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From Ombudsman’s Desk

Hon’ble President Dr. Arif Alvi was
pleased to visit the Wafaqi
Mohtasib Secretariat, Islamabad

on 4th October, 2018. On this occasion,
the President was given a comprehensive
briefing, including the initiatives of the
Hon’ble Wafaqi Mohtasib. He was also
informed about the reports submitted by
the Wafaqi Mohtasib Secretariat to the
Hon’ble Supreme Court of Pakistan on its
directions in various cases of human
rights nature being heard by the apex
court.  The steps taken by the Secretariat
to meet its obligations in this regard un-
der the Court’s orders were explained to
the President.

During the quarter, implementation of
the recommendations of the Committee for-
mulated on the direction of Hon’ble Su-
preme Court of Pakistan  for proposing im-
provements in the living conditions of pris-
oners in jails, especially women and chil-

dren, remained a priority initiative of the
Secretariat’s many activities.  These recom-
mendations inter alia include the constitu-
tion of Oversight Committees for jails, ad-
dressing the issue of overcrowding in pris-
ons, the visiting rights of prisoners and their
families, the production of under-trial pris-
oners in courts, Education and Skill training
of prisoners, computerization of records of
prisoners, provision of missing facilities and
payment of fines for deserving prisoners.
To seek full and speedy implementation of
its recommendations, meetings were held
with the stakeholders in Peshawar, Karachi
and Lahore. Another such meetings is
scheduled in Quetta, shortly. Measures
taken by the Home, Prison and Prosecution
Departments of the Governments of KPK,
Sindh and Punjab for improving the condi-
tion of prisoners in jails were reviewed in
the meetings. Another Committee consti-

President Dr. Arif Alvi Lauds the
Performance of Federal Ombudsman

Syed Tahir Shahbaz, the Federal
Ombuds-man called on the Presi-
dent, Islamic Re-public of Pakistan

on 26th December, 2018.  The
Honourable President while
appreciating the performance
of Wafaqi Mohtasib said that
a public campaign should be
launched to create awareness
among masses regarding the
filing of complaints to the
Wafaqi Mohtasib.  He also
agreed to chair a joint semi-
nar of Federal & Provincial
Ombudsmen to sensitize the
people about the role of these
offices that resolve the com-
plaints of general public at
their doorsteps.  He also di-
rected to hold quarterly semi-
nars around the country for
awareness among general
public for approaching the
Wafaqi Mohtasib for resolu-
tion of their grievances. The
Honourable President also
advised to take onboard PTA
and PEMRA for telecasting
the awareness campaign in
resolving public complaints
by the Wafaqi Mohtasib.

The Honourable President also directed that
SNGPL and Electric Companies (DISCOs)
should print messages from Wafaqi

Mohtasib for approaching him if they are
unable to solve their complaints.

Syed Tahir Shahbaz
Federal Ombudsman

Dr. Arif Alvi, President of Pakistan talking to Federal Ombudsman Syed Tahir
Shahbaz, who called on him in Islamabad on December 26, 2018
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Dr. Jamal Nasir, the new Federal
Secretary, Wafaqi Mohtasib Sectt

Continued from Page 1

President Dr. Arif Alvi Lauds the Performance ...

Dr. Jamal Nasir is Federal Secretary to
the Government of Pakistan (BS-
22). He joined Civil Services Acad-

emy in November, 1988 as an Officer of
Pakistan Administrative Services (PAS).

He has rich experience of working in
both Federal and Provincial Governments.
He has served against various field as-
signments e.g. Political Agent Mohmand
Agency, FATA & DCO Swabi and Secre-
tariat assignments in Punjab, KPK and
FATA.

On promotion to BS-21, he served as
Director General National Language Pro-
motion Department, Ministry of Informa-
tion, Broadcasting& National Heritage. He
also served as Additional Secretary, Min-
istry of Inter Provincial Coordination. Prior
to his elevation as Federal Secretary (BS-
22), he was Additional Secretary M/o In-
formation Technology and Telecom.  On
promotion to BS-22, he has been posted
as Federal Secretary, Wafaqi Mohtasib
(Ombudsman)’s Secretariat on 22.11.2018.

