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PRESIDENT FOR STRENGTHENING 
OMBUDSMEN INSTITUTIONS BY 
USING MODERN TECHNOLOGY, 

AMENDING EXISTING LAWS AND 
ENHANCING OUTREACH

President Dr Arif Alvi has called for 
strengthening and improving the 
institutions of Ombudsmen by using 
modern technology, amending 
existing laws and enhancing their 
outreach to provide speedy justice to 
the people at district and sub-district 
levels against the administrative 
injustices. Emphasising the need to 
protect the rights of the people 
against administrative injustices, he 
urged the Ombudsmen to play their 
active role in redressing their 
grievances. He also underlined the 
need for enhancing the outreach of all 
Ombudsmen to remote areas and 
creating awareness among the 
people about the useful role being 
played by the Ombudsmen in 
dispensing free-of-cost and speedy 
justice to the aggrieved citizens.  The 
President made these remarks while 
chairing the full review meeting of all 

Ombudsmen, at Aiwan-e-Sadr, 
Islamabad. The Ombudsmen briefed 
the President about the performance 
of their respective organizations in 
providing justice to the aggrieved 
parties.

Federal Ombudsman, Syed Tahir 
Shahbaz, updated the President 
about the achievements of his 
organisation. He informed that 
133,521 complaints had been 
received in the Wafaqi Mohtasib in 
2020, as against 73,069 in 2019, 
whereas 130,212 had been disposed 
of during the same year. He 
elaborated that steps were being 
taken to help address the grievances 
of the people of remote areas by 
establishing complaint cells and 
offices for their facilitation.

Federal Tax Ombudsman (FTO), 
Mushtaq Ahmad Sukhera, apprised 

President of Pakistan Dr Arif Alvi presiding a meeting of Ombudsmen of Pakistan at Aiwan-e-Sadr.

As I have completed my four years term as the 
Wafaqi Mohtasib, I feel fully satisfied that this 
Institution has not only successfully fulfilled its 
obligation to dispense speedy relief to the 
people aggrieved of mal-administration by the 
government agencies but has also looked into 
the systemic issues causing persistent 
complaints against various agencies.  A number 
of reports have been brought out by the 
committees constituted to suggest reforms in 
those agencies and the reports have been 
submitted to the government. In streamlining the 
systemic issues, people are being facilitated by 
the respective departments due to Pension 
Reforms, Education Reforms and CDNS 
Reforms through which clients of National 
Savings have been facilitated to get their profits 
from their personal bank accounts instead of 

From Ombudsman Desk

visiting National Saving Centers.  Additionally, a number of initiatives have been taken to facilitate the Overseas Pakistanis and 
inmates of prisons, especially the women and children.  In this regard 09 quarterly implementation reports to improve the jail 
conditions and prisoners have been submitted in the Supreme Court.  The living conditions of women and child prisoners have 
improved a lot, mentally retarded and addict prisoners have been segregated from other prisoners where they have been 
treated as patients.  As there is no Ombudsman for Children in the country, therefore, this task was also fulfilled by my office 
and numbers of initiatives have been taken for the children.  A case study was carried out to save the children from sexual 
abuse under which a Rehabilitation Centre for children was established in Kasur and would be replicated in other districts. I 
also took cognizance of the gravity of ever increasing cybercrimes against children, a number of meetings with the 
stakeholders were held and through coordinated efforts, a draft bill containing laws through which crimes against children 
could be curbed or minimized, has been sent to the parliament for approval.
After assuming the charge of office of Ombudsman, my target was to provide justice at the doorstep of the common man, 
therefore, I tried my best to enhance the outreach of this office to remote areas. I emphasized upon use of modern media tools 
for sensitization of general public and provision of justice in an efficient way through these tools. During Corona pandemic, the 
performance of every department suffered, but, our performance, however, was not affected as we succeeded to shift 
maximum proceedings to online system by using modern technological tools. We received maximum number of complaints 
through online system and facilitated the complainants and the representatives of Agencies by conducting hearing 
proceedings through video conferencing.  As a result of our awareness efforts, we have received near about one lac 
complaints in nine months during the current year, which is a clear sign that our efforts have proved to be successful in creating 
awareness among general public.
I also made special efforts to address systemic issues of the Agencies and Alhamdulillah, a lot has been done on this score, 
e.g. Pension Reforms, Education Reforms, CDNS Reforms through which clients of National Savings have been facilitated to 
get their profits from their personal bank accounts instead of visiting National Saving Centers. 
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FEDERAL OMBUDSMAN PRESENTED 38 YEARS 
EVOLUTION AND PROGRESS STUDY REPORT 

TO THE PRESIDENT

The Honourable Wafaqi Mohtasib Syed 
Tahir Shahbaz has prepared a 
comprehensive report on its 38 years 
track record of the institution of Federal 
Ombudsman of Pakistan.  The report 
titled “Federal Ombudsman-Evolution 
and Progress” has been presented to 
the Honourable President of Pakistan.  
The report  highlights the institutional 
growth in terms of size, budget and 
scope of activities and status that in 
addition to WMS Head Office at 
Islamabad, there are now 13 regional 
offices in various parts of the country 
and its budget has increased from only 
Rs.11.5 million in the Financial year 
1983-84 to Rs.837 million in the 
Financial Year 2021-22; and the 
number of complaints handled has 
risen from 7,812 in 1983 to 133,521 in 
2020.  The report also states that 
during the last six years, the Wafaqi 
Mohtasib has taken a range of 
initiatives to facilitate the general public 
and also constituted committees of 
experts who prepared reports 
recommending systemic reforms to 

address the root causes of complaints 
lodged persistently by the persons 
aggrieved by mal-administration on the 
part of government agencies.

