised this hus and cry, The sale
of publizations was equally open to all ngents and it was cotirely to them to make
promational efforts to boost their salos, Mo favour had been done to the Library
of Coppress.
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CABINET IIVISION: — cantd

i I was satisfied, as o result of my mvestipaticas, that there was no mal-
administeation on the part of the agency in the cass. T infurmed the complainant
that the agancy hud acted in accordance with the law and procedure and closed
the mattee,

Case Yo, Reg [F162/83 Drelicy ére the Foyment of Land Acquived
by the Gavernment,

The gomplainant, an affectee of the land Reforms of 1972, stated in his
complaind that his land mecasusing 5925 units Iocated in Districl Bhakkor were
acquired by the Government under the Land Reforms Regulation of 1972 It was
further stated that the compensation worked out by the Federnl Land Commisslon
i respect of these units amounted 1o Bs. 1,77.750.00. The acguisition procesdings
seriaining to 2117 units cut of the alorementioned 5925 undis had besn challenged
under the Land Reforms Regulation of 1972 and the cass was pending adjudication
before the Lohors High Court and the Board of Revenue Punjab,

1, The complainznt alleged that woder the disections of the Federml Land
Commigion, the Punjab Chiel Land Comumissioner had withhsld the payment
of compensation even in sespect of the unite acquired by the Government which
baad net been challenged inany Coert of Law.

3 1 entertzined this complaint ond noticed that a sum of Bs. 1,014,240/ had
not been paid to the complainani for an area calenlated at 3880 P, Units, for
which there was no dispute. In other words the compluinant did rot contest the
resumgption of 3880 P Units, and yet he had not been paid the compensation
ever since the land was resumed, | therefore, decided 1o call upon the Federal
Lamd Commission to meet the allegatons contained (n this complaint.

4, In the report, the agency informed me of entire backeround of the cass
and finally stuted:-

“The Punja Land Comnisslon has intimatzd that & requisition wos sent to
the State Bank of Pakiztan (Puonlic Debi. Office), [abore, on 20th
December, 1983 for isue of compenstion bonds of the walus of Hs.
114 240/~ in respact of the remaining area of 3880 P1Us repurding which
thers is no dispute. As soom as the bonds are recelved from the State Bank
of Pakistan, the same will be sent to the Depury Land Commissioner
Bhakkar for delivery o the recipient™.

5, In view of this repart, T was satisfied that Full relie? tn this case hasd hesp
asssed, MWeverthsless, the fact remained (hat there was an inexplicakle delay in
making paymen! of the undisputed amwount to the complainant but for my inter-
evention, rore delay would have boen caused, The possibdicy that there would be
many cases of this nofure could not be rubed out, [ therefore requested the Chadr-
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CABINET IMVISION: — conrd.

man of the Federal Land Commission, to hove the list of all such cases prepared and
to pay compensation 1o the owners for cemomed PJI. Units in respect of which thare
wak no dispute, without any loss of tirne.

COMMERCE DIVISION

(lase Mo, Reg. M557/33 Megal Refection of Clodm by Hhe Agency,

The cormplainant, & widew of a bank manager stated that the Stats Life
[nsuranes Corporation hald rejected her lepal claim of a life insurance policy. The
facts in this case wers that the complainant’s hustznd took out a life insurance
policy for B, | O0EEN - in Juns, 1979, Unfortunately the comgplainant’s hushand
expired in December, 1979 When ghe asked for the payment of her clalm she was
ceteponcally £old by the agency that sincs her lusband had concealed his adlments,
which led to hs deasth, her claim had been eojected. Tt was contendad chat desplie
havinpg approached numercus cehelons of the agency she had been refised payment.

n.3 I entertasined this complaint and called for a seport from the agoocy.
The agency in their comenents, stated that afler the desth of the complainand’s
fwsband, two doctors hed cortified in Jume, 1979 that the deceased was
auffering fronm diseases ke hepatitls, anaznda, diarthoea, liver alscess enc., which
ultimately culminatsd i his death as to what was diggnosed in the final stages as
lymphesaccoma. The agency contended thet undes seetion 42 of the Insueance Act,
they were comypatent o rejeet the clan of the widow,

i | exarmined the report of the agency which was accompanied by certifi
cates from two doctors, Thess certificates created doubi s they had been cbhiainsd
within two days of 2och other, The Format of the cortificates was almost identical.
However, the noteworthy point was that whersas the docrors had certified that the
insured was under their treatment from Fanvary/March 1979, the cortificates were
signed witer a wesr in Jeanvary 1980, Mo history sheet or prescrigtion dated prior
1o theee dates was zvailzble with any of the too doetors [ decdded not to aceept the
certificatos at face valoe and ordered & full fnvestigation.

4. While Dboth doctoss have ecategorycally atated hefore the hivestteating
officer that the deceased wes cnjoving pood health and was never suigected of
guffzring from cancer, none of them wasg able o produce any record i respact of
the deceazed doted earlier than 28.5-79 when be signed his health stetersent, One
ebegtior in fact stated that what he meant 3y saying that the deceased was under his
treatoent soice January, 1979 was thad ke hirrgelf |:l||! clexztor] was appoined 2
medical attendant of the Bank whose Manager the deceased was, and il was in this
sense that he had recordad his remarks in che cartificate. He should obviously have
Enmown better, because he knew the purpose for whick the Insurance Corporation

Th



COMMERCE DIVISION: - conrd.

wat obiaining the cortibicates, The other doctor kas sirmply staled that be hod kept
no records but saed the ceetifcate from mamory, A more irmesponsible aciion
could pot be expected from any doctors, particubacly in isuing certilicases ke
these. However, what mattess & that they have sleusly siated that the insuced
was not sufferng from concer when he came to them and thersfore none of them
had carried out any clinical invesligations, Both doctors are on the approved list of
the Corporation whicl is ancther important facior to be kept in mind.

5, 1 bsaed dirsctions to the agency thot the entire claim of the compiainant
miust B2 paid o her boosediataly, T also diszcted that suitable compersation sliould
b prid 1o the complainant in view of the hanships that she had been undespoine for
e Tasc 4 years, T abig recommensled that suitable action should be taken againg
both these doglors whe were on the approved list of the agoncy.

Cage No, Reg. I/1155:/83 Inlowful Witkkoldimg af feaweanes Claim,

A widow of an msurance policy holder comgplained thar the Srate Life
Tusurance Comporation (SLEC) had withheld payment of her claim in respect of the
insurance policy of her deceased hugband.

i The complainant stated that being the sole beneficlary in the said policy,
she prefermed @ claim with Corporation afler her husband’s death in March, 1982,
The Corporation, atter necessary eaquicy ageepted her clabm o the amount of Ra.
1520 bul withheld payment at the instunce of the Divigienal Commissiones
who had filed a suit in the court agamnst the deceased. It was praved that sinee the
Cowrt had not issued a stay order, withholding of the amouwnt was withoee any
lnwiul sutharicy,

LB The matter was taken up with the [nsurance Corporation who intimated
that the pavment was with-held, unéer instructions of the Divisional Commissioner
as the deceased was dnvolved in a case of defalcation of Government money . The
dplion, prima facic, Being bregelar | swommoned the Executive Directar of the
Corporation in my offlee, whe admitted that the action could not be upheld wnder
the Insurance Act, He explamed that they had with-held payment 28 Governmeni
muonsy was invoived and the Divisional Commissioner had indicated that bhe was
laking the case to & Civil Court, Mo court injunction was received and the Corpornt-
Hen svenmally arranged payment of the claim amount, An unwarranted delae of
aoout 2 years had, howsver, been caused in the process. The apency Tailed to
justify with-holding of the payment undes any legal provizion rendesing it a clear
case of mal-admministration. 1 seoed the agency with a notice 1o show cause as to
why sultabke compensation for the unlawful deloy in payment may not he gwarded.
The agency Tailed 1o satisfy me in this behalf und 1 accordingly, in exercise of the
pawess sonferred by Article 22 of the Order, awarded monelary compensation 1o
the complainant to the extent the amount would have grown i invested in Khas
Deposit Certificates on the dug date of payment.
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&, | am glad to report that the Corporation prompily paid the compensation
o the complainant.

COMMUNICATIONS DIVISION

Case No. Reg. [/11/83 Lom of VPP Worth Hg 4424

In this cae, the complainant alleged neglipence and inaliemtion on the
part of the Pestal authorities which resufted in the loss of VPP worth Ks. 4427
desnatehed by himn from Karachi to Hunza,

. It was stated by the complainant, that he got a ¥PP amounting to Rs.

2. despaiched from the Saddar Post Office, Karachi 1o a2 book shop in Hunza.
However, the same did oot reach its destination. The complainant applied for
payment of the amount of VPP but no action was taken by the sgency despite a
lnpse of six months, Hence , this complaint was field In my office,

3 I called upon the agency to offer theic comments on the allegations
kevelled in the complaint. In their report the agency sabmitced thad alter refar=nce
from me, 8 duplicate VPP money order was bnesediately issed and payment mode
to the complainant.

4, I am appreclative of the prompt action taken by the Apency which was
advized to streamline their system 5o a3 Lo prevenl rzcurrencs of similar lapses in
Tutire.

Cose No, Reg [/24783 Irattentlon af the Departmend in Correcling
Erepeer Ml

The complainant, a telephonoe subscrber from Sargodha, complaied
to me that ever aince the installation of a teleghone al his residence, he had besn
recaiwing excess hills froon the TET Departmest, 10 owas farther staded, that (he
rE!-Eph-!'rl'lE: numiber which was gven o the tl'lrnr.ll.al:llun[ was eurligr being used by
Commlzgon Agents Shop. He had bean recelving numerous bills perlaming 1o Lhe
time period when this telephone was under the use of the previeus subseeiber. The
complainant emphatically pointed cut that in che latest B lssued by the depart-
ment, an amountof Es. 81580 had besn shown in the foot-note of the bill az
“total other arrears”. The complainant further stated that he had contacted the
[nvisional Engineer and the Revenue Officer of the TET Department on many
occastons, but thers had been no positive response from them.,

8
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2 1 entertained the complaing and called vpon the agency to mest the allega-
tion. The departrent informed me that on receiving 3 reference froom oy office.
the eotire record of Telephone Bevenue Office was checked and it reveaked thar th
the ameunt of Bs. 3830 did oot relate to the peood in which the cormplainani
was using this number and as such i1 had been efleetad diee 1o clerical mistake, The
dtpa.fm:r&nt further Informed me that this anound bad been caneelled mowse and the
cosrect bill had been lswed to the complainant, The report further elaborated that
the |E1r'|:1|r:|i1||5 amotnt of Bs, 73767 was -C\,:I,I]TEQZII:r' i;J'|i|rEt_'!I_‘| on the basis uj"::n:-;_'ql;'.l
which was awailable in (ke Tomn ol dreok calls, Sinee idhe subscriber had also
dispieted the amount of Hs, 72762 relating to tronk calls, it was provisionally
deleted from fhe complaipant’s il and investigation had been initiated which was

in progress znd the compliinagnt was being askad o pay only the current bills and
riL tha dia.;.'-'nl.[En:l s, gl he investignlion wers linalized,

3, A wezek later, was inlommed by the daparirnant thal as there were no oul-
ward trunk calls teker and the Rilling was wmade theoough pairng check {inward
tleket prepared al KR end). the anly way was to consult the duty chart relzting
to the date 2nd time of inward ticket. Ia the apinton of the local officess of the
depariment lecated ao Sarpodha, either the telephone agerator on duty at Sargadha
gave the hegus ticker membér or the eperator on duby at Kamcht on Sargodkaall
prepared a bogos eward tieket. The offiears af the TET Depariment al Sargoidba
informed me that since the Karachi oflice was beyond there pucadiction, an investl
pation ot Karachi was inevitable to fix sesponaibility onthe concermed officals.

4. I wrole 1o e Diector Centeal, Telegraph and Telephone, Izlamabed ta
conduct o detaded investieation i this whole affair and to report to me the fasual
position of tis case. It was reporied to me dhat s a resuln of investigations carried
cudt by the Department, the disputed bill of Hs, T27.62 reliting o the trunk calls
which were never mads by the comgalainant lacd beew withdrawo, and the petiticner
hizd been tnformed accordingly, The T&T department further intimated thar the
department had taken sericus copnizance of the whole case an directions had been
issuel o initinte departnestal action againae the offlelals found ar fault,

5 It is 0 matier of preat satesfaction thar due Lo my intervention grisvance of

-

the complainani bas been redeessed and the officials found at fault sre being
proceeded ogainst,

Case Nu. Heg, (/47784 Lrefuy iw pavouent of Posial Life Inaurance cloim
on malarad policy

The complainant alleged delay in the payment of his postal fe insurance
clairm which had matured since May, 1983,

]
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L The complzinant stated that he was holding 2 Postal Life Insurancs policy
fur Bs. 2000 which matured an 12583, He applicd well in time for the pUY MRt
of his msurznce amouni and completed the requisite formalitics in this regard.
Heowever no payment was mads to him, Ha recuested me to intervene for the s=tile-
meanl of his claim.

3. [o reply 1o my letter calling for their comments, the dgency admitted that
the complainant’s policy matured on 12-5.1985. They Turther intimated thal aoesr-
ding to the roles the case regarding selilement of the clim of the galicy is taken up
nne yic prior to the date of s maturity. The policy holder was asked fo subrE:
his claim application feon alongwith other documents through a letter dated
L7-G-82. Bur the policy holder submited the original polley ete, Withour claim
application of 174-1983. He was again assed 1o siamit claine applisation wichout
firther delay. As soon as the claim application of the complainant wae received,
sanction of poyment was niade o bis Geogr,

i, It was further submitted by the agency that the claim in quastion cmald
nut he seitbed earlier cwing 1o thelapse on the part of the complainant himself,

5 1 found vo sl nanistraton o the case bt wes happey 10 aote that the
cemplamant bad secured relizd,

Case Mo, Reg (/73783 filegal Lewy of Compound Rate of Inberest

e Loan.

The complainant afleged ilegal levy of compound interest ca Loon
advanced o hirm as well as delay in the release of poliey.

2. The complaimant stated that in the vear 1932, he boughi o Postal Life
Insurance Policy, subjzei to ihe conditions consained in Fosr (Wice Insirance
Fund Rules. I the month of Ssptember, 1970, b zot sanctioned in his fovour loan
ot Hs. 25007 pepayable in the monthly instabments of Bs. 300~ cacl. Thers waz no
stipulation reparding paymenl of interest on this loan, e hed made puvment of
s, 17000 when he decided 10 suspend repeyment of instalmenzs and reqqueste the
sgency o inumate the surencer vulue of his policy bt received no responss,

3. Omn 17-3- 1963, he made payment of the rentaising smount with 4 roejues
1o oelease and returmn the policy but be was fireeted 1o make pavment of the
compound interest amounting fo Re. 2,891,721 Accordlng o ths complanant,
there was a2 stpubaton regarding payinent of compound inlerest mor any under
taking was obiancd rom him. Thercfoie, he prioved that the Deporoment be
directed 1o withéaw the dlepn] demans of compound interest and fo intimzte 1o
Farty the surrender value of his 7oliov
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4, The agency was called upon to mesd the allegations. In their ealy 1he
pgeney  intimated thei so far stipulation regarding the lowy of interasl was
congsmesd, the insurant was supplied with a copy of the Mele o the Guidance of
the Insurants at the time of sancticning of loan. It was chearly stipulated thers that
interest was to e paid by s loance ow the loan senclichad 1o him. 1t was further
stated that surrender value of the policy was infirmated to the loanes on 10-12-1977
and that &l the conditions relating 1o interest etc. wers spocified in the rales 2ppli-
cable at the time aof the Joan, He was also supplied with a loan rapayvinent wook,

5, As the payment of interest by a loanes was a condition attached with the
advancemnenl of loan und was cearly specificd in the rules for this purpose, the
complainant had got no cause for gricvancs and thers was no maladministration
an the part of the agency. [, therefore, dismissad 1he complaine. Haowever, T would
fave heen happier if greatsr effort was made by the ugency. and for that matree
by all the public authorities, 10 communicate with their clisntale more clearly
and cffectively, The curmmunicotion gap, it has been observed, has  given dse o
grievances in a sumber of gasss,

Cese Mo, Rey [r400/84 Unizir Assesment af Drmurrage
and Safrage charges by K. BT,

The complainant alleged maladministration on the part of the Karachi
Fort Trust {KPT) in making an wnfair assessoent of dermurrage and storape chacgss
impossc on twe Yana booked from UK. o Pakistan,

2 I wag stated that the complamant ceturned oo Pakistan after stving o the
K, for a period of 22 vears, ble and his son booked o transil van sacl. whick
arrlved at Kasachi Port on 12020981, On reaching Pakistan, the complainant fell
sericualy @l and was confined bn haspiial upta the Geae hall of January, 1583, s
hie was advised complete rest by doctors, ho could ool ke delivery of the vehicles
for whick KFT had charge heavy demarrage, The complaimmt appealed fo me to
2ol this amount waived off,

1 I entortained che petition and called wpon the agency to submit 2 derailed
repost. [n it repoct thoageacy stated that veg Yans snder question were unloaded
of: 30 L198 L, The complainant submitted applivations dated 20.1.1942, 27.1 1982
respeetiavely Tor warver ol storage and demuarmigs chacges imposed dus to his failure
to have the delivery of these Yans, 4 wos stated that in accordance with prescribed
rubes Failure to have the delivery of the Vans after the fres penod, legally warranted
the imposition of the demurmape and storage charges. The (res perind s twi
days after the landing dute, The Choirman, KPT had already woived off 8 sun of
R, 3000V~ by using his maximum finoncial powers. The complainant filed an apocal
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agumst thi arder which wae rejected and the remlts thereuf were cormmumnicated
o him. As regands the Van bnponied by his son, o remission of Rs. 20000 was
allowed as the complainant had already been granied maxioum remision on one
of the vehicle.

4. The sole ground on which the pressnt complaint was moved was that e
wis sick and was advised complate rest with s direction not to travel By air ar S

55 The compliinant placed on recond photo copies of his medical certificarcs
which only specified that the I-"-'“'ﬂ[liili..l’-Tl: was suffcring fromn hromchitis, Afte
considering all the clreumstanges of the case, [ concludad that the complainant
could have recoived the delivery ol ihe Vang through his major s2a or tfircagh
glenming agents and s such e was rightly suhjected to demurmge and stosage
charpes. The agency had alicady allowed remission of Bs. 5000/ and Bs. 2

respectively in the demucrags and storage charges on grounds other than idleess

f- T ded not find any slement of mal-sdministration in s case. The cam-
plaint was accordingly remciad,

Case Mo, Rep 480088 fesfallufion of @ Public Call
Ffice 1 o privade resideree

It was complained that 2 Public Telephone Call Office has heen installed
i 2 prvale resilence ol Karachi wath the conndvance of the Telzphone staf, 1
was stated that az a muile and in sccordance wach the standing ooders of the Govera-
mend, 2 Public Call Office is installed for the service and benefit of the public and
the location must have an sasy acces 10 the cornmaon man. Thus a Public Call
Difice 5 never installed in 2 privare residence, To whstantiate his argusnent, the
complainant sent o copy of the Dircetory of (982 which reflected 1he samne tele-
pheme number in the name of 2 grivate permon, The petitioner slso senl a copy of
the originud bill for the month of Augusi, 1983 ismed in Oeteber, 19E3 by the
ACDTE Karachi which showed that the telephone was woaking anid its fotal hill
was Hs. 36340 The comglainant hiphlighted the &ifference betwsen the bill of 2
Public Call Oifice and a prvaie telephone. In a Public Call Office there is ne line
rent, but in case of private telephoms, lne rent is charged 26 the rate of Re 30/,
2. [ entertained this complaint and called ugon the ugency to mest the alle-
paticna contained therain, The agency in thelr roport mtimated to me that aftes
conducting an nguiry into the whole affsir it was proved that 2 Publiz Call Office
was installed at the residence of a private person in the vear 1980, The department
further informed thet thes Public Call (ffice was installed an the feasibility report
prepared by the 300 PECHS Exchangs, Karachi,

3 Mg 1o my intervention in the marter the department has nitated action
apainst the SDO and the Public Call Office has been closed, The Apeney has been
asked to cnause that such rmalaractics should not recur in Neture,
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Compdmind No: Reg. LGP 7084 seglizence of He department in b
precfion of o doigerous maenholke

The complaint stemmed op frem the fact fhat the Telspraph and Tele
phons Degartment had erected s danperous manhole in front of the complainant’s
premises. The manhole locoted ot Mujobid Foad in Sialkot, it was contended, had
oo paratlel of its kinds in the entice aren, The entire struciuce which was made of
concrate and cement was raised from the ground level By not fess than 15 inches
in heipht from all sides. It had the appesranes of 2 platform i sze of 9077 X 6077
in ociagon shape beneath the electoc pole. While digping the manhole, defects
had been left wnattended wich the eesulo that it was cawsang linderance and incon-
venience tn pedesirians. Moreover, the manhole had created an acute problem of
cleanlines;,

2, I entertained this |..1'El1r|p'|a.iur. ard callad Thie] [T agenuy to meel the
allegations hiphlighted in the complaint. The sgency, in cheir comments, replisd
that a complete sureey of the entire arca hed been conducted after kaving received
& reference from my office, [F was reported that at the time of the construction of
this manhele and ductlaving work in 1982 alot of wadte matesial was Iving on this
road. The 1op of this manhole, at the time of construction, was under the natural
ground lgwel. After this manhole was constmocted all such materizl was removed
from the area. As 8 conseguence the top of the manhole was protmiding above the
ground lewel. The apency further stated that it had now raken corgrizanee and,
directionz had been isoaed booofficials 0o reconstruct the rmanhinle by I-:_:wr]'ing iig
togr level to avoid any further traific osshap,

e o, Reg, IF7TTRA Degly in the Poymient of Beal of Huildiag
Hired for Telephone Exchange,

This complaint stemmied up from o degision of the Telepraph & Telephane
Departeent to with-hold payment of ndine momths' rent dueg 1o G owner with
respect to s building which was hired by the agency for a telephond exchange st
Eoili, Avad Kaskamir, The conmplalnant alleged, that his houss had been hired in the
vear 1974 lor a padod of two yozes, Before the date of expiny of the lease agres-
micnt period, the complainant had requested the apeney to enhancs ics reat from R,
P50V to Bs, SO0/~ por montch. The agency pot the building reassessed by the PWD
and its rent was fixed at the rate of Ra. 500/ per month, However, not 1o speak of
paying rent at the revised rates, no pavment, whatsoever, was mads to the complai-
nant by the apeney. He approsched the agency for payvment of his dues but his
efforts did noo yield any resuli. Subsequently in the wear 1977, the building was
translerred by the TET Depactiment tooancther Goverment Agency who starfsd
paying rend (o the petitioner at the rate of Ra, 3007 por mondh.

P The complainant reurested my intervention for getting payosent of arcears
of 120t amounting to Bs, 45000 (Le, at the rate of Rz, 3007 per month for ning
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moncis} from the TET [Menarimend,

5 b entertansed this comgdaing end called upon the T&T Depariment and e
other government apency 1o meel the allegsiion: pontawwed in this cumnplaint.,

4, The TET Department seported to me that 3 small house owmed By ile
complainant wis bired By othe agency st the menthly rent of Ba 1500 weof,
1474,

for the installation of 501 lines telephone exchunge at Ketli i Azad Kashenir,
Mecemary sanclion was issued by the competent awthority and tle reiired
amount  ofetent at the rzie of 1500 per manth was poid o othe owner epitill
Tanuary, 1977, On the fire of Febmuare, 1977 this eachanpe, alongwith the buil-
Slaig wis dransfesred to the sdrmindstrative conteol of the sscond agency znd further
tenl was to Be paid by them. The ageney further stated that ne smction for the
renl of Ra. 300/ per month regarding the sasl houss was made before trans(errmp
the same to the other agency. Mere asiessment, it was armued, could not be trepted
a3 SHnCtica,

¥, I their report, the othee agency stated that their organisation 1ok over
the possession of the telephowe exchange bullding on {20977, The renl of the
building was being paid to the swner a0 the rate of B, 500/~ per moath as assessed
by the PWDL 1 was stated that the owner of this building Fad heen repeatediy
complaining for noosecsipt of renc ror the pedod May, 976 to January, 1975
Since, cduring this time pedod. the bullding was wader 1he administrative contrul
ol the T&T [Repartmen:, the case had been seferred 1o the Jatter. 1 was fieriber
reftarated that the motter had also Seen under considertion at the CMLA' Seprs.
Larkar for guite soeane time, The Gspote remained as an one haod, the T&T Autho.
rities did pof adrmitl the requess of the owner for enhancenent of rent, while on
the other band, the owner considered Cie sssessmient of PWD s correci

0. [0 view of these conflicling stonds daken by Bodh the partes, | summened
the TET Authorities in my office Ly resolve 1he s, The iepresentative of the
T&ET Department stated heford me that when the petitioner fiest made a request
for enhancement of reot, e Divisional Engineer started to segarch oul another
building in order 1o shifi the telephone sxehanps, Howewer, the neadil could not
bz done and the buildicg wis landed over to the other Govermnent Agsncy,

Having Learc the point of view of the agency, I found io sporopriate 1o
pomt cut 1o the TET Departiment that the houss in dispute was hired by them for
2 period of twe yvears. This zariod, wnder t2mns of the apreement was 10 expie on
IL3.0976. However, before the expivy of the terms of sgreement, the complal
rant b submitted an zpplication for an lrecease in rent, The MO0, had asecseed
ils m=nl al the reot of Bs 500/- pes meonthe Since the house remnined under ihe
pissessiva 0f Lthe TRT Depastment 6l 21.1.77, the complainant was sither enritled
to have the enfanced rent or alternptively, of the TET Department was oot walling
fo pay the increasesd rend, it was bound to vacate il ot 37,376 & per conteact,
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] The depactimeni realised their emor and seor o vhegue of R, 4 500/-
ds reat paraining 1o the nine menths period, wideh was under dispute, It wss s
matter of pleasieres for me o have seitled a case which had Been parding decision

for the lat more than seeon vears, However, [ declded to fsgue a notice to the
T&T Departmen: te show cstse =5 to why the depariment should aot LY COMLpEt-
;tion 1o the complanant cyumviient to the amount, which the complainant would
have received, hod he deposited tl e oripingl amount in Khass Diegosil Certificates.
The malter repirding comipersation would be dedde:d aiter eecpl of the reply
af the agency,

Cose N, Reg, (/830585 Thaaly in e Finalization of Appeal.

The complainast, an exemployee of the Lelegraph and Teleshomes Depas-
tment complained thar lus services were tesminated by the Dwisional Enginec:
(Telephones), Faisalabad on &.5-1942 arter a departmental enguiry, Apprieved By
this order the complamant filed an agpeal on 18-5-1982 hefore the General
Manager, Central Teleconsnunications Regior, Lahore. Dosaiie a lupse of nuoe
than 15 montha, the complainant's appeal had been decided althouph the Depart.
mantal Kules clearly stipulated that an sppeal was to be decided within a tane
perivd of thrse moiths, 18 was alleged Ly the complainsnt that he had been made
2 stupegoat and justics had besn dented to him. In this lang span of indecision the
somplainant ised five reminders i the competent authorities mequesting for an
early decision, bul te no avad. In addition to all this, a beeal notice was sént Lo the
department through the complsinent's Advocate on 7.0.1983, requesting for a
degision within 13 days but the sppellate suthority was not meved by 1z While
Praying for my interseniion he also nade the plea that [ oany event the ageacy
dwarded him punishment dispropontionate tu the punighmeit awarded o the
real culprits,

2. I entertained this complaing e, dessite it being o service matter, it involed
the question of dely, The ageney was sl fo meel the allegations contained in
this complaint on this spevific aspect. In their cormments, the apency reported
to me that the compeient authocity had been asked to prrangs tor o denove toial
in s case oo procity basis.

