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No. (Reg)7-1/2025

Office of the Ombudsman, Punjab
Prof. Ashfaq Ali Khan Road, Lahore
Dated:

Honourable
Governor Punjab

It is my honour to present to you the 29th Annual Report of this institution, as required
under Section 28(1) of the Punjab Office of the Ombudsman Act, 1997. This report, being
the second during my incumbency as the 9th Ombudsman for the Province of Punjab,
reflects our continued commitment to administrative justice and will be placed before
the Provincial Assembly of Punjab in accordance with Section 28(4) of the Act.

An unprecedented expansion in both the scale and scope of operations marked the
year 2025. Atotal of 73,718 complaints were processed, including 70,086 fresh, reflecting
increased public trust and accessibility. Despite this surge, 51,464 complaints were
successfully disposed of, while 22,254 cases remain under process for early resolution.
Our interventions resulted in monetary relief of Rs. 2,333.31 million, while 33,017 Kanals of
state land, valued at approximately Rs. 2,937.04 million, were retrieved from illegal
occupants, reinforcing the rule of law.

A significant milestone achieved during the year was the ISO 9001:2015 certification of
the Complaint Management Information System (CMIS), demonstrating our
commitment to internationally recognized standards of quality, transparency, and
efficiency in complaint handling and service delivery.

The Office expanded its outreach through the Awami Khidmat Mobile Van Programme,
deploying five mobile units to remote areas to facilitate on-the-spot complaint
registration. This was complemented by a comprehensive province-wide awareness
campaign, including sessions in universities, district administrations, and chambers of
commerce, significantly enhancing public engagement.
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On the international front, Pakistan achieved a historic milestone by hosting the IOI
Asian Regional Meeting and International Conference in Lahore for the first time,
strengthening institutional collaboration and bringing global recognition to Pakistan’s
Ombudsman institution.

Capacity building remained a key focus, with targeted training of field officers during
district visits on draft order writing, legal requirements, typing efficiency, and effective
use of CMIS, ensuring improved standardization and institutional performance.
Concurrently, continued efforts in digital transformation, complaint tracking, and
service delivery enhancement further strengthened transparency, accountability, and
responsiveness.

I acknowledge with gratitude the continued support of your good office, which is vital
for the independent and effective discharge of our mandate. We remain committed to
further strengthening our institutional capacity and welcome constructive guidance to
better serve the people of Punjab.

With profound regards,

Sardar Saleem Haider Khan,

Honourable Governor of Punjab,
Governor’s Secretariat, Lahore. .

Yours sincerely.

(AYESHA HAMID)

Office of
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Profile
Ombudsman
Punjab

Ms. Ayesha Hamid was sworn in as the 9th Ombudsman
for the Province of Punjab on 9th October, 2024. By
assuming this Office, she made history as the first woman
to hold this esteemed position. Ms. Hamid had a
distinguished career as a practising lawyer and served as
the head of one of Pakistan’s oldest and most reputable
law firms, Hamid Law Associates. She holds a B.Sc. in
Economics from the London School of Economics.

Ms. Hamid graduated with a law degree from Punjab University in 1996, joined the legal
fraternity, and became an Advocate of the High Court in 2008 and the Supreme Court in 2016.
She has prosecuted several constitutional cases of national importance, many of which have
been reported in law journals. She is a Member of the Supreme Court Bar Association, Lahore
High Court Bar Association, Punjab Bar Association and Islamabad High Court Bar Association.
Beyond her legal practice, Ms. Hamid has collaborated with government ministries, public
sector organizations, and prominent local and international corporate entities. Her wealth of
experience and dedication to justice continue to shape her vision as the Ombudsman of Punjab,
ensuring fairness and accountability in the public sector. Ms. Hamid, an accomplished legal
professional, has represented government and private organizations on key constitutional, tax,
and arbitration matters, as well as major infrastructure projects. She specializes in banking,
intellectual property, environmental law, civil litigation, and NAB-related cases.