Syed Tahir Shahbaz, the incumbent 
Wafaqi Mohtasib considered it 
appropriate to get this study carried out 
to critically assess, evaluate and review 
this institution’s gradual growth, 
operational activities and impact on the 
governance/service delivery by the 
federal government agencies.  The 
report is also aimed at fine tuning the 
functioning of the office of Wafaqi 
Mohtasib for dispensation of 
inexpensive and expeditious 
administrative justice to the people at 
their door steps.

The report also highlights the historical 
roots of the institution of Ombudsman- 
as existed in different societies on 
various intervals and tried to explore 
the philosophical and political 
perspectives of ideas like justice and 
accountability and their manifestations 

in various polities.  It also attempts to 
find candid answers to questions such 
as to what extent the Wafaqi Mohtasib 
has lived up to his mandate and to 
study the impact it has had on the 
process of accountability and good 
governance.  The case study further 
aims at assessing how far the 
institution of Wafaqi Mohtasib has 
evolved in order to keep up pace with 
not only the ever changing political 
landscape of Pakistan but also with the 
modern technologies of complaint 
handling and how far these have been 
incorporated into the values and 
practices adopted at the Wafaqi 
Mohtasib Secretariat.  The report also 
gives a comparative analysis with the 
other Ombudsmen functioning in 
various parts of the world and 
Pakistan’s contribution in promotion of 
Ombudsmanship internationally. The 
report is expected to provide a good 
understanding of the evolution of the 
institution of Federal Ombudsman of 
Pakistan.

Federal Ombudsman, Syed Tahir Shahbaz presenting a report on Evolution and Progress of the Office of Federal 
Ombudsman to the Hon'ble President of Islamic Republic of Pakistan
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OMBUDSMAN DIRECTS CDA TO DIGITIZE ITS RECORD

Access road to FGEHA housing scheme Bhara Kahu be 
constructed on priority basis

Federal Ombudsman, Syed Tahir Shahbaz chairing a progress review meeting of CDA on development of different projects of Islamabad. Chairman CDA, 
Mr. Amer Ali Ahmed briefing the Federal Ombudsman.

The Federal Ombudsman, Syed Tahir 
Shahbaz has directed the Capital 
Development Authority (CDA) to 
digitize its record by 30th September, 
2021.  He asked the CDA to provide 
access road to Federal Government 
Employees Housing Authority 
(FGEHA) Bhara Kahu Scheme on 
priority basis.  The Ombudsman also 
asked the Chairman CDA to take strict 
measures and ensure completion of all 
codal formalities of the Regulators i.e. 
CDA or any other authority before 
starting of any new project or housing 
scheme in Islamabad by anybody 
either by the government or private 
sector.  He was chairing a meeting of 
CDA to gauge the progress of ongoing 
projects in Islamabad.

The Chairman, CDA Mr. Amir Ali 
Ahmed gave a detailed briefing to the 
Federal Ombudsman on the ongoing 
projects in Islamabad. He said that 
more than 2000 flats are under 
construction in I-15 sector and Cat-I 

flats have been completed whereas 
flats of Cat-II are under construction 
and 70% work of parks and other 
facilities have been completed.  He 
said that possession of these flats 
would be started in December this 
year.  He further said that the work in 
Sectors C-15, E-12 and I-12 is 
underway and possession would be 
handed over very soon.  He said that 
work on Margalla highway has been 
started which would connect the G.T. 
Road and M-1.  He also said that work 
on IJP road and Bhara Kahu bye pass 
has been started on speedy basis.  He 
said that the work on Rawal Dam 
Chowk interchange and 7th Avenue 
interchange has been started and 
PWD interchange is near completion 
which would be opened for public very 
soon.  The Chairman CDA informed 
that unnecessary committees in CDA 
including Fraudulent Committee and 
Scrutiny Committee are being 
abolished and the entire system of 

CDA is being simplified so that public 
could be facilitated in a befitting 
manner.  He said that One Window 
Facilitation Desk has been established 
in G-7 where all facilities would be 
provided in the shortest possible time, 
as the entire record of CDA is being 
computerized on war footings.  He also 
stated that under the direction of 
Federal Ombudsman, maintenance 
work in Parks of Islamabad has almost 
been completed. The Federal 
Ombudsman asked the Chairman CDA 
to ensure digitization of CDA record by 
30th September this year, and the 
latter assured its completion on the 
given date. The Ombudsman also 
asked to resolve issues of other private 
sector housing societies e.g. Jinnah 
town and Ghauri town because a 
number of complaints have been 
received on daily basis from the public 
regarding these towns. The Federal 
Ombudsman asked to submit a 
complete written report on the entire 
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OMBUDSMAN DIRECTS FGEHA TO 
ACCOMMODATE LEFT OVER EMPLOYEES IN 

THE NEXT BALLOTING OF F-12

Federal Ombudsman, Syed Tahir Shahbaz chairing a progress review meeting of Federal Government Employees Housing Authority (FGEHA) 
on ongoing housing projects.

FGEHA should place all information on its website & 
update it regularly

The Federal Ombudsman, Syed Tahir 
Shahbaz has directed Federal 
Government Employees Housing 
Authority (FGEHA) to accommodate all 
left over employees in the balloting of 
second phase.  He directed that 
housing policy, plans and other 
information should be placed on the 
website of the authority and updated 
regularly, so that members are aware 
of all actions of the authority.  He also 
directed that all projects which have 
crossed completion date should be 
completed on top priority basis.  He 
emphasized that whole process of 
allotment of plots should meet the 
highest standard of transparency.  He 
was chairing a progress review 
meeting on all the projects of FGEHA 
in the Ombudsman Secretariat.  