3. The ageney, alter o few weeks, reported fuctber that the entire case had
been rzeoagidened and the orders of termination wee escinded, As 5 consequense,
the complairant had been reinsipied in sorvice with a mnor zenaliy,

4. [0 was & manter of preut ansfaction for me that the case which was

pending decigon (o the bust Giltesn months was declded in o metior of fow weeks
due 10 My IRLEred ki,
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Caae No. Feg /95583 Detoy i the Faymend of Grooy
Imauranoy and Seaepaiont Furd,

The complainant, an excmployes of the T&T Department, Leeth, coni-
plained 1hat he had besn wo rking as a Chowkidar for many years. His health beean
to deteriorate and the Divisiona! Engincer (Telephones)sent him o 3 hospital Lo
tregeenent. Cn the 3ah of October 1981, the doctors declared him medically unfit
(o sores. The TAT referred nis czse For paynent of zroup immerance and bengvolznt
fund to the Fediral Emplovess Benevolent Fund (FEBL), Karachi. Despite a
lapse of mone than 2 years, there had heen no response from the agency finalising
this cose, Having failed 1o obtein relief the complainant mabe an appeal o me
for intervention in the mattzr.

i, 1 called upom the ageney to meet the ollegations levelled in the complint.
The apency, in their comeents, stated that the pentione: was not entitted 1o groap
mzweance, o5 it is admisaible anby to the family of an official who dies while in
Government senvice. Mevartheless, the petilioner was entitled to benevolent fund
and this case hud been wocdinately deloved by the FEBF authorities, The peti-
taner's case had been sent by the departmenl to the FEBF. Karachi on 30-10-82
and was being vigorowsly pursued, The agency subimitted that the fnzlization of
this case was the ducer responsivility of the FEBF suthoritiss and i1 was belng
presumahbly delayed for want of a decidon rcparding constitetion of @ Special
Madicnl Beard to declare the complainant incapacitated for life, The complainan:
comtlid be entitled for pepsvclent fand oaly if kis permanend capactty was cortified
B the Board.

1 A oerusal of the FERF Act of 19659 revelaed thal under para 7 of the
entating rules as defined therein and amended by Act XXV af 1975, thers was no
mention of the constifation of a Special Medical Hoard, | oaoted in particular
ihat the schemes of Groun Tesarance ond Bemevelent Poud wore brought into
pxistence with the mein porposes of providing immediate and tiomely financial
raliel te the needy Government servants and their families. Any dealy 2nd Jacunae
were Bownd to defent the rason d'etee of the scheme itsell and would sesultin
resentmient and disgatisfacticn snongt the govemment empioyess

4. Detsiled discussion in the matier tock place with the Managing Director

ol the PLRF. My dzep coneern reparding delay o this case was brough e the
notice of all concemed. During the cowrse of discussion it transpired that the delay
irn Lhis ease had been cansed due to pon-constitizlion of the Special Mediea Board.,
[t was pointed out ey the Mannping Diector that execitive instraction: of the
Board of Toustees 1o constitute o Specin! Medical Boazd for the purmoses of dec-
liring a peson incnpaciiated for fife were conbiary to Gaw =5 e Sxecntive ok
ctions could not spercede the legal provisions of the FEDEF Act of 1969, The
Managing [Hrector agreed with this poind if wview and undertook thar e would
met the issue finalized after holding a meating ol e Board of Tostees.
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1 Ten duys lnter T reeeived the report of the Managing Director FEEF, w
the effect that the petitioner’s case had bean approved, the claim in respecl af
benevalont tund grant in favour of the cemplainant had been smctioned, and
necessary payment order had been despatched to the complainant.

& Il is lmportant to pote here that on my intenention the FEBE autho-
flties dig ot oaly grovide redress o the complamant alone but streamlined thier
procedure. Those cases which wers being held up unnscessaily are now boing
speedily processed. It was hrarening 1o note that by o referencs [rodn e, Rule 8
ol tlie FEBE Rules of 1972 framed under the Federal Employees Benevolent Fund
and Group Insarance Act of 1969 {11 of 1969} has been amended whereby 2 clause
pestaining 1o the constitulion of a Special Medical Board has beer inseried I'he
ambiguity m law has been removed and chunees ol mal-zdminigtration o this
connk have hesn semoved,

Cwse Mo, Reg I/1381/338 Foopuritien in the Appointment of
Awto-FBileptricians,

The eomplainant alleged fvogritssm in the appointment of Awe-Flectni:
zians by the Karachi Por Trost (KFT),

Z. The complainant stuted that he subrmitred an application for appointmeant
s an Auto-Llectrcian in Meaorch 1951 which was referred to the Chiel Machanical
Engineer, who sibjected him 1o 3 irade test wihich he qualified. Howewer, & Less
deserving and over-age person had bozn appomred. This was, the complainant
alleged, 8 clearcut instance of favouritsm on the part of (he ey

3. I enterizsined the pettion and called wpon the Apency to mest the afle.
gations contained therein. In their comments, te Agency stated that appuiniments
in KPT are made by the *Recuitment and Promotion Committse™ and in the
preseni case it had interviewed the complamant as well as other candidates. The
Commitiee recommended the name of another official. The agency admitied that
the selectes wis over age by 10 months which was relaxed on the recommencations
of the Committes, kegplag in view his suitability Tor the post.

. The apency gave a cormparative analysis of the qualifications of the com.
plainant and the selectes. The compliinant was nol even a matriculste and
possrased 3 yeurs experience ag an Auto Llectrician, In contiast 1w it, the selectes
was & Diploma holder in Auto and Diesil Technology and had 10 his credic almost
si% years of expernence,

5. I the lipht of my investigations, [ concluded thae there was no mal-adomd-
nistration on the part of the agency, The canse of prievance of the complainant was
ill-fnded, a2 the selection procedure had been duly fellwed by the Recrujument
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Committze. A glance al the professional experience and educational qualitications
revealed that the discretion was sxercised procedy and better of the two candidate:
wai selected,

. 1 lhdrﬂun:. :I'c:jH![l.‘d the -."!Gmp]!.jl:'li aitd informed the |_'r_t:1:||_'||_5,|_|'|.an1 A
dingly.
Care Moo Rep, Hid00/R3 Dia-Conaection of Telepkane Line

durrg Mokernnm.

It was compluined by a resident of Behawalpur that his teleshime lines
wens disconnected during Mohamam by the Telezraph and Telsphone Department
withous having assiged any reason. The petiticner further alleged that his tele-
phone remained clossd for 3 complete davs and on the fourch day if was restored
by the agency. The complainant requested me to look into the ratter so that the
miladministration on the part of the agency could be rectified.

z [ catertained this compliint and called upon the agency g meet the
allegations which were levelled by the complainant. The General Manpger, Central
Telecommunications Region, Lahore reported to me that i was true that telephone
lines were disconneciad for 3 days during the month of Moharsam, Agrordng to
the Ceneral Manager, CTHE., Lahore the telephone lines comsing the roads where
Moharram-Tazia processions were to pags, were temporarly removed under the
orders of the Deputy Commissoner, Bahwwalpur to avoid any mishap whatsoever
on the Sth, 9th and 10th of Mchaersm, The sgency ferther stated that this action
was under-taken by the agency o avodd any hindesance that mizht have geoured
while the procession was in progress. According to the report of the agency it was
& reatine practice being adopied by the department during Moharram as all routes
Wwers Lo be kept clear in the entire country,

3 | examined the report of the agency st length and came to the conclysion
that disgconpection of the telsphone lines was due to jusiified reasons, Hepee [
found no mal-administration oo the part of the apenicy in cthis case, However i
pucsuance of discussion hebl in my office with the Gersaral Manages, CTIE, Lahoss
directives have been ised for making sltemnace arrangemenis, wharever possible,
so that the telephone lines of the subscribers are not disconnected in funse or
Aich oczasion. 11 was quite evident thot on @ referenos foom my oitics, the depart-
mend became vigtlant and would, no doubt, exercise greater care in future,

4. I informad the complainant that in e light of imy investigation, oo
adininisirative excesses had been committed by Lhe iEeparement.
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Cane Mo Reg, 936085 Deloy in Paymend of Compensation af
Lapd acquired by (ouerrment

The basis of this complaint was the inordinate delay in the payvinent of
compentativn by the agency 1o the complainant for the land acquired by (he
Federal Crovernrment in 1978, It was alleped that the Department of Archasolagy
fonid the complaimant's arsa of Tund extremely valuatle for excavation fram the
archaeolugical point of view, The apsncy, theretore, docided to take over this land
under dan agreement with the complainant, It was mutually agrecé upon that the
Bepariment of Archazolowy would pay, in addition 1o the cost of land. the crop
cemmpengation Lo the owner from e date dhe site was acty atly raken over by the
agency, Despite o bapse of almost live venss. the complainant was denied pavment
and he recuested (o oy intervenon for expeditices pevment of compensation,

# A exnivation nf cosnpiaing revealsd that in t e year 1968 a Unlversity
aned @ Museum of NWEP, ook posssssion of this site and initiated excavations
an it &ince both thess apenciss fell within the demain of the Provacial Gaveriument,
they weme outside the opemtional jpnsdiction of offics. The complaint was only
entsrtainsd 1o the extent of looking wio as oo whether there had been an inor-
dinate delay by any tederal apency

i [ took up the matter with the Department of Archeeciogy who in (heir
repors stated that the financial demand equivalent to the cost of land and crop
compensation iad been made 1o the Cultues Divisien in Movernberk, 1982 Sut the
maacy hed not et been sanctioned, &5 it had aor bzen bodeeted, | issued directions
1 the Culturs Division that icrespective of the avallabilioy of budeet allocation for
this purpose, the fotal amount of compensation should be paid te the complabrant
mmmediataiy anid o compliancs report suzmitted to me within ©ne month's time.

4, The agency comfirmed o mea within the' stipelaied e that compensalion
b feen paid Lo the conplatnant and thus sobstnnve relief was afforded o the
cormplainant for which he had b@en approaching a1 different Toring Tor the last
SO TENY yEars

DEFENCE DMVISION
Case M. Rep. (fd533 Suspension af Donssruction of @ House
I this case, the comgplainant claimed that he purchased & plot (Mo Do A1)
in Malir Czntonment, Karschi. Later, he got the building slin for the construction
al the house thereon approved by the Cantonmemt bxscutive Officer, Mabir

Cantonmeni, and abso “Mo Olgsctiea” ceruficate foom the Station Comumandsr,

o
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Malir Cantonment, for sieh constraction, In ascordance with the approved building
plan, the complainent commencsd construciion of the howss, Shortly, therealter,
hie recoiwed = ketter from the Stetion Commansbar, intirnating that the appoosed plan
had been suspended on the ground that the plot fell within the parametsr of the

Security Zona!Militarny Farm. He represented against che szid sospension but all his
elTorts proved futile,

2. It was clainsed by the complainant that his plot did oot 2l within any
restricied arga and that constroctions hed alrcady been raised on the adjoining plots
andd, in Facl, poople wese sesiding therein, He funbher alleged that the impugned
ariter was In viedaticn of the principles of natuzzal justice as po show conse notice
téfare the suzpension of buldding plan was ssoved upon fim.

1, W took up the matter with the Station Comomander, Malit Cantonment,
lnacially, he controweried the assertions of the complainand, He claimed that, sings
the disputed plot fell withic the military Dairy Famm, it was cghtly decided (o
suspend the building plan. 1L was claimed that fhis Tact had escaped the netice of
the authorities at the time of the appreval of the plon by the execwtive Officer.

4. The complainant had 2l wlong been clairming that the plol, i quastion,
was outside the Miitury Daire Faom arez, Therelore, in orcer to prodect the lagti
mate mphts of the partizs, | directed the Siation Commander, Malir Cantonment,
to finalisz the demarcation of the disputed aren by the 21sl October, 1983, O
demarcation of the are, §1owas Powncd that, in fact, plor Me, 1261, Biesar Town,
Makir Cantonmeant, Karchi, belonging to the complainant Tall owrside the Militasy
Drairy Facm ares, Conseguantly, tha order suspending the approval of the building
plan was cangelled, [ onderstamd that with the fresh desmarcation of the area,
everal other peraons who were considerad 1o e pnauthorised nocupanis or hu.'l.'i:l_u_
cncronched wpon the o in che restricied aren have also benefitied, Tam happy
that, with the willing coozerfion exterded by the Militiry authogities, a loag
standing  dispute betwesn the parlies come to an smicabls end, wathoal any
cxpense, for which the authorities desre my appreciation.

EDUCATION DIVISION
Cons Mo, Bep JVAHET 0E 2 Ureddiee Lredey an Sepding Teachers o Yamen,

The complainunt alleped delay un the sars of Minisioy ul Bduwestion in
the case of forsign assignment of 4 Eoglish Languags Teachers, The facis in thes
caze wore that the Armusssador of Pakitan m Yemen asked the Minisoy of Ede-
cotion i Mascl 1983 oo select 20 Enplish Langozpe Teachers For forsipn assign-
menl i Yemen hut for six monshs the case had been shuttling From one Section
o snother Section in the Mindstry ol Education, The cemplainant Geared that in
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case of further delay, the Government of Yemen may degide to gan inese teachers
fror gnother counlry and this would not only ke a przat disadvantage o the
ciondidates bul would alse b2 oa ereat poticnal loss, The comgplaingmnt aleged tha
despite numerous verbal and wiitten requests, ne progress was being mads.

z: Since Jhe complainant had rsised @ guestion of importance because
mamerous inslitutions 2od persons continued 1o he agprieved a5 a result of abnornu
delay in zrocessing thelr wase, it was tnmediately taken up with the Ministry of
Education. The agency reacted prompely and informed me that the names of the
wlecled candidates have besn forwarded to the Ministry of Forelgn Alfairs for
ofard transmdssion o Yemen. The Ministry of Foreign Affairs was also requested
ter take immediate pction to avoid the possibility of loging this opportunity. They
informed me thal the names of the sslected candidates have heen forwarded ta the
Embassy of Pakistan in Sanna Yemen theough the first availshle IHplomete Bag.

1 | appreciated the cooperation extended by the Scoictaries of FForeign
Affzirs and Education Division. [ hope that they would continue to give prompt
attanbion (o the cases of appointrent snd nomination of pecsons to the Forsign
Cunerilries,

4, As both the Ministers did their job expeditiouzly and names of the selegted
candidates wers forwarded o the Embassy of Pakistan 1a Yemen, full reliel was
securesd in this case and the petitionsr was inforrmed acoordingly.

Case Mo Reg, 18 Appecl afoinst change in e Marking
Syriem.

The stucents of the Mational Coflepe of Ars, Lahors alleged shrupt and
enjustificd changs in the marking system by the College authorities without any
st notice. They appealed for @ rovesion ol the policy and reevalustion of their
thesis already subamitied,

L tooke ap the mmatter with the College sushoities, In his repoct, the Prin-
cipal ot the College retured the allepations and explzined the entire case, It was
stated that saclier the distribution of marks was 25% for sessional and 755 for thesis
The College aatherities changed it 1o 30% each, and the new svstem of eviluation
wis publislied in 1he College Prospectus. Tt reads

“The agzrezete ceyuired in all the subjects of the two semesters shall be
computed as Mllows-

Ly Firsl Semester 505
G} Secord Samester 208
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The prospecius was peblished a vear price 1o the examination and Regu-
lztion | of the Frospectus stipulated

"1 ig the resporstoility of all studsots to read and comply with the Kules
and Booilations of the Collegs”

3, The agency coatended thar the plea of the students regarding change in
the marking systerm was nol aotified 1o them in adsance, was not maintainsble.

4. Afrer going through the report 1 concluded that the change of markiag
gyitem was in accerdance with the prescrbed mles and regulations. There was no
eejdence of maladministiation on the part of the agency, The petitionsis wers
informed azsordingly and the complaint was dismissad

Cage Mo, Rea, [ 2753 Delaw in the peyment of tender mang)y.

A contractor complomned that the Mational Book Fowndation had consi-
deraltly delayed payment of dues on sccount of work executed by him for the
agency. The facts in this case were that the complzinant was awarded a contract
by the agency 1o provide wooden frames far thelr Book Shaop in Tslamabad. Iowas
alleged that the ageney had not released the cutstanding BUL though the work fuad
heen |'.u|_-,- |,:-;,.~17||:1‘i£ [ETH

2 I twok up this case with the Mational Book Foendation which reportad
to me that the fion had pet wsed the maferal of the required qualisy and their
workmanship wos also not wpte the specificutions. As a matwer ol foct, on
completion, the work was inspecied by an Inspection Committes which found it
to b of substandard quelity. On my referznoe the ageney asked the contizetor to
temawe the deficlencdes in the workmanship and ceplace the Inferlor gualloy
mitedal, The irm accordingly supplied the matorial of the desired specifications
unid remaved the defecis. The Agency, then, prompidy paid the cutstanding hills of
Bz 5 215/~ to the complainant, and hence full seliel was secured.

Case No. Rep. JV834/832 feguest for Extension of Date far
Avoiiing Qverseas Schalorship

The complainant, 2 lectucer, lodged o corepluint againgt an un-realistically
shart cut-ofl dute Jixed by the Ministry of Education for awailineg a '!'-;,:-rujtl]'l schi-

lag 5E'|_||_|_

2 The complatiant stated that he applied for 2 Contral Overscas Trzining
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acholamhip to the Ministry of Education in December 1982, he selection progee-
dings took eight months and finally ended on 31-6-83 with the selestion of the
complinant. The letter of seloction was despatched hy the apency af the collope
address which was clowed due to swnmer vazations. On reopening of the collzge
on 15783, the complainant found the letter with clenr diroctimss frorm fhe apeney
that Ihe scholarship must be availed by 31-10-83, failing which the lacility would
lagse,

3. The complainant smmediately wrote to the agency that the time 1eft gt
his disposal was too short de complete all the formalitles invelved in taking sdmi-
mion i an American University. He pleaded that & candicate had 1o take poc
admizgion teste such as “TOEFL" and “GMAT" without which adfmizsion are
impogsible noany American University. These tests are held three to four times
# year and the Nirst avadable fest would e held in Movernber 1983, and as such,
it was unfair to expect @ candidate to aranpe admission in a Forcizn wmiversity
under thes circumstanzes, The complainant kept on writing for relaxaticn in the

tast date but the agency did not respond. and (herefors e approachad me for inger-
Yention.

3, It being an mportant issue, | spoke to the Secretary, Ministry of Edu.
eation and eriphasiced on him that the fime spen ai the isposal of the candidate
wits ton mort e gomplete all presadmission forrmalities. This telephaoriz convr.
sition was followed uz by apency. The agency reacted promptly and extendec the
period for svalling scholarship for one vear, It was, ndesd, very sealistic 2nd
anjeclive response o a legitimate and grnuing prisvance of the complainant. 1
appreecigded the action taken by the Bducaton Secretary in the maerte:s. He, [ am
aure, by bis example will inclucate the same Sparet in othe mneoibers of his 2w,

ESTABLISHMENT BDIVISION

Clase No, Rep [A1150/85 fegtlention of ¥ P80, v denial
of empiliymaond,

The campliinant, = cndidaie who Had appeared in the Spesial Corn -
titve: Examination, held in 19832 alleged that be was denied RUVELRIMEDL simplon.
ment diee o instiention and delay on the pirt af the Fedzezl Prblic Sorvics Comeni.
ssion (F.P.S.C.) In matter of corrsetion of his doznigile,

2 The complainant stated that in 1982 the FPS.C, condicted 2 Sperial
Comperitive Examinatios for recruiting offlcers to posts in BP.S, 17 under the
Federal Governiment. The complainant euty qualified the Examination but was not
allocated Bny service on account of insction of the FPS.C. o CaArTy OUL carrection
of his domicile, According to him st the time of submitting the Examination
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Forms, owing 10 8 muunderstanding, be mentioned 'Sind (Urban)' as his odmilclle.
This arror stemrmad from the facr that be helenged to Hyderahad Dhstrler, some
parts of which are treated urban while others are categorised 22 rural, He thought
that the whals of the distrer fell In the category of "Sind {Tiban)', This, howeswer,
was nol the case as the notice of tha FPA.C., Invitlng appllcations Tor the Examini-
theon bad stated ther Snd (Urban) refecred oaly o the city areas of Karachi,
Hyderabad and Sukkur, Alter be dispovered hiz mizlake, he seot two applications to
the FPS.C, for petting this mistake rectificd. In the meantime the Govemment
finalised the selection on the hasls of recornmendations of the FPSC and aent offers
of appointment to the smccesiul candidates. The complainant, howewer, was not
offered any appointment, This |].E|:1:rj'.lu.l,i_u1'. uf rights aozurred despite the fact that
he had approached the FPRC to make comections in his domicile in Aupust, 1923
while the decigion to offer appointments to ol the successful candidates, from Sind
(Fural) was taken in mid-October, 1983, The complainant sent another application
to FPSC on 15-10-1983 but did not abtain redressal of his grievance.

3, [ entertained the petition abd called wpon the agency 1o meet the alleg.
tions containgd in the compluint, In the comments the agency siated that the
complainant had claimed his own and his fathers domicile as “Sind (Urban)’, The
Final Besults of the Spevial Competitive Examination, 1982 were announced
through o Press Mote on the 30th December, 1932, o this Press Note the demicile
of the complainant was shown 28 "Sind (Urbany. He. however, did not make any
réquest for the change of the domicile, The FPS.C. admitted that long befom the
anpoengemnent of the result, the comected position of the domicils of the compla-
inant had come Lo the notize 21 the time of Viva Voos Test, s domicibe was duly
corcected in his Application Form and Assessment Form es "Sind (Hural)”. The
apency farther admitied:

“HBy a clesdcal migtake the correction af the domicile was not cucried
aut e che individuzl Besult Card and Besult Stdement which was sub-
sequently prepared for final esltfallocation, mainly hecause it was not
thought at that time thar so many extsa posts for Sind {(Rural) would be
piven over and abows their stipulated quora™,

4, The FP.EL. tried to justify its action on the grounds ther the fisst reguest
of the candidate to change his domicile trom *Sind (Urban)’ to "Sind {Rueeal) was
recelved om 13-B-1983 ie. after the announcement of the result of the Special Coin-

petitive Exarnination, Thiz contention 35 not, however, valid for the reasons as
observed abowe, that the error of the complainant Aad come to the notice of the
Commisgion at the tine of Wisa YVoca Test. Bven the principle of estoppal in these
circumetances ceuld not operate. Inaction of the Commission constituted a case
of mal-adninistration, Further, the FPSC did not care to nfoom the candidate of

this correction on the ples that this fact would ned affect his position in any way.
Simllarly hie aubsequent requests, dated the [2th October, 1983 and the 2&th
Owtaber, 1983 also remained wnettended.

5. Ap correction was not carried out In the Result Statement, it r=sulied in
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depriving the candidate from getting employment on the basls of his performance
in the Competitive Examinetion.

f. As @ result of my intervention the FPSO. comected the mistaks,
regretted the lapee committed and referred the matter to the Establishment Division
for creation of an additional vacaney so that the complalnand might be adjusted
and obtain his Aghtful placs on the basis of his Spechal Competitive Examination,
1982,

The FP.3L, ordered an inguiny to fix responsibility for lapses commitees
this case,

s

E. The Government of Pakistan created a special post in the Information
Group and crdered the complainant's appeintment against that, | am appreciiive
of the decision of the Govemnemin which, roallsing that injustice has been caused to
the complainant through the maladministeation of one of s dgencies, rectified it
by taking pogltive steps.

FOREIGN AFFAIRS DIVISION

Cmse No. Eeg, 7/1419/83 Requeet for with-holding Paymenit of Death
Compersation ta (Negal Heir,

The complainant, father of the deceassd Insayutullal, sent a complaint
to this Secrefariat alleping thersin thar his son died in car mishap In Tubuk, Baudi
Arabis on 58-1981. A death compensation amounting to SR 27 000/ (Rupees
89.370¢-) had besn remitted by the Entassy of Pakdstan, Jeddah to the Foreign
Office at Ialamabad in Apetl, 1952 Unfortunately, the name ofthe deceased wes
errcmegusly wiitten a3 Amanullah instead of Inayatullsh and the name of the
District wee writien as Masdan instezd of Kohat. According to him the case was
takem up with the Embassy of Pakistan at Jeddah thiough the Ohveeseas Pakistanis
Foundation, Islarmabad, for correction of the name and district of the deceased ., It
Wiy stated that a lengthy correspondence between the two ggencles had taken
place and now the Jeddah Office had clabfied the entire position. In the
meanwhile, a0 illegal person had miccesdad through clandestine mothods in getting
a cheque Jsued from the Forsign Office, [damabad, cluiming himsell as the elgal
beir of the deceased. The complainant lerther contended that he was the rightful
legal helr a5 per swecession certificate issued by -Senior Civil Tudge, Kohat., and
prayed that till che issue is clarified ance again from the Forelgn Office, [damabad,
Payment to the diegal heir, which was to be made through the Dreputy Commis-
sionor, Mardan may be with-held,

2 I entertained this petiticn and the Minkiry of Farelgn Aftairs was request-
ed o submit a repost in the matter, The apency slated that in avcordanee with the
records available with the Ministry there were twe distinet persons Inayetullah and
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Amanullah und the heirs of both the deseased were entitied to death compensation.
The Ministry had received dwo sums of SR, Z7000/- (Rupees 89370/} and
SE. 1277350 (Rupess 48,419.15) for pavment in this behailf, It was stated that
sunction for the payment of the amount to the successors of the deceased Inavat-
ullah has alesady been issued, Howswer, the amount could not be paid s ils
disposal was subject to 3 dispute. The agency further stated that the matter had
bepn referred fo the Embassy of Pakiston Jeddah for clorification and payment
would be mads to the heir of the decessed on receipt of reply from the apency.

3. The agency later informed me that they had received an intimation trom
the Embawy of Pakistan a0 Jeddah stating that the issus hed been clarified ond that
payment may be made to the complainant. The agency consequently issued
necessary sanction i this regard and the complainant was duly informed about it.

4 Ax g oresalt ob my miemvention the tzeple was resalved and the erievance of
il gomplainunt redressed

FINAMNCE DIVISION

Coge N Reg di/T165:83 fieturn of Falonee afier Paymeanr
of Dtilitien Rills,

| received @ comalam: that it was o general practice that the bank otficials,
assigned Lo andle wtilities Bills, did not pay back the exact balance after {he mozipt
af payment for such Rills. The bank offcizls sought to justlfy this om the plea of
nog-ayailabilicy of requisiee changs. Al the amount which was suppossd to be re-
twrned sothe consumer was being, thes, poskelad By the bank officials,

2 | znieriained this complaing and weok up the issuc with the Banking
Coeneil, Emphasis wis laid onothe poin thar the conduct of @ public Inseifution
should be g examplary one. The banking Couned, after due consideration and deli-

eraticn wich the utidity orppnizaticns, tock the following steps to correst  the
situation;

{E} Arcangements were mads for adequate suppsly of small coing Lo Lhe
bl clerks Assurance was grven thatl IF any ermployes was Towed
respengible for refuging return of change he woeuld be dealt with
severely and

(i the Banking Coundl approached sach utlity orsardzadions as Karachi
Flzctrig Supply Corporation, who agresc to bill the clients in round
tupses, The TET Department was lecking into the progposition. [t
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further assuszd |hat matier wonld be taken up with 5w Northemn
Gas Pipelines Lud., WAPDA etc: with the request that they should
ke oot their bills rounde] off to the neares rupes,

3, Thus, a5 a result of my intervention fruitful results hive hoer achisywed
and & wrong practice has been remedicd,
“Also see case Mo, Rep IV 566/63 relating 1o WAPD A

Cose Mo, Hep Ii/25:/83 Deley in Mavment of Fiesd Instaiment
of Houge Bwilding Tooar,

Ihe complainant, 2 horrower of house bulding Loan, alleged delay of more
than 2 years in the payment of first instalment cheque of Ry, 20,0000 It was
atated that the complainant’s loan application for Rs, GO.000/ for conatnaction of
the house wis accepted in 1981, by the House Building Finanee Carporution
{HBFC), but no release of loan amoun| was made.

