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President Dr. Arif Alvi takes keen interest in reinforcing of the 
qausi judicial Ins�tu�ons by enhancing their outreach to the 
doorstep of the general public by using all modern media tools.  
The Ombudsmen ins�tu�onal set up is a very useful forum 
through which the streamline systemic issues of public service 
departments can be addressed thereby reducing the burden on 
judicial system.  In this regard, the President called an Ombuds-
men Conference in the President’s Secretariat three weeks back.  
The Federal Ombudsman of Pakistan, tax Banking, Insurance and 
Ombudsperson Harassment at Workplace a�ended this confer-
ence.   The Federal Ombudsman of Pakistan is the key ins�tu�on 
which deals with maladministra�on on the part of all federal 
government Agencies. 
The Honourable President while speaking to the par�cipants of 
conference appreciated performance and special ini�a�ves of 
Federal Ombudsman and expressed his hope that the Federal 
Ombudsman would con�nue his efforts to help the people 
against administra�ve injus�ces.  The President also stressed the 
need for provision of inexpensive and expedi�ous administra�ve 
jus�ce at the doorstep of the common man the forum of 
ombudsmen.

As the COVID-19 pandemic gradually reced-
ed in Pakistan, a state of normalcy 
appeared to be se�ng in, in the service 
delivery of the Federal Government Agen-
cies. The Agencies started sending �mely 
reports against the complaints filed and 
also regularly started a�ending the hear-
ings held in the Wafaqi Mohtasib Secretari-
at Head Office in Islamabad as well as in all 
the Regional Offices in Pakistan. However, 
the incidence of complaints registered a 
dras�c increase in the third quarter that 
warranted immediate a�en�on and correc-
�ve measures. A total of 53,793 complaints 
were registered during this quarter as com-
pared to 23,299 in the last quarter.

During this conference, the Federal 
Ombudsman of Pakistan Syed Tahir 
Shahbaz highlighted the perfor-
mance of his ins�tu�on and said 
that more than 75,000 cases had 
been disposed of during 2019 
while 97% of his decisions got 
implemented.  He said that in 1039 
cases review pe��ons were filed to 
the Wafaqi Mohtasib while in 317 
cases; appeals had been filed to 
the President which cons�tuted 
0.4% of total number of cases.  He 
said that President upheld 90% 
decisions of the Federal Ombuds-
man.
He informed the President that the 
year 2019 was observed as the 
year of awareness; therefore, a 
comprehensive public awareness 
campaign was run through elec-
tronic, print and social media.   
Due to this campaign, considerable 
increase in number of cases had 
been recorded in Balochistan, 
South Punjab and Abbo�abad.  He 
said that awareness seminars were 
also conducted in different Univer-
si�es and remote areas of Baloch-
istan, Bahawalpur, Multan, Lahore, 
Peshawar and Abbo�abad.  The 
Speaker Na�onal Assembly, Chair-
man Senate, Governors of Punjab, 
Sind, KP and members of Parlia-
ment were also briefed about the 
role of Wafaqi Mohtasib.
He said that to improve the redres-
sal mechanism, the officers of 10 
regional offices of WMS undertook 
370 visits to 72 districts and 
sub-districts under Outreach Com-
plaint Resolu�on Programme. He 
briefed the President that every 
finding was decided within a 
period of 60 days and the review 
pe��on within 45 days.  He further 
briefed that 188 Federal Agencies 
were on board; their focal persons 
had been nominated who were 
bound to decide a complaint in 30 
days within the department.  In 

case the Agency did not decide a 
case within 30 days the same is 
transferred automa�cally to the 
portal of WMS and registered as 
fresh complaint under Integrated 
Complaint Resolu�on (ICR) Mecha-
nism.
Syed Tahir Shahbaz, the Federal 
Ombudsman of Pakistan also 
presented the first 06 months’ 
Report from January to June, 2020 
and said that more than 47,000 
cases had been registered which 
showed 38% increase from the 
same period of the previous year.  
He said that major por�on of these 
complaints were against Electricity 
and Gas distribu�on companies.  
He further said that although 
Covid-19 pandemic had affected 
the performance of most of the 
ins�tu�ons but this had not affect-
ed the process of registra�on of 
complaints in the Wafaqi Mohtasib 
Office, because 60 per cent of the 
complaints were registered 
through online registra�on system.
The report also highlighted differ-
ent ini�a�ves taken by the Federal 
Ombudsman, especially efforts to 
improve the living condi�ons of 

prisoners in jails as per direc�ons 
of Supreme Court of Pakistan 
under Jails Reforms.  The Report 
states that presence of a Psychia-
trist and a Doctor had been 
ensured in every jail of the country. 
Mentally sick and addict prisoners 
had been got segregated from 
other prisoners in all jails. The 
WMS has also taken number of 
ini�a�ves for the welfare of Over-
seas Pakistanis.  One Window 
Facilita�on Desks had been estab-
lished at 08 interna�onal airports 
of Pakistan where officers of 12 
departments remain present 
round the clock to help the over-
seas Pakistanis.  The Overseas 
Pakistanis having Pakistan Origin 
Card had been facilitated to use all 
services of banking system and 
other ins�tu�ons being Pakistanis.  
The CDNS (Na�onal Savings) had 
also been asked to provide its 
services to Senior Ci�zens, Widows 
and Pensioners as per banking 
standards and transfer profits 
against their saving cer�ficates 
into their personal accounts in 
scheduled banks.

PRESIDENT STRESSES 
PROVISION OF SPEEDY AND 

FREE OF COST JUSTICE AT THE 
DOORSTEP OF COMMON MAN

FROM 
OMBUDSMAN DESK

President, Dr. Arif Alvi chairing the conference of Federal Ombudsmen at Aiwan-e-Sadr, Islamabad.

In order to address the growing 
electricity and gas complaints, I held 
mee�ngs with Chairman NEPRA and 
CEOs of K-Electric, IESCO, LESCO and 
PESCO as well as Chairman OGRA, 
M.D. SNGPL and SSGCL during 
August, 2020 to look into the causes 
of increasing public complaints and 
directed them to take urgent reme-
dial measures and submit report.
In another joint mee�ng with CDA, 
PHA, FGEHA held in August, 2020 I 
discussed in detail the issues of 
undue delay in comple�on of 
projects, concerns over quality of 
construc�on and difficul�es faced 
by the public in ge�ng possession 
of their plots/apartments etc
I also held a mee�ng with D.G. 
Na�onal Savings and senior officers 
of the Ministry of Finance and 
directed them to facilitate the 

senior ci�zens and widows as per 
banking standards and to ensure 
availability of the facility of transfer 
of their profits into their bank 
accounts.  I also directed that the 
CDNS should ensure automa�on of 
all its branches by the end of 
December this year and submit 
fortnightly progress report. 
In an exclusive mee�ng with Secre-
tary BISP and senior officers of 
EHSAS Program held in Sept. 2020 to 
look into the unprecedented 
increase in public complaints 
against those Agencies, I advised 
them to ensure that all pending 
complaints against the said Agency 
are resolved within 60 days.
The Overseas Pakistanis are always 
the focus of a�en�on of my Office. 
In order to ensure their welfare, my 
office keeps on monitoring the prog-

ress on the ini�a�ves taken for 
them. A mee�ng of all stakeholders 
including M/o Foreign Affairs, OPF, 
OEC, ASF, CAA, Pakistan Customs, 
NADRA, FIA and Immigra�on and 
Passports etc. was recently 
convened by me. I impressed upon 
these Agencies to provide all possi-
ble assistance, to the incoming and 
outgoing Overseas Pakistanis, at the 
One Window Facilita�on Desks, 
established by my Office at all inter-
na�onal airports in Pakistan.
Taking cognizance of the gravity of 
the ever increasing cybercrimes 
against Pakistani Children, I have 
lately advised the Na�onal Commis-
sioner for Children to undertake a 
study on the subject and suggest a 
Plan of Ac�on while taking on board 
the FIA, Ministry of IT and other 
stakeholders to control this menace. 
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Syed Tahir Shahbaz, the Federal Ombudsman presenting Annual report 
for the year 2019 to the Hon’ble President of Pakistan Dr. Arif Alvi.
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OMBUDSMAN DIRECTS PHA, FGEHA, NPF AND 
CDA TO ENSURE STANDARDIZED CONSTRUCTION 

WORK AND DEVELOPMENT FACILITIES

FGE Housing Authority should constitute committees of 
allottees to address construction & maintenance issues.

