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CCESSIBILITY nnd van-
reach have been recog-
nired as the maosl essential
chameteristics of any Ombuls nsh-
fution, aceording o the L Resolu-
tioms. Mimdtinl af this aspieer the
Instimation of the Wafagr Mahasib
is amaching a great Jeal of signifi-
cance to proviuling administrative
justice 1o the people speedily and
absoluiely [ree of cost, virtually o
their doarsteps, in fine with the pro-
vigions of Anticle 37(d) of the Con-
sl o
Popularly known 35 the poor
man’s courl, the Institution of the
Wafaqr Maohtasib is domng o Yeo-
a8 service with regard 10 speeds
and free of cost resoiunon of the
public complaints agaimnst mal-ad-
mministration, Sct up on 29th Jamuary,
1983 through o Pressdental Crder 1o
diagnose, myvesnigate, redress and
e fy any injustice done 1o a person
through mal-admnistration, i1 has
over the wvears, established iselfasa
premusr sgeney of adminsinative ac-
crntability, committed o speeds
redressal of public complants
The term mal-admunistration has
been defined i the Presideont's
Orrder extzblishing the Institction as
3 decision, process, recommenda-
non and f neiodes af 828 of tms-
sion or commussion which s
comtrary b 2w, mles or regulations
g 15 @ depariure from the estab-
lished praciice or procedure, Neg-
lec delay  and

(Lo AEER AN =i By

N

inetficency m the admimstration or
discharge of duties and responsibl-
itics v the pan of any Apency or
any of ils emplovees also fall in the
catcpory  of  mal-admimistration,
Mal-adnunestraton and bad gover-
nanee are 1w sides of the same
vt Hoth breed (0 an enivitoRiment
af favonusm. discomimanon and
corruptinn where merit is the firs
catisaliny.

Adilressing mal-administration,
therefore, 15 @ means [0 CRSUTING
sunitaty of hurman rights and schiev-
i the ultemate goals of good gov-
ernance and the rule of law, The
OfTice of the Watag Mohiasib has
proveed fo be o boon for the people.
Durng the last 41 sears of its exis-
tenee, it lias resolved the complamis
of more than 2.1 milhon house-
halds. What is most significont is
the fuct that one docs not noed 10
fnre u lawyer or to pay any kind of
fec 1o get his or her complamt re-
dressed through this wifice

Irtsliy, of had vnly liower Regiodal
Offices re<pectively at all 1he
provincial hesdguariers of the coun-
trv Toedaw, Besides the Head Otice
at Islumahad, i Yiss 17 Rewional €4
il and i Corplaants Collection
Certers, conenng almost the entine
the length and breadth of the coun-
try, Opening of new ofMces in the
Ak pnd GB arc also onder actne
consideratren This oihce recened
atd processed a fecord number of
wlhEI.un'n dining the year 2023,

numbenng at 184, 0006, whach 4
1K" o hopher than the procede yeat
Mrat of these 197 0500 L ocnpiinnts
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were dhsposed of, which is 22%
higher than the previous year,

Greater relisnce on [T towls has
helped in remarkobly increasing the
wnstitaion's ontreach, 1 can be
guueed from the et that the com-
plaints recerved online during the
atllzomg vear 2023 recorded an in-
crense of 479 over the fpure of
2022, The oifice has one af the lat-
c4t IT facilitics, depicting staic of
the art lechnology at the WMS. [tis
fully cognizant of the fuct that the
registrahion ol complainty through
the mobile appaWhatsApp el is on
the rise ns i1 provides case of use
and facility 1o the general public.
Morcover, the Instilution’s re-
vamped websile witlh Urdu remder-
ing of essennal

infarmation 45 el another source
facilitating the public, especially
those who ore not faniliar with the
English language. To focilitaie the
petitioners turther, online hearing
fikcilities pre alsu availahle o the
public A helplime  ie. 1055 is also
Ihere tor seeking oy relevant imlar-
ritataon afd s1atus of their respeclive
curnplaints

The Institutim widened the scope
of 1ts activities relating 1o the com-
plamnt resolutien by launching a
prigoctin January 2006 by the name
of hitreach Complont Resolution
abbrevated as OO R The Gield visits
af the Invesnigutivn OMficeds on
pre-annoinced dates and thewr inlee-
sction wilh the bl distret adman-
patration,  Press and  media om
presence of the officials of the od-
rmsistration has e contnbined sggnifl-

icantly in this regard, thereby gen-
crating greater gworeness aboul the
Wafng Mohiasib’s Office. Asan ex-
tension of the OCR sysiem. the
Watagi Muohiasib and authenzed
OMBicers are olse holding “Khali
Katcheries” for on-the-spat resolu-
tion of the complainls of the ag-
pricverd eirdgens This frum (5
wvailahle to all and sundry to raise
any issic of public importance and
1o et administrtive justice on the

e,

EF"l'['l"u: OCR project was [munched (o
provide speedy redressal of the
complainis at the dvorsicps of the
peaple. Dunng 2023, the Regional
Offces at P.alim'.\ﬂpur. 12.1. Khan,
Gujranwala, Hyderabad, Lahare,
Multan and Sukkur undertook QCR
Visifts to various remote arens and
helped resolve 3149 coscs, The
Khuli Katcheries mechanism s
being followed in a Ry regulated
manncr in the remate ansas of the
country. During 2023 alone, Khuli
Katcheries were held in 19 remote
districts including Karak, Hangu,
Hannu, Kohlu, Turbar, Shangla,

Drargai and alike. .
The OCR and Khuli Kacheries
are proving 1o he very beneticial to
the general public since (he mecha-
mism is ingtrumental in redressing
I:ulﬂi{: complaints in a prompt and
assle=free manner, mostly on the
spil. These are especially suitnble
tor people belongimg to the remuote
and far-Nung areas of the couniry,
where sccess o justice 1s rather Jif-
ficult. The OCH visas of the Inves-
tiganmy Officers are also wsed for
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greater intermcton with the media,
wihich helped m rarsing awareness g their complaimis agaimst the fed-
about the public reganbing the avail-  eral authorities without any cost or
ability of the quasi-judicial forum  services of a lawyer.

1% easy accessily lor resoly-



