
From Ombudsman 
Desk

The Institution of Wafaqi Mohtasib, also 
known as the poor man’s court, continues 
to concentrate on providing relief to the 
ordinary citizens aggrieved by 
administrative highhandedness and 
maladministration by the government 
agencies. Through awareness campaign 
and OCR visits to district headquarters 
and sub districts we intend to share with 
the public our efforts and initiatives for 
redressing their grievances against 
government agencies as well as improving 
governance by removing systemic 
deficiencies. Towards this end, we have 
taken a number of initiatives on several 
critical issues which had been lingering 
unresolved for decades. The streamlining 
of the pension process for ensuring timely 
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Federal Ombudsman Syed Tahir Shahbaz has said that chil-
dren’s issues are close to our heart and collective efforts of 
parents, educational Institutions and the government were 
needed for the protection of children in the present environ-
ment. He was addressing “Strategic Coordination Meeting 
to strengthen Child Protection Mechanism” at Lahore. He 
further said that the present environment of the society was 
unsafe for the children, therefore, abuse of children needed 
to be curbed at greater level. He emphasized the need for 
strengthening the institutional mechanism for children 
protection in the country. He also underscored the need to 
chalk out a strategic plan of action in this regard and assured 
that his institution would play a full supportive role in 
resolving the issues of the children. The meeting had been 
arranged by the National Commissioner for Children (NCC) 
of Wafaqi Mohtasib Secretariat and was attended by the 
Provincial Ombudsman Punjab, Minister for Women Devel-
opment, Punjab, senior government officials of the provin-
cial government, relevant stakeholders and NGOs.  The 
consultation meeting deliberated upon formulating a practi-
cable way-forward for prevention of violence and control of 
crimes against children and rehabilitation of victims of 
sexual abuse in the society.
National Commissioner for Children Mr. Ejaz Ahmad 
Qureshi while briefing the participants of his activities 

informed that out of 21 Crore population of Pakistan 
48-50% are children under 18 years of age, out of which 
30-40% are living below poverty line. He said that there 
were about 12 Ombudsmen with various jurisdictions but no 
Ombudsman for children issues had been working. Empha-
sizing on the need for collaboration, he explained that his 
office was working with all stakeholders across the country 
without encroaching upon the provincial jurisdiction. He 
appreciated the role of UNICEF for their contribution in the 
protection of children’s rights. Mr. Azam Suleman Khan, the 
Provincial Ombudsman Punjab said that his office had also 
appointed the Chief Provincial Commissioner to look into 
the children’s affairs in Punjab. He said that the issue of chil-
dren was very important in view of its sensitivity from 
social, legal and cultural dimensions and in compliance of 
the international commitments of the government. He 

recommended reforms for the protection of children in 
educational institutions and prisons, appointment of sepa-
rate judges for trials of the cases of violence against chil-
dren, witness protection and establishment of rehabilitation 
centres in all the districts. 
The Minister for Women Development Punjab, Ms. Ashifa 
Riaz Fatyana stressed on the protection of street children 
who are very vulnerable and need support in their rehabilita-
tion.  She said that generally police is soft on the perpetra-
tors and even the parents withdraw the cases of abuse of 
their children. She further said that tolerance to child abuse 
was increasing which was highly dangerous and must be 
condemned by the society and at government level. 
Syeda Viqar un Nisa Hashmi, Commissioner for Children 
presented a report on the annual activities, establishment of 
Child Protection & Rehabilitation Centre at Kasur and 
informed regarding provision of trainings and capacity 
buildings of teachers, police and prisons staff on Child 
Protection, Community Policing and Peace building. She 
also explained the new initiatives and concepts of Mecha-
nism for tracking analysis of cases of violence against 
vulnerable children and seting up of Model Protection 
Centre for Children in ICT.
She also spoke on Kasur tragedy & redressal of systemic 
issues and highlighted the major issues of sexual violence 
against children. 
Persons representing diverse segments of society, including 
parliamentarians, high ranking officials of the Government 
of Pakistan, human rights and child rights activists, and 
representatives from the child protection section of the 
UNICEF contributed in the deliberation.

Address of Federal Ombudsman Syed Tahir Shahbaz in 
“Strategic Coordination Meeting to strengthen Child 

Protection Mechanism” at Lahore.