Trainings Held in Pakistan and Abroad

Programme in Public Administration at Civil
Services Academy, Lahore, Pakistan (1988-
1990).
* Qualified six months in-service training

in Public Administration at National In-

Muhammad Asghar Ch.
Secretary Retires
from Service
On 4th October, 2018, Secretary Wafaqi

Mohtasib Secretariat, Mr. Muhammad
Asghar Chaudhary retired from service on
attaining the age of superannuation.  In a
simple but graceful ceremony, the
Honourable Federal Ombudsman Syed Tahir
Shahbaz presented him a bouquet of flow-
ers and a gift hamper.  A reference was made
in his honour and his meritorious services
were praised by officers of the Secretariat.
Mr. Muhammad Asghar Chaudhary was an
officer of the Secretariat Group. He joined as
Federal Secretary Wafaqi Mohtasib
(Ombudsman)’s Secretariat on 08.01.2018. 

stitute of Public Administration, Pakistan
(2013).

* Qualified the 100th Senior Management
Course at National School of Public
Policy, Lahore in 2007.

* In addition to the above, he has attended
numerous short training courses and
workshops abroad.

Continued from Page 1      Ombudsman’s Desk

Federal Secretary Dr. Jamal Nasir

Federal Ombudsman Syed Tahir
Shahbaz presenting a bouquet to the

Federal Secretary Mr. Muhammad
Asghar Ch. on his retirement

tuted by the Hon’ble Supreme Court under
my chairmanship formulated an exhaustive
report on the prevention and control of the
incidents of fire in Margalla Hills, Islamabad,
especially in the summer season. The Hon’ble
Supreme Court had made all recommendations
of the report part of the apex Court’s Order
and directed the Wafaqi Mohtasib Secretariat
to oversee their implementation on regular
basis. The Wafaqi Mohtasib Secretariat took
on board all the stakeholders, including CDA,
Municipal Corporation Islamabad (MCI) and
the Islamabad Wildlife Management Board
(IWMB) and advised them to furnish recom-
mendation-wise implementation status of the

report.   Taking cognizance of increase in the
fees of private schools, the Hon’ble Supreme
Court constituted a Committee headed by me
which comprised representatives of private
schools, parents and other stakeholders to
resolve the dispute regarding fees charged
by private schools.  Several meetings of the
Committee were held in the Chamber of
Honourable Chief Justice. Based on the re-
port submitted to the Supreme Court by the
Wafaqi Mohtasib, the Court has summoned
the owners of all major private school chains/
groups/institutions operating in Pakistan be-
fore the Court in person and directed them to
reduce their fees by 20 percent.

The Honourable President also directed
to launch a mobile App to facilitate the gen-
eral public in accessing the services offered
by the Wafaqi Mohtasib. During the meet-
ing, Syed Tahir Shahbaz, the Federal Om-
budsman briefed the Honourable President
about the performance of Wafaqi Mohtasib
Secretariat during the year.  He informed that
his office had so far disposed of 68,000 com-
plaints, of which 92% had already been imple-
mented. This ratio was likely to improve fur-
ther. He also informed the President about
different special studies undertaken by his
office on the direction of the Supreme Court

of Pakistan. In collaboration with UNICEF, he
had also carried out a Need Assessment Sur-
vey of different facilities in six large and im-
portant jails located in all the provinces of
Pakistan. The President appreciated the ef-
forts made by the Wafaqi Mohtasib and di-
rected that philanthropists should also be
urged to contribute towards the welfare of
prisoners, especially juveniles.

The Federal Ombudsman also informed the
honorable President that on the initiative of
his office, focal persons had been appointed
in 188 important federal government agencies,
out of which 127 agencies had been provided

interface by his office for registering online
complaints. Lately, an Integrated Complaint
Redressal System had also been launched for
twenty federal agencies which had large num-
ber of pending complaints. This allowed the
Wafaqi Mohtasib Secretariat to transfer to his
portal all such complaints which had not been
resolved by these agencies within 30 days. In
future, more agencies would be added to the
integrated system to provide speedy relief to
the public. This meeting with the President of
Pakistan was follow up of a visit of the
Honourable President to the Wafaqi Mohtasib
Secretariat.

President Dr. Arif Alvi recording his
views in the Visitors Book.
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Syed Tahir Shahbaz  presides 21st Meeting of Board of
Directors  of Asian Ombudsman Association at Baku

21st Meeting of the Board of Directors
(BOD) of Asian Ombudsman Associa-
tion (AOA) was held on 30th October,

2018 at Baku, Republic of Azerbaijan. The
meeting was presided over by the President
AOA, Hon’ble Syed Tahir Shahbaz, Federal
Ombudsman Pakistan. Mr. Abdul Khaliq, Ex-
ecutive Secretary of the AOA Secretariat, co-
ordinated the Meeting.