The Federal Ombudsman, Syed 
Tahir Shahbaz has shown great 
concern over delay, poor 
construc�on work and difficul�es in 
comple�ng government sector 
housing projects in different parts 
of the country and directed PHA, 
FGE Housing Authority to ensure 
fulfilment of all codal formali�es of 
the Regulators i.e. CDA or any other 
authority before star�ng a new 
project.   He directed FGE Housing 
Authority to cons�tute commi�ees 
of allo�ees in all government 
sectors to redress 
complaints regarding 
construc�on & maintenance 
issues.  He also directed CDA, 
PHA & FGEHA for provision 
of hospital facili�es in new sectors.  
He further directed Chairman CDA 
to hand over possession of plots to 
the allo�ees in Park Enclave-I & II at 
the earliest. He was chairing a high 
level mee�ng to review progress in 
different government housing 
sectors in Islamabad and other 
parts of the country.   The 
Ombudsman directed all these 
departments to ensure 

standardized construc�on work 
and development facili�es in 
government owned housing 
projects. The mee�ng was a�ended 
by Chairman CDA Mr. Amir Ali 
Ahmed, MD PHA Mr. Tariq Rasheed, 
DG FGEHA Mr. Waseem Hayat 
Bajwa, DG Na�onal Police 
Founda�on and other senior 
officials. 
The MD PHA Mr. Tariq Rasheed 
informed that out of 588 flats in 
Kurri road project, 272 had been 

handed over to the allo�ees and 
60% work completed in respect of 
366 remaining apartments which 
would be completed by 15th 
September and in October these 
would be handed over to the 
allo�ees.  He said that necessary 
NOCs from all concerned 
departments had been obtained for 
all PHA housing projects.   Mr. 
Shahidullah Baig, Senior Advisor 

WMS informed that a number of 
complaints against PHA with regard 
to quality of construc�on were 
pending before him.  The 
Ombudsman directed MD PHA to 
improve quality of construc�on as 
per given standards. The la�er 
assured that apartments would be 
handed over to their allo�ees a�er 
ge�ng complete sa�sfac�on over 
construc�on standards.  The 
Chairman CDA informed that 
access road to PHA apartments had 

been given through Park 
Enclave Project.  MD PHA 
further informed that 58% 
construc�on work had been 
completed of 3200 
mul�-storeyed apartments 

in Sector I-12 and  1584 apartments 
in I-16/3 would be handed over to 
the allo�ees by March next year. 
The DG  FGEHA Mr. Waseem Hayat 
Bajwa informed that 90 % 
encroachments in Sector G-13 & 14 
had been cleared and allotments of 
pending plots would be cleared in 8 
months.  The Ombudsman directed 
to clear all encroachments and allot 
pending plots within 6 months.  The 

DG informed that muta�on process 
of Green Enclave-I & II at Bara Kahu 
had been completed and 
development work was on the fast 
track.  He said that 
development work in Green 
Enclave-I would be 
completed by April, 2023.  
He also said that 6000 more 
plots had been relocated in Green 
Enclave-II sector and its Layout plan 
as well as Engineering Plan had 
been approved, whereas, 36000 

government employees had been 
registered as yet. 
The Chairman CDA  Mr. Amir Ali 
Ahmed informed the Federal 

Ombudsman that issues of NOC 
and other approvals had been 
se�led by removing most of the 
irritants in government housing 

sectors.  He said that possession of 
plots in Park Enclave-I & II schemes 
would be given to allo�ees at the 
earliest.  He further informed that a 

major project for provision 
of water to Islamabad from 
Ghazi Brotha was underway.  
He also stated that under 
the direc�on of Federal 

Ombudsman, maintenance work in 
F-9 and other Parks of Islamabad 
was in process.

In future no housing project 
would be started without 

completing all codal 
formalities of regulators.

The Federal Ombudsman, Syed Tahir Shahbaz chairing a high level progress review meeting on di�erent 
projects of PHA, FGEHA and CDA on di�erent housing projects.
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DG informed that muta�on process 
of Green Enclave-I & II at Bara Kahu 
had been completed and 
development work was on the fast 
track.  He said that 
development work in Green 
Enclave-I would be 
completed by April, 2023.  
He also said that 6000 more 
plots had been relocated in Green 
Enclave-II sector and its Layout plan 
as well as Engineering Plan had 
been approved, whereas, 36000 

government employees had been 
registered as yet. 
The Chairman CDA  Mr. Amir Ali 
Ahmed informed the Federal 

Ombudsman that issues of NOC 
and other approvals had been 
se�led by removing most of the 
irritants in government housing 

sectors.  He said that possession of 
plots in Park Enclave-I & II schemes 
would be given to allo�ees at the 
earliest.  He further informed that a 

major project for provision 
of water to Islamabad from 
Ghazi Brotha was underway.  
He also stated that under 
the direc�on of Federal 

Ombudsman, maintenance work in 
F-9 and other Parks of Islamabad 
was in process.

Provision of hospital facilities 
should also be ensured in new 

housing sectors.

The Federal Ombudsman, Syed 
Tahir Shahbaz has shown great 
concern over thousands of pend-
ing complaints against Ehsaas 
Programme in the Benazir Income 
Support Programme (BISP) and 
directed the BISP to resolve all 
pending complaints within 60 days 
and report.   He was chairing a high 
level mee�ng to streamline the 
public complaint mechanism in 
the BISP.  The Secretary BISP Mr. 
Yousaf Khan and other senior 
officers a�ended the mee�ng.  
The mee�ng was informed that 
55,352 complaints had been pend-
ing on the BISP Internal Complaint 
Resolu�on System which had not 
been resolved.  Due to non-resolu-

�on within 30 days, 22,178 of such 
complaints were shi�ed automa�-
cally to the Integrated Complaints 
Management System of Wafaqi 
Mohtasib Secretariat.   It was 
observed that huge pendency of 
BISP complaints was due to lack of 
handling of complaint manage-
ment system by the focal person of 
BISP. The Federal Ombudsman 
advised the Secretary BISP to 
resolve all pending complaints 
under in�ma�on to complainants 
and submit the report in this 
regard to WMS.  
The Secretary BISP informed that 
with the ini�a�on of Ehsaas 
Programme, number of com-
plaints increased extraordinarily.  

He said that automa�on system 
with banks had been started and 
Complaint Cells and Call Centres 
were doubled to resolve the public 
complaints.  He further informed 
that a live registry system was also 
being introduced which would 
start working by April, 2021.  This 
system would resolve public issues 
in days in accordance with the 
SOPs. The Federal Ombudsman 
directed that proper monitoring of 
the Integrated Complaint Manage-
ment System by the Agency as well 
as WMS should be ensured for 
minimizing the delay in resolu�on 
of public complaints.  The BISP was 
asked to submit its implementa-
�on report a�er every 15 days.