Z. The HBEFC was asked to meet the allegation of celny in payment of fest
instalment cheque. In their comments, the apency stated (hat the complainant had
not raised the plinth of his house, which was o pre-condition for the release of first
instalsent. The tine limit for raising the plinth was twice sxtended upto 3 1t May,
1982 and thea upte 30th September, 1952, As 3 special case the complainant was
glven ancther exfension for completing the post-sanction foonalities by 300k
Seplember, 1983, The complainant comgtleted the plinth as per site ingpaction
report of August, 1983 and the HBFC had delivesad the finst lstalment of checpue
of Rs. 20,000 in September, 1983,

35 I decided not to gointo the counter allegations of non-completion of pos
sanction formalities by the complainant, which was stteibuted gs the ciuse of delay
mn the payment of first instalment of house uilding Joan, The reply of the agency
wae, therstorz, acepeled, as the complainant was afforded relief in (he form of

payment of first instalinent of the honse huilding loan of Rs. 20 000/

Case No. Reg [1:44/83 Delay (4 poyment of Loak [helalment
ard Allegetion of Corruplion.

The complainant had applied for House Building Lean For construction of
his house 2t Sargedha, He alleped that Bs. 1000/ was extoried as ill=gal gratificy
tion by o head clerk of the House Building Finsnce Corporation, Sareodia, for
diarizsing his - Ioan application. Further, the clesk demanded addirional s, 2000 -
for payement of first instalment cheque, atter the acceptance of Loan agplication hy
the HEB.FC, The complainant refused to pay the amount with the resalt thal he
was not paid the st instalment cheque of Ra. 18 0007

wy



FINANCE DIVISION: — conrd,

L8 The Apency was osked 1o meet the allegations of correption and delay in
pryment of first instalment cheque, within o period of 30 days, The HLBAFLC.,
Kaarachi in their initial report submitted that an investipution had been initiated by
one of the senior afficera of the Corporetion, on receipt of referznee from my
office, [n the meanwhilz the hezd cleck had been tramefzered from the Sarpodie
Branch of the HBEFLC, The Apsney mbsoquently informed that firae insealmient
chegue of Bs 18,000/ luad been delivered ro the complainant. Delzy in the delivery
of cheque, acconling Lo the Apency, was due o nopcompliance of post-sanction
formalities b ihe -:_:||:-r|'|'.-|:|.ir|:_|.||l. 3;|E~c:i [‘u.!:ﬂ"_'.-'I the J-:'Elrrua|i1._'.- ol the ."l.m:'gl:u:nErll Deead
which wis reguired (o be repistered by the complainant before the Sub-Fegstrar,
Sarpodhsz had not besn Dalfilled, j

3. The Agency zlso intimated that initial enquiry conducted by them had
heon Mnalised and as a conssquence the head cleck had been charpe sheeted and
phaced unda suspension.

4, After examining the seply, 2nd being @sfied of the actlon taken by the
Huuge Bailding Finanee Corparatlon, 1 did not consider L appropinaie to puisue the
mutter further, and decided o close 1the CEsE, hecapsa ihe cimmp it leas bean
paicd the first instadment cheque of B, 18 000/ and the clerk, who had demanded
illegal pratificabivm blad alza been suspended and was belng procesded against by ke
AgEney,

Case Moo Neg IiGTme Vietimugation by (ke officiela of
fhae dnceme Tox Deparimenl,

The complainant alleged that the decision of the Cenisel Hoard of
Bevenue (CHRY in regard to tax payable by hon weas achitrary ancd illegal, 11 was
sraced that the i.'.ﬁmpl:ri.'l:ull had hesn victirvsed because of 'FIEHEIHIII:I Enmily with
certain officials of the hicome Tax Deparlment as 2 consegquence of ‘which Fiis
incom fax Hahility bad been oxcessively asesad, 10 was alse allesad thal assews
ments for the year 197280 had bean seopened with malatide intentions. The
complainast praved Tor my Infervention as e Bad beencdenied reliel Tronm alancse
all echelong of the Inceme Tax Degaciment inclucing the Comnmissioner Incame
Tax znd Member [ncome Tax , CBE.

2. In response to my letter calling for the comments of the agency, it was
slated Uit the resssessmenls '|:-.':'I:|rni1|g.=: fer the wears 197280 were in accordance
witls law. Theawe had been made after due consideration and senating of the pom-
plainan:’™s caze by the conocied Income Tax Cifieer, when L ranspired thar the
complainani hed mdulped in cvasion of taxes and had defrauded the Gowern-
ment to the tune of crores of rupees and had zequired owoveakle, inunavezble
urtan zs well a5 miral propecties throuph unknewn and wnproved sources. An appeal
of the complainant against the impugred asscssment order was pending before the
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Commissioner of Income Tax (Appeal), The apency contendad thut since 1the case
was pending befose the Commisioner Appenls, the matter being subjudice, was
outside the operaticnal jurisdiction of the Walagi Mohtasih.

3; I cxamined the report of the agency and soncluded that before a PETSON
o1 persone can he sid to con titute a eowrt, the fellewing conditions musi he
satisfied: -

“l. That such persons are srtrusted with judicial functions ie. of decid-
ing, litipated questions sceording o law;

2, That they derive their powers to decide sech guestions from the
State;

3. That they exercise the judicial powers of the Stae;

4. That thers i 2 plaintifl who complaies to such persons of an injury
e,

@, That there iz a defendant who i called vpon by guch persons 1o
make satisfaction lor the infuoy doae;

. That they are cmpowersd to pronownce 3 definitive sudgement
whizh is binding 2nd autkortacive

7. Thal smich persona ae appointed by the Government and shosld
receive payments for their services exclusively ot of Goveromseot
funds and they should oot be lishle 1o removal by any mathomy
atbuer than Ciowarmment,”

4, Kecping in view this fact, | congluded that the Commissioner Incomé
Tax (Apzeals) may =t the mos: be regarded to ke a quasijudicizl body or persona
dasignata but certainly ned g “'court’™ within the connotation of the terms as
used in paragrazh (2] of proviso to clanze (1) of Amicle 10 of PO, 1 of 1083,

» The Comunissiomer Inceme Tax {Appeals) Being a fenctionary of the
Central Board of Revense md i that capacity deciding matiers relating Lo
asessment of income tax znd thus acting in 2 way as judge in his owr cause, was
not eibracid by the connotation of the term “court’ in the lapl sense.

&, The Commissionzs Ineome Tax (Apseals) did not exerclse judicial powers
but was funclioning as an administrative ¢ribunal reviswing the delemninations of
the subendinate Incone Tax authorities. Thus, admittedly, he was not o judicial
guthurity It a persor @ perlorming admiaictrative duties. in respect of which it i
fecessiry to Bring to bear o judicial mind that is a mind to determine what & faic
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and just in respeet of matters under consideration, he doos aot becoms 2 court,
it anly establishes that such a body is fallowing a stundard of conduce, and is free
from bhizs or interest. & mphl of appeal e itself doss not sstablish the vesting
of judicial power in the Commissioner Income Tax (Apprals).

r MNewerthaless [ decided not i exerclie my discretion in matters which ware
pending before appeliate outhorities for the reason that i would be appropriate
that such apprals should by decided by the agency first before the complainarnis
pesont 1o me. 1, therefore, rejected the cose and informed the complainant acotrd
nely.

Cure No, Beg-il 166789 Deloy in the Release of Loan

The owner of 2 weaving factory fled o complaing that he was sanctioned
a loan of Red 05 000/ by the Industrial Development Bank of Pakistan (TRRF) bt
till date the first instaiment had not been paid, He hod offered a surely Lo the Bank
which was assessed at Fs, 5 00000 bue the agency revised its valuatlon amd re-
asacsaed it at Bs. 200000, Do reeciving this information, he furnished surety
which was accepted by the Baok ul payment of the loan was refused on the
pround that the compladnant had chaiged his business stztus from sole propsetor-
ship o partnership. e was zsked o dissolve the partnership and he imnediately
complizd with this gemand. The compliinant praved that the TDBEP aothorilies
o disceted o release the loan as all the formaliti=s megquired under rujes hasd been
filfilied.
T I called upon the ageney to farpish their comments in this behall, The
pgency io their seport stated that o loan of Bs. £ 03 000/- was sanctioned in (he
namme ol the complatiant as he was the sole sroprictor of the weasing factory. In
gocondance with the tenus of the agreeseat, the comglainant was o fusesh a
gurety acceptusie do the Hank, 10 owas contended that the commplainant firt
proposed o sersty which was assessed at Rs, 3 00,0000 smd hencs was regected by
the Bank. The complainant then proposed another serety which was accapted by
the Bank, and the surety bomd was send for the complainant’s sigrature which
had, tifl dzte. not been retummed. Thos an imporang condition Tor sancticoning
of foan hod et to 2e fulfilled, | was Tucther infocned by the agency that this loam
had been szpotioned to the complainant as  sole propretor bul he bl viclated
the terms of the condition and formed & perinemship, Howeswer, when the complzi-
nant was confronted with the vemsion of the agency he stated that this partrership
had es=n esiablished through malalfide intentioms and 2 fraod bad besn sononicted
am b, He conterded that he had now dissalved this pertrerzhip and was the sole
preprletor. The Banking suthoritics referred the mateer to theic Legal Adviser who
pave iz cpinion that since thers was o matedal dispute between the Som-
plainant and his pariners, the solution did oot lie inthe wnilateczl dissolotion of
parinership by the compladnant. Instead, a declaration foom the Cowrt should be
nbialned 1o that gffect.
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3, 1 examincd the report of the agency ot lenpth and afeer having gone
through the additional evidence produced by the complainant, | came to the con-
clusion that there was no element of maladministration on the peart of the agency.
The IDEF could not relzase the sanctioned loan in favour of the complainant until
ihe legal Tummalities bad been completed. T, therefors, sejocted the complaint and

informed the complamant sccorsdingly

Cise Now Hep [T/ 8522 Delay in Paymen! of Dills,

A retired Deputy Superintendeat, Customs, addressed a complaint to my
office alleying therein that the Collector, Central Exeise and Land Custoins, Cuetta
had withheld payment of his two bills ane amounting to Bs. 268170 on account of
POL amd the othes to B3, 705 25 on account of repadr of a wehicle. The bills had
mpariedly been ssnctionsd and encashed by the Superintendent, Customs
(Freventive), Queotts, The isue was pending sncs June 1980 despite the fact that
& nummier of reminders had been ismued in this regard,

' | entertained this complaint and took up the maiter with the concermad
Collecior of Customs.

3 The Coliector of Customs attributed the delay in the settlement of the
account 1o retrenchosent ol the claim by the A GF.R. (Sub Offiee), Queta, on the
pround thot whereas the claim related to the years T978-79 it was wibmirtsd o
thear For sanetion i Aupest, 1981, As per procedurs, the Customns Aothoritos
obtained 3 non-payment gertifiate from the Audit Office. The Collector,
tinally informcd me that payment had now Beea vaids 1o the complainani, Tha
Collector further mebmated thal Sirections had  been fsseed fo all the ofTces
working under the judsdiction of his Collectorste to ewsere that ne clabms should
I lelt pending,

4. The patition was disposed of having home Fruit.

Coge Na, Rep /28323 Hefasal bo pay interest on deloyed
paymesd of GF Fued,

The complainant, & reticed govermment officer, alleged that he had becn
denied interest on balance payment of G, Fund dues which had been paid to him
after six vears of his retirement. The complainant retired from sspdce on 160
December, 1975, and the cutstanding balanee of GP. Fund dues was paid to him
b Deceanber, 1882, but interest on this belated payment was allowed onfy wpre
Tune, 1976,
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& [ took up the matter with the Accountant General Pakistan Revenues,
Islamnabad, and directed hive 1o send 2 report in this case. In the reply, i was siaded
that the complainant eted (wom servce on 16021975, and finel payment
authomity of Bz 13642/ was msued e his favows, allowing interest wptll Jupe,
1974, Tha residual balance of s 48590 was howesar paed on 15001982 n which
muerest was allowed only wpto June 1976, under 3ot-Ruele 4 of Bule 14 of the
G P, Fund Bules.

3. The relevaint rule reads as Fallows:

"l ad dition to any amoewnt o be sald wnder Bule 29, 30 ar 31, interest
thercon upta the and ol the monilh :_||-|‘.'|.'E|ii:|13 thar in which the pavment
is made, shall be payable o the person o whom sech aosount is to be
paid,”

4, Tloes the vnly condition for resiricting, payTent of interest for & menths,
was that the subscriber himself gid not apply for payvment of GP. Fund within
& months frum the date when the amewnt became payable. In this case this provise
was nol altracted as the complainant applied for payment of GP. Fund dues, well
within six memths of his date of retirement.

g, The AGPR was, therefors, directed o re-examine the case and inform this
office o the resulls,

f. The AGPR after serutinising the cam reported 1o me that he fully agreed
to my interpretation and had ordered for the release of intercst uptil October,
1982, The comploiman| was secordingly paid an additional amount of Rs.5111/-
on aceount of interest on the residuzl balance of Rs 485%/-,

7 Mue te my interventiun, the injustice meted out 1o the complainant on
accosnt of mal-administration by the agency, was reatified, | need not over-
emphusise 1he noed for greater gare on the part of the AGPE 1o prevant causing
hardsiip to the government emplovess by mis-Aoterpreting the reles,

Case Mo, Heg 10364788 Delzy in payment of enharced pensismn

af employess of Frontier Constabulzry,

The cemplatzant, an ex-cmployes of Frontier Constabuelary, complabined
to e that the enhancoment in the rate of pengicn annowsncsd by the Goveon-
ment o 1,21977 had oot been piven effeet by the Deputy Accountant Ceneral,
Pukistan Beovonues, Sub-0tce, Peshawar in his case. [ wos alleged that despiee
having approached the Ministry of Interior, the CMLA Secretariat and all con-
cerned authonties in this cepard no relied had been provided,
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x, [ examined this complams and came o the conclusion that this parti-
cular case came within my pumview = the same involved 5 guestion of delay_Con-
seruently , | asked the Ministry of Interios, under whorm the Frontier Corps, NWEP,
falls, 1o Turmish o delailed rapogt.

3. The Ministry of Interior, in theic comenents. stated that the Depaty
Accountant General, Peshawar was pursiing the cass for an carly sanction of
the adiditional stall regquinsd by him for the revision of pensions. The Intericr
Ministry further stated that the Deputy Azcountant General, Peshawar, would issus
the revised pansion payment orders on the sanction of additional staff, Conse-
quentiy, the delay o revigion of pension was atirboted to the paocity of staf
avaslable with the Deputy Accountant General, Peshawar and the approval of
the Finance Division wat sought for providing additional statf, 1 found it really
unfortenate thal the persioners had been lef] exposed 1o the inflationary pressures
ad made oo zuffer an the plea of shaodage of saff. The object of the Government
to amelicrate tha plight of the pensoners was being defauted. 1 cherefore, decided
i write Lo the Ministry of Finanee for o comprehensive report in this behalf
ernphasising that | was anxious to emadicate the evil of delay which had marred the
elficiency of the séminisirutive machinery and which was the mazin oot cause of
by BRI NGes,

4, The Pinance Division promptly intdmated that they had ssued instructions
for the Deputy Accouniant General, Peshawar to withdrzw staff from regalas work
amil put the=m on the revision of the pensions wosk. Meanwhile, i owas fuither stated
that they would immediately process the reference of additional acaff,

e A week later, the Ministry of Finance informed me thar the complainan
had been issued 2 resised pension poyment order.

LR Meanwhile, 1 receved another petition Troon the susne petitionsr praying
that similar acticn may be taken in eespoct of other rethed personnel of e
Fromtier Corps, NWEFP. Peshawar. Ths matter was agsin taken wp and the
Ministry of Finance reported back:

“The AGFE Sub-Otice, Peshawar has taken up the work of mevision of
penaion with increased stafl and hope to complete i1 by 21st May, 984,
Likewize the 4300 coses of revision of pensicn pertzining to Frootier
Constabulary, Baluchistan, will alse be completed by ther daie by addi-
tional swalf steength.™

I [ am happy 1o repoct redressal ol grievanes in this cass. 1 look torward 1o
sezing @ orepect abouoi the successtul completion of revision of pensions in the
forthooming yesr.
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Coae Mo, Rep W/A258553 Delay in Settlement af Tes,

The complainant stated that his deccased father, an  Ex-Deputy
Buperintendent, Customs, setired from semvice In 1979 and wit simctioned pension
whizh he received el Apedl, 1982 He expired in Jane, 1982 boi before his death
he was sanctioned 2 custom clearing agency al Islamabad Airport for which he had
deposited security medgy of Bs3000Y., The ageocy was cancelled after the
death of complamant's futher, The complainant approached the Customs autho-
rities for the transfer of the sgency in his name but his request was rejected, The
complainant further allegsd that the TA/DA cloim of his fathar was not bealng
paid and the imsuwe of payment of office rent, duc fo his father, was nob being
finalized.

2. | eptertained this -:-:umpla.int and the commments of 1he Central Board of
Bevenue {CBR) were called. The CBR stated that the cequest of complaimani for
trunster af the clearing apency was turned down because the Licencing Hoard, alier
interviewing him, found thet he lacked knowledpe of Custom laws and procedures,

3. The agency further mibmitied that the issue of payment of office oot
could pot e fnalized because the complaimmt had failed to produce the Certifi-
cates of Mon-availability of Accommodation and Renl Beazonablensss from PW D
whidzh were a pre-reguigite for the payment oF office r2n,

4. Az :I'I::E,EJ'D-E- T.ﬁ.,"D'ﬁ -:la.im, all the elabing subanipied fo the H o T o
remitted to the complzinane’s father on 1OE 1951, Regarding the paymeni of
security reoney the same was not paid back for want of & wecession certilicate,
5. The complainant was coafronled with the seply of the CBE. He contended
that he way never called by the Customs Department for interview. He fusther
pointed out the  succcssion cortificeie was not required for refund of sEeurily
deposit @ his mother was nominated by his father dudng his life time. He also
contested the stand taken by the CBR regarding the payment of TA/DA claim.

. In order fo resolve the difforence in the positions taken by the complai-
munt and the Customs Department, sunmmons were ismued to both the :um-:«s
Ihe Dlepartmental representative and the complainant artended my office, They
ware gonfronted with each other, and after decussing the case in dewil and
examining the record of the Customs Department and also the documents prochuged
by the cormplainant the following agreerment was cffectuated batween the partias:

(1) I owas decided that the complainant should be pranted another inter-
vew. O liis recuesst the 29h of Tanuary, 1984 was flxed as the dats
of interview |

(i) As regarde the secomd imur ic. the release of scourity mney
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deposited For the clearing agency sanctioned in hig father's nome.
ginge the petitionsr had nominated his mother, it was agreed that the
securily maoney could be released in favour of the complainant’s
mother on fustizhing the requisite documents;

(ili} Regarding nonpayment of office rent the complainant could not
provide any proof that certificates of nom<wvailability of Governmenl
accommadation and of reasonsbility of rent were furnished to the
Custonns Department, The complainant agreed 1o obtain 2nd furnish
ihe cartificaies sa that the payment of dues could be made;

(v} Az regads the allegption of AT/DA claim for July, 1976 1o
February 1977, the same was not pressed.

(vl With repect ta the payment of TA clim for attending Court on
1410980 and 23.1.1940, the complainant apresd to flle 2 fresh
claim inn thig repard with the Collector, Centrul Excise and Land
Castons, Poshawar,

7. Waving hrone fruit, the complaint was disposed of.
Cose Mo, Reg 11/457/83 Befussl to Recogrize the Instiiute of
Certified Publie Avcowndonis

The complainant, a student of the defunct Institute  of Certified Pablic
Accountants, complained that the qualifications he had obtained from the ICTA
were not being recognised by the Institule of Chartered Accountants of Pakistan.

3 The complaint was referred o the Chairman, Corporate Law Authority, in
lils capscity as President of the Institule of Chartered Accountant of Pakisian,
for a report.

3 In its teply, the Agency stated thai the ICTPA was given a piovisional
registration by the’Sind Board of Technical Education, and the said registration
regranied operative only for the year 1978, The Law Division, while giving advice
on the maiter, had stated thar the Concurrent Legisbutive List includes cosrieulun,
syllabus, plinning, poliey, centres of excellencs and standards of education. In
accordance with Article 142 clause {c) of the Constitucion the Provincial Asszimbly
and  Parliarment botl have power to make laws with respsel fo maltess in the
Congwerent Leglslative List, but since two Federal epactments already exizied ic.
Chartered Accountant Ordinance 1961 and Cost and Management Accountant Act,
966, which contained provisions regardmg competence of persons entitled to be
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membes ol | I ¢ lnstiteies of -‘IlL‘CI'IIJrI-',:J muy, the Fi avineinl enactmen I% | i any, had (]
glve wily to the Fedoral enactment already exsting on the subject,

4. The exeputive authority of a Province under Article 148 of the Constitu-
uon, b was sabmitted, cancot exiend 10 a feld o which the Federzl Guvernment
hag already stepped in and 1he executive authodty of a Province shall have 1o he
exervised 50 25 10 secure vompliance of the Fedesal Laws which apply in the
Prosvinee.

5, Accondingly, the provisional rscognition zcconded by the Siad Board of
Technical Edusation to the ICPA was withdiawn, Dering the currensy of the
provisiomal recognition is., the pedod from 21.1.097K to 300120978 the Sind
Board of Technical Education did not award any iploma or cemidieie, ner did i
issue any endomsenent,

fi, In wiew of the very clenr provision of fw gs 1o the supermacy of the
Federal snactment on the subject, and also a statement of fact that ne diploma o
cerlificate was issued during the period in which Lhe provisional recognition
remained operative, I did nod (ind ony clement of maladmingiration in the
complaint, which was accordingly rejecied.

Cose No, feg /611088 Discrimination in Entitlement for
Crram & of Lisan,

The complamant, a student of dth year Architecture, National Cuollegs
of Arts, Lahore stated thet the Pakistan Banking Council had tnstitated o scheme
to give loan (Qarz<dlasanah) to the deserving students of Medical anid Enginsering
Institutions. Although the Matiomal College of Arts was basically un Arts College,
it had courses in the architactural enginsering. The Department of Aschitecture
feational Collepe of Aris had i Gict the same cowrses with the same duration s was
being mun by the Universities of Enginescng. Tts diploma was equivalent to BSc
Architecture az approved by the University Grants Commission. Dazepite: all thess
factors decision of the Fukistan Banking Councll was to extend facility of Joan te
the doscrving students of medical and engineering institetions and denving It o
the students of Department of Architeetre, National College of Arte, Lahore,

2 As the policy of Pakistan Bankinp Collepe appesred discriminatory and
inecuitable the complaint waz enteriained and the Pakitan Bunking Council
asked to meet these allzpations.

3, The agency conducted an enguiry shrough ats Qorze-Hasanah Sceraiarl,
Habiby Bank Office at Lahore. The enguiry revealed ther students pursuing dive
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years diplome courss i Architecture at National College of Arez, Lihore were
entitled to be treated at par with engintering students provided they fulfilled the
criteria specified under the scheme,

4, The apency, thereaftes changed ity policy and declared the students of
Diploma Course i Architecoure 2t the Mational Collepe of Ards. Lahote eligible
for Qluree-Hazanal,

& | was happy to note thal as o result of o reference from oy office the
Pakistan Banking Coungil reviewed its policy and relief was provided to a large
mernber of needy students.

Cage Mo, Reg, 177853 Appeal for Vocalion of House Hired by Ihe UBE

The complainant, & Pakistani residing in UK., stated that the Ulndded
Bank Ltd. had not vacated his howse althiough he had glven o notice to this effect 7
months in advance. The compluinant's house in Karachi was his vnly propesty in
Fakistan, and he had informed the Bank of his intenlion to eettle down in Karachi
in Jamuary, 1984, Despite his repeated requosis the Bank suthordties had not
uoceeded to his requests.

2 1 entertained this complaint and took up the ixue with the TIB.L. The
Bunk nformed me that the premises were taken on lease fora period of three years
vide an agreement of August, 1981, The Bank also paid advance rent for fwe years
amounting to Bs. 72000/~ Only after two months of it poisession, the agengy
started receiving complaints from the wife of the complainant to vacate (he
premises, The complainant even approached the CMLA Becretarkat, the Consulate
of Pakistan, London Pakistan Banking Council and the Memiber of Parliament
{House of Commen), London, The Bank contended thar nejther the complainant
was in need of house for peesonal use nor was he justified in asking for its vacation
n vlew of the following;-

i} Tewnedistely after signing the Lease Agreement, the complainant
gtarted azking for vacation of the premises but if he had gEmuinly
oceded the sccommodation there was no reasen why he should have
signed he Lease Agreement in the first place.

fi)  Hehad taken two years' advancs rent mmediately after signing the
lease agreement which was wsed for completion of his Ingormplete
first floor portian.

ili) The firsl floor of the premises was ilready in his posessicn.
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3. The ageoey howsver, stuled thol while jpnoring the lepal aspecis it had
advised the officer in pccupation of the house to make alternats arranpgements as
8000 25 possible o that the house could be vacsied,

4. I cxammined the case and concluded that these was no element of malad-
munistration on the'part of the agency . Hence the complaing  was rejected,

Care No, Reg. T74/8% Vesation of Houre Hired by a
Gowerament Agerey,

The complanant, land-lord of the beilding hired by the Central Excise and
Land Customs Department. Karachl, alleged that he was nelther heing paid the
cutstending reni, nor was his premises being vicated after the expiry of agresd
period of tonancy on 306 1563,

2. The complainant stated that the Supednteisdent, Central Excise and Land
Custom, (CE&LC), Karachi avquired tenancy of his building on monthly rent of Rs.
1500/ by agreement dated 27.7-80. After the expiry of the stipulated period the
tenancy was extended for a further pericd of two y2ars from 1-2-81 to 30-45-83.
The compluinant pave a aclice 1o the apency for vacating the premises, as the
bullding was required for the personal use of the cormplainant’s son. Although
the Collector, (CELLC) had issued directions to the Superintendent to vacate the
premises, the officer had, in total disrepard of these directions, neither vacated the
bullding nor paid the rent. Tt was pointed ou: that g aliernate sccommodation
Wit also arranped to the satisfaction of the acéupying officer but he had declined
to vacile the promisss. The complainant, thesefore requested me to intervene for
the Imediate payment of his dues and the vacation of lis premises.

3. Az, prima facie, there was an element of mal-administzation, 1 decided to
catertam the complaint. The sgepcy was asked to Rimish comments on the
aforesand aliegations.

3. Az, prima facle, there was an elemnent of mal-administration, I declded 1o

entertain the conplaint. The sgency was asked to furnish comments on the
aforesaid allegations,

4, The agency reported that the bullding in queation was being used for the
office of the Superintendent, (CERLC) Karschi in accordance with the tenancy
agreement executed with the complainant. It was admitted tha: the owner had
servel & molice requesting the vacation of the premises for personal we and in
pursuancs 1o il aclion was initiated by the Collectar of Customs for locating a
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suitable alterrate accommodation, In fact, the Superientendent did locate 3
building but it owner Inter, refised to rent it out. Effosts were being made to find &
mitable altearmate wccommedation =t the eardiest. However, it was contended that as
the office of the Superintendent, (CE&LC) was engaged in public dealing and the
vacation of the premisss without a guilahle ~ alternate sccormmodation was not i
the larger public ineterest. The Agency assired that efforts to find an alternate
accommodation had been intnsified and the beilding would be vacated as scon as
an alternate suitable pecommodation was fognd,

iy Regarding the puyment of the outstanding dues the Customs autheorities
stated that they had sanctioned the gxme,

. After examining the report of the ugeney 1 eoncloded that, being a public
office, it was difficult for the Costons [epartreent to vacate the premises without
finding a suitakle alternate seecmmodation, In the broader setional interese the
complainant was asked to extend nipcimum cooperation dll such time the agancy
WAk oA pesition to amange a suitable accominodation, The assurance of ihe
Dopartment satistied the complamant und he was tald that otherwise the relation.
ship betwesn the comglainanl gnd the Department being that of land-lord zmd
ot wis povernad by the Rend Bestriction  Ordinunce and would requite the
wljirelication of the competent authority under law,

e The compliinant was satisfied with my obserrations and hence this case
was closest .
o Mo, Heg IIFTRNAT Refusal lo poy Prize Money on Prize Bond,

The complainant contented that he purchased a 10 Rupees Prize Bond,
twenty days before the drap, which was hald on 15 21974, His bond was declare=d
winner of the first prize of Ra. 20,000/, but the State Bank of Pakistan refused to
piy the pmount of prize money an the plea that the bond had not been purchased
ane month pror to the diaw Df_!'.lﬁ.-:e:...