ABUSE OF CHILDREN NEEDS TO BE 
CURBED AT GREATER LEVEL

payment of pension to thousands 
of retired government servants; 
and transferring the profit on 
CDNS certificates into the 
personal bank accounts of 
certificate holders are the major 
achievements. The facilitation of 
Overseas Pakistanis on a range of 
issues is another important 
milestone. We are cognizant of the 
fact that a significant percentage of 
people living in the remote areas 
are unable to access the Mohtasib’s 
Office for grievance redressal, 
partly due to economic constraints 
as travelling entails cost but mainly 
owing to lack of awareness. We 
are, therefore, reaching out to them 

through extensive media 
awareness campaign and our 
Outreach Complaint Resolution 
(OCR) mechanism under which 
our Investigating Officers from 
headquarters and regional offices 
are travelling to various districts 
and addressing their complaints at 
their doorsteps.  Resultantly, first 
time in the history of WMS, we 
have received 134,000 complaints 
in a year. This OCR programme 
was temporarily put on hold due to 
corona pandemic but 
Alhamdullillah we have now 
revived this programme by 
observing all safety measures.  We 
are also opening the new regional 

offices in remote areas so that the 
people belonging to less developed 
areas could benefit by the services 
of this institution. On such new 
regional office has recently been 
established in district Kharan in 
Baluchistan. Our outreach 
programme will continue to 
expand so that the facility comes 
within the reach of maximum 
number of people. Cost-free justice 
to the common man is our mission. 
Our endeavour has been and will 
be for timely resolution of 
complaints of thousands of 
ordinary citizens who approach 
this Institution every month with 
great hope.
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Collective efforts required for 
protection of children

Supreme Court of Pakistan has 
appreciated the efforts of Federal 
Ombudsman regarding improving 
jail conditions and directed Attorney 
General of Pakistan and Advocate 
Generals of provinces to implement 
the recommendations of Federal 
Ombudsman in this regard. A three 
member bench headed by Chief 
Justice Mr. Justice Gulzar Ahmed 
and including Justice Ijazul Ahsan 
and Justice Munib Akhtar issued the 
directions during a suo motu case.
Hafiz Ahsaan Ahmed Khokhar, 
Senior Adviser Law informed the 
apex court that seven quarterly 
implementation reports have already 
been submitted to the Supreme Court 
in this matter.  Federal Ombudsman 
has proposed a number of 
recommendations to the federal & 
provincial governments for 
improvement in the living conditions 
of inmates of jails, especially those of 
women and children.     Responding 
to the apex court, the counsel 
apprised that owing to the corona 
virus pandemic, the District 
Oversight Committees could not visit 
the jails. The apex court was 
informed that the Sindh government 
had formed a new law pertaining to 
jails while the situation in Punjab 
jails had also improved where an act 
pertaining to parole had been framed, 
whereas, the things were rapidly 
improving in KP and Balochistan.  
The court ordered to submit the 
report regarding on ground 
improvement in conditions of jails on 
the next date of hearing.
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OMBUDSMAN DIRECTS PAKISTAN POST TO DIGITIZE ALL 
POST OFFICES BY FEBRUARY 2021

The Federal Ombudsman Syed 
Tahir Shahbaz took cognizance 
of the difficulties of senior 
citizens and widows regarding 
delay in issuance of profits 
against saving certificates issued 
by the Post Offices and directed 
the Pakistan Post to digitize all 
post offices by the end of 
February, 2021.  He said that the 
saving certificates purchased by 
the people from Post Offices 
under Ordinary and Special 
Accounts should also be 
maintained as per banking 
standards. The Secretary 
Communications Mr. Zafar 
Ahsan informed that 3200 posts 
offices had been working around 
the country, out of these 85 were 
of A-grade. He said that 32 
A-grade post offices had been 

digitized and remaining would 
be upgraded in next year.  He 
said that the Pakistan Post was 
maintaining more than 2.3 
million accounts which had been 
regulated by the Auditor General 
of Pakistan, hence lot of 
difficulties were being faced in 
transformation of data, as all the 
ordinary and special saving 
accounts were being maintained 
manually, therefore, their 
digitization was a gigantic task. 
The Secretary Communications 
also informed that measures had 
been taken to post the post office  
consumers’ profit as per banking 
standards with the State Bank of 
Pakistan as soon as the 
digitization was completed. 
The federal Ombudsman 
directed to form a two members 