The Director General FGEHA while 

giving briefing on the ongoing housing 
projects informed that during recent 
balloting for allotments of plots in 
sector F-14/15, quite a few eligible 
members of Cat-I & Cat-II could not be 
accommodated due to shortage of 
plots. He assured the Federal 
Ombudsman that the left over eligible 
members would be accommodated in 
the next balloting of sector F-12.  He 
informed that the land acquisition 
award has been given while physical 
possession of the land is to be 
obtained shortly.  In the context of the 
cost of plots, he assured that maximum 
efforts would be made to minimize the 
extra financial burden on the left over 
members.  He further informed that 
39% development work has been 
completed in the Green Enclave-I 
Housing Scheme at Bara Kahu.  He 
said that bridge and main access from 

Murree Expressway to the Sky Garden 
project has been completed and its 
development work will be started next 
month.  He informed that regarding 
rehabilitation of G-13, road 
infrastructure, street lights, filtration 
plants and water works have been 
completed, however 12 parks and 05 
play grounds are near completion.  He 
informed that in sectors G-14/2&3, 
1100 plots have been handed over to 
allottees and 60% development work 
has also been completed.  He further 
informed that PC-1 of Sector G-14/1 
and G-15/3 have been approved by the 
DWP, layout plan  has been finalized, 
consultant has been hired and 
development work would be started 
soon. The Federal Ombudsman 
directed to complete all projects on 
priority basis.
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ROADMAP FINALIZED FOR RAISING AWARENESS TO 
CURB CYBER CRIMES AGAINST CHILDREN

Judicial and police academies would focus on 
prevention and control of cybercrimes against children 

in their all training programs
The Sub-Committee of the Task Force 
on Prevention and Control of Cyber 
Crimes against Children has finalized a 
roadmap for raising awareness to curb 
cyber crimes against children.  The 
committee decided that key players of 
the justice sectors would also be 
sensitized on the cyber crime issues 
against children so that they could use 
their full professional expertise to curb 
cyber crimes against children.  In this 
regard, 4th meeting of the 
sub-committee was convened under 
the chair of Syeda Viqar un Nisa, 
Adviser WMS and Additional Secretary 
Ministry of Information & Broadcasting 
Syed Mubashar Tauqeer Shah which 
was attended by senior police officers, 
representatives of Home Departments 
of all provinces including GB and AJK, 
PTA, PEMRA,  PTV, Radio Pakistan 
and other related institutions.  The 
committee finalized the following 
measures to raise the awareness to 
curb cyber crimes against children:-

i. Increase public awareness on 
the effects of information technology, 
abuse and exploitation of children, 
forms of cyber crimes against children, 
imbibe skills in children so that they 
may protect themselves from being 
trapped, authorities to be approached 
for help and on existing support 
mechanism.
ii. Encourage educational 
reforms by introducing the subject of 
cybercrimes against children in the 
schools syllabi.
iii. Sensitize and equip the law 
enforcement agencies and judiciary to 
combat cybercrimes against children.
iv. Mobilize national 
stakeholders including public sector, 
law enforcement agencies, civil society 
organizations, religious groups, 
electronic & print media, educational 
institutions and international 
development partners to combat 
cybercrimes against children.
v. Display of public service 

messages at public places i.e. 
markets, police stations, hospitals, 
railways stations, airports and school 
roads etc.
The representatives of PEMRA and 
PTA assured dissemination of 
awareness messages through 
electronic media and SMS awareness 
campaign.  The representative of 
Ministry of Religious Affairs also 
assured launching awareness 
campaign through religious forums and 
masajids. Radio Pakistan and PTV will 
telecast special messages and 
programmes for raising awareness on 
cybercrimes against children.  It was 
also decided that FIA will launch an 
aggressive awareness campaign and 
increase its public visiting stations.  It 
was also decided that Judicial and 
Police Academies would focus on 
prevention and control of cybercrimes 
against children in their all training 
programs.

visiting National Saving Centers.  Additionally, a number of initiatives have been taken to facilitate the Overseas Pakistanis and 
inmates of prisons, especially the women and children.  In this regard 09 quarterly implementation reports to improve the jail 
conditions and prisoners have been submitted in the Supreme Court.  The living conditions of women and child prisoners have 
improved a lot, mentally retarded and addict prisoners have been segregated from other prisoners where they have been 
treated as patients.  As there is no Ombudsman for Children in the country, therefore, this task was also fulfilled by my office 
and numbers of initiatives have been taken for the children.  A case study was carried out to save the children from sexual 
abuse under which a Rehabilitation Centre for children was established in Kasur and would be replicated in other districts. I 
also took cognizance of the gravity of ever increasing cybercrimes against children, a number of meetings with the 
stakeholders were held and through coordinated efforts, a draft bill containing laws through which crimes against children 
could be curbed or minimized, has been sent to the parliament for approval.
After assuming the charge of office of Ombudsman, my target was to provide justice at the doorstep of the common man, 
therefore, I tried my best to enhance the outreach of this office to remote areas. I emphasized upon use of modern media tools 
for sensitization of general public and provision of justice in an efficient way through these tools. During Corona pandemic, the 
performance of every department suffered, but, our performance, however, was not affected as we succeeded to shift 
maximum proceedings to online system by using modern technological tools. We received maximum number of complaints 
through online system and facilitated the complainants and the representatives of Agencies by conducting hearing 
proceedings through video conferencing.  As a result of our awareness efforts, we have received near about one lac 
complaints in nine months during the current year, which is a clear sign that our efforts have proved to be successful in creating 
awareness among general public.
I also made special efforts to address systemic issues of the Agencies and Alhamdulillah, a lot has been done on this score, 
e.g. Pension Reforms, Education Reforms, CDNS Reforms through which clients of National Savings have been facilitated to 
get their profits from their personal bank accounts instead of visiting National Saving Centers. 