2 The complaint was enterfained and the apency submitted a report in the
matter. After & perussl of the report and the relevant males, it wos observed that
there was 0o mal-adiminiziration on the part of the apency because the rule of the
Prize Bond Rules 1971 prosided,

“In case of a bond which has besno sold after the 14th of the month
immediately preceading the month of draw, aid if il wins a prize. that
prize will not be awarded.™

3. Preforably the sle of Prze Bonds should have besn stopped at the
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counters of the State Bank of Pakislan/Mational Savings Centre after the 14th of
the month mmediately preceeding the month of drw, The Government absolved
lself of the lability of any sabe after the cut off date by clearly making such bonds
Ineligible for prize.

4, In view of the position explained a%ove, 1 did ant find any nalsidministra-
ticn i the case and rejecred it

Liese No_ Rep 11785582 Delay oy Depositing the Amount Rewiided
by an Cluersear Baltisiani

The complainant, an aceownt holder in the Hubib Bank Lid, stated that his
son remitted from Libya a swe of $ 2190 in 198 This amount was to be credited
o fis account, However, he alleged, thai {he amount had net been credited
although a perind of over two Y¥ears had passed, He had written o number of Ietters
to the concerned Bank authoritics but ail his efforts s proved futile.

2 As the sllegstion of inordinate delay was prima facez =stzblished, | enter-
tzined this complaint and the spency was called kpoa to meet the allegstion. In
their comments, the agency contended, that they had not received paymenl instrus-
tions of remittance from the remitting foreien bank in Libva. The matter was taken
up with the remitting Bank for duplicate payment instructions and inspite of repea-
ted reminders no pogitive remle 2auld be achizved.

. o On receiving a reference from my oifice, the Hank, whicl had received
the amount but not the credit advics from the reisbusement Bank, made the
pEyment uf the equivalenl amount of Rs, 28 9521 ta the complainant,

4. The Habib Bank justifizd delay oo the ground that it had ngt peceiverd
paynient instructions which were a pre-requisite for croditing money repatriated
from zbecad 1o the sccount of the bensfizia r¥ in Pakistzn, | found thiz ax plination,
to some extent justified, However I can not halg obscrving that vur hanks should
iy W evolve 3 more efiicient system and establish hetter rapport with the foreipm
banks. Thers shoulid be some hetter way of Mullowing up such cuses.

As the grisvance of the compliinant was redresed to his entire sitisfac-
ton the case was disposed of having beome freii.
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Lot No. freg, IT/RG488 Deday in the finclization of Pensien.

The complainant reported delay in finalization of pensicn and other duss
of his decepsed brother who tetived from the Govermmeni servics in 1970, The
pensloner was not sstisfied with the quantum of pession and the recavery of
certain amount shown agamst it [le therefeee field 5 suit in the High Count in
1570, The case was still pending before the Court when the peasicner breathed his
fast on 19-11-1974_ In 1981 the High Court paree s decision In fevour of deceased
pensioner. But despite a lot of offorts, the agenyy failed 1o complets the documents
of the carmplainant’s brother and pay the widow the cutstanding dues. Henee the
present ecmnplaimi

2 I took up the matter with the agerey who reported that finalization of
pengiun papers of the deceased were initiallv delayed as the case was subijudice for
eleven years {July 1970 to March 1981). The case had been subssquently delave,
because the record in respect of the pettioner was not available, On a reference
frum my office, the sgency reconstructed the pension papers in lght of the decision
of the High Court. Thess were sipned by the complainant and the A 43P K. issued
the pension paymeni order on 28-12-83 in favour of the widow of the deceased
povernment ssevanl, The apency 2lso stated that a Departmental ingeiny had been
initiated to foe responsibility for delay in the hindling of this case,

3 I am satisfied, as a result of my investipations a cwenty three years old
erievance has been redressed. However, the nesd for streamlining procedure so 23 o
prevent requrrence of such pricvances is indeed too obvious 1o soguidee any reiless
Lhanr oty artk.

[MEALTH DIVISION

Case Vo, Reg, 00450837 Irregulerities i the Appointmaent of
Hoase Surgaons dn LM O Karachi

Ihe complainant, 5 fresh medical graduate  alieged sericus irregularitios on
the part of Jinnah Postgraduate Medical Centre (JFM.C ) Karuchi in the appodint.
ment of House Swigeons. It was staved that 30 s=ats of House Surpeons reseeved Tor
the PFederzl quoia had been illegally allocatsd by the ageney to incompeteni
doctars o could bave never besn consicered an ‘open mesil', The complaipant,
though on the medt lst, was deprived of 2 seat of his choice in the ] PM.C.

2, 1 cotertzmed the petition and asked the ageney fo meet the allegatinns
contained in the compliint. In their comments, the apeney reposted that there
were 300 seats of Howse Surgeons under the Faederal quots in the ) P M.C. whizh
were meant for medical pradoates qualifying from variows Medical Colleges of
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Pakistan, except Sind Medical Collepe, (which had its wparate quoti), In June,
1983 the Federal Minleter for Health declarsd that 10 seats of House SUCERONS ot
of the 30 Faderzl seats would be resarved for appoiniment thiough the 1ezlth
Minsiry, This nwinber was later increased (o 12,

i The report of the apeney also indicated bl the house onhs in JPMLC,
wera being filled vp under a preseribed procedure, According to i1 department-wise
vacancies of Housz Jobs are amnounced periodically, as the need arises, in Lhe
“Dialy Order™ of JPM.C, copies of which are distributed i all units of the Igency.
The last date of 1eceipt of applications and dzte and time of the interview are also
indicated simultaneously. On iecelpl of applications a list of all candidites showing
the order of ment based an their MBES. rarks & drawn up and put up on the
itotice board. Betore the date of interviews objections or requests for correetiong
irom the candidotes, i any, are duly cansidered, On the day of intervicw, camslidates
are called in one by one in the order of mert to personslly appear before the Board
comprising the Director imd a variable member from the heads of Clinical Units of
JPME. The only purposy of the “lnlerview™ is to give the candidzre a clianee, Lo
cowoose the clindcal unitfspeciality for his appointment ot of those whees vacan cies
still exisz. The Bourd checks the credentials of the candidates and plwes s decision,
The “interview" itself docs not carry anv marks.

4. The complainant was slected a8 House Surgeon for the Department df
Surgery on Merit againgt Federal quota for six monihs and he worked a: o paidl
House Surgeon from 2000 L1982 1o 1951983, As the next sclection was tbalaved
the complinunt was allowed 1o continue to work as honorany House Swrgenn from
2LE0983 10 31,7 1083,

2. In luly-Avpust 1983 26 PFederal quota seats fell vacant. Ten scats were
tilled by candidates whese applicstions were recommnanded by the Federal Ministry
of Health, Two seats of Ministry's quota were not filled. The complainm
sttempted 1o siure Houwse Job in the Department of Medicine through the
recommenidation of the Health Division, but when he applied all seatz in the
Departinent of Medicine had been filled up. The complainant also met the Ditector
General Health, when he visiced JPMC.. and insisted that he should be puosted in
this particizlar Medical Unit, The DG, Health recommensled his case vesbally but
tald him that he should wait for o few moenths ol the job in the unit fell facant.
The remadsine 14 deats of Fedessl gueta were announced and filled or merit. The
complainant was apuin one of the applicants for these seats, This time e gave his
cheice of Medical Unit-VT (Chesl Medicine) and was sejected. He joined the
department uf his choice on | 81983 as paid House Plyvsician, The Ches: Medicine
Pepartment was never forcily “piven™ 1o the complainant. In the interdes the
enmplainant was called first of all the candidates and he had to chooss one of the
depariment out of these in which vacancies existed. He chose Chest Medicine
(Uit W,

&, The apency added that in Fedsral quota somé sents have heen resepved
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with dus conuderation for the medical graduete of under-developed aress who may
be well motivated to serve their region but do not have hiph maerks. This can hardly
be called misuse of powers.

T, After going through the report of the agency, 1 found no mal-admingstra-
tion on the part of the ageney, T concluded that nominaticns and ressrvations of
sitls had been made in accondance with mules, and hance | rejected the complaint.

Case M, Bep 2400087 Hat an e sole of Nazerdouws Drug,

In a lerter puhl.ish-:!d in the Colurmn “Leatiers o the Eﬂt[l.':u':", o Dawn
of 25th Aupust, 1983, the suzhan invited the atteotion fo the use of 3 harardous
deug and the clandestine mothods being employed by its manufacturers for its suls.
Tt was stated that clioquined whicl: was the peneric name of the diug was heing sold
tn the open market under diffesent brand numes, viz., Mexaform, Enlox, Dependal,
Enwevioform ete, The auther pointed out that clioguinel had caused acute
MyveleOptico Nearpathy (SMON) which wes s condition where continuous pain,
poralysiz, blindresm and even daath had occured in munseroes coses, 11 was conten-
ded thao as & result of msearch studies, chis medicine had been banned in 2 numher
of developed countries of the world, For undnown reasons (his drup was beinp
continucasly used i ome form or the other in Third World countries. particularly
Pabdstan, wher regulations governing the cfficacy of thess drugs were rudimentary
in mature.

I Taking cognizance of the matrer, a8 i invelved public interost at Jarpe, T
called upan the Federal Mingstry of Health to send a comprehensive repart 1o me.
This action wds initialed, i exercise of the powers vested in me, ynder Article
9 (1) of the Ooder, which enables me to take “suo moto™ cognisnce,

3. The ageney o thair report stated that the toxde effects of Clioguinol
brought cut in the letter were lhoroughly examined aind extensvely discussed by
the Registration Boarnd gonstituted under the Drugs Acl, 1976, Inspite of the fact
that no significant invidence of adverse effiects of this drug was reported by medical
practitinners in our country, it was de-reglstesad ln vigae of better substitutes which
are aviilable in the marker. T was further infurmed that the sale of the in proces
stocks has been allowed oalv upte Febroary, 1984,

4. On the face of it, when no significant incidents of advprse effects of (he
drag hud come inte Light, the decision 1o derepistar the drags soemed arhitrary and
unjustified. Accordingly, 1 ausrmoned the reprosentacive of the agency who
SI.IFlFllI.E'iJ the reports af World Healeh I::lrg&nﬁu_ul:ln and af the [ndian Governrment
cotfirming the withdrawal of cioguinolfisdochiorhydrosy-quinoling by several
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countrées, It was stated man in France the use of Clioguinol compound, previously
under preseription conteol, has now been placed under Schedule A of the Puisonous
Substances Regulations on the advice of the Technical Drug Monitoring
Commission. Therefore, prescriptions canmot be rfilled and pharmicists ioust
maintsin records of all sales, From the lapansse markets loo, the drig has besn
with:crawn, It has been confirmed that the use of Clioguimol is associated with
severe neurobogil sequelse, moreover, the efficacy of this drug bas nai been docu-
mented in controlled trials. 1t is now helng obssoved & g rule, that this drug should
never e used in the treatment of acute diarrhoea.

5, The representative of the agency further stated thar thatugh in Pakistan,
adverse effects of Clioguinal have not been brought to light, vet in view of the
reports of the World Health Organisation and other countries, it wis nezessary that
the use of this drug is banned and its stocks are removed from the market. B s
thus found necessary to de-reglster the drug.

& 1 isswesl directions to the agency chat it mast be ensured that all preafusts,
containing Clioquinol arwe withdrawn from the market and the sale of thewe flrups
is banned completely, trespective of any stocks with Chemists and Phrzpsts. 1
further directed that the decisicn to ban the sale of Clinquingl preduces, sheuld
alsor be given @ wide publicity.

Caxe Me, Beg, I 115083 Impartieg Troinig in " Hikmar'

The comglainunt. the President of the Alami Tehrik-o-Tih, Association,
felt apgricved by the Health Division for inattention to education in *Hikrnat"

2. The complaimant stated that the agenay had patronised the Unant system,

Homoepathic system and the Allopathic sysiem of medicine whereas no arrange-
ments were made for imparting training in Hikmat which wes the Islamiie Sy slem
of medicine. According te him the Unani, Avurvedic and Hemeegathic systems of
medicing bl their origin in the hily baoks of thei respective. réligions, while
Hikmat” had ifs sowree i the Holy Charzn. He alleped that there was an zssenlial
difference betwesn the nomenclatieres of “Hakim' and “Tabib’. The world ‘Hakirm'
is used for the [gamic system of rmedicine having its source in the Holy Ouran
while the word “Tabib' (& wed for the sysiom of medicines based on Unani and
Ayurevedic systen of madicloes, 1t was contended tha the Unani, Avurvedic ang
Homeeopathic Practitionsrs Act. 1963, did net ceter for the necds of the Hakim®,
He prayed that an Cedmance be promulpated and all the *Hakims' should e [egis-
lered, and thal the members of National Council of Tib ry e asked to desist
friien writing "Hukim® on their "Mutha’ {clinics).
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x e ! entertained the petition 2od calles upen the apency to submit 4 detailed
report in this reganl. The sgency reported that in order o remulate edecation and
research and to provide for the registration of indigenous svitom of medizines viz
Linani {Tibh or Hikmar, with whitever name it muy be calle £k, Homoeopatkic and
Ayurvedic systems of medicine, the Gevernment of Falslan had enacied the
Unani, Avurvedic snd Homeopathic Practitioners Act, 1945, This act is still undear
operation, On the ecommendation of the Mational Council of Tib, the Heaulth
Division: had so far rcognised e tzaching inatiutic os in Pakistan which were
wngarting ecucatlenfiraming to the students of Urani system of medicine. in
accordance with the svilabus approved Soth by the Sational Cowncil Tor Tib and
the [lealth Disision, On the duective of the Preside, arrangements buve been niade
for providine one Titbiz Collepe for bews 1 the proances of NWFP and
Haluchistan and une for pirls at Lahors, The sgency further reported that Federal
Shariat Coust had examined the Act of 1985 and cleared it, alter < etermining thar
e provision of this Act was repugmant 1o the injuctions of Islam, a5 laid down in
Holy Curan and Sunnah,

4 I examined the regast of the apeney and Tound no slement of mat-adnmins-
tration an the part of the Health Divisicn in this cuse,

Care ¥a, Rep IFST0ET Negligence and inefficieasy of a Surgeon of
Central Covernmaent Polvelinic, fslamabad,

The complamant. @ Federal Government Officer alleged neglipence and
incompelencs on the part of some sirgeons of the Central Govermment Poly clinic,
[CGF), [slamabad, which rendered him impotent for Life. [t was stated that thres
years aga, the compluinant consmlted an Assosizte Surgeon of C.G.F. who disg
nossd his malady as carcinoma, wecessitting colustomy (re-routing of Fascal
passge) 7y @ surgical opesation, The Associate Suegeon it was alleged. made It
clear thal though colostony would be permanent npatuee, it would not create
any oiher complication or physical defect, [lowever on the request of the complai-
cant, the Azsociate Surgeen relerred him to g Senics Surgeon in the Central Gover-
ument Hospital (CGH) Rawalpindi who diamosed it as an alear in the ant-wall,
The CGH, Surgeon sxplained o the complainant clearly, by the helz of a Gia.
gram, that there was no need of colostemy and the defective parts could be
remaved by minor surgery. On this the complainant informed the C.GPC, Surgeon
arout the experts’ apinion and i was agreed char fhe oseralion would be
performed aecordingly. After the operation, the complebnant found that he had ro
neen ogeriled a5 per advice of the secoml experts” opinion. In fact, hus faceal
mussage had been altered and he had becore impotent. For the next two vedrs
the C.GP.L. Surgeon. kept on awiering him thar B4 potensy would sevive with the
passape oF lime. However. the complainant’s condition did not waprowe and g
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Medical Board was constituted to <determune whether he should Be sanr o abroad
For Turther trezstment, 1t was alleped that one of the members of the Board, whe
had mssisted in the operation, admitted that it was 2 mistake to operate the complai-
nant for colostomy. The complainant, therefore, prayed that tecause of the neom-
petence of “knife-happy” doctors he should be compensated (o the extent of two
mdlion ropses,

2 Simce the complainant rised allegations of gross neglicence and d=liberiies
concezlment of facts. | summenesd bodh the parties in oy office. The complainant
reiterited his sssersions mace io the complaint, The CGPC Surgean, stated that
the complainant was suffering from cancer and the biopsy confinmed this dizgnosis.
It was on the request of the complainant, that le was referred 1oa Surgeon an the
C.G 1. Bawalpindi, The latter confirmed the disgnosis and the complainant was
fully explained the dissase, bul the extent and nature of operation could not be
ascertained unless the whdomen was opened. In cases of cancer, the extent of
gortion to be removed could anly be éetennined after opening of the abdomen.
The complainanl was, categerically told that in cass it was found that cancer
was largely spread, its @xcision would net be possiblz. The only course was then
tor peelToem pallistive suraery in the fumn of permancnt colostomy. The complainant
was piven ample time to consider its nplications, whe finsly agreed to 1he opera.
tionn. [Riring the course of the operation when the complainant’s abdormen was
ppenad i was Tound that colostomy was imperative, 1t was coniended that the rie
of mortaliey In this tepe of opereticns wis quite cemmon, bul, fortunacely, Nor the
complainani, post cperative recovery was unpeventiul. The Surgeon categodcally
statzd that in cases of colostomy oo dmpotency ocours, The caaplainant had never
complined o hin about e los ol manhood,

1 Ancther Assocuine Surgeon, who had assisted in the operation and was
also a member of the Boord, corstituted by the [salth Dhivisiom 1o deteomine
whether e paticnt should be sent ool Tor reatment. dended the contention
that he hal stated that th re aus some Lupse in the aperation.

4. The Seninr Smgeon of the COLL whe gave his expert opinion, stated
lefore me that it was 3 case of sancer. Doctors, he zééed, do not nommally writs
the word *Cancer™ or “carcinedna’” S0 a8 not to upsel the patients,

3. In his rejeimder, the complamant claimed that Asociaie Swigeon of
43 P had misssated the facts and that the Senjor Surgeon of C.GH. bhad tned
1o protect the fellow doctozs.

6. In the tight of my invcstigations, | concluded that the complainant’s
nain reliancs was on the cxpent opinion of te Senior Surgeon of C.GIL whe had
refuted the claim in totality, There was 3 unanimily of epinion that the compl-
nant was suffering from cuncer, u fact which was also accepted by the complainant.
1 found oo neglipencs on the part of dectors b dzpgnosing the disease or i
performing the operation, | therefore rejocied the complaint.
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Cluse Vo Rep, WAGTET An appeal on Compagicoeofe Crognd.

This complamt was of 2 unique mifure in the sense thit the complinan
wiis ot ngitating a lapal dght or sceking an ndministrative remedy but he came up
with a gricvance which peeded compassionate handliusg of the entire matier,

£ It was stated that the complainant was muffering from a phvsical disobi-
ity and that was the resson he had heen denisd & joir by the Pakistan Broadeasting
Corporation. The sommplainznt stated that he was a Taw pruduate and had also done
his Masters in Panjabi Language to the first division. He had also qualifisd a diploma
course b the Iestitute of Higher Studies in Sharkat and Judiciary, Ha iriad 1o look
for u job bur W besn unsuecessfiul in all his artermpes, On nuoeerons ooozssiodns
hz had drewn the attention of the emplovers to the directives of the President of
Pakistan that special quotz had been fixed for the disabled peraang, In Wovember,
1982 he zpplied for a post of o Prodecer in Radio Pakistan: he appeared for che
wiitten 1est and was finally Interviewsd by s ligh leve] Board, Tt was stated that
the academis qualificarions for this post included proficiency repiondl lanpeage,
in which le excelled by virtue of having done his Masters in Pumijubi in the fiest
division. However, he did not receive any offer for appointment. Tn the same VA,
cariain more post of Producers were advertised, e by that time le was over age
ant hence could nel apply. The corplainant narrated his entice story in a daily
newspaper. A fow diys later the officials of Radio Pakistan came 1o his esidence
to vheck up if he was really disakled. Since then he hud heard nothing from any
quarter, The compluinant eamestly proved for my intervention in this matier as
he felt that he was being subjected to dis rimnination being physically handicapped,

3 I exsmined this complaint ot length and concluded that the peculiar
circumnstancee of this case warranted my cognizance as pritha facie some injustics
appeaned 1o hove been done. 1, therefore, valled upon the agency o sympathetically
eiring the case keeping o view the fact that the Presdeat of Pakistan had under-
lined the nect for encowraging such physically handicapped people who were acade-
migally sound.

i It was a matter of immense sausfaclion for me thar on my reference, the
spemyy reacted favoursbly and issued & Jeiler of appointment to the complainant.
Thws ended the travail of the complainant to which there was otherwiss ric |egnl
ur wilministrative remedy, The human spirt exhibited by the agency could not s
un-noticed By nee, amd theretore, 1 issuad a lstter of appeeciation to the azency on
their positive agaroach,

Core o Reg [AA71087 Delay in the Approvel of Decleration of
W wgpaner,
This complaint coneerned delay on the part of the sgercy in according
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apprevil Wan anglication for the grant of declaration o7 o newspaper. The complai
pand cpntendsd thar she was deafpous of bBringing out a periodical newspaper
dey il e the mosal boprovdment of society and the propegation of [slamic
priociples of civie Sebaaour, With this intert, she filed a declarstion in Apal, 1978
with the Dsirct Magistrate Kerachi ander the Press znd Publications Ordinance.
For & oumber of vears there was nnorespoise o bee application, ull she came to
know through her cwn eftorts, that in Febneary, 1983 the Goveransent of Bknd lad
el her case For final approval to che Pederal Ministoy of Informabion in Tdamabad.
She travelled 1o lslamahad 2nd met certain oftficials in the Ministry whe asserad T
of thedr gooperaiion, After meany menths she reeeived an intimation that the oame
aroposed by her was already borme by a newspaper in the Puniab and that she
showld suzacst a new name, She immediately complied with these dirsctions. After
expiry of another six months, having teen denied relief by the apency, she sought
my intervention for the expeditioos disposal of her application.

2 I tock up the matter with the Minstry of Information. In its repord the
Agency stated that the matier was undes their constant consideration and the
deceion would be duly communicated, On receiving this evasive reply, 1 suspected
that ilse Ministry had cavsed an inomdimate delay bndeciding this case. 1, therefore,
issuedd a directive to the apency 1o dispose of this case within cnc month positively.
Sron afterwards 1 was intimeted that the Ministey had taken the decisicn within
the stipulated time and the concemed officials hud been advised to gramt the
declaration of the proposed rewspaper to the complainant, | was happy 1o have
redressed the griewance of the complainant for which she had been struggling for
owar Fve years,

INDUSTRIES DIVISION

Case Mo, Seg, [/ T09/83 Norpoymen! of Compenssfion for Natis-
nodipsd Induairiel Unita,

This complzint stemmed fom the decison of the apengy to withhold
payment of compensation with regard to the complainant’s industrial units which
had been taken over by the Government,

= "The facts of the case were that three wepetable ghes umits belunging to
the complaipont were pationalized, in 1973 but till dote neither minboum-retiom
nor compensation was paid 1o same of the shareholders. [t was alleged that the duly
audites] sceounis weie interfered with by the agency, reversing corlain entres,
only Lo adversely affect the value of cowners share and o do away with fixed retumn
pavable on capital held by the cwners Ll the date of cakeover of  their indestries,
Repeated profests agzinst the dealy dn the payment of compensation remained
fruitless and so wus the case of wnjustified reversal of certain entries in the book
af accounts. The cumplainant, faling to pet any redress from the concernad sutho-
ritied, filed wril petitions [n the Sind  Hiph Court, which were still pending. The
Ghes Corporation of Pakistan and the Ministry of Industries chose o sattle these
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issups out of the Court and several meelings were held in this regard hetwcen the
parties, On 161182 it was finally decided that:

“The GCP and ex-owness will mest to arive af a eompromiss failing which
the matter will be referred to the Ministry for appoantment of sols Arbd-
trater aceeptabiz to both the parties for giving his award on all the
disputed points. B was appeed that Arbitrator’s awand shall Be final and
binding en boih the parties and shall net be questioned in any Court of
Law or belore any other Authority by etther of the parties.”

Hewever, no compromise could oo armved at and hence the complainant prayed
for my intervention, The question whether there was an clement of miladindais-
iration tn the refisal of the agency 1o appoint o Sole Arbitrator, however, coubid not
be lookad Into by me as the matter was subjudice. In view of this 1 declined Lo
Inok Further in this case,”

Chpe Wa. Rey. I J41TRS Theloy in the payment of Arrears.

This complaint stermmed from alleged maladministration on the part of
Utility Stores Corporation in delzylng payment of dues Lo the complainant, The
Ficts in {his case were that the complainant had resipmed lrom sevice in Decomber,
|0k, Evessinee then he had tled 1o pet his dues and a elzarance certificate from
the ageney mut all his efforts proved futile, 1 was the tnattention of the agency
wlich led to this complater.
il | took wp the matter with the Utllity Ssores Cerposation wha respended
promptly and in their report, informed me thal a cheque of Es 183970 on
gccounl of encashment of 86 dave unavailed ewrned leave had been feued to the
complainant. As regards jssuance of clearance ertificats it was stated that a Service
Cortificate had now beer Bsued to the complinan o liee of & dlemance cortifivate,
as service rules of the spency did not provide for the ssuance of clesranee certi-
ficats. The somplaint was thus disposed of affer redressal of poevanee culstanding
for thres years.

Case Mo, Reg. JI278S Refuand af Permizsion o Enhorce
Froduchon Cagaeity of n Glee Usil,

The complainant, swner of 2 ghee mill, wers agprieved By the (= R
the Ministry of Industries in granting perrussion for enfancing, production capacity
of thetr undt,
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T As elzbosited by the complainants they installed 2 phee rmills with a
sanctivned groduction capacity of 30 toos daily. In view of the inerepsing poga-
larity of thelr proguct, they requested for enhancement of production capasity 1o
100 tonz of ghee daily. The complainanis alleged that gnce [987 they were trying
te get permigion of the Ministry for the required enhancament in the Praduct i
capacity, For this puipese they had ired al] channels and had been writing Lo and
visiting vamous governrnent offices hul oo poogress had Been made. The complai-
fants slated that they have invesied a lot of money in their ghee mills and (heir
prodect was in great demand b they were nol gerting the necessany perrmission
i snhance their production copazity and the cige wos pending decislon with 1he
eonezmed aulhorities for maore than a year.