OMBUDSMAN CONCERNED OVER 
THOUSANDS OF PENDING COMPLAINTS 

AGAINST EHSAAS PROGRAMME
Directs BISP to resolve public complaints within 60 

days by streamlining the mechanism.

The Federal Ombudsman, Syed Tahir Shahbaz chairing a high level meeting to streamline BISP 
public complaint management system.

In order to address the growing 
electricity and gas complaints, I held 
mee�ngs with Chairman NEPRA and 
CEOs of K-Electric, IESCO, LESCO and 
PESCO as well as Chairman OGRA, 
M.D. SNGPL and SSGCL during 
August, 2020 to look into the causes 
of increasing public complaints and 
directed them to take urgent reme-
dial measures and submit report.
In another joint mee�ng with CDA, 
PHA, FGEHA held in August, 2020 I 
discussed in detail the issues of 
undue delay in comple�on of 
projects, concerns over quality of 
construc�on and difficul�es faced 
by the public in ge�ng possession 
of their plots/apartments etc
I also held a mee�ng with D.G. 
Na�onal Savings and senior officers 
of the Ministry of Finance and 
directed them to facilitate the 

senior ci�zens and widows as per 
banking standards and to ensure 
availability of the facility of transfer 
of their profits into their bank 
accounts.  I also directed that the 
CDNS should ensure automa�on of 
all its branches by the end of 
December this year and submit 
fortnightly progress report. 
In an exclusive mee�ng with Secre-
tary BISP and senior officers of 
EHSAS Program held in Sept. 2020 to 
look into the unprecedented 
increase in public complaints 
against those Agencies, I advised 
them to ensure that all pending 
complaints against the said Agency 
are resolved within 60 days.
The Overseas Pakistanis are always 
the focus of a�en�on of my Office. 
In order to ensure their welfare, my 
office keeps on monitoring the prog-

ress on the ini�a�ves taken for 
them. A mee�ng of all stakeholders 
including M/o Foreign Affairs, OPF, 
OEC, ASF, CAA, Pakistan Customs, 
NADRA, FIA and Immigra�on and 
Passports etc. was recently 
convened by me. I impressed upon 
these Agencies to provide all possi-
ble assistance, to the incoming and 
outgoing Overseas Pakistanis, at the 
One Window Facilita�on Desks, 
established by my Office at all inter-
na�onal airports in Pakistan.
Taking cognizance of the gravity of 
the ever increasing cybercrimes 
against Pakistani Children, I have 
lately advised the Na�onal Commis-
sioner for Children to undertake a 
study on the subject and suggest a 
Plan of Ac�on while taking on board 
the FIA, Ministry of IT and other 
stakeholders to control this menace. 



As the COVID-19 pandemic gradually reced-
ed in Pakistan, a state of normalcy 
appeared to be se�ng in, in the service 
delivery of the Federal Government Agen-
cies. The Agencies started sending �mely 
reports against the complaints filed and 
also regularly started a�ending the hear-
ings held in the Wafaqi Mohtasib Secretari-
at Head Office in Islamabad as well as in all 
the Regional Offices in Pakistan. However, 
the incidence of complaints registered a 
dras�c increase in the third quarter that 
warranted immediate a�en�on and correc-
�ve measures. A total of 53,793 complaints 
were registered during this quarter as com-
pared to 23,299 in the last quarter. 5
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ombudsman directed 
to reactivate ocr 

programme.

GAS COMPANIES DIRECTED TO RESOLVE PUBLIC 
COMPLAINTS ON PRIORITY BASIS

The Federal Ombudsman Syed 
Tahir Shahbaz has asked OGRA, 
SNGPL and SSGCL to implement all 
decisions passed by the Federal 
Ombudsman.  He said that during 
the year 2019 and in first 6 months 
of 2020, complaints against gas 
companies had increased by 120%.  
He directed OGRA to monitor the 
complaint management 
system of both the gas com-
panies.  He was chairing a 
high level mee�ng at Islam-
abad with OGRA, SNGPL and SSGCL 
to streamline their complaint man-
agement system.  The heads of all 
the three agencies a�ended the 
mee�ng.  He said that gas compa-
nies should appoint focal persons 
and resolve public complaints on 
priority basis.  He directed OGRA to 
find out the reasons for increase in 
public complaints against the gas 
companies and submit report 

within two weeks.   The Federal 
Ombudsman said that poor 
response by offices of SSGCL had 
been reported in Karachi, Hyder-
abad and Sukkur. He directed MD 
SSGCL to look into it and take strict 
measures in this regard.  He said 
that in future no delay in response 
from a gas company should occur.  

The Chairman OGRA assured that 
in future �mely compliance would 
be ensured by the gas companies. 
Before that in another mee�ng, the 
Federal Ombudsman reviewed the 
performance of all inves�ga�ng 
officers during first 6 months of 
2020 through video conferencing.  
Heads of the regional offices Kara-
chi, Lahore, Hyderabad, Sukkur, 
Faisalabad, Gujranwala and Pesha-

war a�ended the mee�ng through 
video conference, whereas, the 
regional head of Abbo�abad 
personally a�ended mee�ng at 
Islamabad.   Senior Advisor Mr. Ejaz 
Ahmed Qureshi informed that from 
January to June, 2020 Wafaqi 
Mohtasib Secretariat received 
47,285 complaints whereas during 

the corresponding period 
of last year the number was 
34,157.  He informed that 
an increase of 38.4% was 

recorded in complaints in spite of 
corona situa�on.  He said that 
during these six months 41,071 
cases were disposed of which were 
more than 14.4% as compared to 
same period of last year.  Federal 
Ombudsman appreciated the 
performance of all the inves�ga-
�on officers during the corona 
situa�on.

Complaints against gas 
companies increased by 120%.

Syed Tahir Shahbaz, the Federal Ombudsman chairing a meeting with OGRA, SNGPL and SSGCL on 
Integerated Complaint Management System.

In order to address the growing 
electricity and gas complaints, I held 
mee�ngs with Chairman NEPRA and 
CEOs of K-Electric, IESCO, LESCO and 
PESCO as well as Chairman OGRA, 
M.D. SNGPL and SSGCL during 
August, 2020 to look into the causes 
of increasing public complaints and 
directed them to take urgent reme-
dial measures and submit report.
In another joint mee�ng with CDA, 
PHA, FGEHA held in August, 2020 I 
discussed in detail the issues of 
undue delay in comple�on of 
projects, concerns over quality of 
construc�on and difficul�es faced 
by the public in ge�ng possession 
of their plots/apartments etc
I also held a mee�ng with D.G. 
Na�onal Savings and senior officers 
of the Ministry of Finance and 
directed them to facilitate the 

senior ci�zens and widows as per 
banking standards and to ensure 
availability of the facility of transfer 
of their profits into their bank 
accounts.  I also directed that the 
CDNS should ensure automa�on of 
all its branches by the end of 
December this year and submit 
fortnightly progress report. 
In an exclusive mee�ng with Secre-
tary BISP and senior officers of 
EHSAS Program held in Sept. 2020 to 
look into the unprecedented 
increase in public complaints 
against those Agencies, I advised 
them to ensure that all pending 
complaints against the said Agency 
are resolved within 60 days.
The Overseas Pakistanis are always 
the focus of a�en�on of my Office. 
In order to ensure their welfare, my 
office keeps on monitoring the prog-

ress on the ini�a�ves taken for 
them. A mee�ng of all stakeholders 
including M/o Foreign Affairs, OPF, 
OEC, ASF, CAA, Pakistan Customs, 
NADRA, FIA and Immigra�on and 
Passports etc. was recently 
convened by me. I impressed upon 
these Agencies to provide all possi-
ble assistance, to the incoming and 
outgoing Overseas Pakistanis, at the 
One Window Facilita�on Desks, 
established by my Office at all inter-
na�onal airports in Pakistan.
Taking cognizance of the gravity of 
the ever increasing cybercrimes 
against Pakistani Children, I have 
lately advised the Na�onal Commis-
sioner for Children to undertake a 
study on the subject and suggest a 
Plan of Ac�on while taking on board 
the FIA, Ministry of IT and other 
stakeholders to control this menace. 