Dedicated to public welfare, she has undertaken numerous pro bono cases and supported
organizations such as the Punjab Girl Guides Association. Her diverse experience and
commitment to justice equip her to address public concerns effectively, aligning with her
mandate as Ombudsman of Punjab.

Her leadership extends beyond national borders. On 7 July 2025, Ms. Hamid became the first
Pakistani woman elected as Regional Director (Asia) of the International Ombudsman Institute
(101). Shortly after, on 19 August 2025, she achieved another historic milestone by being elected
as the First Vice President of the 101 Executive Committee, a first not only for Pakistan but also
for the Asian Region.

These achievements mark Ms. Hamid as a trailblazer, showcasing Pakistan’s growing leadership
in the global ombudsman fraternity and strengthening the role of women in international
governance.

Office of
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Message of the
Ombudsman Punjab

It is with a profound sense of responsibility and dedication to public service that | present the
Annual Report 2025. This report provides a comprehensive account of the institution’s
performance and reflects our continued commitment to delivering efficient, transparent, and
cost-free administrative justice to the people of Punjab.

Operating under the legal framework of the Punjab Office of the Ombudsman Act, 1997, the
institution continues to serve as a robust mechanism against maladministration, negligence,
and corrupt practices within provincial departments. Our core mission remains to ensure that
every aggrieved citizen has a voice and access to timely redressal. To enhance accessibility,
multiple complaint channels have been streamlined, including online submissions through our
website and mobile application, as well as email, post, helpline 1050 and in-person visits.
Additionally, the Mobile Outreach Van initiative has been strengthened to facilitate complaint
registration in remote and underserved areas.

Integrity, impartiality, and professionalism remain the guiding principles of our work. In the year
2025, targeted capacity-building initiatives were undertaken, including hands-on training
programmes for staff focusing on quality order writing, effective drafting, and the use of the
Complaint Management Information System (CMIS). These efforts aim to ensure consistency,
efficiency, and excellence in service delivery. We remain committed to treating every
complainant with compassion, dignity, and fairness, while ensuring that our decisions are
effectively implemented by the concerned departments.

The milestones achieved during the year, including the resolution of over 51,464 complaints and
the recovery of significant public assets, are a testament to the dedication and professionalism
of our officers and staff. | also extend my sincere appreciation to the departments of the
Government of Punjab for their cooperation in enabling the effective discharge of our
mandate.

In line with our commitment to transparency and accountability, this report is being shared
with all relevant stakeholders and made publicly available through our official website. It serves
not only as a record of performance but also as a guide for citizens on how to access and
benefit from our services. Feedback and comments from readers, complainants, and the
general public are welcomed and highly valued to further enhance the service delivery of the
Office of the Ombudsman, Punjab.

Ombudsman Punjab
(AYESHA HAMID)
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Head Office Advisors/Consultants And
Officers With the Ombudsman Punjab
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Former Ombudsmen
of the Province of Punjab

Mr. Justice (R) Munir Ahmad Khan Mr. Justice (R) Manzoor Hussain Sial
[Late] 22.10.1996 to 28.12.1996 [Late] 26.01.1997 to 25.01.2000

Mr. Justice (R) Sajjad Ahmed Sipra Mr. Abdur Rashid Khan Mr. Khalid Mahmood
[Late] 12.02.2000 to 11.02.2004 17.05.2004 to 16.05.2008 08.12.2008 to 07.12.2012

IR | | | “ ﬂ
15 IAE
Mr. Javed Mahmood [Late] Mr. Najom Saeed [Late] Maj [R] Azam Suleman Khan
13.03.2013 to 01.06.2016 21.07.2016 to 18.06.2020 01.07.2020 to 30.06.2024
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OFFICE OF THE o1
OMBUDSMAN PUNJAB

In the Province of Punjab, the Ombudsman’s Office came into existence on 30th September, 1996
through The Punjab Office of the Ombudsman Ordinance, 1996 (Ordinance No. XI of 1996) for the
purpose of protecting the rights of the people, ensuring adherence to the rule of law, diagnosing,
redressing and rectifying any injustice done to a person through maladministration and for
suppression of corrupt practices.