3 eaterizined the complint and called upon the agersy to meel (he
allegarions levelied in the complying, Their repore revcalad that the cormplainania
were givel o smetion for 9,000 tons a vear. In 1982, they informed the Minisery
that they had started producing ghee at the race of 15,000 rons and submitted an
apslication tor enhancement of the capacity to 30000 tons a vear. This zotica
towanls sxpansion without the prior approval of the Mimistry wes in violation of
the limit sanctioned By the Gowt, [t was Further wibmected 1l an nsEcEEmEnl ol
the capacity of the complainanl’s plant was made through the Government of
the Punjab who sssesed 00at 15,300 1ons a year, Since oo furtther capacily of
vepetable ghee had bean allocated by the Evonomic Co-srdinution Conanitier
LECLC) of the Cabinet, the pesitioner was o fommed that Lis refuest for endiance-
ment of the capacity lhad been noted and would be aiven due congidesation az arnd
when 2 policy deciston was taken by the Governement in connection with e
sanction of additional capacity of vepelshle shee to the prvate seaton. 1owas added
thal un a mi3sequent reques: of the pelitioner for allvwing and adloe Lzence Fos
wport of of in exeess of their sanctinned capacity. the Ministry had replied hack
thal aceeréing to the cumrent Import Policy, vegoraile phee units wers allowed o
el oil to the extent of their sasctinned capacity only ond ag gach Nt ENception
cattd be made.

i, The Ministry also informed that the case of {he complainunt alongwith
other such cases would be comsidered by the L.CC. dn their nexi mesting. The
Minisiry was asked 10 infonn this Secretaring us soon 24 4 decision wis tuken by the
Commigtee, The agency accordingly informed me that the proposal of the complais
nant for enhancement of thelr prdection capacity was considered by the EL.0.
in it oeetiog held on 26,1283, It was decided, kezping in view the well-deffned
policy of the Government, not to acoede to any regieest for enhancemenil

5. Ifound no mal-ademindstrabe o o0 s czse and thereloe closed the matjer,
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Case Vo Rep iid8s Inaction Feeuliing in el
af @ Plo fer Twenly Tao Yéears

The complaimant alleped inaction on the paol ol the Capital Development
Anthonity (CMA) in the allotment of an alternative plot i liew of the plot aliowd
i him by the Dostoer Alloiment Committes Bawalpindi in the year 1941, 25 a
low-pail employee of the GHO. [t was olleped that the petitioner was infurmed in
1963 pol o endenzke constiuction of house on the site, tL further orders, as
CIA was considerng to expand the LY. Principal Boad and his zled would mguirsd
for thial purposs.

T The comzlimant approached the Minstiee of Defence wha refecred the
matier 1o the Seeretary Housing, Plevsical Plameng & Works lslamzbed. In reply.
tlie € DA wrobe 1o the complainant that:

“ s Far as C10A is comcernad they are Following a policy approved by the
Govermmaent reprdine allotment of plots v persens whose Lands have been
acquired By the CDA, Simce the land on which the plots wore sitaated
wias not owned by the phows mentioed parons, et by the Governneent

ot the Pumjah, it ds ool possizle oo consider their cascs alongwith other
lTectess of laabad. Since there are ne plots avaiiable tor allotment 1o
penerzl public, at gresond, G0ds notl also possible to accomumodats them
fromany ather sounce™.

1 He apaln zpproached warious Government Agencies. After renning rom
ane 1o the ather he received a letter From the Secretary, [istrict Housing Comeni-
ttee, Rawalpindi directing Bim to appreach CIA Tor dhee allounent of altemative
piot as it was & project of A, In eomplianee, ke pucseed his case with CDA cnee
ACALL UL TL0 TESPORES wis receivad.

4 I eviertined this conplaing and teck up the marter with the U13A. Asa
comseguerse of it, Se agency alloted a plot i the complainant’s pame,

5 [ oo gl 21 the happy owt-come, Bat it s really anforiunats thad o persoan
hud ta wait Jor teesniy bao yeacs foe geiting relief E-:stc. co-ondination among

the Govern ot apencies and greater seasitivity 1o the problems of people wosld
have terminated the trvail of the eomplamant a long wine aeo.

Liose Ao e d 2808 Deluy in peyment of By 660/ ag repair
rharges of official vehicle.

The complaimant alleged delay in the payment of Bill witk repgard to the
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vepuir of 2 Capatal Development Authority™s (CDAY Jeep, which il besn carricd
cut iy Bdim e 1976,
Z. The complamant stated that a CTIA Jeep was sepairedd by him s years
agd and o sum of R, 650/ was stll cutstanding against the agency. This jeep hai
been sent to hin: by an Offieer of the ageney in 1976 alongwich o chit braring his
ugratvnes, Howewar, he was not seat anv work osder in ithis connection. The
complainant addressed muny letters o the apeney for tsuing work crder and
making payment. Al o luter stags he was pdvised o sppesr befors the Chiel
Complaint Offkeer of the ageney whe ecommended his case for payment of bills.
HNowever, evon this did not also remll in any positive response from the apency,
hence the complaint to me.

3 I entermained the petition and called upon the ageney 1o meet the alle-
gations mads by the complaingnt. On my reference the agency promptly made the
compleie payment.

4, It was & clesr case of inaction on the pare of the ageney Tor having with-
held payment for six leng years, |, thersfore, addressed a letier 1o the apency Lo
erire that greater care and vietlance is exercised in such mateers i Nalure,

Close Mo, fep, TH057087 Deloy of a decade n the paymeni of
salgry,

This complaint stemmed  from €4 teaction of the agency in the fina-
lizution of complainent's salary for the pertod Janwary, 1974 — Jaruary. 1975

2, The complainant stated that he was smploved by the Pakistan Marcotics
Control Board (FNCB) for ooe year from January 1974 to January 1975 a5 2
Field Inveatigation Offices. However, no slary had been paid 1o him despile a
rumber of requsts and personal visits (o the apency during the Tast 8/ years, The
complanant requested me 1o niervens in the matter so that an ezily paymeand of
kis salary and other allowaness could be arrnged.

3 [ entertained the petition and called wpon the ageney oo offer their com-
ments in this regard. In their report, the agency stated that the complainant was
appodnted u: @ Filed Investigation (Mficer in WFS 11 zfter he had retired from
the Polive, He waos reemployed for one year by the PNCB i the sanee grade wish
the approval of the Establishment Divislon. The complainant, st the Gme of his
retiroment, was drawing Bs. 3000 pamoas bis basdc pay but the AGPR, NWEP
fixed his pension at the mte of Rs. 1B8/28 per munth which was wrong and 1hers
fore, the complainant did nol receive his salary. His cose of fnalwation of PAY WK
referred {0 AGFR, Ialamabad after the deparument hael fixed his pay at R 248/
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PM. This was not accepted by AGPR and it fixed the pelitioner's saary at Rs,
2ARAPM.

4 On & subsequent request by the compluinent reparding fixation of his
pay the matter was again reterred to AGPE by the apency who were advised to ke
up the matter with the Regulations Wing of the Minizory of Finange, Sinos then the
mateer had been shuffling betwesn the Ministry of Inerior and the Ministry of
Flrance,

3. | diregted the AGPR 1o finalize the case without further delay. It was
intimated to me in 8 woek’s thoe that the pay of the comglainant had been fixed
and that he had been paid accordingly. Thus 8 long outstending grievance was
redressed due to my interventinn,

Cose No, feg. JA06083 Regueat of Repiairelion of Oese ageins?
feicmeiad police

Some residents of a village in [&larnabad alongwith an injurad mines by
appeared hofore me and fled a complaint alleging that two persons and an eiglt
yeur boy were injured by reckles police firing.

2. It was stated that thers was 2 row between the drivers of two transportors
which led to 2 seuffls, The simne evening one of the transporters accompanied by
his supporens blocked the rond and forefbly stopped the bus driven by the drives
of another tansport company. This resulted in the registration of & criminal case
against the transgorteds who had taken "aw in thelt own hands, A police raid was
thereupon arranged to acrest the sceused, The police party visited the spol in the
early howrs of the morming and after hrenking into the house of the complainan
fired eight roumds which caused bullet injuries 1o three persens including the i
by, [t was allsged thac the Doputy Conmmissioner ond Superintendent of Pofice,
[starmabad wers approached for registration of case against the police officials
aut o na avail.

3. I éntertadnend this complaint end directed the police suthorities to fumeh
comments and relevint ducuments. The police version was lound quite difforent
fram that of the compluinunts. In the FIR, it had been stated that the accused
resisted their arrest and fired a1 the police and that thetr womenfolk Ineluding the
minor boy, had stoned the police.

4, I deputed & senior officer to discreetly enquire into the matter, The pulics
recort was sxamined and fosevealed thar the two injured persons had received
bullet injurics on their lees and arms, 01 was also indicated that no prosl wis
availoble with regard to allegation that the sccused had resored to firing at the
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pulice belors the latter opened fire, The investigation officer had also opined tin
the SH would e obliged to justfy znd substantiate by produciog ocular evidence
before the court, whether the palice party was placed in o position to justify reaort
o firing in self-defence. It was a clear case which resquired further probe on the
poimt whether o oot the police bad exgeeded their fght of self-defence. From the
gliepations made by the complainant, prima facie, a copnizable offence was made
aut

= Later ihe complainants alomrsith the respectables of the ares appearcd
befare me and grated that the mateer had been compromized and he wanted to
withdraw his compiait. In view of this, T decided not to probe the matter further.
But the Facl that two persons received buflet injudes.and that the police Tad ot
propecly enguirsd inbo $h2 case necesstating Tiring, could not be iguored, T, there.
fore, directzd thut o case wnder sction 173 CrPC may be capistered against the
concernad police officers for causing injuries so that the courl may adivdicate on
the question of right of selfdefence and also whether o not they have excesdead
such right,

KASHMIR AFFAIRS & NORTHERN AFFAIRS DIVISION

g Mo, Rep 0705783 Irisufficient compensation for
cluim Diuits of Azad Jummu and
Kashmir Hefugens.

A refupee of Jammu and Kashmir lodged 8 complaint regarding insufTi-

cient compensation for elzim units of Azd Jammu and Kashroie sofugees, The
complainant resuestad that the existing price per unit at the rate of Bs. 10y may be
Wieroased to Be. 1060 per uait, which had already been agreed upen by the agency
Tt was glso requesied by the complainant that AJK refupees e altorted agricul-
tural land in l3zo of veritied claims.
2 [ entertuined the comploint ang melerred it to the speney concerned far
report. The apeney reported thoat the demand For grunt of cash compensation in
satisfaction of verified cloims of Jammu and Koshmic Befupess percained o the
Board of Heveoue, Punjib, Lohors Sincs the BAOCE. Punjab wae working nde-
pendenily of the agency they could oo comment vpon it. As regards the allotment
af agricultumd land in satistiction of verified claime, the zpency mtormed tha: the
matter was wnder Uhair due corsdderalion smi IE;.gll audvice kel buen soaleht from the
Law Daviabon. As soon s the advice was reosived, they would report back toome
the Eactual position of the case,

3. Since the matter of cash compensation £id not pesain to & federal agency

124



KASHMIR AND NORTHERN AFFAIRS DIVISION: - contd,

it could nol be procesecd further, a3 proviacil sibjects wors oulsds my quns
diction, I nevertheless asked the agency to expedite the question of alletment of
agriculiural land through persanul contact with the Law Division. The agenicy in-
formed that the Ministry of Law gnd Failiamentary Affairs had tendered advice on
their reference and had inforzned ther that the JEE (Adwiinisiniicn of Propertv)
Ordinance 1981, did not provids Tor allotment of property 1o the relugees apainst
their verified clasms. The ageney was, therefore, ot in g position Lo enterain the
petition of the compliinant.

4, Az a8 resalt of my inwestigation, | conciuded that there was na alement af
mihadrministrution on the part of the speney. The roquest of the petitioer gould
not e acceded 1o 88 it was not possible to do sounder the existing law. [ rewacied
the petition and informed the comgplainant accordingly.

Cage Mo Rep, TIAR408T Orarel of Permanent Oweeeship Rights
of the Foapuee Triel Property.,

A coemplaind was received from: a nusnber of Jamm and Kashmir Refugoes,
derminding permaneat ownership dghts of Evacues Troet Properey which was alloted
tor them and was under their sceupation. This was 1 leng outstanding issue and had
been wruler reference to variows Ministries/ Dividons for many years.

2, T'he complamants stated that they migraled from ocougled Tosmomu and
Kashrir in 1547, They wera Ltermporardy alloted urban aod mral agriculbural land in
1959, sume of which was Trust land, The allotress of urban and rural land were
piven progrietary rghts but the allottees of Bvacuse Tresl lond were not glven
the propreetany rghts despite the fact that o decision was taken in 131, to entust
the alloticcs will ownership rights at the earliast,

=, I entertained the petition and called wpon the agency o el (he allepn-
tiuns contained therein. The sgency intimated that grant of properietary riphts on
lemporary allotment of Evicuee Trust sprealivral [aod was sllocsted o another
igency under Evacuee Trost Property Management and Dispossl Aet, 1975 and
therefore, they refersed the case do thet agency.

4. The agency concerned reportad that the Boles did ot permit the transfer
of Evacuee Trust land to Jamoa and Kashmir Refugees. The apency. therefore,
phaczd the matter before the Cabinet, The Csbinet in its meeting held an 4-1 21983
decided that the proprictary rights over the svacwes trwst agrizuliural lands in the
pragzasion of J&K Refugees be trangferred 1o the genuine allottess (JEK Refugees),
The declsicn of the Cabiner bas already been communicated by the agency to the
Evacuee Trust Property Board, Labore for implementation,

5. {arn happy ta note that this long standing issue has been finally resolved.
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Caze Mo ey, 4152 Lielay af the Agency in Release af
poymeal of Woerks Completed hy the Complainant,

It wps corplained that the petitioner wos the Managieg Pariner of a
registeret (imm of civil contractors. I was stated that the complainant’s firm had
taker severdl contractz fromd MPS Zeal Pak, Cement Faclory Hyderabad, undee
geperate agreements, un different dates and for differsnt valustions. One of the
five contracts entered inte in the year 1968-69 became disputed after 11 months
of its compietion. The dispute was referred By the consent of both the parties 1o
a sole Arbitrator 1 the instacce of the Geaeral Manager, Zeal Puk, Cement Factory,
The Arbitrator pave his award in 1973 wherehy he ordersd rebease of the seourily
deposit and further payment of the bill and sn acditional lomp sum payment of
[, 18000, In Ais award, the Arhitrator had also cemarked that the defects in work
were attrbutable so the Bilere on ihe gar of the agency to provide coreplets
decwments and specification, After the anncuncement of this award, fhe cornplai-
nznt approzched the apency for release of payment in respect of the four endis
puted works celating 1o different agrecments, but the agency withheld ils payment
with some ultzdor motives. It was further contended that the amount of the pay-
ment due to the compluinent was Ra 148412/ and the apency had admitted that
the work covered by these contracts had been completed satisfactorily,

The complainant, on having refused payment of the afurementioned
amount approached the DMLA Hydersbad. The case was examined by the Martis]
Law Anthorities wha discered the agency te make payment in respect of the four
undisputed works. Despite this directive the agency did not pay the payment.

I, 1 eatertzined this petition and called vpon the Ministry of Production 1o
mect the allegations comtaned thercin. In their comments the agensy slitad
intar-alia;

“Tt will et ke appropoate for the factory 1o release th balanee of Bs.
14541200 to the contractors on aweunt of 4 contracts because agzingt
the &th. disputed contract il had already pald an amount of Es
17374471 apainst running hills which is recoversble from the contrac-
tor an account of non-tulfilment of contractuzl obligations™,

4, The apency further conlenced
“The Muanaeing Dizetor, Zzal Pok. Cemend Factory Lid has formed
this Minstry fhat the pavmeot to the contrscior was withheld in sccor-
danee with clase 10 of generzl conditions of the contract dated

11. 719687,

125




PRODUCTION DIYISION: — contd,

5 I examined the whole case and obssreed that clause 10 of the conlict
did med apply fo withelding the amount in guestion. It only provided that;

“In the event of failure of the coptractor to execute any tvpe of wark
within the stipulited time he shall be liable and is to pay 1o the Company
as Liguidated damopes the sume of Ra. 70/ (seventy) for every day sich
item of the work remains engompleted after the date fixed for completion
alter the date fixed for completion or nay extended time as may be fxed
by the Enpineer or the Company, The Company will be cotitled o dedecl
the amaunt of such damages from any money on iz hands dus to or whick
may begone due to the Contractor™,

G, In order to resobve the issuc both the purtiss were summoned by me.
During the cowrse of hearing the representative of the apency agreed that payment
in respect of the four undisputed contracts shall Be paid within 40 days provided
the complainant restbenits the claims in respect of thess contracts within 10 davs.

7. [t was mutedly agreed by the partizs that proper asarance would be gven
by the complainant’s fien to the agency that the work in respect of the fitth
dispated contract shall be satisfactodly completed and (o the other cases, il any
faul ogeurs, the matter would e settled in accordance with tha erms of tha
pom sl

H, Tt was o matter of a preat satisfaction for me that the dispure in this case
which had heen pending resnlution for more than 12 years was saitled within a few
days, asa resull of my intervention,

Lase Na, Reg, 222083 Migwge of Authority by the
Menagement of PRCO Lid,, Lohome,

The complainant alleged misuse of official authodty on the part of the
management of Pakistan Engineering Company Lud., Lahore {PECO). Tt was stated
that the manapement deliberately manipuloted the tenders iwvited Dot various
privare companics, causing hupe financial losses 1o the Government, It was furthar
alleged that a deal was struck betwesp a povebe company of Lahore and the
Managér of PECO. The approved rates of Bs. 72,90 for a cerlain iems were unila-
ferally enhanced by the Manager to Ba. 11500, Subsequently an order was plaged
with the same Coorpany to supply 4000 items at the enhanced rate, The entine
deal, it was stared, had resalted in a boss of s, 1,30,000.00 to the Government,
The complainant made an eamest appeal to me to lock into the matter which
would un-veil many other mal-practice prevalent o PECO.

7. I entertained the complint and called upon the agency to mect the alle-
pations bevelled therein, The agency in their report stated that the Company had
invited tenders throwgh press for carmiage of 11 KV steel structures for the year

'|"|‘1



PRODUCTION DIVISION:— contd.

1983, Five parties offered their lenders. On the hass of the lowest ofler, the con-
traet was awarded to & privile company of Lahore at the rate of Ks. 7250 per
strugture, On 23483 the party repreteed their inabilicy to transport the structures
at the above rate and sibsequently the rates were increzsed to Rs, 7828 duce to the
increase In il prices. This was done because none of the other bidders were pre-
pared ta tramspaort these stroctures even al the mates queted by them which vasied
from Fe. 83 28 to 90,30 per tower.

3. There was no option but fo iwvile fresh tender — which was done throigh
the press an 21:5-1983, Only two coropanies (incuding the one mentioned in the
complaint) responded and quoted Bs, 116,75 and Bs. 11588 per item. Effors were
made to persuade them to reduce their mtes. One of them stuck to the arlginl
rale while the other reduced It fo Rs, 115.00 por strughune, Order was plazed, in
view of the urpeney of the matfer for 4000 stiuctures on the new rates. 1t was
further decided to invite fresh tenders for the transportation of the TErmilining
structurzs, Meanwhile {he Negoliation Committee decided to forcfeit the s Tity
of the company who had refised to undertake the job at the rate of Ry, 72.50
earlier.

4, I observed thul the procedure for the award of carriage contracts by PECO
wis well-defined, Offers were lonvited  through the Press, There was o Mepatiation
Committee, comprising the General Manaper, Kot Lakhpat Warks, Munager, Stores
&  Assistan) Manager Aceonts. The bids received were seutinized By this
Cormmitlee and bidders were called to baresin Tor masinuem reduction io the o lfers
given by them. A comparative statement of the bids was then submitted for the
approvil of the Managing Director. The work wes ordered to the lowest bidder.
The transpartation of items formiing subject mattes of this complaint was also made
under the laid-down procedure and e irregulaty was committed as allaped by the
complainant.

5. In the light of forepoing, | did not find any mul-administration in this

case and therefore, dismissed the complaint,

RAILWAYS DIVISION

Cose Yoo Bep fing/E7 Dielay in paymert of armors for fke
pering Snder suepension,

The complainant, an cmploves of the Radway Mail Serviee, allegad delay
of 12 years in the payment of his ducs for the period ho rereained suspended wnder
orders of the Post Master CGeeneral, Central Circle, Luhore.

1, The compluinant stzred thal he was working = Head Socter io Railway
Midl Service, Multan when he was suspended owing 1o an involvement in a Falee cose

in the vear 968, After {he investigation he was absalved of  the chareo. Comse.
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guently he was redinslated in seodce in 1971 but no orders were passed regacding
the period of his sispension. Ulkimately by the orders of the Post Muster General,
Lahore, his suspension pedof was treated as period on duty and the same was
cormmmunicaled 1o him n 1981, Despite these clear oders be had not been paid his
dues, It was thus inerdinate defay on the part of the agency that led 1o this com-
plzinl

3, I entertained lus petition and valled upon the agency to furnish a repurt
in fhis behalt, In theic comments the agency stuted that paveeent of arrears for the
suspension period had been made to the complainant inwnedistely on receips of the
refecance from my offlee.

4. Tt was a maller of immense satisfaction for me that 3 case which had been
pending for the last fwelve vears was resolved within dayvs and the complainant was
prowided the relief he had prayed for, The apency has been, however, sded 1o
engure that wich instances de oot cocur in Nelure,

Cose Mo, Rep, SIITES Arbitrary Concelisiion of Contracd.

A rilway contracior complained to me that his contract had becn teemil-
abed arbitmrily by the Pukistan Ralways, without giving him a notice. He clzinsed
that his work was enfirely satisfaciory and he was removed, mal-fide, on a tremped
up clirge by the agency,

I [ called wpon the agency 10 submit a detoiled report in this behalf, In theic
1eply, the aspency stated that the complainant was awanled 5 Coolis Contract
alongwith 8 contract for handling parcels and lugeags, for aperiod of 3 vears, Al
ihe time of the expiy of the contraet it was decided oot to renew it as his working
was nol found satisfaciory, The apency stated that the complainanc’s ples thar
requistits notlce was nol dssaed Lo him i advance wes not maintainabls because
2 nothos s reguared e cases wlere a neid-term temmination of contrmcts is mads.

3. On examining the ease T Townd that the Department had taken wp the
poaition that though oo otice was necassary a5 the coniroct was o expire aufo
matiezlly on 3181983, a Malay notice was issuel as a precautionry measurs, |
found that actually the complainant had two eontracts, one for livensed porlers
for pussengers lugpage and the other for Lansfering pargels Lo and rom trairs, A
notice of 43 days iz provided in the contract for licenges porters whils no notics
iz required for the terminatios of the contract for parcels. The contrazt in which
fie wag alleged to have falled was thal of handling of parcels but the notice issued
wis under the other contragt for licenees] porters and that too only for 28 days.
Furthermore, although his performance o the parcels contract was considensd
nnsotisfzetory, both the comiracis bad been cunéelled. Besides, no show couse
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notice was issued to the complinant to clear his position and mesr the charges
lzvelled apainst him. The complainant on the other hand had put the blanse
squgrely on the Departavant for nol providing sufficient number of whael harrows
n good working order inspile of his repeatzd requests, which had delaved the
transfer of parcels af times,

4. Prina fucie, the action of the muthérities appesrsd to be irregular and
rnilitated against the principle of namral justice o5 the gontractor had not been
confronted with short-comings in his performance. 1, thersfore. epain called upon
the agency to clarify the procedure which was followed by the sgency when a con-
tract is to expire. While giving the reasons for ne srewiag the conimct, the apency
submitted that it was not meguited g0 eitier fve oy oolice or to give the
contractor a chance o tender his explanation w zese uf expiny of contract. It
wasd, however, admitted that it would be possible o revise the relevant clause in
fisture contragss, to makes it more eguitzble. T conchuded that the manner (i which
the contract wig cancelled amounted: to mal-administration. Therefore, | directed
that the cancellation of the contract be sor aside and the contractor be allowed 10
continuee upto 31,1283, during which perod he should be given the opportunity
to defend himself with repard o the alleged lupsss in the past to justify the
cuniract,

Case No. Reg. [T/203/83 Delay in Shifting of Failwoy
Lepel-Crossing.

A number of residents of a village on the Sakrand — Moo Failway line
gomplained to me that in 15979 they had applied for the shifting of & levelcroming
near their village by about quarter of a mile. All formalities, they alleged, had been
duly completed, but the crossing remained where 60 was., All efTorts made by them
i mod yigld any result, henes the coanplzlat 1o e,

2 The delay on the sery face of i, appeared to be inexplicatle, and it
actually twrned oot to be so, The Depurtment’s sxplanation was that the Railway
officials had failed o oblkin o no objecfion certificate from the Deputy
Commiseioner and 1o have the site-plin sipned by him_ T drew the attention of the
Creneral Manaper to this most unsatisfactory state of affairs and direcied him to
have the plan signed by the Deputy Commissioner throuph personal efford, After [
ook up the niatter, il took only 7 days to shift che crossing,

3. 1 obserred thar the procedure In such cases was misi combersome and
was chiefly responsible for serious delay. On my dissction 1o siapdife the
procedune, the Geneial Manager, Railways issued the order that, in futire, oaly
a written N UL, from the Divisional Superinintenslent would be suftizien: and his
signaures vn the Dhvisional Flan would not be required. With this streamlining of
proceduee:, 1t will ke poasible to Gnalise such coses withina month o so.
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4, The redressal of grievance, in this specific complaint, by itsell is a matter
of satisfaction. Bat the fact il led to streambining of procedure is even maore grali-
Fring.

RELIGIOUS AFFAIRS AND MINORITIES AFFAIRS DIVISION

Care Mo, Rep. J/457/57 Refusod of permission bo perform Hajll
ay "MHefiram ™ of dewghfer, a8 “'Mehram® of deughier.

This complaint arvse from the decision of the agency to refuse permision
to the complainent to perform Hajj as “Mehram™ of his daughter and niece. The
facts of this casc were that the Ministry of Relipious Affairs tumed down the
complainant’s request on the ground thae he hed already performed Hafj himself.
He was caiegorically told that he could now proceed for Halj only if ke was accom-
panying his wife as Mehram and that too, if the latter had not already mvailed of
this oppurtunily, The complainant highlighted the unjust decision of the agency
and stated that according to Sharis, a Mehram could accempary not onky his wite
but also other fomale relatives o wham e could by a shar'i Mehram. The insirds
pions of the azency, it was alleped were againgt the accepicd religicus tooet.

7 After examining this gomplabint, 1 found that the Hajj policy clearly lald
dowin 1hat 2 g persen el onez perfeoned plgamage he could po again cnly
if e was doing se as Meheam of bis wife who had hersel? not perfocmed Hujj,
However, | cbserved that the instructions i the applicazion form ss then worded,
militated againgt the Shar'i voncepl of Melin,

i [ took up this matter with the Secretary, Ministry of Religious AfTairs,
who came over persotally o discuss 0 with me. [ told him that the instructions
ehioulil be apitably amended to brng them in conformity with the Islamic woets.

4, [ was infomeed by the agency, soige days Later, that necsssary amendment
had Been mads in instrection Moo | foo Intending Pilgrizng, Acconding o (he
sevised instructons “Males could precced on Haji apain if they were accumpasying
their wives who lad nol pecfonmed the plaramage’”. The word “Melam'™ had been
deleted.

5. Az g result of my intervention, although the complainant™s prievance could
not be redressed. the faulty instruction contsining defects in the ““Mamaoran-
diarn of Instouctions™ fur the intending pilgslinage were put right,

STATISTICS IMVISION

Care Ko, Rep IEWET Deley of & years in poyménl of RO,

The comgplainant, 2 subject specialist, in Guwermment Inter Service
Tepchers Trainieg College, Bahawalpur, allepsd deloy of 3 years i the payiment of
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honorami, [of WPETNNG IrAaing U0 enummerstass appointed for snumeralion work
it Wovernber, 1980 The rate of honororia o which he was entitled was Ks, 1000/
which was required to be paid by the Offiez of the Census Comanissioner, Popula-
tion Cenmus Organdsation, Ialamatad.