committee comprising Post 
Master General, Lahore and the 
Provincial Controller General of 
Accounts who would meet 
fortnightly for reconciliation of 
data between the two 
departments. He directed 
Secretary Communications to 
complete the digitization of 3200 
offices by the end of February, 
2021 and send a monthly 
progress report in this regard to 
the Ombudsman office. He 
further directed that a number of 
complaints were received 
constantly against post offices 
about inordinate delay in 
dispensing the monthly profits, 
therefore, standing instructions 
should be issued to all post 
offices for in time disbursement 
of profits to the citizens.

The Federal Ombudsman, Syed Tahir Shahbaz chairing a meeting of Pakistan Posts for digitalisation of Post Offices. Federal Secretary 
Communication is briefing the Honourable Wafaqi Mohtasib on the project.
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The Federal Ombudsman, Syed 
Tahir Shahbaz once again 
emphasized the need for 
provision of facilities to 

Overseas Pakistanis at One 
Window Facilitation Desks at 08 
International airports.  He said 
that 8.5 million Overseas 

Pakistanis are our valuable 
assets who send around 22 
billion US dollar every year to 
Pakistan.  Provision of facilities 

OMBUDSMAN STRESSES THE NEED FOR PROVISION OF 
FACILITIES TO OVERSEAS PAKISTANIS AT ONE WINDOW 

FACILITATION DESKS

to them would be a top priority 
of every government institution. 
He said that representatives of all 
12 concerned departments 
should ensure their presence 
round the clock at One Window 
Facilitation Desks.  The Federal 
Ombudsman paid a surprise visit 
at the one window facilitation 
desk at Islamabad airport where 
representatives of some 
departments were found absent.  
He also chaired a meeting of 
focal persons of 12 departments 
which are part of One Window 
Facilitation Desks at airports, 
including OPF, ASF, CAA, 
Customs, NADRA, Immigration 

and Passport, Bureau of 
Emigration, FIA, ANF, 
Ministries of Commerce, 
Foreign Affairs and Religious 
Affairs.  The focal person of 

every department presented 
progress report. The 
Ombudsman urged them to 
improve coordination, so that 
better services could be provided 
to Overseas Pakistanis.  He also 

directed the CAA to provide of 
better facilities to the 
representatives of all 
departments.  The meeting was 
informed that more than 175,000 
passengers had been facilitated 
in two years at these desks.  The 
rep. of NADRA informed that 
NICOPs and POCs were being 
issued to Overseas Pakistanis at 
all Facilitation Desks. The 
meeting was also attended by 
Secretary WMS Dr. Jamal Nasir, 
Sr. Advisers Mr. Ejaz Qureshi, 
Hafiz Ahsaan Ahmed Khokhar 
and Grievance Commissioner 
for oversees Pakistanis  Dr. Inam 
ul Haq Javeid.

The Federal Ombudsman, Syed Tahir Shahbaz chairing a progress review meeting of one window facilitation desk established at eight 
International Airports on 30th September 2020.

22 billion US dollars 
being sent by 

Overseas Pakistanis 
every year
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Continued from Ombudsman Desk

Taking  cognizance of the poor 
maintenance of parks in Islam-
abad the Federal Ombudsman, 
Syed Tahir Shahbaz constituted a 
committee under the headship of 
Mr. Ejaz A. Qureshi, Senior 
Adviser WMS, Maj. Gen(R) 
Ghulam Dastagir, Adviser 
Implementation, Mr. Aftab 
Akbar Durrani, Additional 
Secretary, Mr. Irfan Azim Khan 
Niazi, Director Parks, MCI, Mr. 
Fayyaz Kanwar, Dy. Director, 
F-9 Park and Mr. Junaid Afzal, 
Park Manager, F-9 Park as mem-
bers with the task to identify 
issues pertaining to F-9 Park and 
make proposals which would 
subsequently be implemented by 
Municipal Corporation Islam-
abad (MCI) from within the 
available resources.  The 
Ombudsman had directed that as 
F-9 Park was the biggest park in 
Pakistan, therefore, its mainte-
nance level must be exemplary. 
The committee observed the 