As the COVID-19 pandemic gradually reced-
ed in Pakistan, a state of normalcy 
appeared to be se�ng in, in the service 
delivery of the Federal Government Agen-
cies. The Agencies started sending �mely 
reports against the complaints filed and 
also regularly started a�ending the hear-
ings held in the Wafaqi Mohtasib Secretari-
at Head Office in Islamabad as well as in all 
the Regional Offices in Pakistan. However, 
the incidence of complaints registered a 
dras�c increase in the third quarter that 
warranted immediate a�en�on and correc-
�ve measures. A total of 53,793 complaints 
were registered during this quarter as com-
pared to 23,299 in the last quarter. 6
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per their own wishes.  He was 
chairing a high level mee�ng to 
review the progress on implemen-
ta�on CDNS Reforms Report 
issued by the Wafaqi Mohtasib 
Secretariat (WMS).  He said that 
CDNS was a reliable source of 
long-term funding to the govern-
ment and has a widespread distri-
bu�on network that provided 
access to and protects the savings 
of senior ci�zens, widows and 
pensioners in a righ�ul manner. 
He expressed his concerns over 
the difficul�es of senior ci�zens 
while ge�ng profit against their 
saving cer�ficates in the saving 
centres.  Mr. Javed Iqbal, Joint 
Secretary, Ministry of Finance and 
Director General, Na�onal Savings 
(CDNS) Mr. Muhammad Khalil 
gave a detailed briefing on the 

implementa�on of CDNS Reforms 
Report.  The representa�ve of 
Ministry of Finance informed that 
although CDNS was a government 
department but it had been 
declared autonomous.  The Direc-
tor General CDNS informed that 
CDNS had 376 branches out of 
which 153 were fully computer-
ized and remaining would be auto-
mated by the end of December 
this year.  He said shuhada fami-
lies, widows, senior ci�zens and 
disabled persons were especially 
facilitated in the centres.  He 
further said that ATM card had 
been designed and as soon as all 
the branches were computerized, 
these cards would be issued to the 
account holders.  The Ombuds-
man asked CDNS authori�es to 
adopt the banking system at the 

earliest for the purpose of proper 
facilita�on to senior ci�zens as per 
banking standards.  He also asked 
for facilita�on to the customers in 
ge�ng profit from any CDNS 
centre in Pakistan.  He said that 
CDNS must obtain bank accounts 
of every cer�ficate holder for 
transfer of their profit directly into 
their scheduled bank accounts.  
He further directed that automa-
�on of all CDNS branches must be 
completed by the end of Decem-
ber this year.  The Ombudsman 
appointed Mr. Sohail Ahmed, 
Addi�onal Secretary WMS as focal 
person to monitor the progress on 
implementa�on of decisions taken 
in the mee�ng.  The CDNS was 
also directed to submit its prog-
ress report a�er every 15 days to 
WMS.

OMBUDSMAN DIRECTS NATIONAL SAVINGS TO 
FACILITATE SENIOR CITIZENS AND WIDOWS AS 

PER BANKING STANDARDS
The Federal Ombudsman, Syed 
Tahir Shahbaz,  taking cognizance 
of the difficul�es of senior ci�zens 
and widows has directed the Min-
istry of Finance and Director Gen-

eral Na�onal Savings (CDNS) to 
facilitate senior ci�zens, widows 
and pensioners as per banking 
standards.  He also directed to 
transfer profits against their 

saving cer�ficates to their person-
al accounts into scheduled banks.  
He further directed to issue ATM 
cards to CDNS customers so that 
they could draw their profits as 

Directs to transfer customer’s profit into 
their bank accounts

  Federal Ombudsman, Syed Tahir Shahbaz chairing a progress review meeting on CDNS (National 
Savings) reforms report. Mr. Khalil Ahmad DG CDNS brie�ng the Federal Ombudsman.

In order to address the growing 
electricity and gas complaints, I held 
mee�ngs with Chairman NEPRA and 
CEOs of K-Electric, IESCO, LESCO and 
PESCO as well as Chairman OGRA, 
M.D. SNGPL and SSGCL during 
August, 2020 to look into the causes 
of increasing public complaints and 
directed them to take urgent reme-
dial measures and submit report.
In another joint mee�ng with CDA, 
PHA, FGEHA held in August, 2020 I 
discussed in detail the issues of 
undue delay in comple�on of 
projects, concerns over quality of 
construc�on and difficul�es faced 
by the public in ge�ng possession 
of their plots/apartments etc
I also held a mee�ng with D.G. 
Na�onal Savings and senior officers 
of the Ministry of Finance and 
directed them to facilitate the 

senior ci�zens and widows as per 
banking standards and to ensure 
availability of the facility of transfer 
of their profits into their bank 
accounts.  I also directed that the 
CDNS should ensure automa�on of 
all its branches by the end of 
December this year and submit 
fortnightly progress report. 
In an exclusive mee�ng with Secre-
tary BISP and senior officers of 
EHSAS Program held in Sept. 2020 to 
look into the unprecedented 
increase in public complaints 
against those Agencies, I advised 
them to ensure that all pending 
complaints against the said Agency 
are resolved within 60 days.
The Overseas Pakistanis are always 
the focus of a�en�on of my Office. 
In order to ensure their welfare, my 
office keeps on monitoring the prog-

ress on the ini�a�ves taken for 
them. A mee�ng of all stakeholders 
including M/o Foreign Affairs, OPF, 
OEC, ASF, CAA, Pakistan Customs, 
NADRA, FIA and Immigra�on and 
Passports etc. was recently 
convened by me. I impressed upon 
these Agencies to provide all possi-
ble assistance, to the incoming and 
outgoing Overseas Pakistanis, at the 
One Window Facilita�on Desks, 
established by my Office at all inter-
na�onal airports in Pakistan.
Taking cognizance of the gravity of 
the ever increasing cybercrimes 
against Pakistani Children, I have 
lately advised the Na�onal Commis-
sioner for Children to undertake a 
study on the subject and suggest a 
Plan of Ac�on while taking on board 
the FIA, Ministry of IT and other 
stakeholders to control this menace. 