. [ took up the matter with the Ceasus Commissioner, Populacion Census
Orgarisation, Islamabad, directing thern ta submil their repart within 13 days,
In his reply, the Jeini Censis Commisiiomen siated that the name of the compi-
fant was nor mentonsd in the Lt of Census Field Stalf which was supplied by the
Ceasys [hstriet Officer (CDOY througlh the Population Consos Difice [PCOY,
Lahore. 1t was also stated thaat fu intimation, whatsoever, from the CDO Kamaoke
to the oifset that the complainant had worked 25 a tainer ang was entitled o
pavenent of homoraria was recelved in his offior, The Joine Census Commissiones
sated that the fime zpplication of the somplainant was received in his oifize on
3,1 1.1941, on which no avtion was tuken heeauss the sime wis no: routed through,
cither the OO, Kamoks or throweh the PCO, Lahero. Another agplication of
the somplainant glongwith 2 certificale daved 31.1 %83 issued on 2 glain paper by
the Secretary, Municipa] Commitiee, Kamoke, why was nol {he awthorised COO,
wiis recelved on 5.3.1983. No nction was taken on this spplication because 13 was
received after 31.02,1982 L. the date fixed by the agency tor clusmg of accounls,

-

¥ The loint Cenms Commlssioner siated that although the claim of the
compluinant was time barred, bat it would be paid (F its veracily was confirmed by
the Chisf Officer, Municipal Committes, Kameke, who was the suthorsed CDO
as well s by POCY, Lahore.

4 I found that an elereent of mal-adrinstration was established, us i
agerey did not take action ca the two applieations meeeivee frofn. the cosnplal-
qamt om 5101921 and 5.3.0983, 1 decided o allow 3 weeks Lo the agensy, for the
confrmaton required by them, b regard to the laim el the complainimt.

E The Joint Census Commmissianer informedt e that despite letcers and tele-
prains, the Chiel Officer, Municipal Committes, Kamoke had not confipmed the
complainant’s entitlemeni for honorasium, Fhe Jaing Censas Connmissionser resuest-
= Tor mare time for Analization of the cuse. | aceeded 1o e request.,

&, Tiie agency subscquently infosmed me oo 3 Oetoher, 983 thai 1he
corplainant had beon paid Hs 10000- 85 honoraca vide their Bank Drafl dated
agh Detober, 1983, The complzinant also conlimed the neeeipt of Bank Drradt. The
usarped dght of the compiainznt was therefure restoted s @ resalt of tne effors
made by my office.
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Caie Mo Reg WPT0AED He-imbarsemenl of Exponses incurred
fora Reseorch Project.

This compluint  conssrned tiee refusal of the Women's Divisien o admit
a claim regarding reimbursement of expensss incurrsd by the complainace in
conkdieting research work Tor z project of the [ivision,

2, The lacls of the case wers thad the Women's Division =ntered into an
agreement with Pakistan Wornens Tnstitate (PWI), Lahors, 2 privets creanisacion
for conducting a research work for their project, The PWE subsequently entrestad
this rescarch work wnder an agreement b the complainant, Besearch work was
carmed out and the complainant newrred heswy expeoditurg o jr, She was
allagecdly poid Es40,000)- oot of 2 total sum of Re.65 0000 sanctioned by the
Wornen's Division for payment. The complainant stated that the PWI Lad refussd 1o
relmburse the additional expenditure whizh had been incurred by Ler. The conme
platnant prayed foran eady payment of the amouni,

& [ called upam the Women's Division to oiter their comments tn this regard.
In thedr report the agency staled (hat i 1979 a private apresment wes concluded
betwezn the FWI and the coanplainanl who had recruited the lntter as Principal
Rescarch Investigator for carrying out the stedy, Under the 12rmes of agreement, the
last instalment was to be paid by the PWIE om receiving the final report, other
documents znd data collected during the period of ressurch. The PWI later,
intimated to the agoney that the cormpliinest bad failed 40 il her commiiment
in finalizing the escarch projest wathin the stpulated e and the agresment
was, therefure, terminated after giving her & notics. The dsta handed over vohii-
tarily by the complainant to the Women's Divizion wes passed on to the Institute
who engaged other resgarch scholars and prepared draft repor for che Division.

4. [ considered all aspocts of the case and comcheded that the Women's
Mrivision was in no way coneerned with this case. The complainant's claim per
tained to a private trunsuction of money which wos o dispute of 8 civil naturs
and could be only resclved inoa court of bw. | foend oo slement of oal-

achministration  on the pars of the Women's Division and, therefore; rejected the
case,

WATER AND FOWER DIVISION

Care Wa, Reg, 0277185 Trelny in Prowding Eleclricily Conneciion.

The complaimant alleged delay on the part of WAPDA in providing him
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with an slegiricity connection. 1o was sized thal newly four mumths age the
complainant pplied for conneetion of electriciy tor fis louse. On recelpt of
gemand notice, the duss amoanting to RsS000- wers deposited by him. 10 was
jeared chat he was not being supplisd the connection as lse Failed to meet the
demani of illegal grotification By the Sub-Divisional OFfleer aod the Line
Supedntendent.

2 | called upon the agency to furnish comments i rEEpedt of the allegations
made in the complaint. T wes informed by the agency that comnzction had been
provided to the premises of the complainznt oo fus fum and thus his gricvance had
been redressed.

3, As ropards the allepation of (he demand of illepal ravificiation, 1 recorded
the statement of the complainant who deposed that it was aot presihie For him 1o
substantiate his allegation a5 no other pesson was preseat at the tme of the alleged
llegal demand. In wiew of this stalement. 1 concluded that it would be a futile
exercise 1ohold investigation in respest of this allegation.

Coes Na, Heg, TET005 Indilgenes in SCorraption ond Mal-proctices
By the officials of WAPLA,

The complainant pointed out iregularities allogedly commnitied by the
offictals of WAPIMA, causing considerable financial loss to {he consumcss as well
as 1o the agency.

2; | enterained the complaint and called for & wpent, After scrutiny of the
report | reached the following conclusions n respect of eael spoeific allepation
Tewellesd in the complaint:

iy It was alleped that 4 or 5 years back, an 5.000. overloaded a 25
KV A transformer, as a result of which a number of electric motors
wire burmni,

The allegation gould not be logked intu for want of necessacy
particulars about the location of the transformer in question. The
pomplzinant in his staiement revordad on 200121983, expressed
his intension to file 2 sepamte complaint, fomishing full particulars,
After it recsipt it is proposed tor conducl mvestigation afresh,

ii} 1t was sllcged that zbout 3 years back, 5.00.0. Gakhar Sub-Divigien
remaved a 50 KVA transformer on the protext that it requiced
repatrs, In its place, a a5 EVA tmansformer was [netalled, Conse-
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quent wpon my mEenons u Sl KV A transiormer was installzd and
the prievance of the complainunl was redressed,

iii} Tt was alleged that while giving 3 fibewell connection in the village,
proper distance of L.T. ling was not maintained causing financial
Losz to WAFDA.

The investigation carried out by WAPDA on my reforence revealed
ihar this wilepation wus cormect, 1 was informed that disciplinary
action had been initiated wgainst the delinquent official/ofticer.

iv] It wis alleged that on 2341983, the Line Superintendent drew
some cables fean the slore 2nd misapproprizted the sane.

{n investigaticn by WAPDA, the allzgation was found o be correct,
Dlsciplinary action is heing ioitiated mginst the consermad official,

v]  The compluinant further reported that in the case of a tubewsall, the
Line Superintendeat, with the connivance of 30U, installzd
commection @t 2 distance of 1300 dfeet which was ogeinst the
srandlng instruciions.

WAPDA authorities found shstance in this allzgation. | was inform-
pd that the concerned Line Superintendent was being procecded
apainst for this ieregularity,

3. The ecomplainant capressed satlsfaction over the action faken on his
complaint, He, howaver, alleped that WAPDA offivials have started harrassing him
alter this complaint. A letter was lssued 1o the Secmetary, WAPDA 1o ensure lhat
complainant was not victimised on account of having filed this complainl agatnst
the WAFDMA officers/oificials. They were fanher direcled to apprise me of the
outrome of disciplinery proceeding initiated against the delinguenl functions-
ries.

Care Na, Reg, TdG6/E3 Linsatisfoctory Condition af
Eleplreiy Supply

The complainan:, a resident of vllzge Kunjror, District Sialkot, alleged
low weltage and unsatisfaclory condition of slecirie supply to his villge. He
contended that the problem had arsen en aceount of inadequate niimber of 2lectric
poles and poor guality of wires, supplving energy to the willage. He pleaded my
nterveniion a5, allepedly, the WAPDA offictals had peen turning & dead car o the
requests of the villagers.
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2. [ took up the matter with the WAFDA aathorities, In their reply, it was
submicted that most of the villages in Gujranwaly Begion were eloebified threugh
service connections foom nearfy indwtnal or tubewsl transformers, 1t was forther
cangeided that the villape of the compliingn: needed standard electrificiation by
reniwalion work. However, due o the poecity of funds, it was nol posible for
them jo undectake renosation work of all moch villapes simaltanesasly, They
mtimated that the work in this village would be wndertaken during the current
fmancial vear.

3, The position was expliined (o the complainant. However, he wus not
safistied with the wnderiaking given by WAPDA and agsin approacked me,

4. After carelully considering all the aspeets of the matter, 1 reached the
conelusion Ut 30 was not possible for WAPDA 1o wrderluke removation work of
ll sach villagas simultaneously. They have to fix priorities, particulardy in view of
Uies firamgial consiraines, [ 2 oot fed any maladmindstration in s case. T
the other hund, 1 am appreciscive of the positive approach of the speiey whick
undertook 1o complete the recovation work during the cucrent Anancial year,
L sanguine that chey @il be able to bonour this conumitment.

Case We. Keg. 1715783 Megiigenee af Agerey ta Heclify
Exceas Bl of Biectricily Choryes.

This complaint arose  front the refusal of the apency o revise the ins
carreet bill issued to the complinamt regurding electricity charges. It was alleged
that dusing the month of May, 1983, the sctual meter reading was A781 units
whoreas (0 had bean wrongly reconded as 7681 enits, o the Bl which had been
ismeed to hbm, The complainant had approached the Sub-Dhvisiomal Officer of
WAPDA, on 3 vumber of occasions, 1o rectify the mistake bl the latter had
aipressad his inubility (o revise the bill. As 2 conscquence the complainant was
Iing forced to pay for an additional 900 wnits which he aever conswmed,

2z, I entertained this complaint and called upon the zgency to meel the alle-
gations eontsined  thersin, In their comments. the apency  admitled  heir
mistzks and stated that oo was due toos pen shp of the Metor Beader, who was
depurted for recording the ceadings in the complainant’s village. It was stated that
an unintentional ondstake had ocowrsad while Teeding the relevant dats 1o the
cormguter, Whereas the correst figure of units was 6758 whereby 34 units kad been
consumied, i was reflected in ke Bill ps 7658 units making the units consumed as
934,

3, As oz resull of our reference, the agency promptly admitted its mistake
aitd Laswad 2 revised bill 1o the complainont. However, T issued o letier to the agency
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to exércise groater care in futere in the compilation of bills. There nust be
certwin checks 1o ensure that corrsct dals i helag fed to the compuigr, Tam
sanguine thai the agency have, by now, taken positive steps to ensure the smouth
formaulation iof kills before they arm despatched o the consumers. 1 propose to
pursue this genemnl aspect Turther.

Core Moo Rep II7860532 Delay in Finalisation of Pension Case.

The complamant, & retised employee of WAPDA, alleged inordinate
delay in the payment of his pension and other dues admissible to him stoce his
reticement in 1978, He stated ihai the inditferent altituds of the officers of the
zpenacy had made his life miserable as be was unalbe o ke both ends meel on
seeount of nonpayment of pension and other dues. The complauinant further stated
that he approached the concerned officers on & number of eccasions Tt o ao
avail, Floally he requested the agency to allow “anticipatory pension” to the tune
ol AlE: as per governreent mles, but his application remmined woattended, Hawing
failed in his efforts 1o get selief durng this long pericd of 5 years, the com-
plainant requesied me 1o intervene.

+ 1 emtertained thiz complaint and called wpun the agency o subamit their
repart with regurd o the allegsd delay in finalizing the case. I waz-inforned by the
apency that the penslon case was nol processed on account of the peodency of &
civil suit filed by the complainant challenging the oeder of his retirement from
service, | asked the agency to peant out if there was aoy legal bar to the prant of
gues, parliculady, the anlicipatory pension duting the pendency of the suit. I
respomse Lo my guerythe agency reporied that the compluinant's case was re-
exarmined by the logal advisor and necessary penston payment order had now been
waact 1o the complainant,

3. It wps g mnateer of ounense satistuction Tor e that chis case which hal
heen pending for the last five years was promptiy attended.

Cose Wo, Keg, SHBE006E fugttention of the Agency in Enauneg
Satisfaetory Elecinc Bupply,

The petitioner complained of wnsatsfactory condition of electricity
qupply Ln his house, He alleged thet it was invarzbly much les than 220V at pesk
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howrs and on account of this low and Hustuating woltage, the slectric applianges
instatled w1 his hobse were constandy cxposed to the risk of being damaged. The
complainant further olleged that mo action was tzken by the concerned sutho-
ritles though the matter was broughl Lo (heir notice & member of tiees,

P [ called wpon Secrotary, Water & Power Development Authority, o
furnish commments in the matter. In his reply he explaimed thot the area was
being fed from a repuired transformer which was working without the voltogs
repulation mechanism. WAPDA was thus not able o regulate the weltage from this
trnasformer. He reparted that, recently, coanplete renovation and augmentation ol
the local distribution systemn had been done in the locality and the iransformer
feeding the area has boen replaced with a new one which contained volrage
regalution facility.

i 1 was further informed that after making these armangements, the com-
plainant was receiving the right supply of electricity as was checked in hig presence.
The zpency commitied that in order to ensure proper voliage during the swnmer
gesgon, the existing | 1KV feeder would be bifurcated and the mome would be
connscted with the recently completed [32EY God Station. The compdaint was,
tlaus, disposed of having borme Truit,

Cupe Mo, Heg [AR0IIRT Disecnnechion of BElectrigity
Conneciion.

Thiz complaint pertained to the issuence of o fctitioos bill of electricity
charges and subsequent disconneetion of electric supply at {he complainant's
business concern. It was alleged that the S0, WAPDA and the Meter Inspector
had approached the comnplainane on different eccasions with a demand of illzgal
pratifivation, Since the complainant had sefused to accede to their requests, the
pgeocy, oed of vengeancs, had disconnected the electricity connection of his
husiness coneern I'Eﬁl,l:lli.ll.g H] 1z|Lg,E financial losses 1o him.

¥ I enterizined thds complaint and called for the report of the apency in this
helalf. The speacy, in their comments, submitted that after the reference from my
oftice, departmental investipntions were initiated which revealed that certzin
afficials of the department wers engaged In the Bsesnce of feoittows billy to the
cormplainant by over-writing e the Ledger Books. The apency informed me that as
a resul of the enquiny conducted by the department, it wae aleo found that in the
mantly af fune, 1963, duree bille of differsnt valustions wers issoed to the con-
mimer. The apency further informed thot since this enguiry had resuled moun
parthing 2 pang which was involved in nefarious activities, it hod been decided Lo
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comititute a high-powered cnquiry committse in order o fix responsibility on
the officils whe were indulged in harrasing complainent by issuing Weang
bills. The zgency informed me thadi they hsd reconnected the vomplainant's
business concern and a rovised bill had been izssued in ey of the digputed one,

. The complainant confirmed to me that as & result of my Intervention his
grisvance has been redressed, It was & matter of happiness for me to have
provided reliel to the complainant who was being harrassed unnecessarily by the
agency. [ gincerely hope that the departmental enquiry by the agency will result in
flxing respunsbilities on (he delinquent functicnaries. The apgeny iz well advizad
o pay adequats attontion o streamiine grocedure and improve supervisory cantrol
for preventing recurrence of this type of rafpractics.

Cune Mo, Meg fiWREES Charging Elecirieity Congumption under
Tarriff A-2, ingtead of Tariff B-J,

The complainant, & poultry-farm owner, alleped that he was being chargsd
illegally for the electric consumptlon of his poultry farm under tarrif A2, The
compliinan? contended that eaddior, on his representation, the General Maneger,
WAPDIA, had ssued instructions directing imposition of Tardf B-1 instead of
A2, but the subordimite finctionaries did not implerment this declslon. He was
infisrmed by the XEN that this changs in Tarrif could anly be affected after under-
podng all these formalities which were required for a new connection, Accordingly,
& demand motice amounting to Rs7 962 was issued to hirm, The complalnant
alleged that the officer was misusing his powers with malafide intentions in order
toextract ilegal gratification from him.

2. I took up the matter with the WAPDA authoridies, who, after Exarrining
the entire case, lsued a revissd bill to the complatnant aciording to the provisions
ai the Tarrif {(90% consimption on B-1 and 10% on A-2).

3 The corplainant sddressad a letter to me expressing pratituds and satis-
fuction over the speedy and effective action tzken on his complzint. He added that
=5 soon 35 the comments of the agency were called in the matter by my offics, he
noticed & radical chanpe in the attitude of the concemed officer whe promptly
redreased hig grievance.

3. While apprecisting prompt action by the ggency 1 would like to obwerve
that the authorities should have dane the nsedful much earlier, Any way I hops
gréater care in such cages will be exerclsed in future.
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Case No. Keg, [1077083 Excess Billing by WAFDA.

A romdent of Hyderabad lodged a complaint alleging that he recrived
a hill of electricity consumptlon amounting e Bs.1367.50 which had been
prepared without recording the actual meter reading,

1. I callsd vpon the agency o furnish comments in this regarl, Tn their
meply the agency stated that the complainant's premises usually remained locksd
during the warking howrs, They informed that In sach a case the procedure was io
charze on the basis of estimated consumetion which was later on adiusted on the
availability of actual reading. The comyplsinant was informed about il by 16#
ageney, bt no mply was reeeived.

i On a reference from my office, the agency got the acrual meter
reading recorded and a revised bill was acvordingly issued to the comgplainant, who
expramed his full satisfaction over if, The agercy has heon sequested to evolve
a more sufisfuctosy system so thot causes of complaints in this connection are
memaoved.,

Care No. Reg, I1029/87 Unsatiafeotory DHoributien of Elactvicity.

The complainant alleged that the sngle-phase line, laid in the year 1952
by WAPDA to supply electricity to his mohally had become inadequate with the
passage of tme dae to manilold Increase in the rumber of consumers, He praysd
for the installation of a three-phase lne to cope with the increasing desnand of
CONSITIETS,

z. I called upon the agency to offer their comments in this behalf, In their
repart the agency sdmitted that the distesbution system laid down carlisr was not
sufficient for the requirements of the Jocality. It was added that there were many
such complainss in the arca, but on aceount of Emited fnunclal resources, the
removation of the over-all system would lake time. 1 was further informed that, in
arder to provide immediate reliet, an additiona] trapsformer was being installed in
the area which would imgrove the position considerably, The sgency inlimated
{hat 5 proposal for the conversion of the distribution system inta 3-phase had alsc
been finalizel.

3. I did net @ind any maledministrution in this cease as inadequacy of the
distrbution system sternmed from resource constraint and effort was being made to
smprove the siteation by conversion of the systern. 1t is hoped that the agengy
would homour its commitment by implementing the developinent project, in this
case, ot the earliest.
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Core Moo Reg. 80 141083 Inetusion of Sundry Charges
in the Elactriciiy Bill

In: this case the complaint alleged that he received a bill for the month of
September, 1983 which included 722 units (Rs385.99) described 2 Sundry
Charges, over and above the sctusl units consumed during the menth, Onenguiry,
the concerned officer of Water & Power Development Authority (Elscirizity)
informed the complainant that Sundary Charpea pertsined to the tampering with
the meter, The complainant sehemently refuted this allegation of stealing energy
and sought my inlervenlion o the matter,

In regpones to my letter calling for thelr comonents, the suthorioy
explained that during a surprise check, a pgap was detected between the meter
body-covar and the glags, froan whare the meter conld Be stopped from raglstering
the consumption if the comsumer wanted to do so, The Authodty, however,
adenitied that the complainant was nod caught red-handed, ond wos charged merely
un sugelcion, They added that the complainant may oot bove been stealine enere
although mesns (o do soowers avadlable to him. At my instanes, the agency re-
investizated the case and piving bensfit of doubt fo the consumer, decided to
withdraw the charge. Crevance of the complainane redressed, che eomplaint
was, therefors, disposed of,

Cawe Mo Reg, J 566083 Bounding up of Rupees in Lititiky ills

In cose Mo, Regl/165/83, [ had directed that elecericity bills should be
compiled, kesping dn view the system of “rounding of Rupees™. In pursiance
26 this decision, the agency, for each compoment, was to round off paisas fifty and
above to the next mpec whereas the amount of paisas below fifty was to be
ignored, The complainant, in the instant cass, pointed out that Lhis system was
beneficial 1o the agency only and consumers were being compelled 1o pay more
than the required amount,

2 On expminadion, it was found to be correct as i also evident from
the following tuble:
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Calesulations on the bags of

Actual amaount Rounding IJI.-[liI'EH.?E
B Fa Fe= Ps.
Fixed minimum charges 17,05 17,4
Eleatricity duty 0. 51 1. 00
Fuel Ceost .63 .00
Mefer Bent | 50 200
TOTAL: N 211, fe 2.0

It & clear from the sbove toble that there was on incregse of Bs 15260 the ball
12 charged on the basis of rounding svstem,

3, [ took up the matter with the agency and suggested thot the proper course
would have been to roend off the total armownt of the hill and pot gach component,
T cateporicelly rected that whatever inconvenience may he Lo the ageney, they
wedld have te revise the svetem and showld aot, undes the pretext of *rownding off
eihance its cherges mdirsctly for which there wus oo Gowernmental approval.

The aystern of rounding off should be squally benefizial for the WAPDA and the
clectricity consumers,

4, I feel happy to report that the azgncy has finally decided that with 2{fect
Fearn the first of January, 1984, the cotal amount of eleciocity Bill, ond not of
varicus components thersef, would be rounded off. In this respect, revisad
nstructions have besn isseed by WAPDA to ol concermed. Ascordingly, the
procedure of tounding off paisas in case of eich pompanenl of electricity bill
dlso been discontinued forthwith, As a consequence in regard 1o the 5ill specified
in the table above the conswmer would have now to pay Rs21.00 instezd of
R 2200

Lare Na, Reg. I A0/53 Appeal for Bestomeion of Blectrieiiy
Conneetior to Weter Supply Scheme

The residents of Esa Khail Estate in Fahim Yar Shan filed o complain
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gty offlee against WAPDA simnonties and prayed (or the restorstion of
glectricity 1o e Water Supply Scheme ol theic villoge whick had been dis-
comnzcled by WAPDA due 10 nongpayment of slectrizsity dues. [t was statcd that
the District Council had recently handed ower this scheme 1o the Union Cowncl
and the electric supply was disconnedied by WAPDA authorities on account of
failuze and nepligence on the part of Chairman, Uniea Counsll (o pay the elecincity
bills. The catstanding arrcars pavable to WAPTIA were oo the tane of R b 15 438)

2. T cxamined this complaint at length 2nd canse 1o the sonclusion tkas the
action Liitiated By WAPDA authorities could in oo way be described as ‘mal-
adiminiatration’. To have disconnecied the elecinic supply heciuse of non-puvment
of bills was not ar arhitrany deciston va the pazl of e agency. 19 had, in fag,
acted in accordance with the taw in dealleg wath the defaulters,

3. I. therefors, egjected the cormplaiat and inforred the complinani accord-
ingply.

WORKS DIVISION

Case oo Rep JeIET Delay in Srant of Peasior/Tratulty
oA fefund of P Furd by Pak, PIID,

The complzinant, o retired Divisional Accounts Officer, allsped ot he

cetired from Pak, PW.D. in 1979 after completing 38 wears of sepdce but his
penaion, prameity snd 1, Fund had not Been paid 1o hirme despite o lapse of four
Y Cars.
il [ eofertained this complaint and referred it fo the agency for a report, My
roference generated a lot of activiey in the Works Division ancd the Pak, PWTL The
case, which was Iving unatbenced for a leng time was taced owt and finally Pzk.
PWD informed me that the awthority Tor paymenl of persion’gratwty aod GP.
Fund in favour of the complainant kad been s,

3. The complainant confirmesd that all his dues had been paid Lo i, T Bis
lester of thanks, he sagpested that besides pressing the authorilies concerned
to sguars up the legitimats grisvances, an enguiry should also be conducted to find
aut as to what ked to such an appalling siteaticn,

4. I this particular case, | am kappy to report that the grievange has been
redressed. But clearly this 3 not enough, Thers is need for condasting o probe to
identify the causss of detedorating affsics rompant in (ke attached and subordi-
rate oftices of the Federal Government in repari 10 matiers so much crucial Tos the
welfare of the retired public servants. The Head of the Department whose primary
responsibility is to ren an efficient and humane administration must make serious
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endeavours to amelicrate the siluation and fake real interest in the welfare of theb
erstwhile subordinates, The pratwity and GP, Fund contributions are, in fact, 3
government servani's ceal life savings and, if paid in time, can vield & net incoms of
L3% i invesied in Khas Deposit Certificates, This income coupled with the monthly
pension would go 2 long way in ensblicg the smplovess to Face fnancial problems
on their retitement.

-1l In the forthcoming vear, 1 propose to get 2o in-depth stody conduested o
secortain the causes of delay in this behalf. [ hiope & satisfectory solution of this
wide-saread problem will ke found.

Cage i Eeg, (IITERT Relegse of Derired House.

The -C;IIrnT.-l:.'.irl:IJll alle._eed -.1E-|ﬁ'_-.' il 1he part ol the Estate Olfce o
implemend the dehidng orders fseed by the Works Division in Janvary, 1983,

2 It was stated that the complainani's houss was dehirsd in JTanuary, 1983
and the Ustate Office was asked by the Wroks Division to send a compliance report
io the effect that the house in guestion was handed aver o the complainant. The
allstres of the howse was offersd three sliernsre howses by fhe Esure Oifice,
which were rafased om o one peelext or the other, Tn September, 1983, the
eomplainant was asked by the Estate Office o ke over the vacant possession of
the houge, but wheo he went on the spor o de se, e was nol allowed o regain
the possessioe, Aggrieved by the denial of his rghis, he approeheed me
intervens i the mattar,

3, T entertadned the petitbon and called upon the apency fo offer thew
conments, The agency reposted that the occupant was acaoging Tor shifting
b annther howse which had beer larely allotted to bl and 1 was asswced that the
hsse in guestion would e handed over to the complanant as soon as the
popupast shifted o the pew proemizes. The complomant confirmad 1 me in
Oetoher, 1983 that the houss was wacated By the Estate OfMce and ha took oves
the possexsion on the next day,

d. [ was happy e ooote that s case of maladminisation, which was

pending resohution for the last so many moenths, was Doally edressed after the
bl wits Laken up by me,

Crer Mo, Rep TG 153 Clabr for Compensalion of Logaed e
Crudetodding Hille,

[ received o complint from fwe ladies of Ldamabad alleging therein that
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thedr liouse was in cccupetion of the Works Divislon since 1979 and the offizersin
ecupation of the houss had caused considersble damage to it. However, without
giving any thought as to who was responsible for cauging the damage, an amount of
Bs.12,000- was deducted fromt the complainant's rent without giving any
mtimation, not to speak of any natice to them.

2. The house was subsequently vacated., At thal junctuse, the officers of
Puk. PWTy while handing ower pesssssion. admitted thal the damage had been
causer by 1he officers in oocupation of the premises and hence the amount of
Fow, 12 0007 was wrangy dedusted,

3. | entertained che complint and asked the agency 1o meet the alegalions
The zpency, 0 their report, admitted that damages had been cavsed &2 the howse
during the period it remained in occupaticon. of different officers of the Federl
Craverrnient (tnckuding two Secretaries (o the Government of Pakistan).

4.« 1 aommoned the compleinants’ regreseniatives and the Joint Secretary,
Works Division, in_my office, The representative of the Works Division admitted
that there was no legul justification in withholding the amount of damages, |
stressed the fact that it doss not behose the Government oo shitk fTom or avoid
discharging ite liability expeditiozsdy. 1 foond that the agency had besn puilty of
mal-aErmhnistration n s case, In partiewiar, T did not find any justification for
withholding an amownt of B33 585/ on account of ment due from Jamary, 1982
onwards

5, In addition, T dirccted that the Government should pay 3 sum cquiva-
Iemt 1o the ansownt which the complamars woald have recelved had they invested
the armount of Bs3 585/ reterred to ahove, in Khas Deposil Cerdficares.