The Punjab Office of the Ombudsman Act, 1997 (hereinafter the ‘Act, 1997°) was promulgated on 30th
June, 1997. The Ombudsman is a quasi-judicial forum where aggrieved persons can lodge complaints
against government agencies regarding maladministration and corrupt practices. In addition to the
Head Office in Lahore there are currently 39 regional offices of the Ombudsman Punjab where these
complaints can be filed with as many as 45 Regional Advisors. The Advisor with whom the complaint
is registered then begins an investigation of the complaint which process allows both the
complainant and the government agency to file their written submissions/reports/rejoinders as well
as supporting documents and allows all parties to be heard in person. This process culminates in a
decision of the Ombudsman. We do not charge for the services provided to the complainants and
where possible minimise the need for the complainant to attend our offices in person to ensure that
the complainant does not have to take time off from work to pursue the complaint orincur any cost.
The Ombudsman for the Province of Punjab (Registration, Investigation and Disposal of Complaints)
Regulations, 2005 were framed and notified on 31.01.2005 in order to streamline the complaint
handling procedures and to ensure consistency and uniformity in the treatment of complaints.

Initially the Office of the Ombudsman Punjab was established at Lahore. The first Regional Office
was established at Multan in 2004, the second Regional Office was established in 2006 at
Rawalpindi & the third Regional Office was established in 2007 at Sargodha. In May 2014 the Office
of the Ombudsman Punjab established Regional Offices in 36 districts of the Punjab Province. In 2024
the Government of Punjab notified 5 additional districts and on 15 March 2025 this Office established
an office in Murree and on 26th May 2025 this Office established an office in Kot Addu and on st
January 2025 this Office established an office in Talagang. The new districts of Wazirabad and
Taunsa are presently being looked after by adjoining regional offices.

During the last 29 years the Office of the Ombudsman has served the people of Punjab tirelessly and
sought to provide relief to as many people as possible. We are proud to be able to say that the
number of complaints received and disposed of during the period 1996 to 2025, given below, speak
to the success of the Ombudsman’s Office: -

Office of
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Summary of Complaints

1996,/97 to 2025

Total Fresh
Receipts:

Total Disposal
Disposed: Rate

519,436

Average: 17,915/ year

497,282 95.72%

Average: 17,148/ year

Conduct of Business:

Conduct of Business:The Ombudsman may, on receiving a complaint by an aggrieved person, a
reference by the Government or the Provincial Assembly, on a motion of the Supreme Court or the
High Court made during the course of any proceedings before it or of his own motion, undertake any
investigation into any allegation of maladministration on the part of any Agency or any of its officers
or employees except when the matter in question is subjudice before a court of competent
jurisdiction on the date of receipt of that complaint or when the said matter relates to the external
affairs of Pakistan or the same relates to the Defense of Pakistan or any part thereof, or to the
Military, Naval and Air Forces of Pakistan. (Ref. Section 9 of the Act, 1997).

Representation to Governor:

Any person aggrieved by a decision or order of the Ombudsman may, within thirty days of the
decision or order, make a representation to the Governor, who may pass such order thereon as he
may deem fit. (Ref. Section 32 of the Act, 1997).

Bar of Jurisdiction and Immunity:

No court or other authority shall have jurisdiction

i) to question the validity of any action taken, or intended be taken, or order made, or anything
done or purporting to have been taken, made or done under this Act; or

i) to grant an injunction or stay or to make any interim order in relation to any proceeding before,
or anything done orintended to be done or purporting to have been done by, or under the orders
or at the instance of the Ombudsman.