dilapidated condition of the park 
including missing facilities such 
as poor utilization of available 
funding, absence of seasonal 
flowers, lack of facility of 
sweepers, uneven tracks, poor 
condition of open air theatre, 
security concerns after sunset, 
non-availability of tuck shops 
and medical facilities, etc.  The 
committee held number of meet-
ings and visited the site to dig 
out the problems and observed 
that 50% machinery, tankers and 
tractors etc was out of order. 
needed major repair.  The com-
mittee observed that funds of Rs. 
1.5 million was generated in one 
month which was not utilized 
due to absence of financial rules 
with the MCI. 
As a result of the committee’s 
proposals,  street lights have 
been energized in the entire park, 
solar plant repaired and made 
functional, tender for repair of 
wash rooms floated, repair of 

gadgets of kids play area 
outsourced, repair of all dam-
aged jogging tracks ensured, 
presence of uniformed security 
guards ensured, standby ambu-
lance in park made available, 
provision of horticulture 
machinery, provision of drinking 
water, establishment of first did 
Centre, availability of seasonal 
flowers and numbering of Park 
assets also ensured.  The com-
mittee has suggested that a 
citizen’s supervisory committee 
should also be formed to oversee 
the maintenance work in the F-9 
Park.
The committee presented its 
report to the Federal Ombuds-
man who appreciated the perfor-
mance of the committee in the 
improvement of F-9 Park and 
directed to form a Citizen’s 
Supervisory Committee to over-
see the regular maintenance 
work of F-9 Park.

Committee on F-9 park presents report to Federal Ombudsman

FACILITIES UPGRADED 
ON OMBUDSMAN’S INTERVENTION IN F9 PARK
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The Federal Ombudsman office 
received 133,521 complaints and 
disposed of 130,112 complaints 
in the year 2020, whereas, in 
previous year 73,069 complaints 
were received and disposal was 
74,878.  During the year 2020 an 
increase of 82.73% in receipt of 
complaints and 72.98% in 
disposal of complaints was 
recorded. whereas, 39,596 com-
plaints were received against 
DISCOs, 26,902 against Benazir 
Income Support Programme, 
13,218 against Ehsaas 
Programme, 15,106 against Gas 
companies, 6,780 against Paki-
stan Post, 2,182 against NADRA 
and 1,684 against Allama Iqbal 
Open University. He said that 
despite corona pandemic situa-
tion, the number of complaints 
have been doubled as compared 
to previous year, which is an 
evidence of success of the aware-
ness campaign and increased 
confidence of the people in this 
institution. While reviewing 
progress of Investigating Offi-
cers of Head office and Regional 

Offices through video conference 
he emphasized the need for early 
implementation of findings and 
provision of better facilities to 
the complainant. He was 
informed that 94% cases have 
been decided within 60 days.  He 
was also informed that Outreach 

Complaint Resolution 
programme has been revived and 
the officers have again started 

visiting remote areas for hearing 
of public complaints and receive 
complaints during Khuli Kacher-
ies at the doorstep of the com-
plainants. He applauded the 
performance of all investigating 
officers in spite of critical situa-
tion of corona.  He also reviewed 
the measures taken for the better-
ment of prisoners in jails and 
Overseas Pakistanis. The officers 
of Regional offices at Lahore, 
Faisalabad, Gujranwala, Faisala-
bad, Multan, Bahawalpur, 
D.I.Khan, Quetta and Peshawar 
attended the meeting through 
video conference.