Cpne N, Reg, ITIAO5RS Deloy in Paymient of Houwse Rent

A ldy complamed that her house was hired by the Estate Office. Karachi
a1 g monthly rent of Ra900/-. A sum of K321 800/ was paid to her in advance s
rent covering the period from 4101980 to 31001942, Theseafter no rent was
paid to her tor more than 12 months despite her repeated requests Lo the agency.

T I callzd upon the Works THvision to mest the allepations contained in the
complaint, The apenay reported thit the payment of arccars of rent hod sinee been
arranged Lo the complainant, The somplainant confirmed that the amount has
Teen paild to her,

3 I was happy to note that on a reference from iy office regarding delay
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in the payment of reat o the ownor of fhe howse, the Works Doviston has
Inttiated an enguiry to fix respongibiity o the officers who had cawsed this
inordinate delzy.

i As the gnevanoe of the complainant was redressed, 1 did not find it appro-
priate to process the case further, T hope, in fumure, the Estste Office would be
regular in payment of rent of the howses hiredirequisitioned by them. Such
delays contribuled 1o impairment of the credibilicy of the Governmsent in the
eyes of the public and militates ageinst the principles of administrative Fimess.

Core Mo, feg JII22051 Retention of Jovemment Acoomum oo fion.

The comgplainant, an Accountant in the office of the Director Concurrent
Audil, Islamabad, alleged that he wis not being allowed by the CDA to retain a
house allotted to him, after his repaination to the parent desartment,

Z; The complainant stated that while on deputation, he wes allotted
Geovernmant accommodation by the Capital Deselopment Autherity (CDA) in
March, 1973, He wus reputriated to his parent depariment in 198 1. As he stayad
the same station, this Government accommnodation was retgined by him, 1le
requested the Works Division to tzke over the quarter in Estate Office poal a5 per
rules Tramed by the Works Divigion, but the agency expressed its inability to do so,
Despite his repeated requests, the wrievance remained unectended. The CDA
cumcglledd the allotment in November, 1983 and psked the complainant o vicate
i quarter immediataly,

A | tok up the matter with the Works Division. In their reply, it was
imtrated thal the quarer in question was allotted to the complainant in
March, 1973 when he was seoving in CI3A, In December, 1981 he was transfersed
to the Office of Joint Director Concurrent Audit Office, Islamabiad, The emple-
vees of the Directorate were elighle 1o get accommodation frem the state
Office Pool, As such, the CDA were asked o place the zzid quarter on the pool of
the Estatz Office, Due to acute shertage of houses the CDA did not placs the
quarier in question on the pool of Estate Office, On the other hand, CDA sspeed
the complatiznt with one month'a notice threatening him to gject him from the
quarter. Thereupon the complainant again spproached the agenoy and requested
Hiat & quarter of the same type may be placed on the pool of CDA a5 an alternate
accommodation, but no quarter could be placed in liew of the quarter in occupa-
tion of the complainant. Howaver, afler the matter was tsken up by me, the Works
Division decided to withdraw the guearler from the CDA' pool and 1o place it on
the poal of the Eslage Offices.

4. [ am bappy to ceport a satisfactory owioome in this case. Hul this case
presented an instance of lick of co-ordination existing in the Governmental
agencics which Is productive of prievances to the people, Effors are indicated for
corrective action In this belall,
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iRef: para 6.11)

APPENDIX —D
{FART I}
BRIEF PARTICULARS OF CASES IN WHICH GRIEV ANCES WERE
REDRESSED
-f"‘i:.":':u. COMPLAINT NUMBER DESCRIFTION
1 2 “ 3
AVIATION DI‘\-’IS]D-?'&
Keg 1207753 Dvzpute regarding contract.
2 Reg 1/243/23 Settlement of lost bageage claim.

CABINET DIVISION

L Reg. 17900783 Dzlay in sanction of pension,
4, Kee 1/1616/83 Drelay in payment of land taken over by
Land Commissian,
COMMERCE DIVISION
5 RepI/19/83 Delay in payment of matured insurance
claim.
a, Rea [/ 7a/83 Dilay inm pavment of dues an materty of

insurance palicy.

Fi Reg 1/ 106/83 Delay im payment of salary and allowances,
&, Fegly106/83 Delay in issue of premium receipt
Q. Rep lydla /B3 Non-payment of dues on maturty of

insurance policy,

10, Bep Il 746/83 [Delay in release of parcel containing books.
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13,

16

17,

18.

19.

26.

2T,

28,

Fea 11/771/43
Pee /703753

Reg I/1111/83

Regli1168/83

Delay in issuance of premium receipl.
Malpractice in sale of insumance palicy.

Mon-payment of cerfified hills for doing
construclion wark.

Delay in payment of amount of insurancs
peakicy.

COMMUNICATION DIVISION

Reg [/11/83
Rep l/13/83
Reg.1/22/83
Regl/24/583
RegI/26/83
Feg [73083
RegI/35/83

Reo, 174783

Regl/58/83
Regl/98/83
Repl/213/83
Reg.l/215/83
BepI/347/83

RE-E. [ |'.3 71 _|rE:'!l

Payment against lost V.PLP.
Excessive billing,
Excessive billing and disconnection of

elephone.
High hilling of telephone.

Man-Taymenlt of claim on maturity of
postal 1ife insurance policy,
Excessive billing.

Dielay in shifting of felephone,

Delay in payment of claim on account of
matured postal life policy,

Dielay in issue of postal life policy.
Excessive amount in the telephone hill.
[elay in transfor of telephone connaction.
Excessive hilling.

Ddelay in providing lelephone connection

Ilegul imstallation of telephones in pre-
[crence Lo cladm of complainant.
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3¢

21,

33

34,

35.

34,

T

38,

39

40.

4]1.

Regl/383/83

Rex [/444/83

Repl/509/83
Repl/551/63

Repl/558/83

Reg.1/599/83

Replin96/83

RegI/T19/83

Rezl/ 720083

Rop /74483

Reg /79583

Rap l/B59/83
Rep /897 /83

Rep.1/901/83

Rep /01383
Rep.l/914/43

Ree [/947/83

Telephone kept out of order deliberately
b staff,

Defav in removal of defects in telephone
instrument.

Excessive hill om & non-5113 telephane.
Excessive hilling,

Victimisarion and  misappropriation  of
iHaney,

Delay ininstallation of telephone,

remand of bribe and black=mailing by T&T
Dfficer.

Irregulasities in the office of Controller of
Stores, Lahore,

In-attentzon  of Telephone Exchangs,
Gujranwala, owands repairs of detective
telephones,

Delay in melease of parcel of books,

Discamnection of telephone on false report
o misuse,

Crheer-billing by Telephons Department.
Debay in mstallation of telephone,

Delay in pavment of clamm of ingurance
piokicy.

Delay in delivery of telegram,
Unlaswful deduction of Zakat,
Comection of exeessive bill,
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4.

47,

435,

49,

i A

2 d

53,

54,

=LY

ak,

fald,

6l.

63,

Reg /94883

Rea /984,85

Rep 1/ 1006/83

Regl/ 100883

Bea [J1099/83
Reg. /1 100733

Fep I/ 1114783

Repd/1152/83
Regl/1174/83
Rex 1/1175/43
Regl/1197/83

Regd/1264/83

RepI/1326/83
Rep.I/1505/83
RenI/1532/53
Res I/ 1562/83
Reg 1/ 1564/83

Feplilan]/83

Delay in alisation of pension case.

MNon-payment of amount covered hy postal
life insurence policy,

Ilegal charging of trunk calls,
Mon-sertlement of surrendered value claim
in respect of policy finunced from G.P.

Funs.

Dhelay in providing telephone connection,

Inefficiency  in regard 1o aperalion  of
telephone,

Dielay in the disposal of appeal against
lermination of service,

Delay in sancticn of telephane,

Delay in dehiting of shop leased owt till
1974,

Delay in installation of telephone,
Delay in providing telephone connection.

Delay in reconnection of telephane despite
payment.

Delay in providing telephone connection,
Delav in shifting of telephone.
Non-payment of dues after retirement,
Lxcess charges on residential telephone,
Frequent defects in telephone,

Delay in installation of tellephane despite
payment made cn demand nate,
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&3,

i,
a7,
68.

&L,

0.

T1.

T2

T3
74,
5.
6. to
146,
147,

148,

149,

Reel/1697/83

RegI/33/83

Regd/48/83
Regl/232/83
Regl/23&/83

Reg.1/166/83

Regl/2T2/83

Ragl/273/83

Reg.1/354/83

Reg.1/392/43
Reg [/397/83
RegI/404/83
Fep liald/83
Lo
Reg.l/666/83
Reg1/726/83

Rep1/792/33

Reg /85783

Excess billing on out-of-order telephone.

DEFENCE DIVISION

Nopallotiment of plot in leu of ong
acquired earkier,

Suspension of building plan.
Non-payment of G.P. Fund.
Delay in the finalization of pension case.

Delay in realisation of duess remitted in
foreign exchange.

Mop-payment of compensation for acquired
fand.

MWon-payment  of
acquired land.

compensation  for
Delay in payment of enhanced pension of
ex-employees of Frontier Corps,

Shifting of EME centre,

Befiisal to fzsue NO for service abroad,
Suspension of the buillding plan.
Cancellation of plots allotted earlier for
coal business,

Delay in payment of disability pension.

Cancellation of plot allotted earlier for coal
business.

Nogimplementation of  decision 1o

enfiance rent.
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[50.

kal,

3z,

154,

1535,

156.

159,

1410,

1al.

162,

163,

la4.

165.

Regl/911/83 Delav in payment of dues.

Rep l/912/83 Non-payment of rent of house,

Fepl/941 /83 Delay in finalization of pension, gratuity,

RegI/943/83 Mon-paviment of balance of cost of land
agquired by PAT.

Reg 1/944 /53 Non-payment of monthly pension for
June, 1983,

RegI/1016/83 Incorrect  calculation of penslon  and

non-payment of other dues,

Repl/1044/83 Delay in paviment of culstanding dues of
PAF civilian emplovess,

EDLCATION TMVISION

RepI1/39/43 Delay in ssue of S5 Examination Certi-
ficate.
Rer [1/53/53 Delay in communication of decision regar-

ding complainant’s essay.

Fegll/ 9083 Undue delay in sending teachers to Yermen.

Reg [1/95/83 Lkelay in decismion regarding text books
Soripts.

Rep 11 177783 Mon-paymenl of dues after completion aof

tendered work.,

Regl1/234/83 Permission to print F.5¢. papers in Urdu.

Reel/306/83 Non-pavment of bill

Rep II/373/83 Refusal by Ighal Academy to publish book
on lqbal.

Reg [1/573/83 Release of held-up salary,
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la6

167,

168,

169,

173

174.

175,

176.

179.

Regll/a34/83 Delay in issue af Intenmediate Certificate.

Reg [Ifa53/83 Extenzion of date [or availing owverseas
schalarship.

Rexll/824/R3 Mon-recognition of degrees of Allama Igbal
Open University hy Punjal University,

Bep [1/903/83 Rechecking of papers without pavment of
fee.

Reg [1/1266/83 Delay 1 1zsue of marks sheet by the Board,
Fepll/1335/83 Mog-issuance of Certificate by Board.

Reg1/1435/83 Delay in payment of arrears of G.P.Fund
and pay.

ESTABLISHMENT DIVISION

Begl/1150733 In-attention of FPSC to correct domicile
in zdmission form.

Fep /1613783 Delay in disposzl of review petition against
cisrmissal from service,

FINANCE DIVISION

Begdl/33/83 Delay in release of first instalment of house
building loean.

Rep I1/44/83 Delay in processing of Ioan and demand of
bribe,

Reg II/65/83 Refusal to credit sixteen  insielments

towards loan account,

Reo I/ 7T0/E3 Dafficulties faced by public in getting
money exchanged.

RegIl/124/83 Drelay in disposal of appeal against suspen-
gion from service.
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180.

181

1832,

183,

184,

183,
186,

LB7.

| BE.

189,

150.
191,
192.

193,

1924,

195.

156,

RegI1/149783

RegII/159/83

RezI1/165/83

Rez.l/165/83

Bepl/165/53

Reg 11/174/83
Regl1/184/53

Reg Il 185/83

RegI1/205/83

Reg.I1j245/83

RegI1;250/83
Repl/250/83

RegI1/251/83
Reg.I1/283/83

Reg I1/296/83

Repl/ 29783

Rer1/310/53

Mom-adjustment af loan aceount.

Delay in pavment of matured insurance
cladm.

Failure to return change after payment of
bills.

Delay in pavment of enhanced pension to
penzioners of Frontier Constabulary.

Delay  im supplving provision  reparding
caleulation of interest on loan.

Ixelay in retuming Pension Payment Onder,
Delay in settlement of rebate claim.

Delay in pavment of repairs DIl in respect
of Covernment vehacle,

Delayv m the refund of excess duty.

Misue of authonty and undue ntervention
in income Lo assessment.

Delay in payment ol G.P. Fund,

Delay im the pavment of G.P.Fund balance.
Delay in pavment of cutstandning dues.
Inordinate delay in payment of G.P.Fund,

Inordinate  delav
customs duty,

in refund of excess

Delay in refund of amount deposited for
performance of Haj,

Maon-Payment of deamess allowancoe/inere-
ments Lo pensioners.
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197.
198.

199,

207.

208.

203

210

211.
3 b3

213

214,

Repdl/320/83
Bep I1/321/83

RepIl/347/53

Rep1/354/38
Regll}362/83

Reg II/367/83

Rep 11/374/83
Reg [1/419/83

Poep 11/423783

Rep [1/420/83

RepIl/433/43
Reg I1/430/83

RegIl/641/83

Reg II/672/83

Rep I1/T74/83
Reb l/829/83

Reg.l1/8%1/83

FepI/810/83

Drelay in settlement of export rebate claim,

Pelay in settlement of export rehate claim.

Irrepularities in the appoint of Assistants
in N.D.F.C.

Delay in payment of enhanced pension.
Refusal to settle claim.

Delay in pavment of clam for prize bond
declared successiul,

elaw in paviment of pension.
Mon-selection for job.

elay in settlement of dues; releass of
security for Customs Clearing Agency.

Undue delay in transfer of pension, G.P.
Fund and other contributions.

Diclay in fixation of pay.
Dielay in supply of loan account statament,

Refusal o extend facility of loan to
students.

Delay in deciding appeal for reinstate-
ment in sgenvice,

Yacation of complainant’s house,
Delay in fixation of pension.

Delay in implementation of decision of
Service Tnbunal

Delay in issue of payment arder,
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Pl 8

220.

2271

ha Lg by |

FEEr

i

224.

AN

2,

Pep lli9a6,/53 Delay in despatchr of LPBC and Service
Certificake,

Reg11/980/83 Delay in payment of [oan instalments,
Rep II/1262/83 Withdrawal of P.P.O,
Repl/1500/83 Drelaw in pavment of benevolant fund.

FegIl/1300/E3 Deelaw in credit to Benevolent Fund.
FOREIGN AFFAIRS DIVISION

Rep. 1/578/43 Pelay in disposal of appeal for commer-
cialisation of siops.

Bepl/1413/53 Withhaldag of pavment crder,
HEALTH DIVISIOMN

Reg [[/ 145783 [rregulanties in appeintment of Haouse
Surgeons.

Reg.1/1618/83 Delay in subinission of report by Medieal
Hoard,

Reg11/240/&3 Ban on sale of harardows dng,

[INDUSTRIES DIVISION

Reglial7/82 Delay in payment of arears after cesip-
rution,
Reg Il/&sd/83 Dizlay in finalisation of pensien case,

INFORMATION AND BROADCASTING DIVISION

Feg |/1237/53 [kelay in grant of declaration of newspaper,

INTERIOR DIVISTON

Reg /90 83 MNan-issuance of National [dentity Card.
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a21.
233

£33,

234,

235.

236,

237,

238,

2349,

240,

241.

2412,

243,

144,

RagI/208/483

Bel/216/B83

Rep /244783
Rep /45783
Rex |/R5E/ED
R /958 /83
Reg. 11105753
Regl/1151/83

Rez1/1273/83

Reg I/1368/83

Reg1/1420/83
Real/las9,/53
Rea I/ 1690/83

Koz 1/ 1894/83

Remstration of case against  Islamahad
Police.

Mon-payment on account of repairs fo
C.DLAL vehicle.

Harrassment by police aollicial
Demarcetion of rovenue lmils [or casting
viICs.

[sszance of foraed visa.

Delay in issue of jdentity card.
Mon-payment of salary.

[naction an the part of police.

Mon-acceptance of forms by Registration
office,

Mon-payvment on sccount of POL suppled
fior official vehicles.

Froblem of supply of Sui gas to “D" type
quarters.
Delay mm ssuance of dentily card.

Mon-issuance of identity card,

Delay in sssance of passport.

KASHMIR AND NORTHERN AFFAIRS DIVISION

Fee 01152783

Rep.11/186,/43

Rez [/ 14883

Disposal of T & K State Property.

Possession of plots suctioned by Adminis-
{rator J & K State Property.

MANPOWER DIVISION

MNor-payment of dues and request for
return of passport and  identity  card,
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245,

246,

247,

248.

249,

250

231,

Txk

.

254,

255,

256.

2¥1.

]
L]
o

Bieg I1/482/83 Clzim for payment of compensation from
forcign firm,

FLANMING AND DEYELOPMENT DIVISION
Eoe l1/443/83 Delay in issue of @ervice certificate.
Heg 11/493/83 Delay in finalisation of pension.
PETROLEUM AND NATURAL RESOURCES DIVISION
Repg /328783 Delay in inscallation of 23 meter,

Ree I/l 146/83 Delay in disposal of review petition regard-
I SUPErcession in service.

PRODUCTION IMVISION

Rep I/97/83 Inaction regarding decision to sanction
cemeont AEcncy,

RepI/514/83 Non-peyment of duss,

Reg1/690/83 Nop-allotment of cement agency.

Heg 1/724/83 Refusal to supply saltl against sanclioned
quata,

Beg I/ 1101783 Mon-payment of damazes,

RELIGIOUS AFFAIRS DIVISION

Rep. l/&1/83 Refusal lo retum editions of Holy Curan.
Rep 1/1572/83 Reflund of money paid on account of rent.
Rep 1f1791/83 Delay In decision.

RAILWAYS DIVISION

Bep l1/105/83 Delay in the payment of G.P. Fund
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259,

260,
261.

262,

266.

267,

208,

268

270.
271,
272

273

274,
2785,

276,

RegI1/175/83

Reg I1/203/83
Rep. 11/203 /83

Heg 11/294/83

Rep J1/309/83
Rep 11/331 /83

Reg 11/426/53

Reg 11/470/83

Reg I1/494/83

Reg.IT/571/83

Reg l1/372/83

Rep 11753883
Rep.IT/598/83
Reg I1/652/83

RepI1/663/83

Rew [1/664/83
Reg I1/665 /83

Rez I1/648/83

Refusal to admit emplovee in Railway
Haospital.

Failure to shift Railway level crossing
Arbitrary decision in allotment of plols.

Mon-allotment of plots by Railway Emplo-
vees Housing Society.

Failure to sanction premature increment.
Mom-payment of Benevalent Fund.

Mom-payvment of GP. Fund since retires
ment.

Nom-payment of compensation for loss
of newspapers bundle,

Delay in the finalisation of pension case,

Nomerefund of house rent deduwcted dle-
gally.

Delay in finalisation of dues of deceased
husband,

IDelay in the payment of gratuity,
Vacation of a residential quacter.
Delay m fAnabisafion of pension.

Delay in finalisation of family pension
cuse,

Man-payment of pension,
Ixlay in finalisaticn of pensicn case.
Pelay  in  finalisation of senionity  list,
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284,

285.

280,

287,

ZHE.

289.

2,

291,

Reg11/773/83

Reg Il 746/83

Rep I1/B45/82

Ber I1/9585/83
Beg I1/946/83

Rep I1/587/43

Reg IL/1511/83

Gh;ulntu engings plying on Mirpur Khas-
Kalri line,

Plying of ohsolete engines.

Non-settlement of dues sccording to order
of Court,

Nom-payrnent of interest on OGP, Fund.
Delay in pavment of arrears of pay.
Delay in pavment of arrears of pay.

Lozs of valuable maslunery.

SCIENCE AND TECHNOLOGY DIVISION

Beg /167743

Rep I1/59:83

RepIl/318/83

De-hiring of housse,

STATISTICS DIVISION

Non-payvment of honoraria for working as
Census Officer,

Delay in pavment of hoporaria for work
dane in respect of Census work.

WATER AND POWER IMVISION

Regl/2/83

Reg /10883

Reg.1/135/83

Beplf144/83

Regl/147/83

Lelay in finalisadion of pension.

Momepayment of dividend:s on shares of
nationalised company.

Excessive bills of clegtrizity,

Mompayment of gratzily, pension  and
group insurance after retirement.

Delay in payment of GP. Fund since
relirement.

iGd



30,
301,

302,

203,
304,

305,

306,

307.

308,

309,

310

all,

Rez.l/219/83
Rep.I/226/83

Reg I/271/B3

Ree 1/718/83
Fepe 17408 /83
Reg 1/410/83
Reg.1/455/43

Fez li402/83

Rep.l/466/83
Reg.1/502/83
Rep.1/550/83
Reg.d/555/83
Res 1/730/83

Reg.l/743/43

Rep /78083
Reg 1/E00E3
Rep If821/83
Fep l/822/83
RepI/B61/83

Reg.1/881/83

Man-payment of dues after retirement.
[ncarrest electric hilling,

Delay in installation of domestic electric
connection.

Incorrect billing.

Delay in sanclicning elecioic connections,
Insufficient supply of snerry.

Failure to replace defective transfommer.

Excessive electricity  billing and  inflic-
ticn of fine for eneegy thell

Frequent failure of electricity,
Delay 1 verification of Service Book.

Sealing of meter and incorrect meter read-
ing.

Incormect billing.

Delay in replacement of defective meter,

Unjustified chargng on basis of average
CUTSUMP L.

Drelay in sancton of pension,

supply of low voltage,

Low voltage especially dunng pesk hours.
Excessive hilling,

Wrong billing.

Inattention in replacing defective meter.

Lo



31
35
314,
F13.
36,
317,
318,

31,

333,

324,

335.

3340,

Reg.|/988,83

Ree [/1027/83
Regl/1077/83
ReaI/1125/83
RegI/1141/83
RegIf1136/83
Reg1/1293/83
Real/1483/83
Regl/1566/83

Rew 1/ 1649/83

Beg I/ 1650/83

Regll/62/83
Reg.Il/86/83
Reg IIf112/83
Rep 11/247/83

Rep.11/260083

Reg 11/350/83

RepIl/376/83

Rogdl/460/83

harging of incormect LanifT.

Disconnection of electric supply.
Crwvar-billing.

Incerrest hilling.

Fenalty an account of theft of enermy,
Wrong hilling,
Excessive billing,
Delay in finalization of pension case

Rounding of fraction of mpee in bills,

Claim for damages on account of cancella-
tion of contract.
tender.

Irregularities  in acceptance of

WORKS DIVISION

Delay in grant of pension,
Undue delay in payment of G.I. Fund.
Delay in puyment of interest on G.P. Fund,

Delay m payment of dues of the deceased.

Delay in pavment of pension and other
s,

Deluy in payment of service dues.

Feleaze af de-hired house.

Delay in payment of G.P. Fund,

1hd



331, ReplIfd61/83 Compensation for hired houss.

332, Repll/512/83 Delay in payment of 4GP, Fund.

333, Repllfa0783 Mon-payment of rent aof hired house.

334, Repllyi227/33 Failure to take guarler aon Estate Office
Paol.

{FART II)
BRIEF PARTICULARS OF CASES REJECTED AFTER

INVESTIGATION

5 COMPLAINT DESCRIPTION

Ma. NUMBER

1 2 3

AGRICULTURE DIVISION

L. EegIl/189/83 Compensation for cancelled construction

wark,
AYIATION DIVISION

z. Bepl/162/43 Compensation for lost bhagsage hooked
through P.LA.

3, Reg.1/4%0/83 Teonination of contract of Airport Res-
[aurant.

4. Reg. 1/841/83 Claim of baggage dJdamaged by PLA.

3. Repl/1136/83 Absorption in PIA after apprenticeship.

. Reprl/1263/43 Passage facilitics for family of deceased
emploves,

Lol



10,

11.

13.

14.

15.

16.

1.

18.
19,
20,

21

22,

Bep LF1290/83 Falure fo grant 10% increse in pension.
Reg /1293 /83 Malafide selection in service.

CABINET DIVISION

Regl/107/83 Violation of rules for agency of govern-
ment publications.

Rexl/224/83 Eefusal to honour claims of Lfe insurance,

Reg0/225/83 —do—

Reg.1/360/83 da-

Reg I/422/83 ~do

COMMERCE DIVISION

RegIl/995/83 Issuance of import licence to Beer manu-
facturers.

RegII/1010/83 Cirect import of Beeri leaves on commer-
clal basis.

Rtg.ll,i'll}ll,-'EE- Mew Import Policy regarding import of
Been leaves.

BegII/1379/83 Issuence of import licence to Beeri manu-
facturers.

COMMUNICATIONS DIVISION

RepI/d/a3 Excessive billing of telephone.

Reg.l/59/83 Delay in providing telephone connection,

Reg1/105/83 Failure to open Public Call Office.

Regl/204/83 Pavment of pension on quarterty instead of
momnthly basis,

Reg1/205/83 [legal demand for installation of tele-
phione.

| b6
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m

g}
|

b

3R,

39,

40,

&1,

Regl/276/83

Reg1/283/83
Reg |/286/83
Rea I/287/83
RegI/305/83
Repl/341/83

Repl/345/83

Reg1/346/83

Reg.1/374/83

Reg I/389/53
RepI/394/83
Reg. I/449743
Rep 0/506/83
Reg 1/697/83
Reg.I/752/83
Regl/754/83
Ree /76183
Rap /79783
Reg 1/B18/83

Rez1/819/83

Allezations of corruption against official
of Pastal Department.

Pelay in providing telephone connection,
Ilegal notice for possession Radio Licence.
Excesswve billing of telephone,

Delay in providing telephone connection,
[Delay in providing telephone connection,

Wrong billing by Accounts Odficer Tele-
phone,

Excessive telephone bills,

enial of mght of emplovment in Karachi
Port Trusl.

Excessive telephone hills,

Delay in sanction of Branch Post Office.
Delay in grant of family pension.

Deelay in delivery of telegram.

Cver-billing of telephone connection.
Termination of sarvice,

Delay in supplyving requisite information.
Delay in providing telephone connecticn.
Excessive hilling af telephona,

Delay in sanction af telephone.

[elay in previding selephone connection.
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43.

45,

41,

47,

EIN

Rea I/820/83

Rep l/838/83

Repl/B69/81
Repl/929/83
Beg /100783

Beg 1/1010/83

Rey. I/1052/34

Reg [/1072/83

Reg.1/1137/43

Beplf1135/52

Reg [/1214/83

Rez1/1234/83
B 171 248/83
Rap 126553
RegI/1 277/83
Regl/1327/83

Rep 1 144183

Bepl/1549/82

Disconnection of telephone though bills
paid,

Withhalding of house rent and conveyance
allovweance.

Drelay in sanctian af telephone.
Excessve telephone bills:
Delay in providing telephone connection,

Delay in construction of Post Office build-
ing.

Drelay in installation of telephone.

Festoration of telephone disconnected on
alleges] non-pavment,

Iestomation of telephone after sattlement
ol all dues,

Premature cancellation of contracl awerded
for one vaar,

Disconnection of telephone lines during
Moharras.

Delay in removal of defective telephone,
Delay e providing teleplione connection,
MNon-tssuance of receipt for telephone call.
Mon-installation of telephone.
Man-payment of lwo increments.

Monthly disbursement of pansion te Army

[ IEIOnETE.
U i i promotion,

laA



&l.

63.

4,

3,
0o,

67,

(i,

.