President Dr Arif Alvi has called for 
strengthening and improving the 
institutions of Ombudsmen by using 
modern technology, amending 
existing laws and enhancing their 
outreach to provide speedy justice to 
the people at district and sub-district 
levels against the administrative 
injustices. Emphasising the need to 
protect the rights of the people 
against administrative injustices, he 
urged the Ombudsmen to play their 
active role in redressing their 
grievances. He also underlined the 
need for enhancing the outreach of all 
Ombudsmen to remote areas and 
creating awareness among the 
people about the useful role being 
played by the Ombudsmen in 
dispensing free-of-cost and speedy 
justice to the aggrieved citizens.  The 
President made these remarks while 
chairing the full review meeting of all 

Ombudsmen, at Aiwan-e-Sadr, 
Islamabad. The Ombudsmen briefed 
the President about the performance 
of their respective organizations in 
providing justice to the aggrieved 
parties.

Federal Ombudsman, Syed Tahir 
Shahbaz, updated the President 
about the achievements of his 
organisation. He informed that 
133,521 complaints had been 
received in the Wafaqi Mohtasib in 
2020, as against 73,069 in 2019, 
whereas 130,212 had been disposed 
of during the same year. He 
elaborated that steps were being 
taken to help address the grievances 
of the people of remote areas by 
establishing complaint cells and 
offices for their facilitation.

Federal Tax Ombudsman (FTO), 
Mushtaq Ahmad Sukhera, apprised 

As I have completed my four years term as the 
Wafaqi Mohtasib, I feel fully satisfied that this 
Institution has not only successfully fulfilled its 
obligation to dispense speedy relief to the 
people aggrieved of mal-administration by the 
government agencies but has also looked into 
the systemic issues causing persistent 
complaints against various agencies.  A number 
of reports have been brought out by the 
committees constituted to suggest reforms in 
those agencies and the reports have been 
submitted to the government. In streamlining the 
systemic issues, people are being facilitated by 
the respective departments due to Pension 
Reforms, Education Reforms and CDNS 
Reforms through which clients of National 
Savings have been facilitated to get their profits 
from their personal bank accounts instead of 
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abuse under which a Rehabilitation Centre for children was established in Kasur and would be replicated in other districts. I 
also took cognizance of the gravity of ever increasing cybercrimes against children, a number of meetings with the 
stakeholders were held and through coordinated efforts, a draft bill containing laws through which crimes against children 
could be curbed or minimized, has been sent to the parliament for approval.
After assuming the charge of office of Ombudsman, my target was to provide justice at the doorstep of the common man, 
therefore, I tried my best to enhance the outreach of this office to remote areas. I emphasized upon use of modern media tools 
for sensitization of general public and provision of justice in an efficient way through these tools. During Corona pandemic, the 
performance of every department suffered, but, our performance, however, was not affected as we succeeded to shift 
maximum proceedings to online system by using modern technological tools. We received maximum number of complaints 
through online system and facilitated the complainants and the representatives of Agencies by conducting hearing 
proceedings through video conferencing.  As a result of our awareness efforts, we have received near about one lac 
complaints in nine months during the current year, which is a clear sign that our efforts have proved to be successful in creating 
awareness among general public.
I also made special efforts to address systemic issues of the Agencies and Alhamdulillah, a lot has been done on this score, 
e.g. Pension Reforms, Education Reforms, CDNS Reforms through which clients of National Savings have been facilitated to 
get their profits from their personal bank accounts instead of visiting National Saving Centers. 

ALL OMBUDSMEN MUST RAISE AWARENESS TO 
SENSITIZE GENERAL PUBLIC ON 

THE ROLE OF OMBUDSMAN

Best practices must be shared among all ombudsmen
(Resolution passed by Forum of Pakistan Ombudsmen)

The Forum of Pakistan Ombudsmen 
has passed a resolution to raise 
awareness campaign to sensitize the 
general public on the role of Mohtasib, 
so that maximum people could take 
benefit from these institutions.  Apart 
from Federal Ombudsman of Pakistan 
and Federal Tax Ombudsman, 
Insurance Ombudsman, Banking 
Ombudsman, Ombudsman of AJK, 
Provincial Ombudsmen  and 
Ombudspersons for Harassment at 

Workplace are working in the country 
but many people have no information 
regarding these institutions.  Therefore, 
it was strongly recommended to all the 
Ombudsmen to raise awareness 
campaign for creating awareness 
among people on the role of Mohtasib.  
It was decided that a joint media 
strategy would be adopted by all 
Ombudsmen.  It was also decided 
during the meeting that best practices 
must be shared among each other to 

get benefited. The meeting of Forum of 
Pakistan Ombudsmen under the chair 
of Federal Tax Ombudsman was 
convened in the conference room of 
Wafaqi Mohtasib Secretariat at 
Islamabad which was attended by 
Federal, Provincial Ombudsmen, 
Ombudsman of AJK and 
Ombudspersons for Harassment of all 
provinces.

The Federal Ombudsman, Syed Tahir Shahbaz addressing the meeting of Forum of Pakistan Ombudsmen held in the Wafaqi Mohtasib Secretariat Islamabad

Group photo of Federal and Provincial ombudsmen on the eve of meeting of Forum of Pakistan Ombudsmen at 
Wafaqi Mohtasib Secretariat Head Office Islamabad
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modern technology, amending 
existing laws and enhancing their 
outreach to provide speedy justice to 
the people at district and sub-district 
levels against the administrative 
injustices. Emphasising the need to 
protect the rights of the people 
against administrative injustices, he 
urged the Ombudsmen to play their 
active role in redressing their 
grievances. He also underlined the 
need for enhancing the outreach of all 
Ombudsmen to remote areas and 
creating awareness among the 
people about the useful role being 
played by the Ombudsmen in 
dispensing free-of-cost and speedy 
justice to the aggrieved citizens.  The 
President made these remarks while 
chairing the full review meeting of all 

Ombudsmen, at Aiwan-e-Sadr, 
Islamabad. The Ombudsmen briefed 
the President about the performance 
of their respective organizations in 
providing justice to the aggrieved 
parties.