HOLISTIC APPROACH IS NEEDED TO TACKLE THE MENACE 
POSED BY CYBER CRIMES AGAINST CHILDREN

The Federal Ombudsman Syed 
Tahir Shahbaz has said that holis-
tic approach was needed to tackle 
the menace posed by the cyber 
crimes against children.  He said 
that it was heart-breaking to see 
the media reports about these 
cases on daily basis around the 
country. He further said that in the 
absence of Child Ombudsman, 
the WMS has volunteered to 
address the systemic issues in the 
prevention and control of crimes 
against children which has shown 

a trend of constant rise in last few 
years.  He chaired a meeting on 
prevention and control of cyber 
crimes against children especially 
dissemination of videos of child 
abuse in social media, dark web 
and in local market.  The meeting 
was by all the stakeholders Feder-
al and Provincial Ministries, FIA, 
UNICEF, Police, NGOs, Mr. Riaz 
Fatyana, MNA & Chairman 
Standing Committee on Law & 
Justice. 
The National Commissioner for 

Children Mr. Ejaz Ahmed 
Qureshi while highlighting the 
gravity of the issue, informed that 
48-50% were children under 18 
years of age, of whom 30-40% 
were living in below poverty line.  
He said that dilemma was that 
presently there was no Child 
Ombudsman or any other institu-
tion exclusively for children in 
Pakistan.  Therefore, they do not 
have voice in making of policies 
concerning them and the redressal 
of their complaints and reporting 

crimes against them.  The police 
has also failed to properly inves-
tigate the heinous crimes against 
children.  In this situation, the 
Wafaqi Mohtasib Secretariat in 
collaboration with the Provincial 
Ombudsmen and other key stake-
holders developed a mechanism 
to redress the grievances of 

children.  The meeting discussed 
multiple aspects of the 
cyber-crimes against children 
which includes Identification of 
key areas of the issues, formation 
of a Task Force comprising major 
stakeholders to address the 
systemic issues, strategize effec-
tive means to crack down on the 

ring working on cyber pornogra-
phy in Pakistan and to prevent 
dissemination of the videos of 
children sexual abuse/torture.  
The Federal Ombudsman 
stressed the need for better coor-
dination between Police and FIA 
to curb such crimes.

Syed Tahir Shahbaz 
applauds performance 

of investigation officers

Syed Tahir Shahbaz

FEDERAL OMBUDSMAN RECEIVED 133,521 COMPLAINTS AND 
DISPOSED OF 130,112 COMPLAINTS IN 2020
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MEDIA MUST PLAY ITS ROLE TO SENSITIZE PEOPLE OF REMOTE 
AREAS ON THE ROLE OF WAFAQI MOHTASIB

The Federal Ombudsman Syed 
Tahir Shahbaz has said that due 
to positive role of media, we 
have succeeded to enhance 
image of Wafaqi Mohtasib 
among the people of remote 
areas, resultantly complaints 
increased by more than 500% in 
some regional offices.  He said 
that the officer’s visits far-flung 
areas at the nearest station of 
complainants to hear their com-
plaints.  He briefed them that the 
Wafaqi Mohtasib Secretariat has 
expanded its services to the far 
flung areas of Pakistan through 
robust awareness campaign. He 
added that the Wafaqi Mohtasib 
Secretariat on the advice of the 
Honourable President initiated a 
number of innovative techniques 
to increase awareness among 
general public about the role of 
this institution. 
He urged that media should play 
its positive role to sensitize 
people of remote areas so that 

they could become aware of their 
rights and may use the forum of 
Wafaqi Mohtasib in case of any 
maladministration and injustice 
caused to them by any federal 
government departments with-
out any fear and free of cost.  He 
was talking to Media after visit-
ing the regional offices at 
Lahore, Multan, Bahawalpur and 
Karachi during the last week of 
November, 2020.  He said that 
the people may file their com-
plaints through mobile app as 

well. He said that the hearing 
proceedings are also conducted 
through online video conferenc-
ing system. He said that upto 
October more than 114,000 com-
plaints had been received where-
as, 74,000 complaints were 
received last year. He appreciat-
ed the performance of Investi-
gating Officers who worked hard 
during corona pandemic and 
heard the parties through online 
system by using modern technol-
ogies.