As the COVID-19 pandemic gradually reced-
ed in Pakistan, a state of normalcy 
appeared to be se�ng in, in the service 
delivery of the Federal Government Agen-
cies. The Agencies started sending �mely 
reports against the complaints filed and 
also regularly started a�ending the hear-
ings held in the Wafaqi Mohtasib Secretari-
at Head Office in Islamabad as well as in all 
the Regional Offices in Pakistan. However, 
the incidence of complaints registered a 
dras�c increase in the third quarter that 
warranted immediate a�en�on and correc-
�ve measures. A total of 53,793 complaints 
were registered during this quarter as com-
pared to 23,299 in the last quarter.
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In order to address the growing 
electricity and gas complaints, I held 
mee�ngs with Chairman NEPRA and 
CEOs of K-Electric, IESCO, LESCO and 
PESCO as well as Chairman OGRA, 
M.D. SNGPL and SSGCL during 
August, 2020 to look into the causes 
of increasing public complaints and 
directed them to take urgent reme-
dial measures and submit report.
In another joint mee�ng with CDA, 
PHA, FGEHA held in August, 2020 I 
discussed in detail the issues of 
undue delay in comple�on of 
projects, concerns over quality of 
construc�on and difficul�es faced 
by the public in ge�ng possession 
of their plots/apartments etc
I also held a mee�ng with D.G. 
Na�onal Savings and senior officers 
of the Ministry of Finance and 
directed them to facilitate the 

senior ci�zens and widows as per 
banking standards and to ensure 
availability of the facility of transfer 
of their profits into their bank 
accounts.  I also directed that the 
CDNS should ensure automa�on of 
all its branches by the end of 
December this year and submit 
fortnightly progress report. 
In an exclusive mee�ng with Secre-
tary BISP and senior officers of 
EHSAS Program held in Sept. 2020 to 
look into the unprecedented 
increase in public complaints 
against those Agencies, I advised 
them to ensure that all pending 
complaints against the said Agency 
are resolved within 60 days.
The Overseas Pakistanis are always 
the focus of a�en�on of my Office. 
In order to ensure their welfare, my 
office keeps on monitoring the prog-

ress on the ini�a�ves taken for 
them. A mee�ng of all stakeholders 
including M/o Foreign Affairs, OPF, 
OEC, ASF, CAA, Pakistan Customs, 
NADRA, FIA and Immigra�on and 
Passports etc. was recently 
convened by me. I impressed upon 
these Agencies to provide all possi-
ble assistance, to the incoming and 
outgoing Overseas Pakistanis, at the 
One Window Facilita�on Desks, 
established by my Office at all inter-
na�onal airports in Pakistan.
Taking cognizance of the gravity of 
the ever increasing cybercrimes 
against Pakistani Children, I have 
lately advised the Na�onal Commis-
sioner for Children to undertake a 
study on the subject and suggest a 
Plan of Ac�on while taking on board 
the FIA, Ministry of IT and other 
stakeholders to control this menace. 

7TH QUARTERLY REPORT REGARDING IMPROVING 
JAIL CONDITIONS PRESENTED IN SUPREME COURT
The Federal Ombudsman has 
presented to the Supreme Court 
the  7th quarterly report on the 
progress in improving jail 
condi�ons of Pakistan. The 
Federal Ombudsman held online 
mee�ngs during last quarter with 
the four provincial chief 
secretaries /relevant 
stakeholders i.e. Home 
Departments and IG Prisons of 
Punjab, Khyber Pakhtunkhwa, 
Sindh and Balochistan and 
Ministry of Interior.  The progress 
made by the provincial and 
District Oversight Commi�ees 
and Welfare Commi�ees to 
improve the lives of prisoners, 
par�cularly, children, women and 
des�tute prisoners was discussed 
with the stakeholders.
The Federal Ombudsman has 
said, in this regard, that all the 
provinces have segregated drug 
users and mentally disabled 
prisoners, and they are being 
given special a�en�on and 
treatment.  The provinces have 
also set up Technical Educa�on 
and Voca�onal Centres in jails.  
The provinces have reported that 
steps are being taken to improve 
accommoda�on and toilets in 
jails.  The Sindh government has 
no�fied amendments to the 
Sindh Prisons and Correc�ons 
Service Rules and the Sindh 
Prisons Correc�onal Act 2019, 
with the aim that the new laws 
will contribute to a peaceful 
atmosphere by keeping all 
prisoners in safe custody and 
ensuring their legal and basic 
rights as per interna�onal 
conven�ons.
Punjab has also cons�tuted a high 
level parole board to scru�nize 

the eligibility of prisoners to be 
released on parole. The Parole 
Act, 2019 has been approved and 
amendments to the Good 
Conduct Prisoners Proba�onal 
Release Act will be placed in 
Punjab Assembly for approval.  
The KP government has amended 
its Good Conduct Prisoners 
Proba�onal Release Rules, 1927 
and placed them before the 
assembly for approval.
New jails are being built to 
address overcrowding. Sindh has 
earmarked approximately Rs.1.05 
billion; Balochistan has allocated 
Rs.250 million and Punjab Rs.550 
million for renova�on of jails 
according to updated standards.  
In KP, reconstruc�on is underway 
in five jails.  The biometric system 
in Punjab jails has also been 
completed, and nine 
An�-Terrorism courts have been 
connected to their respec�ve jails 
for trials held over video link.  KP 
has completed a prison 
management informa�on system 
in seven jails  and the remaining 
jails are being completed under a 
United Na�ons Office on Drugs 
and Crime (UNODC) programme.   
Balochistan has also signed an 
agreement with the UNODC for a 
prison management informa�on 
system.
Arrangements have been made 
to provide educa�onal and 
technical educa�on to prisoners.  
In Punjab 241 prisoners have 
appeared in Master level 
programmes in the last five years, 
425 in Bachelor programmes, 878 
intermediate exams while 15,213 
female and juvenile prisoners 
have qualified technical courses.  
In KP, 578 prisoners have cleared 

exams of various levels, while 122 
have received religious educa�on 
cer�ficates. In Sindh, most 
prisoners received technical 
educa�on in various sectors. 
All the provinces have set up Free 
Legal Aid programmes with the 
help of UNODC and Bar 
Associa�ons.  The organiza�on of 
Mr. Jus�ce Nasir Aslam Zahid is 
providing free legal aid in 20 jails 
of Sind.  Prisoner Aid & Legal 
Commi�ee cons�tuted by the 
Prime Minister of Pakistan under 
the headship of Barrister Ali Zafar 
is also working for free legal aid in 
Balochistan.  The government of 
Punjab paid Rs.34,89,40,734 as 
Diyat/Arsh etc. for 654 des�tute 
prisoners and Rs.21,16,73,303 as 
fine for 4218 prisoners during 
2012 to 2020.
Syed Tahir Shahbaz, Federal 
Ombudsman has asked the 
provincial governments to 
encourage the donors and 
educa�onal ins�tu�ons to play 
their fundamental role more 
effec�vely and efficiently.  He has 
also directed the provincial 
authori�es and federal 
government to place necessary 
funds for improvement in jails 
and to establish a Prisoners 
Voluntary Dona�ons Fund. 
The Ombudsman has also 
directed the Home Departments 
for establishing high tech 
coordina�on system with the 
concerned departments i.e. 
Police, Prisons, Prosecu�on & 
NADRA for developing  biometric 
verifica�on system / common 
interface for the prisoners 
throughout the chain  i.e. from 
jails to courts within the shortest 
possible �me. 