Federal Ombudsman, Syed Tahir 
Shahbaz, updated the President 
about the achievements of his 
organisation. He informed that 
133,521 complaints had been 
received in the Wafaqi Mohtasib in 
2020, as against 73,069 in 2019, 
whereas 130,212 had been disposed 
of during the same year. He 
elaborated that steps were being 
taken to help address the grievances 
of the people of remote areas by 
establishing complaint cells and 
offices for their facilitation.

Federal Tax Ombudsman (FTO), 
Mushtaq Ahmad Sukhera, apprised 

As I have completed my four years term as the 
Wafaqi Mohtasib, I feel fully satisfied that this 
Institution has not only successfully fulfilled its 
obligation to dispense speedy relief to the 
people aggrieved of mal-administration by the 
government agencies but has also looked into 
the systemic issues causing persistent 
complaints against various agencies.  A number 
of reports have been brought out by the 
committees constituted to suggest reforms in 
those agencies and the reports have been 
submitted to the government. In streamlining the 
systemic issues, people are being facilitated by 
the respective departments due to Pension 
Reforms, Education Reforms and CDNS 
Reforms through which clients of National 
Savings have been facilitated to get their profits 
from their personal bank accounts instead of 
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inmates of prisons, especially the women and children.  In this regard 09 quarterly implementation reports to improve the jail 
conditions and prisoners have been submitted in the Supreme Court.  The living conditions of women and child prisoners have 
improved a lot, mentally retarded and addict prisoners have been segregated from other prisoners where they have been 
treated as patients.  As there is no Ombudsman for Children in the country, therefore, this task was also fulfilled by my office 
and numbers of initiatives have been taken for the children.  A case study was carried out to save the children from sexual 
abuse under which a Rehabilitation Centre for children was established in Kasur and would be replicated in other districts. I 
also took cognizance of the gravity of ever increasing cybercrimes against children, a number of meetings with the 
stakeholders were held and through coordinated efforts, a draft bill containing laws through which crimes against children 
could be curbed or minimized, has been sent to the parliament for approval.
After assuming the charge of office of Ombudsman, my target was to provide justice at the doorstep of the common man, 
therefore, I tried my best to enhance the outreach of this office to remote areas. I emphasized upon use of modern media tools 
for sensitization of general public and provision of justice in an efficient way through these tools. During Corona pandemic, the 
performance of every department suffered, but, our performance, however, was not affected as we succeeded to shift 
maximum proceedings to online system by using modern technological tools. We received maximum number of complaints 
through online system and facilitated the complainants and the representatives of Agencies by conducting hearing 
proceedings through video conferencing.  As a result of our awareness efforts, we have received near about one lac 
complaints in nine months during the current year, which is a clear sign that our efforts have proved to be successful in creating 
awareness among general public.
I also made special efforts to address systemic issues of the Agencies and Alhamdulillah, a lot has been done on this score, 
e.g. Pension Reforms, Education Reforms, CDNS Reforms through which clients of National Savings have been facilitated to 
get their profits from their personal bank accounts instead of visiting National Saving Centers. 
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OMBUDSMAN STRESSES ON INVESTIGATING OFFICERS 
TO PROVIDE MAXIMUM RELIEF TO COMPLAINANTS

Officers must decide every case in 60 days
The Honourable Wafaqi Mohtasib Syed 
Tahir Shahbaz stressed on the 
Investigating Officers to provide 
maximum relief to complainants.  He 
said that every case must be decided in 
60 days.  He chaired a meeting of 
Investigating Officers of the regional 
offices, Lahore, Faisalabad and 
Gujranwala on 24th September, 2021 
at regional office Lahore and later at 
Islamabad to review the progress of 
investigating work. While addressing 
the Investigating Officers, he stressed 
on the need for providing maximum 
relief to the complainants. He 

expressed satisfaction on the disposal 
of complaints, however, he directed the 

Investigating Officers to recommend 
disciplinary actions against the officials 
responsible for serious 
mal-administration. He further directed 
to organize meetings with the major 

federal government agencies to 
address systemic issues to improve 
their administrative and justice delivery 
mechanism.  Investigating Officers 
were instructed to ensure that the 
agencies send senior level 
representatives during hearing of 
cases. He also directed the 
Investigating Officers of regional offices 
to frequently visit districts and tehsils to 
personally hear complaints of the 
public for provision of speedy and free 
of cost justice at their door steps 
without having to travel to regional 
offices.

Provision of speedy 
and free of cost 

justice is our priority
Syed Tahir Shahbaz, Federal Ombudsman

 The Federal Ombudsman, Syed Tahir Shahbaz chairing a progress review meeting of the investigating officers at Head office Islamabad                             

 The Federal Ombudsman, Syed Tahir Shahbaz chairing a progress review meeting of the investigating officers at Regional Office Lahore.



President Dr Arif Alvi has called for 
strengthening and improving the 
institutions of Ombudsmen by using 
modern technology, amending 
existing laws and enhancing their 
outreach to provide speedy justice to 
the people at district and sub-district 
levels against the administrative 
injustices. Emphasising the need to 
protect the rights of the people 
against administrative injustices, he 
urged the Ombudsmen to play their 
active role in redressing their 
grievances. He also underlined the 
need for enhancing the outreach of all 
Ombudsmen to remote areas and 
creating awareness among the 
people about the useful role being 
played by the Ombudsmen in 
dispensing free-of-cost and speedy 
justice to the aggrieved citizens.  The 
President made these remarks while 
chairing the full review meeting of all 

Ombudsmen, at Aiwan-e-Sadr, 
Islamabad. The Ombudsmen briefed 
the President about the performance 
of their respective organizations in 
providing justice to the aggrieved 
parties.