Office of
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Moreover, no suit, prosecution or other legal proceeding shall lie against the Ombudsman, his staff,
inspection team, nominees, members of a standing or advisory committee or any person
authorized by the Ombudsman for anything which is in good faith done or intended to be done
under this Act. (Ref. Section 29 & 30 of the Act, 1997).

Office of the Chief
Provincial Commissioner for Children:

In order to address the issues and complaints lodged by and on behalf of children, a Children
Complaint Office (CCO) was established in May, 2009 under the aegis of Ombudsman Punjab with
the technical & financial support of UNICEF. Later it was renamed ‘Office of the Chief Provincial
Commissioner for Children’” (OCPCC). This office has been striving to safeguard Child Rights
through advocacy, investigation, mass awareness campaigns etc. The scope and mandate of
OCPCC was enhanced in line with the provisions of the United Nations Convention for Rights of the
Children (UNCRC) as well as the Child Rights framework as articulated in the Constitution of
Islamic Republic of Pakistan.

National and International Collaboration:

The Office of Ombudsman Punjab collaborates with national and international organizations of
ombudsmen in order to benefit from the best practices prevalent in the Ombudsman Institutions
around the world. Office of the Ombudsman Punjab is a member of the following national and
international organizations: -

)] Forum of Pakistan Ombudsmen (FPO)

i) Asian Ombudsman Association (AOA)

iii) International Ombudsmen Institute (I0I)
iv) Organisation of Islamic Cooperation

Ombudsman Association (OICOA)

V) European Ombudsman Institute (EOI)

Office of
The Ombudsman Punjab 3
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STATISTICAL ANALYSIS 6“2
OF DATA

Fresh Receipt of Complaints in 2025

The Office of the Ombudsman Punjab achieved a landmark milestone by receiving the highest ever
number of complaints from people across Punjab through its Website, Mobile App, its dedicated
Helpline 1050, through email & mail and in person. The Advisors and staff of the Office of
Ombudsman Punjab rose to the challenge and disposed of the largest number of complaints in our
29-year history.

The data regarding complaints received, processed and decided by the Office of Ombudsman
Punjab is analysed each year and is presented in this Annual Report. Analysis of the data pertaining
to the year 2025 shows that: -

Complaints from 2024 Total Complaints Disposed of in 2025 [l Total Complaints Processed in 2025
Brought Forward

3632 51464 73718

Total Complaints Pending in 2025 Fresh Complaints Received in 2025

22254 70086

Financial Relief to Complainants & Benefit to
Public Exchequer

In 2025, the Office of Ombudsman Punjab provided Financial and Monetary Relief to Complainants
to the extent of Rs. 2333.31 million. The Office of Ombudsman Punjab retrieved state land from illegal
occupants measuring 33017 Kanals which was valued at Rs. 2937.04 million

Office of
The Ombudsman Punjab 5
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Total Relief/Benefits
in Monetary Terms

Rs. 5270.35 million

Category wise breakup
of Financial Relief afforded during 2025

Family Pension

Financial Assistance

Scholarship Grants

Outstanding Payments

Benevolent Fund

Payment of Arrears of Service

Contractual Dues

Funeral Grants

Marriage Grants

Leave Encashment

Group Insurance

Appointment under 17-A

Creation of OSD Posts & Salary

Payment for Acquired Land

G.P Fund & Gratuity

. 75.01 million

. 9219 million

. 27.30 million

. 258.40 million

. 2.02 million

. 13512 million

. 476.31 million

.13.20 million

. 37.32 million

. 10.41 million

. 5.04 millio

. 17.21 million

. 32.04 million

. 46.19 million

Office of
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Representations decided by Sl et
the Honourable Governor
PU njcb during 2025 REPRESENTATIONS

REMANDED, 136

The decisions of the Ombudsman Punjab may be
challenged by filing a representation before the
Honourable Governor Punjab as per Section 32 of
the Punjab Office of the Ombudsman Act, 1997.