The Federal Ombudsman Syed 
Tahir Shahbaz has said that holis-
tic approach was needed to tackle 
the menace posed by the cyber 
crimes against children.  He said 
that it was heart-breaking to see 
the media reports about these 
cases on daily basis around the 
country. He further said that in the 
absence of Child Ombudsman, 
the WMS has volunteered to 
address the systemic issues in the 
prevention and control of crimes 
against children which has shown 

a trend of constant rise in last few 
years.  He chaired a meeting on 
prevention and control of cyber 
crimes against children especially 
dissemination of videos of child 
abuse in social media, dark web 
and in local market.  The meeting 
was by all the stakeholders Feder-
al and Provincial Ministries, FIA, 
UNICEF, Police, NGOs, Mr. Riaz 
Fatyana, MNA & Chairman 
Standing Committee on Law & 
Justice. 
The National Commissioner for 

Children Mr. Ejaz Ahmed 
Qureshi while highlighting the 
gravity of the issue, informed that 
48-50% were children under 18 
years of age, of whom 30-40% 
were living in below poverty line.  
He said that dilemma was that 
presently there was no Child 
Ombudsman or any other institu-
tion exclusively for children in 
Pakistan.  Therefore, they do not 
have voice in making of policies 
concerning them and the redressal 
of their complaints and reporting 

crimes against them.  The police 
has also failed to properly inves-
tigate the heinous crimes against 
children.  In this situation, the 
Wafaqi Mohtasib Secretariat in 
collaboration with the Provincial 
Ombudsmen and other key stake-
holders developed a mechanism 
to redress the grievances of 

children.  The meeting discussed 
multiple aspects of the 
cyber-crimes against children 
which includes Identification of 
key areas of the issues, formation 
of a Task Force comprising major 
stakeholders to address the 
systemic issues, strategize effec-
tive means to crack down on the 

ring working on cyber pornogra-
phy in Pakistan and to prevent 
dissemination of the videos of 
children sexual abuse/torture.  
The Federal Ombudsman 
stressed the need for better coor-
dination between Police and FIA 
to curb such crimes.

The Federal Ombudsman Syed Tahir Shahbaz addressing in a press conference at Multan

The Federal Ombudsman, Syed Tahir Shahabaz briefing the media persons at Lahore

The Federal Ombudsman, Syed Tahir Shahabaz 
briefing the media person at Islamabad

Address to Media at Lahore, Multan, Karachi and Bahawalpur
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OUTREACH COMPLAINTS RESOLUTION (OCR)
OUTREACH COMPLAINTS RESOLUTION (OCR) 

PROGRAMME REACTIVATED
Under the direction of the 
Federal Ombudsman, the OCR 
programme has been revived 
and the officers of regional 
officers have started to hear 
complaints in the far flung 
tehsils and districts across the 
country.  Syed Tahir Shahbaz 
while chairing a meeting of 
Investigating Officers said that 
we were reaching the far flung 
areas through extensive media 

awareness campaign and 
Outreach Complaint 
Resolution (OCR) mechanism, 
as our Investigating Officers 
from headquarters and regional 
offices travel to various 
districts and hear the 
complaints at the places nearest 
to the doorsteps of the 
complainants.  Due to these 
efforts, nearly 133,521 
complaints have been 

registered in 2020 for the first 
time in the history of WMS. 
The OCR programme was 
halted due to corona pandemic 
but Alhamdollillah this 
programme has now been 
revived by observing all safety 
measures.  He said that the 
outreach programme would 
continue to expand till the 
facility is within the reach of 
maximum number of people

Mr. Inayatullah Daula, DG, Regional Office (RO) Faisalabad hearing public complaints at Sargodha and Chinioit

Mr. Zahid Malik, Investigating Officer, RO Bahawalpur hearing public complaints at 
Rahim Yar Khan and Bahawalnagar

Mr. Shahid Latif Khan conducting the hearing proceedings under OCR 
programe at Narrowal. 

Arbab Sher Bahadur, Advisor Incharge Regional Office Peshawar 
conducting OCR hearings at Mangora Swat.
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The Federal Ombudsman Syed 
Tahir Shahbaz has stressed upon 
Investigating Officers of 
Regional Offices Lahore, 
Karachi, Multan and 
Bahawalpur to focus on deciding 
regular cases within 60 days and 
OCR cases within 45 days as per 
prescribed timelines. He directed 
to rejuvenate the Outreach 
Complaint Resolution Program, 
so that the people of far-flung 
areas are provided speedy and 
free of cost justice at their 
doorsteps. Under the OCR 
programme, the officers of the 
Wafaqi Mohtasib Secretariat 
have been directed to visit the 
nearby tehsils and districts for 
convenience of the general 

public so that their complaints 
are resolved closer to their 
homes. He said that while 
visiting the nearby tehsils and 
districts, the IOs they must 
interact with local media so that 
more people could more aware 
of this service. 