Federal Ombudsman, Syed Tahir 
Shahbaz, updated the President 
about the achievements of his 
organisation. He informed that 
133,521 complaints had been 
received in the Wafaqi Mohtasib in 
2020, as against 73,069 in 2019, 
whereas 130,212 had been disposed 
of during the same year. He 
elaborated that steps were being 
taken to help address the grievances 
of the people of remote areas by 
establishing complaint cells and 
offices for their facilitation.

Federal Tax Ombudsman (FTO), 
Mushtaq Ahmad Sukhera, apprised 

As I have completed my four years term as the 
Wafaqi Mohtasib, I feel fully satisfied that this 
Institution has not only successfully fulfilled its 
obligation to dispense speedy relief to the 
people aggrieved of mal-administration by the 
government agencies but has also looked into 
the systemic issues causing persistent 
complaints against various agencies.  A number 
of reports have been brought out by the 
committees constituted to suggest reforms in 
those agencies and the reports have been 
submitted to the government. In streamlining the 
systemic issues, people are being facilitated by 
the respective departments due to Pension 
Reforms, Education Reforms and CDNS 
Reforms through which clients of National 
Savings have been facilitated to get their profits 
from their personal bank accounts instead of 

CONTINUED FROM PAGE 1 
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the chair about the measures taken by the Tax Ombudsman to 
provide relief to the people against the maladministration of tax 
authorities. He stated that FTO had facilitated a refund amount 
of Rs. 8,242.45 million, as against Rs. 5,865 million in the year 
2019, to the aggrieved parties against the maladministration of 
Tax functionaries. He informed that FTO had addressed 3,410 
complaints out of 3,715 in 2020.

Federal Ombudsperson for Protection against Harassment of 
Women at Workplace (FOSPAH), Ms Kashmala Tariq, 
highlighted that her organization was focusing on the 
protection of women against harassment at the workplace. 
She said that FOSPAH had received 1,241 complaints during 
2018-20 as against 398 in 2013-17. She informed that 
FOSPAH had disposed of 1,133 complaints out of 1,241 during 
2018-20.

Banking Mohtasib of Pakistan, Mr Kamran Shahzad, apprised 

the meeting that the Banking Mohtasib had received 20,220 
complaints during January-June 2021, as compared to 11,174 
during the corresponding period of last year. He informed that 
Rs. 305 million relief had been provided to the complainants 
and 14,910 complaints had been disposed of during the same 
period.

Federal Insurance Ombudsman (FIO), Dr Muhammad Khawar 
Jameel, briefed the meeting about the performance of FIO in 
providing relief to aggrieved insurance policyholders. He 
highlighted that 3,107 complaints had been received, against 
2,441 in 2019, out of which 2183 had been disposed of. 

The President appreciated the performance of all Ombudsmen 
who had done a remarkable job by providing expeditious and 
free-of-cost justice to the people against the maladministration 
on the part of government organizations.

Continued from Page 1 (Ombudsman Desk)
visiting National Saving Centers.  Additionally, a number of initiatives have been taken to facilitate the Overseas Pakistanis and 
inmates of prisons, especially the women and children.  In this regard 09 quarterly implementation reports to improve the jail 
conditions and prisoners have been submitted in the Supreme Court.  The living conditions of women and child prisoners have 
improved a lot, mentally retarded and addict prisoners have been segregated from other prisoners where they have been 
treated as patients.  As there is no Ombudsman for Children in the country, therefore, this task was also fulfilled by my office 
and numbers of initiatives have been taken for the children.  A case study was carried out to save the children from sexual 
abuse under which a Rehabilitation Centre for children was established in Kasur and would be replicated in other districts. I 
also took cognizance of the gravity of ever increasing cybercrimes against children, a number of meetings with the 
stakeholders were held and through coordinated efforts, a draft bill containing laws through which crimes against children 
could be curbed or minimized, has been sent to the parliament for approval.
After assuming the charge of office of Ombudsman, my target was to provide justice at the doorstep of the common man, 
therefore, I tried my best to enhance the outreach of this office to remote areas. I emphasized upon use of modern media tools 
for sensitization of general public and provision of justice in an efficient way through these tools. During Corona pandemic, the 
performance of every department suffered, but, our performance, however, was not affected as we succeeded to shift 
maximum proceedings to online system by using modern technological tools. We received maximum number of complaints 
through online system and facilitated the complainants and the representatives of Agencies by conducting hearing 
proceedings through video conferencing.  As a result of our awareness efforts, we have received near about one lac 
complaints in nine months during the current year, which is a clear sign that our efforts have proved to be successful in creating 
awareness among general public.
I also made special efforts to address systemic issues of the Agencies and Alhamdulillah, a lot has been done on this score, 
e.g. Pension Reforms, Education Reforms, CDNS Reforms through which clients of National Savings have been facilitated to 
get their profits from their personal bank accounts instead of visiting National Saving Centers. 