MODIFIED, 11

In 2025 a total of 650 representations were
decided by the Honorable Governor Punjab
detailed as shown in the diagram on the right.

Receipt and Disposal UPHELD, 442 SET ASIDE, 61
of Complaints, Comparison

80000
73718
70086
70000
60000
51464
50000
36909
40000 33277 34105
20000
10000 3632
] o
Y 2024 2025 2024 2025 2024 2025 2024 2025 2024 2025

[ Carried Forward [ Processed [l Brought Forward [l Reciept [l Disposal
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Regional Office wise complaints
(Receipts, Processed and Disposal)

RO Lahore-1

RO Lahore-2

RO Lahore-3

RO Lahore-4

RO Lahore-5

RO Kasur

RO Nankana Sahib
RO Sheikhupra

RO Gujranwala-1
RO Gujranwala-2
RO Hafizabad

RO Gujrat

RO Mandibahauddin
RO Sialkot

RO Narowal

RO Rawalpindi-1
RO Rawalpindi-2
RO Rawalpindi-3
RO Jhelum

RO Attock

RO Chakwal

RO Sargodha-1
RO Sargodha-2
RO Kushab

RO Bhakkar

RO Mianwali

RO Faisalabad-1
RO Faisalabad-2
RO Faisalabad-3
RO Chiniot

RO Jhang

RO Toba Tek Singh
RO Sahiwal

RO Okara

RO Pakpattan

RO Multan-1

RO Multan-2

RO Lodhran

RO Khanewal

RO Vehari

RO Dera Ghazi Khan
RO Rajanpur

RO Muzzaffargarh
RO Rahim Yar Khan
RO Bahawalnagar
RO Talagang

RO Kot Addu

RO Taunsa

RO Wazirabad

RO Murree [ Disposal [ Processed B Reciept

Office of
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Regional Office wise
Direction/Implementation cases

RO Lahore-1

RO Lahore-2

RO Lahore-3

RO Lahore-4

RO Lahore-5

RO Kasur

RO Nankana Sahib
RO Sheikhupra

RO Gujranwala-1
RO Hafizabad

RO Gujranwala-2
RO Gujrat

RO Wazirabad
RO Mandibahauddin
RO Sialkot

RO Narowal

RO Rawalpindi-1
RO Rawalpindi-2
RO Rawalpindi-3
RO Jhelum

RO Attock

RO Chakwal

RO Talagang

RO Murree

RO Sargodha-1
RO Kushab

RO Sargodha-2
RO Bhakkar

RO Mianwali

RO Faisalabad-1
RO Faisalabad-2
RO Faisalabad-3
RO Chiniot

RO Jhang

RO Toba Tek Singh
RO Sahiwal

RO Okara

RO Pakpattan
RO Multan-1

RO Multan-2

RO Lodhran

RO Khanewal

RO Vehari

RO Dera Ghazi Khan
RO Rajanpur

RO Muzzaffargarh
RO Layyah

RO Kot Addu

RO Taunsa

RO Bahawalpur
RO Rahim Yar Khan
RO Bahawalnagar [ Processed B Implemented

Office of
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INTERNATIONAL ENGAGEMENT 6’%‘”

INTERNATIONAL OMBUDSMAN
SUMMIT - 2024 (HONG KONG)

International Ombudsman Summit 2024 held in Hong Kong

The Office of the Ombudsman of Hong Kong hosted the International Ombudsman Summit 2024
from 2nd to 4th December, 2024. Ombudsman Punjab, Ms. Ayesha Hamid, represented the Office of
the Ombudsman Punjab at this prestigious event. The event also marked the 35th Anniversary of the
establishment of the Hong Kong Ombudsman Office.

