The Ombudsman

An ombudsman is usually appointed by the government or by parliament but with a significant degree of independence, who is charged with representing the interests of the public by investigating and addressing complaints of maladministration or violation of rights. In some countries an Inspector General, Citizen Advocate or other official may have duties similar to those of a national ombudsman, and may also be appointed by the legislature. Below the national level an ombudsman may be appointed by a state, local or municipal government, and unofficial ombudsmen may be appointed by, or even work for, a corporation such as a utility supplier or a newspaper, for an NGO, or for a professional regulatory body. 

In 1974, the International Bar Association agreed upon the following definition:-

"An office provided for by the constitution or by an action of the legislature or parliament and headed by an independent, high-level public official who is responsible to the legislature or parliament, who receives complaints from aggrieved persons, officials, and employees or who acts on his own motion, and has the power to investigate, recommend corrective action, and issue reports".

The Ombudsman (Mohtasib) in Pakistan

In Pakistan, the establishment of an ombudsman institution had been advocated for some time before Article 276 of the Interim Constitution of 1972 provided for the appointment of a Federal Ombudsman and Provincial Ombudsmen. The Constitution of 1973 also provided for a Federal Ombudsman, and the institution was eventually created through the Establishment of the Office of Wafaqi Mohtasib (Ombudsman) Order, 1983 (President’s Order No. 1 of 1983), which is now a part of the Constitution of Pakistan by virtue of Article 270-A. It started functioning on 8 August 1983. The Ombudsman has headquarters in Islamabad and Regional Offices in Lahore, Sukkur, Quetta, Faisalabad, Multan, Dera Ismail Khan, Peshawar and Karachi.

Ombudsman agencies in Pakistan include 
Federal Ombudsman and Provincial Ombudsmen 

Provincial Ombudsman (Mohtasib-e-Aala) offices The Punjab, Balochistan and Sindh a banking ombudsman, 
The Banking Mohtasib Pakistan 
Federal Insurance Ombudsman and 
Federal Tax Ombudsman. 
The disputed region of Azad Jammu and Kashmir also has an Ombudsman office. 
Under the Protection of Women against Harassment at Workplace Act 2010, Musarrat Hilali was appointed in the same year to be the first Federal Ombudsperson for Protection of Women against Harassment at Workplace. The Act provides for similar offices at the provincial level

Federal Ombudsman

Federal Ombudsman resolve complaints and provide relief to the public by carrying out independent investigations into complaints about 'maladministration ' in any Federal Government agency. Federal Ombudsman work to put things right and share lessons learned and help improve public services as a result. Federal Ombudsman independent complaints handling service is free and open to everyone.

Federal Ombudsman can also take the complaints of Federally Administrated Tribal Areas (FATA)

Areas which are outside the purview of Ombudsman Secretariat:

 

1. Matters that are Sub-Judice

2. Matters relating to External Affairs

3. Matters relating to Defence

4. Service Matters

5. Federal Public Service Commission

Banking Ombudsman

 

Aim

To resolve all disputes amicably through an informal and friendly process of reconciliation rather than a formal adversarial procedure.

Mission Statement

As an independent statutory body established to resolve disputes between consumers and banks, it has been our commitment to deliver free of cost, speedy solutions for all disputes referred to us, in a manner that is impartial, fair and equitable to all parties.

Core Values 

We function as a closely-knit team and take collective responsibility for individual decision-making. We have full ownership of our Core Values and firmly believe that by abiding these values, both in our professional and personal lives, we can make a difference.


Responsive

We receive a large number of disputes daily. We use a practical and rational approach to find fair and amicable outcomes in a manner that is informal and speedy.

Compassionate 

Disputes, howsoever petty, cause unnecessary pain and stress. We analyze each dispute with an open mind and if necessary listen to parties concerned, patiently and sympathetically, so as to find a practical and equitable solution. 

Flexible 

We believe that most disputes can be resolved in a friendly and amicable manner. We do not allow rigidity to dictate the dispute resolution process. Instead, we endeavor to create an environment where all concerned are encouraged to be reasonable and conciliatory. 

Trustworthy 

We treat all those we meet with respect, courtesy and compassion because only by doing so we gain their confidence and trust. 

Transparent 

We are neither consumer champions nor advocates. Neutrality and openness underpin our deliberations. Our service is free of charge. We respect confidentiality in all disputes and institute a process of conciliation that is acceptable to both parties. Decisions taken by us are consistent, clear and balanced so that any rational mind can appreciate the reasoning behind our findings.

Punjab Ombudsman
The Ombudsman may

· on a complaint by any aggrieved person; or

· on a reference by the Government or the Provincial Assembly; or

· on a motion of the Supreme Court or the High Court; or

· on his own motion (Suo Moto),

undertake any investigation into any allegation of maladministration on the part of any Agency or any of its officers or employees.

 

Sindh Ombudsman
The Provincial Mohtasib (Ombudsman) Sindh is an independent institution, established by statute, to provide speedy relief to any citizen or legal resident of Pakistan, especially those residing in Sindh, who may have suffered from any 'maladministration' at the hands of any agency of the Government of Sindh.