In his opening remarks the President,
AOA said, “14th AOA Conference and Gen-
eral Assembly Meeting were held in 2015 in
Islamabad, Pakistan where the present Board
of Directors was elected. As per Bye-Laws,
AOA General Assembly meets every sec-
ond year; thus the 15th General Assembly
Meeting was the prime activity of the
Pyeongchang Conference in 2017. The Gen-
eral Assembly Meeting was preceded by the
20th Board of Directors Meeting in
Pyeongchang. This is the 21st Board Meet-
ing, the first that I am participating as I took
over as the Federal Ombudsman Pakistan in
July, 2017. So I feel hounoured finding this
great opportunity to learn from the rich ex-
perience of my learned colleagues.”

Responding on the President’s Remarks,
the Members appreciated the services ren-
dered by the AOA Secretariat, especially for
managing efficient communication tools like
AOA Website, e-Newsletter, online ex-
change of information and providing ana-

A high profile committee constituted
by the Honourable Chief
Justice,Supreme Court of Pakistan

pointed out insufficient commitment and
poor management in Pakistan‘s education
sector and recommended several measures
including the declaration of an education
emergency in the country.

The committee was constituted by the
Honourable Chief Justice of Pakistan Mr.
Justice Saqib Nisar in April, 2018. The Com-
mittee chaired by Honourable Federal Om-
budsman Syed Tahir Shahbaz also in-
cluded Abdul Rauf Chaudhry, former Fed-
eral Tax Ombudsman, Mr. U.A.G. Isani,
former Chairman University Grants Com-
mission, Dr Shahid Siddiqui, Vice Chan-
cellor, Allama Iqbal Open University, Dr
Mukhtar Ahmed, former Chairman Higher
Education Commission, Mr. Muhammad
Rafique Tahir,  Joint Educational Adviser
at the Ministry of Federal Education and
others.

The committee was given a mandate to
propose recommendations to implement
Article 25-A of the Constitution, under
which the state is obligated to provide free
and compulsory education to children be-
tween the ages of 05 to 16. The committee
held a number of meetings and finalized its
report and recommended the need to de-
clare an education emergency and tackle
‘myriad challenges‘ including out-of-
school children, the quality of education,
a uniform education system and skills de-

Federal Ombudsman Recommends Declaration
of Education Emergency in the Country

Report Submitted in the Apex Court
velopment.

The committee also recommended a
substantial increase in budget in the edu-
cation sector from the present 2.2pc of GDP
to 4pc of GDP at the national level and a
minimum allocation of 25pc of the total bud-
get of the provinces. It also recommended
a quantum leap in the construction of new
schools in the public sector and in recruit-
ment and training of a large number of teach-

ers. Ghost schools and non-functional
schools were also required to be made func-
tional.

The report said, private educational in-
stitutions served a sizeable 36pc of students
and while acknowledging their contribu-
tion in imparting education to the school-

going children, the government should bind
private schools to rationalize their free
structure and enroll at least 10pc of stu-
dents from disadvantaged backgrounds un-
der corporate social responsibility.

Under housing laws, each housing so-
ciety was obligated to earmark amenity
plots for community service, but most of
these plots were leased to private elite
schools. The report emphasized that the

housing societies may be di-
rected to offer these plots at
subsidized rates for the es-
tablishment of public sector
schools.

The report recommended
that ‘private entrepreneur firms
and individuals’ should be en-
couraged and incentivized to
adopt schools for infrastruc-
ture development and provi-
sion of necessary facilities.
These incentives could be in
the shape of tax rebates or the
attribution of schools to spon-
sors. It was emphasized that
these proposals could not be
delivered without an effective

oversight and monitoring mechanism and the
committee recommended various committees
from the union council to the district and pro-
vincial levels. It also recommended the for-
mation of a special think-tank to review the
quality of education and standardization of
the curriculum.