The Chief Secretary for Administration, Mr. Chan Kwok-ki; the Director General of International
Cooperation Department, National Commission of Supervision, Mr. Cai Wei; Deputy Commissioner
of the Office of the Commissioner of the Ministry of Foreign Affairs of the People’s Republic of China
in the Hong Kong Special Administrative Region, Mr. Fang Jianming; and the Ombudsman of Hong
Kong Special Administrative Region, China, Mr. Jack Chan, officiated at the Summit. In his welcoming
remarks, Mr Jack Chan noted, "The Summit offers the best occasion for bringing together
ombudsmen and institutions from around the world, local, the Mainland and international
professionals and academia. It also provides the best opportunity for Hong Kong to demonstrate our
distinctive advantage of having strong support from the motherland and close connection with the
world under ‘one country, two systems”.

The Summit provided a platform for Ombudsmen of different jurisdictions and systems, dispute
resolution organisations, professionals and academics from all around the globe to exchange
insights and share experiences and best practices. It also enabled meaningful discussions about the
evolving challenges faced by the Ombudsman systems and institutions as well as in-depth
deliberations on future developments in the field.

Office of
The Ombudsman Punjab 1
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PARTICIPATION OF OMBUDSMAN

PUNJAB IN THE 4TH ORGANIZATION

OF ISLAMIC COOPERATION OMBUDSMAN
ASSOCIATION (OICOA) GENERAL ASSEMBLY,
TEHRAN, IRAN
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4th General Assembly of the OICOA, held in Tehran, Iran, - May, 2025

The Office of the Ombudsman Punjab continued to strengthen its global engagements, with the
participation of Ms. Ayesha Hamid, Honourable Ombudsman Punjab, at the 4th General Assembly of
the Organisation of Islamic Cooperation Ombudsman Association (OICOA), held in Tehran, Iran,
from May 13th to 14th, 2025. The forum brought together Ombudsman institutions from across the
Muslim world, representing diverse OIC member states spanning Asia, Africa, and the Middle East, to
deliberate on enhancing administrative justice and enhancing public service delivery.

Addressing the Assembly of OICOA, Ms. Ayesha Hamid highlighted Punjab’s progress in developing a
technology-enabled grievance redressal system, which has significantly expanded access to justice
and made complaint resolution more efficient. She reaffirmed the institution’s commitment to
aligning with international best practices in administrative justice, accountability, and good
governance, while underscoring the importance of collaboration among OIC member institutions.

Office of
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She elucidated the instances of effective grievance redressal by citing case studies and real-time
examples. The assembly also served as a platform for mutual learning and exchange of best
practices, where Ombudsman Punjab’s contribution reflected the institution’s evolving role as a
regional leader in setting examples of accessible grievance redressal and citizen empowerment.
Participation in such international fora amplifies the Ombudsman Office’s voice within the global
ombudsman community.

This engagement in Iran marked a significant milestone by accentuating the Office of the
Ombudsman Punjab’s role in promoting innovation and inclusivity in public service while deepening
its collaboration with OICOA and member states in pursuit of justice and good governance across
the Muslim world.

Office of
The Ombudsman Punjab 13
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26TH ASIAN OMBUDSMAN
ASSOCIATION MEETING IN
NANJING, CHINA

&
THERERMEEIBRERH IV

THE 18™ MEETING OF GENERAL ASSEMBLY OF ASIAN OMBUDSMAN ASSOCIATION

18th General Assembly of the Asian Ombudsman Association - Nanjing, China on September 2025

The Honourable Ombudsman Punjab also represented Pakistan at the 26th Meeting of the Board of
Directors (BOD) and the 18th General Assembly (GA) of the Asian Ombudsman Association (AOA),
which was held in Nanjing, China, from 9th to 10th September 2025, hosted by the Chinese National
Commission of Supervision. The event brought together Ombudsmen and experts from across Asia
to provide a dynamic platform to deliberate on common challenges, institutional cooperation, and
strategies for citizen-centric governance.