POST MASTER GETS PENSION AFTER 18 
MONTHS UNDER OMBUDSMAN DIRECTIONS

Mr. Muhammad Arshad a retired 
postmaster filed a complaint against 
Pakistan Post for delay in payment of 
his pensionery dues.  He stated that he 
retired from postal department as 
Postmaster in 2019 and applied for 
pension but after the lapse of more than 
15 months, no pension dues were paid 
to him, hence this complaint.  The 
Agency replied that due to 
non-verification of his service book, 
pension could not be released, however, 
certain objections have been removed 

and it has been sent to DAPPO, Lahore 
for verification.  The Agency further 
submitted that on 11.6.2021, his GP 
Fund confirmation letter has been 
issued by the DAPPO, Lahore and as 
and when the same is received, his case 
for payment would be sent to DSPS 
Jhelum for payment of his pensionery 
dues.  During hearing proceedings, the 
mal-administration was proved on the 
part of the Agency, as the case of the 
pension of complaint was delayed 
unnecessarily.  As per judgment of the 

Supreme Court of Pakistan in civil 
appeal No.48 of 2013 and as per 
pension reforms issued by the Wafaqi 
Mohtasib, the department was bound to 
process the pension case of the 
complainant well before his retirement.  
Therefore, the Federal Ombudsman 
passed direction to the Pakistan Post to 
clear all his pensionery dues within 30 
days.  The Agency has implemented the 
findings and complainant has thanked 
this Secretariat for the resolution of his 
grievance.
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GRIEVANCE COMMISSIONER FOR OVERSEAS 
PAKISTANIS INSPECTED ONE WINDOW FACILITATION 

DESK AT FAISALABAD AND SIALKOT AIPORTS

The WMS Grievance Commissioner for 
Overseas Pakistanis Dr. Inam ul Haq 
Javeid inspected One Window 
Facilitation Desks at Faisalabad and 
Sialkot International Airports during the 
third quarter of the current year.  He 
was informed that flights have been 
reduced due to Covid-19 and 
approximately 101,078 Overseas 
Passengers landed and departed at 
Faisalabad.  The Airport Manager 
Sialkot informed that 79 flights were 
operated in July, 111 flights in August 
and 83 international flights were 

operated in the month of September, 
2021 carrying international passengers 
which were handled in a befitting 
manner and cargo was handled at 
Sialkot International Airports.   He was 
informed that Sialkot International 
Airport is the first airport in Pakistan 
which is being operated by the 
business community of Sialkot in 
private manner.   Most of these 
passengers belonged to business, 
general & labour class and problems of 
these passengers mostly related to 
passport, NICOP, Health Certificates, 

attestation of documents and 
vaccination which were resolved 
instantly.  He was informed that as per 
new SOP established by WMS the 
officials of ASF, ANF, Customs and 
other relevant agencies have been 
brought together at one desk so that 
baggage of overseas passengers could 
be checked at one time instead of 
opening & closing of bags at each 
counter.  The Grievance Commissioner 
has submitted his inspection report to 
the Federal Ombudsman 

Approximately 101,078 overseas passengers landed & departed 
throug Faisalabad and 273 international flights were operated 

from Sialkot International Airport

Meeting of Dr. Inam-ul-Haq Javeid (Grievance Commissioner for Overseas Pakistanis Wafaqi Mohtasib Secretariat) with Focal Persons of 12 Agencies 
regarding One Window Facilitation Desk established by Wafaqi Mohtasib Secretariat at Sialkot Airport to facilitate Overseas Pakistanis. 

Briefing of APM Nisar Ahmad at Sialkot Airport.
Meeting chaired by Dr. Inam-ul-Haq Javeid (Grievance Commissioner for Overseas Pakistanis) 

with Focal Persons of 11 Agencies regarding One Window Facilitation Desk established by 
WMS at Faisalabad International Airport to facilitate Overseas Pakistanis. 
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OUTREACH COMPLAINT RESOLUTION (OCR)
OMBUDSMAN DIRECTS I.OS TO INVITE MEDIA 

DURING HEARING OCR CASES 
In spite of the fourth wave of corona 
pandemic, the activities regarding 
Outreach Complaint Resolution (OCR) 
programme have been going on in a 
cautious way by the officers of regional 
offices to hear public complaints in the far 
flung tehsils and districts across the 
country.  While chairing a meeting at 
Lahore regional office the Honourable 

Wafaqi Mohtasib directed the 
Investigating Officers to adopt maximum 
safety measures against corona while 
hearing the OCR cases.  He also said 
that due to extensive media awareness 
campaign and Outreach Complaint 
Resolution (OCR) mechanism, the 
number of complaints have been 
increasing day by day, therefore, they 

must invite local media while visiting the 
far flung areas, so that maximum number 
of people could become aware of the role 
of Wafaqi Mohtasib in resolving public 
grievances against mal-administration by 
Federal Agencies. He said that the 
outreach programme would continue to 
expand till the facility is within the reach 
of maximum number of people.

Dr. Zahid Malik, Investigating Officer of Regional Office Bahawalpur hearing OCR cases at Bahawalnagar.

Mr. Shahid Latif Khan, Advisor of Regional Office Gujranwala 
hearing OCR cases at Sambrial (Sialkot).

Mr. Arif Khan Kundi, Consultant of Regional Office D.I. Khan 
hearing OCR cases at Mianwali.



IMPORTANT DECISIONS
PAKISTAN POST PAID RS. 8.8 MILLION TO 

ADVERTISING AGENCY ON OMBUDSMAN INTERVENTION
Mr. Murtaza Ali Kalas, CEO of 
Graymatter Communication Advertising 
Agency filed a complaint against 
Pakistan Post for unjust delay in 
payment of outstanding dues.  He stated 
that a number of advertisements of 
Ministry of Postal Services were 
published through Press Information 
Department but even after lapse of more 
than three years, the Agency has failed 
to make payments, hence approached 
the office of Federal Ombudsman for the 

resolution of his grievance.  

The Agency stated that some 
discrepancies were found in the 
invoices of the complainant by 
non-observance of 25% prescribed 
quota for publication for regional 
newspapers and ever otherwise the 
claim was more than the prescribed 
quota. The Pakistan Post referred the 
matter to the Ministry.   During hearing 
proceedings the representative of the 
Ministry of Communications was asked 

to resolve the issue with in a week.  
Later, in the second hearing 
proceedings the representative of the 
Ministry of Communications informed 
that the Secretary, as Principal 
Accounting Officer (PAO), approved the 
payment. Later, the complainant 
informed that he has received a cheque 
of Rs.87 lack 92 thousands and 657 
rupees and thanked the Federal 
Ombudsman for the resolution of his 
grievance.