Syed Tahir Shahbaz  presiding over 21st Meeting of the Board of Directors
Asian Ombudsman Association  at Baku, Azerbaijan.

lytical reports to the Members for resolving
the outstanding issues. They also thanked
the President for ensuring cost free effec-
tive Secretariat support and successful drive
for expanding membership of the Associa-
tion.
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Integrated Complaint Redressal Mechanism Launched
Delay in Resolving Issues Leads to Corruption

                                                                         Syed Tahir Shahbaz, Federal Ombudsman

Federal Ombudsman Syed Tahir
Shahbaz has inaugurated an inte-
grated Complaint Redressal System

in federal departments/Agencies to re-
dress public complaints.  The Ombuds-
man Secretariat has already established
an Instant Complaints Resolution Mecha-
nism  under which every Agency/depart-
ment has nominated a focal person desig-
nated as Grievance Liaison Officer for en-
tertaining and resolving complaints relat-
ing to his department within 30 days.  Un-
der this mechanism, 118 federal agencies
were integrated to resolve complaints in a
minimum possible time. The portals of
these agencies have been connected with
that of Wafaqi Mohtasib Secretariat and
are regularly monitored.

During an analysis of complaints
pending on with the agencies, the Om-
budsman Secretariat, observed that the

departments had failed to resolve the com-
plaints even after 30 days. In order to re-
dress this issue, the Ombudsman Secretariat
decided to shift complaints unresolved af-
ter 30 days to the portal of Wafaqi Mohtasib
Secretariat treating them as fresh complaints
for investigation.  This system has previ-
ously been functioning with the Post Office
department, but now has been extended to
19 other agencies including FIA, Islamabad
Police, Ministry of Housing, Ministry of
Education Training, DISCOs, PEPCO, Paki-
stan Railways, M/o Interior, SNGPL, SSGPL,
WAPDA etc. It was also observed that most
of the agencies are not utilizing the Com-
plaint Resolution Mechanism to its full po-
tential and have also linked it in a different
format.  In order to properly equip these fed-
eral agencies, training is being provided to
the officers of these agencies to upgrade
their skills.

Today the Honourable Wafaqi
Mohtasib has formally launched the Inte-
grated Complaints Resolution System and
a training session to handle this system
by the concerned agencies was also been
launched.  While addressing the represen-
tatives of the agencies, the Hon’ble Wafaqi
Mohtasib said that it was our collective
responsibility to address maladministra-
tion, increase efficiency and bring trans-
parency in the operation of the govern-
ment machinery. He also appreciated the
federal agencies for willingly participating
in the newly introduced integrated system.
He said that it was the foremost duty of a
government functionary to serve the pub-
lic and satisfy the citizens.  He said that
delay in resolving issues leads to corrup-
tion, therefore, every agency has to estab-
lish in-house accountability system to con-
done delay.

Balochistan Ombudsman Mr. Abdul Ghani Khilji Visits
Wafaqi Mohtasib Secretariat, Islamabad

A four member delegation under the
leadership of Balochistan Om
budsman Mr. Abdul Ghani Khilji

paid an educational visit to the Wafaqi
Mohtasib Secretariat, Islamabad.  The
delegation was briefed about the work-
ing of this secretariat including com-
plaints handling, Complaint Management
Information System and disposal of com-
plaints. Mr. Khilji also held detailed dis-
cussions regarding the complaint han-
dling cycle with the Federal Secretary Mr.
Nasir Jamal and Mr. Ijaz Ahmed Qureshi,
National Child Commissioner.   The del-
egation also paid visit to different offices,
where they were briefed in detail about
the investigation process, handling of
Review Petitions and Implementation
process of complaints.
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Ombudsman Chairs Meeting on Need
Assessment Survey Report of Selected Jails

The Hon’ble Wafaqi Mohtasib, Syed
Tahir Shahbaz, chaired a stake-holder
briefing on 28th November 2018 in the

Conference Room of the Wafaqi Mohtasib
Secretariat. The purpose of the meeting was
to share the highlights of  a Need Assess-
ment Survey carried out in collaboration with
UNICEF. The meeting aimed to obtain the
views on the suggested Work Plan and In-
stitutional Arrangements to implement the
reform process in the following jails:
i. Central Jail, Haripur
ii. Central Jail, Quetta and Machh
iii. Central Jail, Lahore and Borstal Insti-

tute and Juvenile Jail Faisalabad
iv. Central Jail, Karachi

In his welcome address,  the
Honourable Wafaqi Mohtasib said that jail
reform initiatives were being undertaken
in pursuance of the direction of the Hon.
Supreme Court of Pakistan. The Mohtasib
Office has been working to improve the
living conditions in prisons and to address
the challenges of maladministration, so-
cial justice and all kinds of abuse and dis-
crimination. He further stated that the Na-
tional Commissioner for Children’s Office
(NCCO) in partnership with UNICEF, had
started a dedicated project entitled

“Strengthening the Realization of Rights
of Children and Women Detainees in Paki-
stan”. Under this project, the Need As-
sessment Survey of selected prisons na-
tionwide was conducted to look into defi-
ciencies in the system and then to sug-
gest comprehensive interventions to im-
prove the situation.