KPK Ombudsman

Jurisdiction
Provincial Ombudsman may undertake investigation into any allegation of mal-administration against any agency of the Provincial Government or any of its officer or employee either on a written complaint of an aggrieved person or on a reference by the Governor or the Provincial Assembly or on a motion of the Supreme Court or the High Court or of his own motion. However, he has no jurisdiction in any matter which:-

a. is subjudice in any court or Judicial Tribunal.

b. relates to the external affairs of Pakistan.

c. is connected with military, navy or air force.

d. is a service matter.

The Ombudsman office is an independent institution and shall, in all matters, perform its function & powers fairly, honestly, diligently and independently of the executive & all executive authorities throughout the province shall act in aid of the Provincial Ombudsman. 

Blochistan Ombudsman

The Ombudsman shall, in all matters perform his functions and exercise his powers fairly, honestly, diligently and independently of the Executive; and all Executive Authorities through out the Province of Balochistan shall act in aid of the Ombudsman. 

1. Before entering upon office, the Ombudsman shall take an Oath before the Governor 

2. The Ombudsman may on a complaint by an aggrieved person, on a reference by the Governor, or the Provincial Assembly or on a motion of the Supreme Court or a High Court made during the course of any proceedings before it or his own motion undertake any investigation into any allegation of mal-administration on the part of any Agency or any of its officers or employees; Provided that the Ombudsman shall not have any jurisdiction to investigate or inquire into any matter which: 

• Is subjoined before a Court of competent jurisdiction or judicial tribunal or board in Pakistan on the date of the receipt of a complaint, reference or motion by him; or 

• Relate to the external affairs of Pakistan or the relations or dealings of Pakistan with any foreign state or government; or 

• Relate to, or are connected with, the defense of Pakistan or any part thereof, the military, naval and air forces of Pakistan, or the matters covered by the laws relating to those forces. 

Federal Insurance Ombudsman and 

Jurisdiction/ Functions

The insurance ombudsman may on a complaint by an aggrieved person undertake any investigation in to any allegation of mal administration on the part of any insurance company. 

• The insurance ombudsman shall have the power for purposes of disposing a case, to require an insurance company to disclose to him any information subject to the following conditions, namely. 

• The insurance ombudsman shall make every endeavor to ensure that insurance confidentiality is maintained as required by 2 

Legal Powers

insurance law and procedure and shall take no action which is volatile thereof. 
• The insurance ombudsman may call for any or all such documents which are relevant or pertinent for purpose of deciding a complaint; 

• Provided that he shall not be entitled to call for unrelated documents which may compromise the insurance company position in relation to other customers. 

• Provided further that in cases where the insurance ombudsman isinvestigating cases of corruption, he shall have a greater latitude in relation to the inspection of documents and 
• In the event of an insurance company refusing to furnish information, or copies of relevant documents, the insurance ombudsman may draw an adverse inference and comment on the same in his findings. 

Federal Tax Ombudsman
Do
Resolve complaints and provide relief to the public by carrying out independent investigations into complaints about Tax Maladministration. Its work to put things right and share lessons learned and help improve public services as a result. Its independent complaints handling service is free and open to everyone.

Can’t do

Tax Ombudsman cannot help complaint is about:
· Matters that are sub-judice
· External Affairs
· Defence matters
· Service matters
Aim

Its aim to redress taxpayers’ grievances as fairly and as quickly possible, after examining all facts. If it determine that the Revenue Division has acted wrongly, Ombudsman will recommend the Revenue Division to put things right. This can include recommending that the agency provide relief sought, information. 
Federal Ombudsperson for Protection of Women

What Harassment means;

Any unwelcome sexual advance, request for sexual favour or other verbal or written communication or physical conduct of a sexual nature or sexually demeaning attitudes, causing interference with work performance or creating an intimidating, hostile or offensive work environment, or the attempt to punish the complainant for refusal to comply to such a request or request or is made a condition for employment.

HOW TO MAKE COMPLAINT

Presentation of complaints:

Any person (man/woman) can submit complaints to Federal Ombudsman. A complaint written in English or Urdu may be presented at the Registrar Office of Federal Ombudsman Secretariat. A complaint can be submitted personally or through his/her representative or may be sent by post, courier service, fax, e-mail or any other means of communications.

Contents of the complaint:

The following documents are required to make a complaint:

· A comprehensive statement of all facts relating to an incident of harassment at the work place with all necessary details i.e. exact dates, time, place and occurrence of the incident.

· All documents, evidence or other material in whatever form it may be, such as audio, video or documentary or in any other form.

· List of witnesses alongwith copies of their CNIC, Address and phone numbers.

· Any other material, detail, evidence or person which will be relied or having any relation with the incident.

· The complainant shall submit affidavit that information contained in his/her complaint is true and correct to the best of his/her knowledge and belief.

· Power of attorney in proper form, if required.

· Memo or addresses of complainant and respondent.

· The complaint shall be duly signed by the complainant or if he/she cannot sign shall affix thumb impression
Where the Registrar find that a complaint requires further information, verification of facts, all documents, He may ask the complainant for provision of such information, verification of facts or documents.