OMBUDSMAN DIRECTS STATE LIFE TO 
PAY DEATH CLAIM IN 30 DAYS

PH.D DEGREE ISSUED BY AIOU UNDER OMBUDSMAN DIRECTIONS

Mr. Hamid Khan resident of Bahawalpur 
filed a complaint against State Life 
Insurance Corporation (SLIC) for 
non-payment of death claim of his father.  
He stated that his deceased father 
purchased a policy for a sum of 
Rs.36,00,000 on 28.6.2012.  His father 
died on 26.9.2014, whereupon he filed 
his death claim to SLIC but the Agency 
declined to pay his death claim on the 
ground that the contract of insurance 
was obtained fraudulently through 
concealment of facts.  Failing to get relief 
from the Agency, he filed this complaint 
for the redressal of his grievances.  The 
matter was taken up with the SLIC, 
which reported that the complainant died 
after 2 years 2 months and 21 days of 
the purchase of policy, the deceased 
had not disclosed any history of chronic 
disease and due to an early death claim, 
an inquiry was conducted which 
revealed pre-insurance ailment  i.e. HCV 
03 years before signing of insurance 
agreement.  Therefore, due to 
non-disclosure and concealment of facts 
on the part of policy holder, the Agency 
declined to pay the death claim.  The 

Agency claimed that as per Lab. report 
of BVM Hospital, Bahawalpur dated 
7.10.2009, the deceased was patient of 
HCV which pertained to pre-insurance 
period.  The treatment record of BVH 
Hospital and prescription of doctor and 
lab reports showed that he was a patient 
of CLD, seven years prior to the 
purchase of policy. During investigation 
of case, the representative of Agency 
declared it fraudulent act whereas the 
complainant controverted version of the 
Agency and deposed that the insured 
did not conceal any information 
regarding his health and he was healthy 
at the time of agreement.  

In his findings the Ombudsman 
observed that disclosure of material 
facts as to one’s health, is a ticklish issue 
and that what is material depends upon 
the circumstances of each case, the 
concept of good health means 
reasonably good health and a warranty 
of good health can never mean that a 
person has not in him the seeds of 
disorder as one is born with seeds of 
mortality.  Similarly, in case law reported 

as “State Life Insurance Corporation and 
others” Vs. Mst. Shumila and others” 
(2013 CLD1525) it has been laid down 
that the appellants once entered into the 
contract after fully satisfying themselves 
and accepted the report of a competent 
Medical Officer of their own choice, so 
keeping in view, the provision of Section 
77 of the Insurance Ordinance, 2000 
read with Section 78 and subsection 
(2)(a)(b) of Section 79 on the subject, 
the Agency cannot repudiate or avoid 
the contract after lapse of more than two 
years and that too after the death of 
deceased.  Therefore, confidential report 
of the Agency’s field officer annexed with 
the proposal form reveals that the said 
officer had declared the deceased as 
healthy at the time of the insurance of 
policy,  The Agency is now estopped to 
take such a plea of alleged 
pre-insurance ailment when its own 
officer had recommended the deceased 
for insurance of the policy as a healthy 
person, therefore, the Ombudsman by 
accepting the stance of the complainant 
directed SLIC to pay the death claim 
within 30 days.

Mr.  Muhammad Shoaib Khan resident of 
Bannu filed a complaint against Allama 
Iqbal Open University (AIOU) for delay in 
issuance of his Ph.D degree in Sharia.  
He stated that he took admission in Ph.D  
Sharia in 2014 and completed his degree 
in 2019.  He applied for the issuance of 
his Ph.D degree but the same has not 
been issued after the lapse of two years.  

The matter was taken up with the 
Agency, which replied that his case for 
the issuance of degree is under process 
by the Examination Department and after 
clearance by the Examination branch, 
the degree would be issued to the 
complainant.  During hearing 
proceedings, the mal-administration was 
found on the part of the Agency.  The 

complainant was heard through video 
call.  After hearing proceedings, the 
Ombudsman directed to issue Ph.D 
degree to the complainant within 30 
days.  The Agency has issued the degree 
of Ph.D Sharia bearing Certificate 
No.H130 vide registry 
No.RGL68726241.The complainant has 
confirmed its receipt.
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RECEIPTS AND DISPOSAL OF COMPLAINTS 
DURING THE QUARTER JUL-SEP 2021

*Includes cases brought forward

Sr. Agencies Receipts Disposal* 
1 Power Companies (DISCOs)   
2 NADRA   
3 Sui Gas Companies   
4 Pakistan Postal Services   
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    
 Total of other Agencies   
 Grand Total   

13,792
855

4,106
941

624

233

376

253

21,180
7,488

28,668

12,638
701

4,036
1,507

554

219

287

268

20,210
7,358

27,568

For Further Guidance and
Information Contact our

Wafaqi Mohtasib
Secretariat
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complaints: 1056

Fax No. 051-9217224
Email: 

ombuds.munawarsajjad@gmail.com
Media Wing: 

wmsmediawing@gmail.com
Spokesperson / Director Media: 

051-9216752
Website: www.mohtasib.gov.pk

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

During hours 
9:00 am - 10:00 pm

HELPLINE NO. 1055

The Provincial Ombudsman Punjab, Mr. Azam Suleman presenting a bouquet of flowers to the Federal Ombudsman, 
Syed Tahir Shahbaz  while visiting  his office at Lahore

The new Federal Tax Ombudsman, Dr. Asif Mahmood Jah called upon the Federal Ombudsman Syed Tahir Shahbaz in 
his office. The Federal Ombudsman presenting a bouquet of flowers and shield to the Federal Tax Ombudsman