The proceedings commenced with a review of the Association’s governance framework,
consideration of organisational priorities, and evaluation of future opportunities for collaboration.
Later, the 18th General Assembly convened all member states to assess their annual performance
and reaffirm their commitments to accountability and good governance. The Honourable
Ombudsman Punjab spoke on the theme of ‘Stronger Ombudsmanship for better livelihood’
emphasizing the core role of ombudsman institutions in fostering accountability and addressing
maladministration, which directly impacts people’s livelihoods, rights, and trust in government.
Furthermore, she stated that the Office of the Ombudsman Punjab has extended its reach through
initiatives like the Mobile Outreach Program and 24/7 Helpline, utilizing digital technologies to
increase the registration of complaints and ensure timely resolution. Highlighting significant
achievements, the Ombudsman Punjab also shared the recovery of Rs. 2.20 billion in government

Office of
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land, scholarships for deserving students, and grants to vulnerable groups. Additionally, she
highlighted that the office of the Ombudsman Punjab recently attained ISO 9001:2015 certification
forits Quality Management Systems. She concluded by reaffirming the ombudsman’s duty to restore
trust in justice and accountability.

In addition, the AOA also hosted a high-level Workshop on “Effective Ombudsmanship for People’s
Livelihood.” The delegates exchanged perspectives on critical themes like the role of Ombudsman
institutions in promoting better livelihoods, the importance of public oversight and whistle-blower
protection, and the significance of fostering a clean business environment as a foundation for
achieving the Sustainable Development Goals (SDGs). The Honourable Ombudsman Punjab actively
participated in the proceedings, sharing Pakistan’s experience in grievance redressal, systemic
reforms, and citizen empowerment.

This participation reinforced Pakistan’s growing recognition as a leading voice in the international
Ombudsman community. By engaging in constructive dialogue and experience-sharing, the
Ombudsman Punjab highlighted the institution’s provincial and national contributions to
transparency, accountability, and effective governance, and her presence in Nanjing advanced
Pakistan’s profile within the global ombudsman fraternity.

Office of
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PUBLIC PROTECTOR SOUTH AFRICA’S (PPSA)
30TH ANNIVERSARY INTERNATIONAL
CONFERENCE CAPE TOWN, SOUTH AFRICA

Left to right: Mr. Luis Gabriel Franceschi, Assistant Secretary General of the Commonwealth, Mr. Andries Carl Nel,
Deputy Minister for Justice and Constitutional Development, Mr. Matamela Cyril Ramaphosa, President of South Africa,
Ms. Nompilo Kholeka Gealeka, Public Protector of South Africa and Ms. Ayesha Hamid, Ombudsman Punjab, Pakistan

The Office of the Ombudsman Punjab was invited by the Public Protector of South Africa (PPSA) to
attend the International Conference, held in Cape Town. The Public Protector South Africa convened
an International Conference to commemorate 30 years of its existence under the theme “30 years
of Strengthening Constitutional Democracy - a transformative journey” from 13th to 16th October,
2025. The primary objectives of the International Conference were to affirm the strength, resolve
and resilience of South Africa’s chapter 9 constitutional institutions.

The Office of the Ombudsman Punjab was represented by the Ombudsman Punjab,
Ms. Ayesha Hamid, First Vice President 101 and IOl Asian Regional Director. The conference was
aimed at bringing together governance and accountability institutions from the International
Ombudsman Institute (101), the African Ombudsman and Mediators’ Association (AOMA), the BRICS
formation, the Commonwealth Group of Nations, the Group of 20 (G20) of the European Union and
other strategic international partners.

Office of
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The conference focused on how the PPSA has grown in the past 30 years and encountered a litany of
challenges. However, through sheer institutional resilience and resolve, it has recalibrated itself and

has managed to maintain its key strategic role in South Africa’s democratic ecosystem and
continues to play an important role in enforcing the democratic values of good governance, the rule
of law and quality of life. During her speech, the Ombudsman Punjab showcased the Complaint
Management Information System (CMIS) developed by the Office of the Ombudsman Punjab which
received notable appreciation, with participating institutions expressing keen interest in adopting

and replicating the system within their own offices.