He asked the investigation 
officers to facilitate the 
complainants in all respects by 
observing complete safety 
measures against Covid-19 
pandemic. The meeting was 

attended by investigating 
officers of regional offices 
Lahore, Karachi, Multan and 
Bahawalpur. Referring to the 
precautionary measures against 
Covid-19, he said that presence 
of complainants during hearing 
proceedings was not essential 
and their points of view could be 
taken through telephone or 
Whatsapp, however, if any 
complaint insisted to join the 
hearing proceeding, due safety 
measures must be ensured. The 
officers informed the HWM that 
registration of complaints and 
investigation work was being 
carried out by observing all the 
safety measures.

Telephone and 
Whatsapp may be 
used for hearing of 

complaints

The Federal Ombudsman, Syed Tahir Shahbaz chairing a meeting of 
Investigating Officer of Regional Office Karachi

The Federal Ombudsman Syed Tahir Shahbaz chairing a meeting of 
Investigating Officers of Regional Office Lahore.

The Federal Ombudsman, Syed Tahir Shahbaz inspecting the 
Regional Office of Wafaqi Mohtasib Secretariat Bahawalpur.

The Federal Ombudsman Syed Tahir Shahbaz chairing a meeting of 
Investigating Officers at Regional Office Multan.

OFFICERS MUST DECIDE EVERY CASE IN 60 DAYS 
AND OCR CASES IN 45 DAYS
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IMPORTANT DECISIONS
WIDOW RECEIVES PM 

PACKAGE AFTER 05 YEARS ON 
OMBUDSMAN’S INTERVENTION

Due to intervention of the Federal Ombudsman, 
widow of a deceased Post Office Clerk Sajjad 
Mirza received an amount of Rs. 2.2 million 
under PM Assistance Package.  Late Sajjad 
Mirza was working as clerk in GPO Chakwal, 
who died in January, 2015 during service.  Her 
widow requested Pakistan Post for release of 
grants under PM Assistance Package but 
department delayed the matter on one pretext or 
the other. She complained to the Federal 
Ombudsman for delay in release of funds to her.  
The matter was taken up with the Pakistan Post, 
which informed the Federal Ombudsman that 
matter was pending with the Finance Division 
and as soon as the ministry gave clearance, the 
dues would be paid to her. The Ombudsman 
directed Pakistan Post to clear all dues under 
PMs Assistance Package within 30 days. The 
Implementation Wing of WMS vigorously 
pursued the case.  Resultantly the Pakistan Post 
released an amount of Rs.2.2 million to the 
widow.

Residents of Chak No.365/WB, Tehsil Duniapur, 
District Lodhran filed a complaint before the 
Federal Ombudsman against MEPCO for delay in 
electrification of their two villages. They stated 
that their villages were approved for electrification  
under village electrification programme and 
necessary material/electrical equipment had been 
issued by the Agency but the department was 
delaying erection of poles and stringing of wires.  
The complainants requested the Agency time and 
again but no avail, hence they sought intervention 

TWO VILLAGES ELECTRIFIED 
UNDER OMBUDSMAN’S 

DIRECTIONS

of the Federal Ombudsman. 
The Agency informed that the 
electrification work of villages 
Basti Islam and Mouza Jallah 
Arain under Constituency 
NA-161 was approved but the 
concerned MNA who had 
sponsored the said villages for 
electrification had withdrawn 
his consent and shifted his 
consent to the other villages i.e. 
Basti Allah Yar Matam and 
Mouza Thada Thaheem, due to 
which the electrification work 
was pending.  During hearing 
proceedings the representative 
of the Agency admitted that 
officially, the project of 
electrification had been 

approved for the complainants’ 
villages but due to concerned 
MNA’s change in priority the 
said project was shifted to other 
areas.
After hearing the arguments of 
both the parties, it was 
concluded that under Cabinet 
Division’s Notification dated 
27.02.2019, PAO/Chairman (P 
& D Board/ACS(Dev) was 
responsible for transfer of funds 
to the executing agency after 
issuance of administrative 
approval.  Once the schemes 
were approved and funds 
released, there would be no 
substitute/addition/deletion of 
schemes. The Agency was, 

therefore, directed that as the 
funds had been released for 
electrification of villages Basti 
Islam, Mouza Jallah Arain, 
therefore, under law this scheme 
could not be shifted to other 
area.   The Agency was further 
directed to electrify the said 
villages by erecting poles and 
stringing wires within 60 days.  
The Agency implemented the 
findings and electrified both the 
villages.