As the COVID-19 pandemic gradually reced-
ed in Pakistan, a state of normalcy 
appeared to be se�ng in, in the service 
delivery of the Federal Government Agen-
cies. The Agencies started sending �mely 
reports against the complaints filed and 
also regularly started a�ending the hear-
ings held in the Wafaqi Mohtasib Secretari-
at Head Office in Islamabad as well as in all 
the Regional Offices in Pakistan. However, 
the incidence of complaints registered a 
dras�c increase in the third quarter that 
warranted immediate a�en�on and correc-
�ve measures. A total of 53,793 complaints 
were registered during this quarter as com-
pared to 23,299 in the last quarter. 8
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The Federal Ombudsman Syed 
Tahir Shahbaz has asked the 
Na�onal Child Commissioner 
(NCC) Mr. Ejaz Ahmed Qureshi to 
carry out a study on cyber-crimes 
against children and suggest plan 
of ac�on by taking on board the 
FIA, Ministry of IT and other stake 
holders.  He was chairing a high 
level mee�ng to review progress 
on Special Ini�a�ves.   
Senior Adviser Law Hafiz Ahsaan 
Ahmed Khokhar briefed the 
Federal Ombudsman on progress 
of prison reforms ini�a�ves. He 
said that Sindh had repealed the 
out-dated prison laws and 

improved their parole system to 
control overcrowding in jails, 
whereas the other three 
provinces were working on the 
same.  The Ombudsman asked to 
finalize the automa�on system of 

all jails at the earliest and show 
more progress on missing 
facili�es in jails e.g. proper 
sea�ng arrangements of visitors, 
provision of clean drinking water 
and sufficient number of toilets.  
He said that filling of vacant posts 

of doctors and paramedical staff 
in jails should be ensured at the 
earliest. He also directed to 
expedite the construc�on of jail 
in Islamabad and get its monthly 
progress report from the Ministry 
of Interior. He also directed to 
appoint Special Commissioners 
for Pension and Housing Sectors 
to remove obstacles in these 
areas.  In view of decrease in 
number of Covid-19 posi�ve 
cases in the country, he directed 
to reac�vate the Outreach 
Complaint Resolu�on (OCR) 
Programme to provide jus�ce at 
the doorstep of complainants. 

OCR programme  
reactivated.

OMBUDSMAN DIRECTS TO CARRY OUT STUDY 
ON CYBER CRIMES AGAINST CHILDREN

In order to address the growing 
electricity and gas complaints, I held 
mee�ngs with Chairman NEPRA and 
CEOs of K-Electric, IESCO, LESCO and 
PESCO as well as Chairman OGRA, 
M.D. SNGPL and SSGCL during 
August, 2020 to look into the causes 
of increasing public complaints and 
directed them to take urgent reme-
dial measures and submit report.
In another joint mee�ng with CDA, 
PHA, FGEHA held in August, 2020 I 
discussed in detail the issues of 
undue delay in comple�on of 
projects, concerns over quality of 
construc�on and difficul�es faced 
by the public in ge�ng possession 
of their plots/apartments etc
I also held a mee�ng with D.G. 
Na�onal Savings and senior officers 
of the Ministry of Finance and 
directed them to facilitate the 

senior ci�zens and widows as per 
banking standards and to ensure 
availability of the facility of transfer 
of their profits into their bank 
accounts.  I also directed that the 
CDNS should ensure automa�on of 
all its branches by the end of 
December this year and submit 
fortnightly progress report. 
In an exclusive mee�ng with Secre-
tary BISP and senior officers of 
EHSAS Program held in Sept. 2020 to 
look into the unprecedented 
increase in public complaints 
against those Agencies, I advised 
them to ensure that all pending 
complaints against the said Agency 
are resolved within 60 days.
The Overseas Pakistanis are always 
the focus of a�en�on of my Office. 
In order to ensure their welfare, my 
office keeps on monitoring the prog-

ress on the ini�a�ves taken for 
them. A mee�ng of all stakeholders 
including M/o Foreign Affairs, OPF, 
OEC, ASF, CAA, Pakistan Customs, 
NADRA, FIA and Immigra�on and 
Passports etc. was recently 
convened by me. I impressed upon 
these Agencies to provide all possi-
ble assistance, to the incoming and 
outgoing Overseas Pakistanis, at the 
One Window Facilita�on Desks, 
established by my Office at all inter-
na�onal airports in Pakistan.
Taking cognizance of the gravity of 
the ever increasing cybercrimes 
against Pakistani Children, I have 
lately advised the Na�onal Commis-
sioner for Children to undertake a 
study on the subject and suggest a 
Plan of Ac�on while taking on board 
the FIA, Ministry of IT and other 
stakeholders to control this menace. 

103,644 COMPLAINTS RECEIVED AND 
92,574 DISPOSED OF IN 09 MONTHS

The Ombudsman Office has 
received 103,644 complaints 
and disposed of 92,574 
complaints in 09 months.  The 
Wafaqi Mohtasib Secretariat on 
the advice of the Honourable 
President ini�ated a number of 
innova�ve tools to increase 
awareness among general public 
about the use of services being 
offered by this ins�tu�on.  In this 

respect, the Federal 
Ombudsman Office also 
launched a robust media 
awareness campaign by using all 
media and social media tools, so 
that maximum number of 
people could be benefi�ed from 
the services of this ins�tu�on. 
The year 2019 was also 
observed as the year of 
awareness.

The largest number of 
complaints were received 
against Benazir Income Support 
Programme/Ehsas Programme 
i.e. 35,442 while 27,250 were 
against DISCOs (Electricity 
Distribu�on Companies), 10,265 
against Gas Companies and 
6,210 complaints were against 
Pakistan Post. 



As the COVID-19 pandemic gradually reced-
ed in Pakistan, a state of normalcy 
appeared to be se�ng in, in the service 
delivery of the Federal Government Agen-
cies. The Agencies started sending �mely 
reports against the complaints filed and 
also regularly started a�ending the hear-
ings held in the Wafaqi Mohtasib Secretari-
at Head Office in Islamabad as well as in all 
the Regional Offices in Pakistan. However, 
the incidence of complaints registered a 
dras�c increase in the third quarter that 
warranted immediate a�en�on and correc-
�ve measures. A total of 53,793 complaints 
were registered during this quarter as com-
pared to 23,299 in the last quarter. 9
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OUTREACH COMPLAINT RESOLUTION (OCR)

Syed Monis Abdullah Alvi Chairman K-Electric brie�ng the Honourable Federal Ombudsman, Syed Tahir 
Shahbaz on load shedding and overbilling issues of Karachi.

OUTREACH COMPLAINTS RESOLUTION 
PROGRAMME REVIVES AFTER CORONA PANDEMIC
Outreach Complaint Resolu�on 
(OCR) Programme had been 
launched  to provide speedy 
jus�ce at the doorstep of people 
of remote areas.  Under this 
programme, every case is decided 
within 45 days.  This programme 

was halted due to corona 
pandemic but the same has been 
revived under the orders of the 
Federal Ombudsman.  Mr. Shahid 
La�f Khan, Adviser, Regional 
Office Gujranwala heard cases at 
Narrowal, Mandi Bahauddin and 

Sialkot.  Whereas, Mr. Inayatullah 
Daula, DG Incharge Regional 
office Faisalabad paid three visits 
of Sargodha.  Both the officers 
also heard complaints of public 
during Khuli Katcheri  at the visit-
ing sta�ons.

Mr. Shahid Latif Khan conducting the hearing proceed-
ings under OCR  programe at Narrowal. 

Mr. Shahid Latif Khan conducting the hearing proceed-
ings under OCR  programe at Mandi Bahauddin. 