The National Commissioner for Children
and Senior Advisor, Mr. Ejaz Ahmad Qureshi
briefed the audience about the functioning
of Mohtasib Office and the work done for
children.  Dr. Rania Ahsan Advisor Wafaqi
Mohtasib Secretariat stated that the project
was positive step in safeguarding the fun-
damental rights of children and women in
jails.

The NCCO team visited the selected jails
and thoroughly examined the living condi-
tions of women and children in prisons and
had proposed doable and practical measures
to alleviate the miserable conditions.  The
participants appreciated the efforts of the
Honorable Wafaqi Mohtasib and his team
to address the systemic issue especially mal-
administration in the criminal justices sys-
tem and assured full support for implement-
ing the work plan being devised under the
project.

Ombudsman Reviews Implementation
Status of Recommendations on Prisons

The Hon’ble Federal Ombudsman, Syed
Tahir Shahbaz, reviewed the implemen-
tation status for improving the condi-

tions of prisoners in jails in the country, es-
pecially the women and children inmates. He
held different meetings with the provincial
Inspector General (Prisons) and Home Sec-
retaries of KPK, Punjab, Baluchistan and
Sindh at their provincial headquarters to
know the status of improvement.

Earlier, all the provinces were directed to
constitute two committees i.e. District Over-
sight Committees and Welfare Committees
for improving the life of prisoners, especially
women and children and destitute/resource-
less inmates.   The Federal Ombudsman was
apprised by the IGP that District Oversight
Committees (DOC) had been formed, which
would ensure meaningful oversight on the
working of jails and insure the welfare of
prisoners.  During the meetings, it came to
the notice of the Ombudsman that in most of
the DOC’s in Punjab and Sindh, retired Su-
perintendent, Jails had been made the heads
of DOCs.

Syed Tahir Shahbaz showed dissatisfac-
tion over the constitution of DOCs and di-
rected to re-constitute them by including the
members of civil society, retired officers of
judiciary & administration and other notable
persons of the district to make these Com-
mittees effective and result oriented. He
asked the Home departments and the IG Pris-
ons of Sind & Punjab to submit their compli-

ance reports within three weeks by follow-
ing the pattern of KPK and Baluchistan.  He
also directed to develop SOPs for the Over-
sight and Welfare committees. It was also
directed to the Ministry of Interior/Home
departments/Prison departments to nomi-
nate their focal persons and inform the Om-
budsman Secretariat.

It was also desired that Law & Justice
Commission, together with Advocates Gen-
eral and Provincial Ombudsmen, would re-
view and submit proposals for the expan-
sion of probation/parole facilities in order
to reduce pressure on accommodation fa-
cilities in jails, as well as suggest measures
for the reformation of convicts, juvenile and
first-time offenders. The Ombudsman was
apprised that a summary for creation/
upgradation of the posts of psychologists
as well as revamping of Parole Directorate
had been initiated for approval.  It was also
informed that DFID had sponsored a Rule
of Law Programme, and a UK based firm was
being hired to revise different statutes.

The Federal Ombudsman also directed
to install Biometric system in jails.  The IG
Prisons, Punjab informed that a twenty beds
ward had been established in Kotlakhpat
jail to cure the drug edicts. The chair was
also informed that with the help of HEC,
AIOU and other universities, 400 prisoners
had passed B.A. examination. However, fur-
ther efforts were underway to improve edu-
cational and skill training of jail inmates.

Federal
Ombudsman
Concerned Over
Non-Completion
of CDA &
Foundations
Housing Projects

The Hon’ble Wafaqi Mohtasib,
Syed Tahir Shahbaz, has
shown serious concern over

the non-completion of CDA
schemes i.e. Park-Enclave-I&II, E-
12 & I-15 sectors and Kuri Road
Model Village, the Sectors of G-13/
14 by the Housing Foundation and
PHA apartments.