1,

Eegl/1563/83

Repl/l1666/83

ReplIf12/83

RepI/32/83

Rep /9583
Rez /0983

RegI/111/83

Rewl/ 16383

Fegl/164/53

R.E-g I_II. 168 |'lE 3

Rez 1/171/83

RegI1/231/83

Rep 1/253783

Regd/277/83

Rewl/332/83

Reg /45843

Cormupt activities of Telephone Depart-
ment oificials.

MNon-payment af hills for repairs of official
vehicles.

DEFENCE DIVISION

Demal of 488 rbale on hause Lax

Misuse of suthority by clerk of Sumimary
Militrry Court,

Delay in payment of Benevalent Fund.
Denial of benefits to emplayees.

Irreguiarities of officers o) Fauji Founds-
tion,

Mal-practices of Cantonment authorities.

Purchase of gas plant by Cuntt. Exécutive
Officer,

Low fixation of price of potato,

Diclay in handing over possession af allott-
ezd land,

Service prievance,

Man-fixation of pay and nevision af pension
by Awdin Office,

Misbehaviour of doctor of Fauji Founds
ticn Hospital,

Unjust settlement of pension o 1se.

Admission in Cadet Collepe.

Log



i

B,
&1
BZ.

&3.

g4,
Ha.
Ba.,
87.
B8,

29,

20,

9.
B3,

B3,

Regl/537/83

Ragl/547/83

Reg /70223

Rew 1779583
Moo | 505/53
Rem [/825/83

Reg1/855/83

Bep1/951/83

Reg I/1089/83
Reg1/12446/83
Reg.1/1415/83
Reg.1/1561/83

Reg.I/1945/83

Harrassment and  wictimisation by GM.
Industrial Home.

Puvment of dividends and conipeonsation
in tespest of shares held in natjonalized
Mills.

Dizcrimunation in alowing four advance
mncrements to Junicr Auditars,

Failure to honouc  Arbitration  Award
Transfér of pension in name of edle
Non-payment of enhanced pension.

Claiim for compenzation for requisitioned
tucks,

Compensation for damaged truck,
Monp-pavmen! of rent o reguisitioned
Huouse.

Construction of toilets,

Victimisation and hafrassment.

MNogepavment  of  increase  in pension.

Irregularities in the Mililary Accounts
Departtnent, Fawalpindi,

ESTABLISHMENT DMVISION

Reg.l/16/83

Bep /19883
Regz | /448/83

Reg I/1257/83

Denial of pav and allowances mm B, Scale
Ma. 17,

Service prievance of ex-mplovee.
do

Delay  in disposal of review  petition,
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35,

B4,

a7.

o8,

B,

100,

101.

102,

103,
104.
ins.

[0,

107,

104.
104,

110,

Reg.l/1962/83

Feg I1/1 BB/ B3

Reg.11/297/83

Reg 173435 /83

Reg.1/395/83

Reg I1/425/83
Reg.II/736/83

Reg /90983

Rew T1/30/83

Regl/36/83
Reg.l1/67/83
Reg IT/71/83
Reg 1/ 106/83

RegIl/139/83

Regll/161/83
Re 11/166/83

Reg d1/248/83

Discriminatory treatment.

EDUCATION DIVISION

Delay in connection with foreign scholar
ship.

Termination of service during proba-
tionary period.

Change in marking system by a College.

Admission in C.T. Class after walving age
limit.

Confiscation of a baak.
Absarption in semvice,

[njustice in sepvics,

FINANCE DIVISION

Amount teice subjected to deduction of
Zakat.

Demand for bribe for sanctioning of loan.
Imposition of arhitrary and illegal income
fax.

Wrong assessment of sales tax,

Bifdrcation of loan.

Allegations of and mal

practices.

cormuption

Confiscation of cloth at Bara Check Fost.
Delay in the release of sanctioned loan.

Unfair charging of Customs Duty.

m



L11.

113.

114,

L15.

[,

I 1&,

119

| 20

Rep /28283
Reg 11/ 364/83
Rep [1/422/83

R ll/435/53

Fawlli440/83

RegI1/441/83

Keel/447 /83

Fag Il/450/83

[Rep 11/457/83

Ree 11/487/83

Reg 11/501/83

Rep I1/548/43

Regp [I/549/53

Repllians 83

Reg d1/577/83

RepIl/o03/83

Reg Il /60543

Ieeal carnings and tax evasion,
Delay in the settlement of sales tax retfund,
Cormuption and other mal-practices.

Execution of fradulent desd of morigage
bw the Bank.

Injustce regarding income tax liahility.

Dreluy 1'11_ decision regarding payment of
dearness inerease.

Claim for pension benefits,

Delay in claim for pratuicy undes revised
pensicn mles,

Eeguest for recognition of qualification by
ICPA.

Reguest for grant of family pension for
life,

Delav in Ixaton and fnalisstion of pen-
slom,

Irrepular deduction of Zakat.

legal notices of closure of sharing accoumnt
by LC.P.

Appeal for annulment of income tax
assessment,
Allepations  of in service
ratiers,

cormuption

Deelay in finalisation of loan application.

Allegation of cormuption against Income
Tax Department,




128.
129,
130,
131,

132,

[34.

135.

136.

37

138.

139,

1410,

141.

142,

Regd1/617/83
Rep11/674/83
Reg 11/696/83
Reg L1/ 72%/83
Rep II/773/83
Reg II/ 700,83
Reg IT/804 /83

EepgIl/a19/53

Fewp I1/B25 83

Reap 11965 /83

Rep I/ 101 7/83

RegIl/1344/83

Rep.P/2026/83

Appeal apainst frozen account,

Allegation of cormuption.

Dzlay in disposal of representation,

Evazion of huge amoumnt of income tax.
YWacation of complainant’s housge,

Refusal to pay prize money on prize hond.
Delay  in  settlement of loan account.

Delay in enhancement of pension of old
pensioncrs,

Delzy in release of loan instalment,

Delay in settlement of special contrbu-
ticon to Provident Fuand,

Suprmestion to change procedure of collect-
ing sales tax from plastic manufactuzers.

Beasessnent of alleged erroncous sssoss
ment.

Appeal For financial aid te repay debis

FORLIGN AFFAIRS DIVISION

Rezl/3/83

Reg.l/145/83

Reg.I/1149/83

legal trade and hack marketing of forcign
Currencies,

Resumption of scholarship in REomania.

Construction of ‘Musafarkhana® and  dis-
pensary af Meshed--Mugaddas, Iran.

rma
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144,

1435,
146,

147,

148,

149,
150,
151,
152,
153,
154,

155,

156.

157,

158,

INDUSTRIES DIVISION

Reg.l/117/83 Delay in evaluation of “Fav As You Earn
Scheme.
Reg.l/572/83 Termination from service.

Rep.1/840/83 Non-payment of commission at the preva-
lent rate of exchange,

Reg.I1/936/83 Denial of ghare of commission.
INFORMATION DIVISION

Reg.]/1311/83 Non-payment of transport charges for offi-
cial visits,

INTERIOR DIVISION
Reg 1/46/83 Ban on entry of foreigners.
Reg.l/104/83 Release of Rifle and Licence.
Reg.l/1556/83 Problems of custzes of Islamabad.
RegI/157/82 Request for dehiring of house.
Regl/320/83 Irregularitiss of Registration Office.
Reg.I/351/83 Alternate allotment of plot.

Regl/542/83 Termination of service and nom-payment
of dues,

Regl/B16/B3 Payment of compensation for land acquir-

gd by C.DLA.

Reg.1/923/83 Payment withheld by C.DA, for nine
maonths,

Regl/985/83 Unjust acceptance of a lower bid for a
commercial plot by C.D.A.
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159,

160,

161.

162.

163.

164,

165,

166,

167,

168.

169,

170.

Reg.l/986/83

Reg I1/315/83

RegIl/530/83
Reg I1/1001/83

Regl/1617/83

Unjust sale of plot to lower bidder.

HEALTH DIVISION

Complaint about un-lelamic element in
Unani, Ayuvedie: and Homoepathic Prac-
tloners Act, 1963,

Inattention on the part of Surgeon of
Polyclinie.

Negligence and inattention on the part of
doctors of Polyclinic,

Reimbursement of Medical Bill to ex-
ermployees,

LABOUR AND MANPOWER DIVISION

Reg.I11/17/83

RegIl/167/83

Reg.I1/608/83
Reg.1/839/83

Regl/42/83

Reg1/237/83

Failure to honour recornmendations of
FPR5.C.

Shifting of recrulting asgency from Sar
godha to Rawalpindi.

Award of compensation from forelgn firm,

Renewal of Heence for recruiting agency
cancelled due f{o demise of one pariner.

LAW DIVISION

Illegal opinion of Law Division about
Heencing suthority.

Unreasonable extenslon of territordal limits
of Speclal Judge (Central) Rawalpindi

PETROLEUM AND NATURAL RESOURCES DIVISION

Reg.1/64/83

Complaint against Federal Minister.
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171.

172

1 74.

175.

176,

177,

178,

179,

120,

181,

182,
183,

184

RegI/114/83 Dielay in supply of gas connection.

Bep 12 15/83 Unauthorised sale of ship in Burma by
ESS0, Pakistan,

Reg.I/227/83 Non-supply of gas to two villages in Baha-
walpur,

RegI/288/&3 Nonsupply of gus connections by Karachi
Gas Ca,

Reg.l/790/83 Corruption in Pak-Arab Fertilizer Factory,
Multan,

Feg I/ 1102/53 Deslay in supply of gas connection,

Reg /1217743 Delay in provision of Sui Gas conpection.

POPULATION DIVISION

Reog II}7T72/83 Payment of arrears of rent in respect of
house,

PLANNING AND DEVELOPMENT DIVISION

Regp I/ 789753 Delay in payment of water and conscr-
vancy charges.

FRODUCTION DIVISION
Rep /82183 Departmental injustice,

Reg I/ 109/83 MNom-payment of compensation for ne-
tionakised industries.

Regl/173/83 Termination of cement agency.
reg I/ 18083 Megal cancellation of cement agency,
Heg1/121/43 Canccliztion  of  agreement  regarding

cement Jgency.
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185.

186.

[§.1.8

15%,

1940

191.

192

193.

194,

155,

196.

197.

198,

199,

Rex /39183
Reg1/451/83

Reg.I/5603/83

Rep.I/T33/83

Repl/922/83

Reg1/1213/53

Reg, [/1440/83

Eevival of cement stockistship.
Cancellation of cement agency.

Delay in payment of pension and G.P,
Fund.

Termination aof service by Pak. Steel
Mills.

Nonpayment of salary for two wveam.

Eefund of amount recovered as liguidated
damages,

Lnjust termination of service.

EELIGIOUS AFFAIRS DIVISION

Regl/303/83
Reg1/315/43

Rep /487 83

Reg.1/602/83

Rtg.[;rgﬁﬁ_urﬂﬁ

Begl/1135/83

Reg /1773 /83

R:-g.llllu:}ﬁllrﬂ\,?

Permission 1o perform Haj-c-Badal.
Restriction on travel during Haj,

Fefusal to treal person as Mehram to lus
daughter and mece.

Increase in rent of Waqf Property.

Megligence of agency tesulting in non-
performance of Haj.

Mal-sdministmation 1n Evacuee Tzt
Property Boanrd.

Mizuse of position by certain elements in
Data Darbar.

RAILWAYS DIVISION

Smugeling and  cormupt  practices by
Railwaw stall.

M



200,

201,

202,

203,

207,

208,

209,

210,
211,
2131,

213.

RegI[/120/83

RegIl/121/83

Reg.Il/153/83

Reg.I/190/83

Reg.I1/191/83

RegIl/261/83

Reg11/303/83

Reg.Il/326/83

Reg.IIf327/83

ReglIl/391/83

RegII/417/83
Reg.11/424/83
Reg.II/471/B3

Reg.I1/477/83

Rep1l/483/83

Reg 11/509/83

Allotment of vending contracts at Rallway
Stations.

Indulgence in smuggling by Rallway guards
and drivers.

Cancellation of name as supplier to Rail-
way,

Demalition
officers.

of shop by two Railway

Malpractices in Railway Carriage and
Wagan Shap, Mughalpura,

Missppropriation of funds in Railway,

Wrong entry regarding date of birth in
Service Book,

Delay in aflotment of quarter.:

Diseriminatory treatment in allotment of
vending contracts,

Diserimination in allotment of vending
contracts by Railway. '

Delay in fnalisation of pension case.
Misappropriation of funds.
Allotment of vending contract.

Demand of illegal gratification for pro-
viding employment.

Discrimination In allotment of guartems

Delay in allotment of land to Housing
Society.
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218
219,

220,

221

222,

233

224,

r i

226,

e

228,

2249,

230).

231,

Reg.Il/559/83 Emplovimment aganst quota fxed for
Eailway sepvant’s children.

Rez.11/5387/83 Payment withheld for contract work.

Reg.[I/604/83 Manhandling of staff.

Fegll/666/83 Crrievance about revised pay scales.
Reg 1170683 Inquiry into affairs of Cooperative Stores
of Railway,

Rep II/T19/83 Delay in [nalization of pension <as

Reg 11/ 738783 Irrepularities at Ilyvdersbad Railway Sta-
tion.

RepII/807/83 Behaviour of senior officer.

Bepg II/313783 Delay in payment of arrears of pensiod.

Regllf 106183 Possession not given by Pakistan Railway
Housing Society of plot allotted 13 veats
back.

RepIl/1165/83 Resumption of Railway traffic on Jacob-
abad to Larkana via Shadadkot route.

Reg11/12349/83 Delay in fixation of pay.

Reg Ilj1474/83 Passage 1o a house through Mayo Gardens,

SCIENCE AND TECHNOLOGY DIVISION
Kep 1901753 Fayment of extra duty allowance.
WAPDA
Rogl44/83 Restoraton of electric connection.
Kee 1/ 100783 Delav in electrification of village.

79



234,

233,
234,

233,

236,

237.

238,

239,
240,
241

241,

243,

244,

245,

244,

247,

BepI/124/83

Regl/161/83
Reg1{217/83

Regl/221/83

Reg I 278/83

Regl/285/83

Hegl/385 /43

Rez 1/393/83
Reg.1/467/83
Reg.I/538/83

Reg.1/556/83

Reg.I/597/83

Reg 11029/83

RepI/1105/83

Reg1/1252/83

Reg.1/1300/83

Payment of compensation for land acquir-
ed by WAPDA,

Heinstatement in s2rvice.
Excess estimates for electnic connection,
WAPDA

Mlegal pratification taken by

eificials,
Ilegal occupation of quarter in Canal

Colony.

=

Incorrect  assessment of elecinc connec-
tion expenses and refund of unatilised
amount.

Excessive hilling of clectricity charges.

Delay in providing electric connection.
Claim of ownership of property.

Megal transfer of tube-well connection.
Excesmve hills,

Allegations of comuption aguinst officer
of WAPFDA,

Unsatisfactory distribution of electricity.
Harrassment by Line Superintendent and
disconnection of supply of energy.

High rate of electricity charges for tube-
well,

Elecinfudation of village.

L&O



WOMEN'S DIVISION

248, ReplIl/792/83 Nonreimbursement of expenses incurred
for conducting research work.

WORKS DIVISION

249, ReplIf150/83 Unjustified decision regarding reassessment
of house.

250,  Repll/427/83 Refixation of pay and pengion.
251, Repllfa75/83 Delay in finalisstion of pension.
252, ReclI/898/83 Misuse of official position.

253.  RegI1/999/83 Repairs of house.
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APPENDIX E

AGENCY-WISE DISTRIBUTION QOF
COMPLAINTS RECEIVED AND ADMITTED
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APPENDIX — E
STATEMENT SHOWING THE AGENCY-WISE DISTRIBUTION

(Ref: para 6.28)

OF COMPLAINTS RECEIVED AND ADMITTED

5, Name of Agency Complaints Complaints
No. received admitted
L. Agriculture Division 2 -
2 Awiation Division 102 19
3 Cabinet Division 25 13
4, Commerce Division 77 33
5. Communication Division 476 P
A, Culture, Sports & Youth 11 9
Aflfairs Division.
T Defence Division 418 183
g Defence Production Dhivizion 2 -
9. Education Division 75 50
1d. Establishument Division 74 14
11. Finance Division 627 203
12, Food & Agriculture Division 25 5
13, Fotelgn Affairs Division 7 2
14, Health Division 40 [7
15. Industries Division 2 2
16, Information Division 49 14
17. Interior Division 225 107
18. Kashmit Affairs Division 12 &
1% Labour Division 13 13
20 Law Division 7
2L Manpower Division 26
22, 0O & M Division 2 -~
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43,

aa,
o,

Parliamentary Affairs Division

Petroleim and Matwral
Hesources Division

Flanning & Development Division
Fopulation Division
Production Division
Bailways Division
Feligiouws Affairs Division
Science & Technology
Research Divigion

States & Frontier Repons
Affairz Division

Statistics Division
Teorerism Division

Water and Power
Wamen's Division

Warks Division

Camplaints against functionanes
in their private capacity

Complaints pending verification
and confrmation

GRAND TOTAL:

180

[ 2]

a5

11
14
102
380
33

g8

407

132
387

3922

13

26
113
23

188

92

10
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{Ref. para 6.29)

AFPENDIX — F
COMPARISON WITH THE BRITIEH OMBUDSMAN'S
FIRST YEAR OF WORKING
TABLE1
BRITAIN® PAKISTAN
PERICD 1967 1983
(August-December)

Cases dealt with 1069 TR12
Found outside jurisdiction Gl 5871

ar discontinued after partial

Investigation

Cases investigated 188 587
Cases-found justified 19 334

Source’ *Parliamentary Commissioner for Administration, Annual
Report for 1947,
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STATISTICAL COMPARISON

TABLEII

ERITAIN®! NEW ZEALAND**¢ PAKISTAN

DESCRIPTI(N 1952 {I781-82) (10E3)
Full Year Full Year Aupust
Decembar
Cases fealt with (a9 1586 Fell
(inchuding 241 (including 294 )
carned over carried over
from previous from previos
FEIT) yearh
Found autside 382 2 5871
Jursdiction or
discontinued after
partial insestigition
Cases investipated 2z Q18 SE7
Cases found justified) [ 287 334
(matter resolved)
Cases rejected after Tl 08 253
myestipation
Carried aver 295 T 844
next vear
Enurceg:

Parlinmentary Commisioner for Administration, Anoual Renert For
1982,

*¥+ Beport of the Cmbudunan (Mew S2aland), for the vear ended, 31 March.
19832,

1, The offics was established in 1957,
2, The offics was estzblished i 1953
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SUMMARY OF THE REPORT

Introduction:

1.1 “The Establishment of the Office of Wafagi Mehrazib
(Ombudemnan) Order, 1983" may rightly be called Pakistan's first
charter of administrative accountahility. Durng the [ive months
covered in the first Annual Report, the ormgamisation had to be estah-
lished and made operational — posing unprecedented challenge to the
Walagi Mohtasib and his colleagues.

1.2 The task of speedy and effective redressal of grievances
arizing out of maladministration on the part of the Federas] Govern-
ment Agencies was onerous, more so because of =l prevading scepticism
gbout his success, The office wus sccepted by the Ombudsman
(Mohtasib} as a challenge because of the confidence reposed in him by
the President and of his unfailing faith that “things which are impossi-
ble with men are possible with God.™

Conceptual Framework:

2.1 In recent yeurs all over the world, and particulardy in
the developing countries, thers has been a phenomenal increase in the
interaction between the citizens and the administrators, indicating the
need for institutionalising the system of administrative accountability,
Thas 15 the rationale of the Office of the Wafaqi Mohtasib in Pakistan,
Accountability for us, however, is not a mere requirement of good
administration but is also a ccardinal principle of the Islamic way of
life.

2.2 The institution of the Ombudsman is uswally found in
the developed countres. The decision to cstablish it in a country like
Pakistan with its vast population, all-pervasive powers of the burcan-
cracy and a multitude of intricate problems of public administration
wWas not an easy one, Although setting up of the office was advocated
on many occasions, it fell to the lol of the President, General
Mohammad Zig-ul-Haq, who was not under any compulsion to do so.
The President deserves the gratitude of the nation for this bald step.
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23 The law cstablishing the office makes the Wafagi
Mohiasik independent of the Executive, autonomous im operations
and nep-political in character — characlenstics common fo all the
Dnbudsmen in the world, The Mohtusih has been assured security aof
tenure. His flunctional sweep covers o wide spectmum, He can look iato
allegations of maladministrution  in respest of any  decson,
process, recommendation and acts of omission or commassion on
grovunds of bemg arbitrary, unrcasonable, unjust, biased or discrirmi-
ratory. He can also po inlo grevances arising out of neglect. in-
attendion and inefficiency.

2.4 Mo expense or cumhbersome farmality 5 reguired Tor
approdaching him. For the frst time in Pakistan's history an institution
has been created which van be activated hy any citizen by the sonplest
of processes. He can then rest assured that his grievance would be
persenally looked into by the Walugi Mohtasih,

il He can be dghtly deseribed as a  “Poor Muan's
Ombudsman™ because most of the complaints to him were from the
individuals from the poorer section of the society.

2.6 Ihe Chmbudsman and s stafl derive immense satisfac-
tion from their work and regard it as an act of worship.

2,7 Like the Ombudsmen all over the world, the Wafagi
Mohtasib's function is to redress grievances of the individuals and not
Lo persecute public servants. On the other hand, the confidence in
public authoritizs iz likely to be strenpgthensd wherever a complaint is
[ound unsustainable by him,

Preparatory Steps:

3.1 The Ombudsman acceprad the assimment in January,
1953 but he chose to take the oath of office in August, 1983, He spent
these seven months i laving Jdown the organisatiopal infrastructure

and svoelving procedurncs

3.2 The inslitution, as a result, started working smoothly
from the very day he assumed office, What seemed to be impossible
thus tumed out ta be & "Mission Possible’.
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Jurisdiction, functions and powers:

4.1 Any parson agerieved by mal-administration on the part
of 2 Federal Government Apency can make a complaint in writing 10
the Ombudsman. However, matters which are sub-judice or relate 1o
the extornal affairs of Pakistan or are connected with the defence
af Pakistan or the armed forces of Pakistan and the matters covered
by the laws relating 1o those [orces, do not full within his jurisdiction.
The personal grievances relating Lo the service matlers of public servants
are also excludsd from his junsdiction.

4,2 The Supreme Court, the Supreme Judicial Couneil, the
Federal Shariat Court and the High Courts are excluded from the
definition of the Agency and the law relating o this mstitution does
not, therefore, apply to them,

43 In case where any clement of mal-administration is
found, the Ombudsman communicates his findings to the agency
concerned for corrective action, Failure on the part of the agency to
comply with his orders is “Deflance of Recommendations™. In gach
instance of defiance, the report of the Ombudsman forms a part of
the personal file or character roll of the concerned puhlic servant, The
Ombudsman may also, in his discretion, refer such a case to the
President.

44  The Ombudsman has been vested with an assortment of
powers 38 3 courl, including powers to punish for contempt identical
to that of the Supreme Court.

45 A well-defined procedure has been laid down for the
serutiny of complaints on their receipt. The decision to entertain and
teject cach complaint is taken personatly by the Omibudsman. On
completion of invesligation In cases which are gntertained, the final
arder is passed by the Ombudsman which is communicated 1o the
complainant and the agency.

46  The Ombudsman devoles nearly two hours daily to
personally meet the complainants. This i symbolic of the concern
which led to the establishment of the instilution.
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Management Methods/Style of Working:

3.1 Horizontal syvstem of working which envisages reporting
by all officers diet 10 the Ombudsman nstead of poing through a
nicmber of supetiors has resulted i speed and efficiency not normally
found in povernmental organisations. Nething which can be done loday
15 poslponed Gl fomorrow.

5.2 This systemn and work sivle has enabled this institution
to function with o minbowm of personnel, They are, however, a hand
af exceptionally dedicated individuals imbued with a sense of mission.

Receipt and Disposal of Complaints:

| Durng the penod coversd under the Report 7812
complaints were received. Out of these 3922 (Le. 50.29%) pertained to
Federal Apencies while 3890 (49.8%) related (o provincial subjects.

6,2 Despite several announcements, people continued Lo
file complaints against provingial agencies which were rejected after
initial examination. But glaring instances of injustice were brought
Lo the attention of the concerned authorities,

6.3 Cut of the complaints concerning the Federal Agencies
1941 were sdmitted for investigation while 1981 were rejected. Thosa
rejected included 222 anonymous and pseudonymons complaints, 81
sub-udice matters and 1081 relating to service matters, 18 were
rejected for beipg time-barred and 579 for not disclosing any mal-
administration.

1.4 Even the complaints that were rejected had to be first
curefully examined. This process entailed considerable effort and time.

0.5 A flexible approach was generally adopted in regard to
tiime-barred complaints because the grievances had remained bottled
up for a long tme in the absence of an impartial and inexpensive
forum. A rigdd application of the provision about limitstion would
have added to the suffedngs of the people.

0.6 Dut of the complaint: entertained for investigation,
648 related to delay, 09 for inutlentom, 222 to neglect, 146 to in-
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efficiency and ineptitude, 90 to arbitrariness, 38 to discrimination,
19% o cormupt motives, 385 to administrative excesses, 40 to
unlawlial agtion and &4 to hias,

6.7 Dielay is the most common type of mal-administeation.
Attention is being accordingly focussed on it

6.8 The complaints related to a vadely of subjects, Faultr
procedures and regulations, it was found, were responsible, 10 a great
cxtent, for inefliciency in government business. Grievances in many
cases arose due to communication gap between the administrator and
the citizen.

6.9 Pzople have been requested to report concrete cases
of corruption as it is not enough to merely bewail its existence. Only
a small number of conerete complaints have been made aboutl cormup-
tion. In majority of cases confirmation of allegations have not been
forthcoming. Apart fromn minimising hureaucratic delavs further
sleps to identify and probe into the phenomenon of corruption are
being taken,

6.10 The impact of the institution of the Chnbudsman is
two-fold, Statistics only depict the wisible impact. But the invisible
impact possesses greater sgnificance. Administrators have now become
aware Lhal there is someone to see whether the decision-making process
is being carried on cfficiently and justly. Moreover, the relief provided
has -4 multiplier effect, The citizens with similar pricvances can hope
to he freated more fairly without being obliged to approach the
Mohtasib,

8.11  The performance of the Ombudsman in Pekistan in
terms of results achieved compares favourably with the performance
of Ombudsmen elswhere. As against the tofal of 164 cases in which
complaints were found justified in four years in Britain, the Wafagi
Mohtasib has been successfii] in securing relief in 334 cuses in five
maonths,

Interaction with Govemment Agencies and Media:
7.1 Response of the Agencies to the recommendations
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of the Ombudsman has been prompt &nd positive. There has been no
case of Defiance of Recommendations so far.

F2 Press Tas a vital role to play for successiul functioning
af the Mohtasibs nstitution. Its attitude has been helpful and construic-
tive, Many uwseful suggestions have come to the Mohtasib’s notice
through the media and in some cases of injustice reported by the press
st oo cognizance hus been tuken.

73 The orgunisation meceived a large mumber of visitors.
The most distinguished among them was the President of Pakistan who,
while assuring help and supporl cn his part, stressed the need for
cantinuing cfforts to keep up the reputatinn which this institution
has gained.

Future Developments:

B.1 It 15 proposed to undertake rescarch studics in the
problem arcas of the Federal Government Agencies such as T&T,
WAPDA, Mationalised Banks, Estate (¥ffice, AGPR, HBFC, Central
Covernment Polyclinic and the Railways.

8.2 Inspection Teams ate proposed to be set up to gyvaluate
the problems of the citizens and to analyse the basic ceuses of mal-
administration. Resional Offices are being set up in the Prowincial
capitals. Advisers will be appointed. Standing Committees comprising
advizers, consultants and experts are intended to e constituted.

83 This institution looks forward to the future. with
hope tempered with realism. Constant efforts will be made Lo enhance
the efficacy of this organisation to cope with the increasing yolume
af work.
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