Wafaqi Mohtasib 
(Ombudsman)’s Secretariat
Helpline (General): 1055
Helpline (Children): 1056
Website: www.mohtasib.gov.pk
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Ms.  Yasmeen Kausar mother of 
late Saqib Islam lodged a 
complaint against CDA for delay 
in payment of grants under PMs 
Assistance Package and other 
consequential benefits. She 
stated that her son was working 
as Zoo Attendant in CDA and 
died in a road accident in the 
year 2015. She submitted the 
case of consequential benefits to 
the CDA but no action was taken 
by the Agency. 

During hearing proceedings, the 
Director General HRD, CDA 
reported that the case was under 
consideration and the necessary 
payment would be disbursed to 
her shortly.  However, the issue 
of admissibility of plot was 
referred to Law Division and on 
receipt of reply the matter would 
be resolved. 
After examining the case, the 
Ombudsman directed the 
Chairman CDA to resolve all the 

grievances under PMs 
Assistance Package within 30 
days.  Under implementation 
proceedings dated 9.9.2020, the 
representatives of CDA 
confirmed that vide cheque 
No.00013622 dated 7.9.2020, an 
amount of Rs.02 million was 
paid to the complainant.  The 
complainant thanked the Federal 
Ombudsman for resolution of 
her grievances which was 
pending since 2015.

H.E. the Ambassador of Turkey Mr. Ihsan Mustafa Yurdakul presenting a 
book on 70th Anniversary of Pak-Turkish relations to the Federal 

Ombudsman Syed Tahir Shahbaz in his office.

Qazi Khalid Ali, Chairman Federal Services Tribunal presenting 
annual  report of FST to the Federal Ombudsman Syed Tahir 

Shahbaz in his office.

Syed Tahir Shahbaz, the Federal Ombudsman administering oath to 
newly inducted officers of Federal Ombudsman Secretariat

Senior Advisor, Regional Office, Lahore, Mr. Nadeem Ashraf, delivering an 
extension lecture to the PAS probationers at Civil Services Academy, Lahore 

on the office of Ombudsman.

PHOTO GALLERY

MOTHER RECEIVES  RS. 2.0 MILLION UNDER PM 
ASSISTANCE PACKAGES AFTER SIX YEARS
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A group photo of Federal and Provincial Ombudsmen on the eve of meeting of Forum of Ombudsmen 
held in Wafaqi Mohtasib Secretariat, Islamabad.

Group photo on the eve of farewell of four senior advisors Hafiz Ahsaan Ahmed Khokhar, Mr. Abdul Khaliq, Mr. M. 
Asghar Chaudhry and Mr. Khalid Masood Ahmed at head office Islamabad.

* Including cases brought forward from previous month

RECEIPTS AND DISPOSAL OF COMPLAINTS DURING THE QUARTER OCT-DEC 2020

COMPARISON OF COMPLAINTS - RECEIPT & DISPOSAL OF 2019 & 2020

12,341
807
4,845
708
488
194
179
176

19,738
10,131
29,869

13,914
682
5,669
659
688
204
153
257

22,226
15,295
37,521

Sr. Agencies Receipts Disposal* 
1 Power Companies (DISCOs)   
2 NADRA   
3 Sui Gas Companies   
4 Pakistan Post   
5 Allama Iqbal Open University   
6 State Life Insurance Corpora�on   
7 Pakistan Bait ul Maal   
8 Employees Old Age Benefits Ins�tu�on (EOBI)   
 Total of Above 08 Agencies   
 Total of other Agencies   
 Grand Total   
 

2019 Receipt 73,069 
Disposal 74,878 

2020 Receipt 133,521 
Disposal 130,112 

Increase/ 
Decrease 

Receipt 82.7% 
Disposal 73.7% 

 