In order to address the growing 
electricity and gas complaints, I held 
mee�ngs with Chairman NEPRA and 
CEOs of K-Electric, IESCO, LESCO and 
PESCO as well as Chairman OGRA, 
M.D. SNGPL and SSGCL during 
August, 2020 to look into the causes 
of increasing public complaints and 
directed them to take urgent reme-
dial measures and submit report.
In another joint mee�ng with CDA, 
PHA, FGEHA held in August, 2020 I 
discussed in detail the issues of 
undue delay in comple�on of 
projects, concerns over quality of 
construc�on and difficul�es faced 
by the public in ge�ng possession 
of their plots/apartments etc
I also held a mee�ng with D.G. 
Na�onal Savings and senior officers 
of the Ministry of Finance and 
directed them to facilitate the 

senior ci�zens and widows as per 
banking standards and to ensure 
availability of the facility of transfer 
of their profits into their bank 
accounts.  I also directed that the 
CDNS should ensure automa�on of 
all its branches by the end of 
December this year and submit 
fortnightly progress report. 
In an exclusive mee�ng with Secre-
tary BISP and senior officers of 
EHSAS Program held in Sept. 2020 to 
look into the unprecedented 
increase in public complaints 
against those Agencies, I advised 
them to ensure that all pending 
complaints against the said Agency 
are resolved within 60 days.
The Overseas Pakistanis are always 
the focus of a�en�on of my Office. 
In order to ensure their welfare, my 
office keeps on monitoring the prog-

ress on the ini�a�ves taken for 
them. A mee�ng of all stakeholders 
including M/o Foreign Affairs, OPF, 
OEC, ASF, CAA, Pakistan Customs, 
NADRA, FIA and Immigra�on and 
Passports etc. was recently 
convened by me. I impressed upon 
these Agencies to provide all possi-
ble assistance, to the incoming and 
outgoing Overseas Pakistanis, at the 
One Window Facilita�on Desks, 
established by my Office at all inter-
na�onal airports in Pakistan.
Taking cognizance of the gravity of 
the ever increasing cybercrimes 
against Pakistani Children, I have 
lately advised the Na�onal Commis-
sioner for Children to undertake a 
study on the subject and suggest a 
Plan of Ac�on while taking on board 
the FIA, Ministry of IT and other 
stakeholders to control this menace. 

Mr. Inyatullah Daula, DG Regional O�ce Faisalabad 
conducting hearing proceedings under OCR  

programe at Sargodha. 

Malik M. Zahid Investigating O�cer RO Bahawalpur 
conducting hearing proceedings under OCR  

programe at Rahim Yar khan. 



As the COVID-19 pandemic gradually reced-
ed in Pakistan, a state of normalcy 
appeared to be se�ng in, in the service 
delivery of the Federal Government Agen-
cies. The Agencies started sending �mely 
reports against the complaints filed and 
also regularly started a�ending the hear-
ings held in the Wafaqi Mohtasib Secretari-
at Head Office in Islamabad as well as in all 
the Regional Offices in Pakistan. However, 
the incidence of complaints registered a 
dras�c increase in the third quarter that 
warranted immediate a�en�on and correc-
�ve measures. A total of 53,793 complaints 
were registered during this quarter as com-
pared to 23,299 in the last quarter.
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IMPORTANT DECISIONS
DUE TO OMBUDSMAN’S 

INTERVENTION LONGSTANDING 
DUES PAID BY CDA

WIDOW 
RECEIVES 
RS.1.75 

MILLION FROM 
SLIC ON THE 
DIRECTION OF 
OMBUDSMAN

OMBUDSMAN DIRECTS RAILWAYS 
TO PAY PROFESSIONAL FEE TO 

THE LAWYER

Ch. Rehan Akmal of M/s SRUK Event Organizer filed a complaint against 
CDA (MCI) for non-payment of outstanding dues. The complainant stated that 
the Agency hired the services of his firm to decor and illuminating the VVIP 
routs of Islamabad, organizing International Conference/Seminars (ECO 
Summit), Event management on 70th Independence Day, organizing Kashmir 
Day and 6th September Day in Islamabad.  After completion of work, the firm 
submitted its bill of Rs.3,06,30,774 but after the laps of more than 02 years the 
Agency has not paid their outstanding dues, hence this complaint. The Agency 
replied that the work has been done by the firm but the Finance Wing of CDA 
has not placed the relevant funds in the account of MCI, due to which payment 
has not been paid. The Ombudsman directed the Chairman CDA to constitute a 
high-level committee of both the wings and resolve the issue of payment within 
30 days. During implementation proceedings on 12.8.2020, the Agency 
informed that payment of Rs.3,06,30,774/- has been paid to the complainant 
and the firm has also confirmed the receipt of above cheque.

Ms. Ilyas Begum Widow of late 
Gul Muhammad filed a 
complaint against State Life 
Insurance Corpora�on (SLIC) for 
delay in payment of Group 
Insurance Death Claim.  She 
stated that her husband died on 
29.6.2015 and she applied for 
payment of group insurance 
death claim to the Dy. Manager 
(Claims) SLIC but despite lapse of 
more than 03 years she had not 
been paid the claim amount.   
The Agency during hearing 
proceeding stated before the 
Wafaqi Mohtasib that they had 
not received her claim papers. 
The claim forms were handed 
over to the widow for 
comple�on of requisite of 
formali�es with the direc�on to 
the SLIC to pay the death claim 
to the widow.  During 
implementa�on proceedings 
dated 2.9.2020, the Agency 
submi�ed a compliance report 
sta�ng that the widow Ms. Ilyas 
Begum had been paid Rs.1.75 
million through cheque 
No.7627362 as group insurance 
death claim of her late husband.

Mr. Muhammad Amin Feroz Khan, Advocate of Supreme Court filed a 
complaint against Pakistan Railways sta�ng that he was hired as counsel 
by the department and appeared in 207 cases in different courts on behalf 
of Pakistan Railways but was not been paid his professional fee of 
Rs.974,990/-.  The Agency stated that the case was badly �me barred 
rela�ng to year 2012, however, professional fee of the complainant would 
be paid as per guidelines of Railway headquarters.  The Agency also stated 
that the complainant appeared in 77 cases only and not in 207 cases but 
the Agency failed to provide any documentary evidence in favour of their 
claim. However, the complainant agreed to get his professional fee in 77 
cases. The Agency also insisted to pay the professional fee as per old rules 
of 1990 whereas the complainant pleaded to pay him as per Railway 
Standing Counsels Terms and Condi�ons, 2009.
A�er inves�ga�on, maladministra�on was proved on the part of the 
Agency, therefore, the Agency was directed to pay the professional fee of 
77 cases to the complainant as per new Terms and Condi�ons introduced 
in 2009.

In order to address the growing 
electricity and gas complaints, I held 
mee�ngs with Chairman NEPRA and 
CEOs of K-Electric, IESCO, LESCO and 
PESCO as well as Chairman OGRA, 
M.D. SNGPL and SSGCL during 
August, 2020 to look into the causes 
of increasing public complaints and 
directed them to take urgent reme-
dial measures and submit report.
In another joint mee�ng with CDA, 
PHA, FGEHA held in August, 2020 I 
discussed in detail the issues of 
undue delay in comple�on of 
projects, concerns over quality of 
construc�on and difficul�es faced 
by the public in ge�ng possession 
of their plots/apartments etc
I also held a mee�ng with D.G. 
Na�onal Savings and senior officers 
of the Ministry of Finance and 
directed them to facilitate the 

senior ci�zens and widows as per 
banking standards and to ensure 
availability of the facility of transfer 
of their profits into their bank 
accounts.  I also directed that the 
CDNS should ensure automa�on of 
all its branches by the end of 
December this year and submit 
fortnightly progress report. 
In an exclusive mee�ng with Secre-
tary BISP and senior officers of 
EHSAS Program held in Sept. 2020 to 
look into the unprecedented 
increase in public complaints 
against those Agencies, I advised 
them to ensure that all pending 
complaints against the said Agency 
are resolved within 60 days.
The Overseas Pakistanis are always 
the focus of a�en�on of my Office. 
In order to ensure their welfare, my 
office keeps on monitoring the prog-

ress on the ini�a�ves taken for 
them. A mee�ng of all stakeholders 
including M/o Foreign Affairs, OPF, 
OEC, ASF, CAA, Pakistan Customs, 
NADRA, FIA and Immigra�on and 
Passports etc. was recently 
convened by me. I impressed upon 
these Agencies to provide all possi-
ble assistance, to the incoming and 
outgoing Overseas Pakistanis, at the 
One Window Facilita�on Desks, 
established by my Office at all inter-
na�onal airports in Pakistan.
Taking cognizance of the gravity of 
the ever increasing cybercrimes 
against Pakistani Children, I have 
lately advised the Na�onal Commis-
sioner for Children to undertake a 
study on the subject and suggest a 
Plan of Ac�on while taking on board 
the FIA, Ministry of IT and other 
stakeholders to control this menace. 