In this regard, a meeting of both
the Agencies was called in his of-
fice to know the reasons and im-
pediments for non-completion of
housing projects being executed
by these Agencies. He showed
complete dissatisfaction over the
slow progress being made in com-
pleting these projects.  He said that
both the agencies had lost their
credibility among the public over
a period of time.  The Managing
Director, Pakistan Housing Au-
thority, D.G., Federal Government
Employees Housing Foundation
and Chairman, CDA gave detailed
briefings about their projects.

The Federal Ombudsman while
showing serious concern over the
projects of FG Housing Founda-
tion, directed the DG, Housing
Foundation to have a meeting with
the residents of G-13/14 and CDA
to resolve their issues.

The Ombudsman advised the
Foundation to prepare a work plan
and also directed the Secretary,
Housing & Works to supervise/
monitor the projects himself by
holding periodic meetings.  He ex-
pressed his concern over the inor-
dinate delay in handing over pos-
session of plots and directed the
CDA to prepare a comprehensive
working plan and timeline for hand-
ing over possession to the
allottee’s of these projects.

The Federal Ombudsman also
directed the Chairman CDA to hold
meetings with the DG, Housing
Foundation and MD, PHA to re-
solve the issues pending in differ-
ent wings of CDA.
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Under Ombudsman
Orders Medical
Bills over 1.8m
Reimbursed to
a Poor widow

Mst. Roobi Shehzad, widow of late
Muhammad Shahzad, Chowkidar of
Cabinet Division, lodged a complaint

against his employer for non-imbursement
of medical bills amounting to Rs. 1.8 million
payable for the treatment of her late hus-
band over 1.8 million.  The Agency replied
that the matter was referred to Capital Ad-
ministration and Development Division
(CA&DD) for advice, which declined to en-
dorse these bills for payment, as no emer-
gency was established nor was it counter-
signed by the concerned authority.  There-
fore, the matter was not covered under the
rules.

During hearing proceedings, the repre-
sentative of CA&DD stated that the patient
had first visited more than one hospital;
therefore, ‘emergency’ was not established.
Furthermore, the emergency room certificate
was not admissible as it was endorsed by
the ex-urologist Federal Government Ser-
vices Hospital, Islamabad. However, it was
pointed out that the authority to establish
‘emergency’ rested with the “treating doc-
tor” in the light of directive issued by Minis-
try of Health. He also could not substantiate
his objection about countersignature by the
ex-urologist Federal Government Services
Hospital, Islamabad when it was mentioned
that the authority to countersign reimburse-
ment claims was also delegated to head of
the department of concerned specialty.

The Investigating Officer observed that
while admitted in hospital, late Muhammad
Shahzad, Chowkidar, had requested Cabinet
Division for making advance payment to Shifa
International, Islamabad for his treatment.
However, the Division referred the matter to
CA&DD, though it was competent to take
this decision. The widow completed the two
formalities for the purpose of reimbursement
of medical calim; the treating doctor signed
the bill, which was countersigned by the
Authorised Medical Attendant. However, still
the claim was rejected by the agency.

In view of the above, the Federal Om-
budsman ordered to the Cabinet Division
that out of the total expenditure of Rs.
1,887,347/- incurred on treatment of the pa-
tient, an amount of Rs. 1,777,347/- should
paid to the hospital, while the remaining
amount of Rs. 110,000/- be reimbursed to the
complainant as the same was paid by her in
advance to the hospital. The Cabinet Divi-
sion has implemented the above orders in
letter and spirit.

Internee Gets Her Outstanding Stipend
An internee of the Quaid-e-Azam University, Islamabad, lodged a complaint

with the Wafaqi Mohtasib that under the National Internship Program, she
had performed duty for 12 months in the Finance Department of the Quaid-e-
Azam University, from November 2013 to October, 2014, but had received sti-
pend for 09 months only, and despite her repeated requests the remaining amount
st ipend for  03 months had not been released. As the National  Internship
Programme was sponsored by the Inter-Provincial Coordination Division, the
Wafaqi Mohtasib held a hearing with the representatives of that Division and
the Quaid-e-Azam University, Islamabad.

The representative of the Inter-Provincial Coordination Division confirmed that the
NIP Office had given stipend for 12 months to the complainant’s employer i.e. Quaid-e-
Azam University. The representative of the University informed that process for the
payment of stipend for the remaining 03 months had already been started after the
complaint was lodged with the Wafaqi Mohtasib Secretariat.  However, he could not
justify the inordinate delay involved. Maladministration on the part of the Agency was,
therefore, evident.  The Wafaqi Mohtasib recommended that the claim of the complain-
ant should be settled within 30 days. The complainant confirmed later that her outstand-
ing stipend had been paid by the Agency.

Ombudsman Sets Aside Irregular
Electricity Bill

Mr. Aurangzeb complained against IESCO for charging him 4164 units for three
months against his removed meter, whereas the average monthly consump-

tion was around 100 units.  The Agency stated that the extra amount was charged
on the basis of Maintenance and Testing (M&T) report.   Three years billing
history of the complainant confirmed that his monthly consumption was less
than 200 units.  Even after replacement of the faulty meter with a new one, the
average consumption remained less than 150 units.  The complainant’s house
was a 02 bed room, non-AC residence with connecting load of 2- KW.   The
Agency confirmed that no illegal connection had been given by the complainant.
The agency failed to prove the inordinate higher consumption as reflected in the
M&T report.  Keeping in view the facts of case, the Wafaqi Mohtasib directed the
Agency to withdraw and cancel the irregular bill and charge him on the basis of
average consumption as per relevant provisions of the Electricity Act, 1910 and
the Consumer Service Manual of the Agency, ensuring compliance within 30
days .

Overseas Pakistani Gets the Possession
of Plot
Mr. Pervez Malik, an Overseas Pakistani, lodged a complaint against CDA for

not handing over possession of plot in sector D-12 since long.  The CDA
informed the Ombudsman Secretariat that due to inadvertent wrong demarcation of
an adjacent plot, on which a house had already been built, possession of plot could
not be given to the complainant.  The Agency agreed to carry out a re-planning
exercise to accommodate the affectee. The Agency was advised to accommodate
the complainant by allotting him an alternate plot of his choice, close to his earlier
plot.

KKH Affectees Receive Compensation
of Land After 11 Years
The affectees of Karakoram Highways (KKH) Expansion Project complained

against National Highways Authority for non-payment of any rent or com-
pensation of their land acquired for the extension of KKH, 11 years ago.  The
Agency reported that out of the total demand of Rs.179,382,863/-, an amount of
Rs.74,136,000/- was released to District Collector (DC), Hunza in June, 2018 and
case for the release of remaining compensation amount was under process.  The
District Collector confirmed receipt of said amount but informed that the same was
yet to be paid to the complainants.   The Agency failed to justify inordinate delay in
remitting the amounts of compensation to the complainants.  The Federal Ombuds-
man by taking cognizance of this fact ordered to remit the remaining amount of
compensation to DC Hunza who would disburse it to the complainants and report
compliance within 30 days.  DC Hunza was asked to ensure that the amount so
received must be disbursed in accordance with the law without any further delay.

IMPORTANT DECISIONS
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Hon’ble Wafaqi Mohtasib presenting
a shield to Mr. Asad Ashraf Malik,
Ombudsman Sindh during his visit
to Wafaqi Mohtasib Secretariat.

Federal Ombudsman Syed Tahir Shahbaz administering oath to the
officers who recently joined the Wafaqi Mohtasib Secretariat.

Dr. Arif Alvi, the President of Pakistan, offering dua after planting
a sapling on his visit to Wafaqi Mohtasib Secretariat.

K-Electric, HESCO
& SEPCO Should
Improve Public
Complaint
Mechanism

Syed Tahir Shahbaz, Federal Ombuds-
man Hon’ble Wafaqi Mohtasib Syed
Tahir Shahbaz has directed K-Electric,

HESCO & SEPCO should improve their in-
ternal public complaint mechanism to re-
solve the grievances of the consumers
through in-house complaint mechanism.  He
also directed to launch a comprehensive
awareness drive.  It was observed that most
of the complaints from Karachi relates to the
consumers using less than 300 units, there-
fore, K-Electric should due care with these
consumers while raising detection bills.  It
was also directed that the internal complaint
offices of K-electric, HESCO & SEPCO
should enhance working relationship for
better facilitation and swift resolution of
complaints.