Ms. Eram Saeed Zafar filed a complaint against Ministry of Science and Technology for delay in issuance of Presiden-
�al Medal for Technology, 2010.  She stated that the Presiden�al Medal for Technology, 2010 was conferred upon her 
daughter Dr. Asma Saeed in 2013 but a�er despite the lapse of 07 years the same had not been awarded to her.  The 
Agency replied that the process of distribu�on of the Presiden�al Medal for Technology was under process and 
would be delivered to the selectee within 2-3 months.  During implementa�on proceedings, the Agency informed 
that the award had been disbursed to the complainant.  The complainant’s daughter Dr. Asma Saeed also confirmed 
that she had received her gold medal of Presiden�al award of technology from the Ministry of Science & Technology.

PRESIDENTIAL MEDAL DELIVERED TO DR. ASMA SAEED 



As the COVID-19 pandemic gradually reced-
ed in Pakistan, a state of normalcy 
appeared to be se�ng in, in the service 
delivery of the Federal Government Agen-
cies. The Agencies started sending �mely 
reports against the complaints filed and 
also regularly started a�ending the hear-
ings held in the Wafaqi Mohtasib Secretari-
at Head Office in Islamabad as well as in all 
the Regional Offices in Pakistan. However, 
the incidence of complaints registered a 
dras�c increase in the third quarter that 
warranted immediate a�en�on and correc-
�ve measures. A total of 53,793 complaints 
were registered during this quarter as com-
pared to 23,299 in the last quarter. 11
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Chief Justice Federal Shariat Court Mr. Justice Muhammad Noor Muskanzai and incharge Regional O�ce Quetta 
Mr. Ghulam Sarwar Brohi  addressing the participants on the occassion of inauguration of WMS RO Kharan.

The Wafaqi Mohtasib Secretariat 
has opened its new regional 
office in the District Kharan in 
Balochistan.  The Chief Jus�ce 
Federal Shariat Court Jus�ce 
Muhammad Noor Muskanzai 
inaugurated the regional office 
Kharan, in a simple but graceful 
ceremony which was a�ended by 
the Commissioner Rakshan 
Division Mr. Saeed Ahmed 
Umran, DC Kharan, Adviser WMS 

Regional office Que�a Mr. 
Ghulam Sarwar Brohi and 
notables of the area.  Speaking on 
the occasion, Mr. Barohi said that 
office of Wafaqi Mohtasib was 
expedi�ously dispensing jus�ce 
and making efforts to resolve the 
public grievances at their door 
steps. He said that media had to 
play its role in highligh�ng the 
public issues.  He urged the 
media to create awareness 

among people of remote areas so 
that they could u�lize  services of 
this ins�tu�on.  He said the 
residents of Balochistan, 
especially those of Rakshan 
Division could now file 
complaints  against federal 
government agencies and on 
issues of children before the 
Wafaqi Mohtasib through 
regional office Kharan.  

WAFAQI MOHTASIB OPENS SECOND 
REGIONAL OFFICE IN BALOCHISTAN

In order to address the growing 
electricity and gas complaints, I held 
mee�ngs with Chairman NEPRA and 
CEOs of K-Electric, IESCO, LESCO and 
PESCO as well as Chairman OGRA, 
M.D. SNGPL and SSGCL during 
August, 2020 to look into the causes 
of increasing public complaints and 
directed them to take urgent reme-
dial measures and submit report.
In another joint mee�ng with CDA, 
PHA, FGEHA held in August, 2020 I 
discussed in detail the issues of 
undue delay in comple�on of 
projects, concerns over quality of 
construc�on and difficul�es faced 
by the public in ge�ng possession 
of their plots/apartments etc
I also held a mee�ng with D.G. 
Na�onal Savings and senior officers 
of the Ministry of Finance and 
directed them to facilitate the 

senior ci�zens and widows as per 
banking standards and to ensure 
availability of the facility of transfer 
of their profits into their bank 
accounts.  I also directed that the 
CDNS should ensure automa�on of 
all its branches by the end of 
December this year and submit 
fortnightly progress report. 
In an exclusive mee�ng with Secre-
tary BISP and senior officers of 
EHSAS Program held in Sept. 2020 to 
look into the unprecedented 
increase in public complaints 
against those Agencies, I advised 
them to ensure that all pending 
complaints against the said Agency 
are resolved within 60 days.
The Overseas Pakistanis are always 
the focus of a�en�on of my Office. 
In order to ensure their welfare, my 
office keeps on monitoring the prog-

ress on the ini�a�ves taken for 
them. A mee�ng of all stakeholders 
including M/o Foreign Affairs, OPF, 
OEC, ASF, CAA, Pakistan Customs, 
NADRA, FIA and Immigra�on and 
Passports etc. was recently 
convened by me. I impressed upon 
these Agencies to provide all possi-
ble assistance, to the incoming and 
outgoing Overseas Pakistanis, at the 
One Window Facilita�on Desks, 
established by my Office at all inter-
na�onal airports in Pakistan.
Taking cognizance of the gravity of 
the ever increasing cybercrimes 
against Pakistani Children, I have 
lately advised the Na�onal Commis-
sioner for Children to undertake a 
study on the subject and suggest a 
Plan of Ac�on while taking on board 
the FIA, Ministry of IT and other 
stakeholders to control this menace. 
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The Federal Ombudsman, Syed Tahir Shahbaz inspecting the One Window Facilitation Desk at 
Islamabad International Airport, Islamabad.

The Federal Ombudsman, Syed Tahir Shahbaz called on the Honourable President of 
Pakistan at Aiwan-e-Sadr Islamabad.

1. Power Companies(DISCOs)......................
2. NADRA.....................................................
3. Sui Gas Companies...................................
4. Pakistan Post.............................................
5. Allama Iqbal Open University..................
6. State Life Insurance Corporation...............
7. Pakistan Bait ul Maal.................................
8. Employees Old Age Benefits Institution (EOBI)
 Total of Above 08 Agencies.......................
 Other Agencies..........................................
 Grand Total............................................... 56,356

* Includes cases brought forward from previous months.

37,656
8,700
236
166
174
613
954

4,148
577

11,832

50,184
35,028
15,156
167
153
133
375

1,602
1,978
477

10,271

RECEIPTS AND DISPOASL OF COMPLAINTS 
DURING THE QUARTER JUL-SEP 2020

S.No.     Agenices                       Receipts   Disposal*

For Further Guidance and 
Information Contact our

Fax No. 051-9217224
Email: ombuds.munawarsajjad@gmail.com

Media Wing: wmsmediawing@gmail.com
Spokesperson / Director Media: 051-9216752 

Website: www.mohtasib.gov.pk

Helpline No. 1055
Helpline for children complaints: 1056 

During hours 9:00 am - 10:00 pm

Wafaqi Mohtasib 
Secretariat

36-Constitution Avenue, Sector G-5/2, 
Islamabad