The Federal Ombudsman Syed Tahir
Shahbaz delivered these directions while vis-
iting the WMS Regional Office, Karachi.The
Honourable Wafaqi Mohtasib also chaired
a meeting to know the progress of the women
and children inmates under Prison’s Re-
forms.  The IG Prisons, Sindh presented its
report in constitution of the District Over-
sight Committees.  The IG Prison informed
that the District Oversight Committees have
already been formed and their focal persons
have also been nominated. The Hon’ble
Wafaqi Mohtasib observed that there
should be a SOPs for oversight and welfare
committees and Philanthropists.  He also
asked to include members of civil society,
retired officers of judiciary & administration
and other notable persons of the district to
make these Committees effective and result
producing. The HWM asked the Home de-
partment and the IG Prison Sind to submit
its compliance report within three week.

*S.No.                       Agencies Receipts    Disposal

1. Power Companies (DISCOs) ....................................... 10,392 ................. 11,717
2. NADRA .......................................................................... 1,258 ................... 1,398
3. Sui Gas Companies ........................................................ 1,260 ................... 1,059
4. Pakistan Post .................................................................. 3,560 ................... 1,546
5. Allama Iqbal Open University ......................................... 192 ...................... 233
6. State Life Insurance Corporation .................................... 177 ...................... 170
7. Pakistan Bait ul Maal ........................................................ 178 ...................... 148
8. Employees Old Age Benefits Institution (EOBI) .......... 157 ...................... 158

Total of above 08Agencies ......................................... 15,914 ................ 16,749
Other Agencies ............................................................ 5,310 .................. 3,774
Grand Total .................................................................. 21,224 ................ 20,523

Receipts and disposal of complaints during
the quarter October - December, 2018

* Including cases brought forward from previous months.
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The only Agency which provides prompt and free of cost justice to common man

Wafaqi Mohtasib
Secretariat

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

For further guidance and information
contact our Helpline No.1055

Helpline for children complaints: 1056
Fax No. 051-9217224

During office hours (9:00 am - 5:00 pm)
Email:ombuds.munawarsajjad@gmail.com

Wafaqi Mohtasib

Our Regional Offices

* Lahore: Tele: 042-99201017-18 Fax: 042-99201021

* Karachi: Tele: 021-992021077-18 Fax: 021-99202121

* Peshawar Cantt: Phone/Fax: 091-9215571

* Quetta: Phone/Fax : 081-9202691

* Sukkur: Phone/Fax: 071-9310012

* Multan: Tele: 061-4424522 Fax: 061-9330027

* Faisalabad: Tele: 041-9201020 Fax: 041-9201021

* D I Khan Cantt: Phone/Fax: 0966-9280256

* Hyderabad: Tele: 022-9201603

* Abbottabad: Phone: 0992-9310538

* Gujranwala: Phone/Fax: 055-99203839

* Bahawalpur: Phone/Fax: 062-9255612

A group photo of Mirza Zafar Hussain, AJK Ombudsman and Justice
(Retd) Shah Nawaz Tariq, Ombudsman for Protection against Harassment

at Workplace, Sindh with the Federal Ombudsman Syed Tahir Shahbaz
on their visit to Wafaqi Mohtasib Secretariat, Islamabad

PIA Paid
Compensation
for Lost Baggage
Mr. Qaiser Mehmood lodged a com-

plaint against PIA for failure to grant
compensation for lost baggage while trav-
elling from UK to Islamabad.  After repeated
requests, the Agency failed to deliver his
luggage or to pay compensation as per in-
ternational law.  The Agency stated during
hearing proceedings that at Islamabad air-
port, suitcase of the complainant weigh-
ing 50kg had gone missing. Therefore, he
was offered US$1000 as compensation of
lost baggage.  The complainant agreed and
a cheque for US$1000 was issued to the
complainant.

Application on plain paper

Copy of CNIC

Affidavit on plain paper (may be downlowned from website)

Proof of documents in support of complaint

Non-provision of gas/electricity connections

Non-correction of utility bills

Delay/non-payment of pension

Non-issuance and blockage of CNIC/passports etc.

Delay/non-payment of outstanding dues, compensation, State
Life Insurance claims etc.

For filing complaint neither lawyer nor any fee is required

Guidance on legal issues and filing of complaints provided in
Complaint Facilitation Cell

Complaints can be filed through post, fax, website, email or
personally

Simple and easy mode of lodging a complaint

Progress of your complaint also available online and
communicated through SMS

Speedy and quick implementation is ensured

All cases are decided at Wafaqi Mohtasib within 60 days

For filing complaint please consult our website
www.mohtasib.gov.pk

Documents required for lodging complaint

Major categories of complaints

How does Wafaqi Mohtasib facilitate