Ayesha Hamid, Ombudsman Punjab, 1st Vice President IOl and IOl Asian Regional Director delivering her speech at
the Public Protector South Africa’s 30th Anniversary International Conference

Office of
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PROBLEMS OF HUMAN RIGHTS PROTECTION:
EXCHANGE OF BEST PRACTICES OF OMBUDSMEN,
MOSCOW, RUSSIA

IX International Scientific-Practical Conference held in Moscow, Russia

The IX International Scientific-Practical Conference on “Problems of Human Rights Protection:
Exchange of Best Practices of Ombudsman” was held in Moscow, Russia from 21st to 25th October,
2025. The Office of the Ombudsman Punjab was honoured to participate in the conference as it
focused on “Human Rights Protection in the Context of Digitalization of Society.”

The conference highlighted the role of Ombudsman Institutions in addressing digital-era challenges.
Ombudsmen, mediators and heads of national human rights institutions from around the world,
international organizations, competent representatives of government agencies dealing with the
digitalization of society, as well as representatives of expert and scientific communities were part of
the event.

Ombudsman Punjab, Ms. Ayesha Hamid, First Vice President IOl and |10l Asian Regional Director
spoke on the theme “Human Rights Protection in the Context of Digitalization of Society.” The
Honourable Ombudsman emphasized the critical intersection of human rights and digitalization,

Office of
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acknowledging the opportunities and challenges posed by technology. As technology becomes
integral to daily life, Ombudsman institutions must adapt to protect citizens’ rights in the digital
realm, addressing issues such as data misuse, digital service delays, and lack of online redressal
mechanisms. The Office of the Ombudsman Punjab has embraced technological solutions, including
ISO 9001:2015 certification, a 24/7 helpline, and outreach programmes to enhance transparency
and complaint redressal. The office is also dedicated to protecting the rights of minorities, women,
and children, and bridging the digital divide in rural areas. The Ombudsman Punjab called for
regional and global collaboration to strengthen digital accountability, ensuring that justice,
fairness, and equality are upheld both online and offline in the digital age.

The participation of the Office of the Ombudsman Punjab reaffirmed its commitment to advancing

transparency, accountability, and effective human rights protection in a rapidly evolving digital
landscape.

é 4

Ombudsman Punjab, Ms. Ayesha Hamid, sharing her remarks at the IX
International Scientific-Practical Conference held in Moscow, Russia
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EUROPEAN OMBUDSMAN INSTITUTE (EOI)
GENERAL ASSEMBLY 2025,
NOVI SAD, SERBIA

The European Ombudsman Institute (EOI) was established in 1996 with the aim of promoting the
work of ombudsmen and fostering cooperation between ombudsman institutions across Europe and
beyond. The Institute serves as a key platform for ombudsman offices to share knowledge, exchange
best practices, and collaborate on common issues related to good governance, transparency, and
accountability. With a growing membership, the EOI currently has 89 members from 46 states
(Europe, Asia and Africa) from around the world. Its primary function is to strengthen the
ombudsman system globally, ensuring that citizens’ rights are protected and public administration
remains open and accountable. The Office of the Ombudsman Punjab proudly became a member of
the EOI on April 24th, 2025, marking a significant step in its global engagement and its dedication to
promoting fairness and justice.

The office was honoured to participate in the EOlI General Assembly 2025, held in Novi Sad, Serbia,
on October 28, 2025. This occasion was especially significant as it marked the office’s debut as a
member of the EOI General Assembly, underscoring its growing commitment to global ombudsman
cooperation. The event not only highlighted the office’s expanding role on the international stage
but also reflected its dedication to upholding the principles of transparency, accountability, and
citizen rights. Through its participation, the Office of the Ombudsman Punjab demonstrated its
commitment to international collaboration, sharing insights and learning from other leading
ombudsman institutions worldwide.

The President, Prof. Dr. Dragon Milkov, opened the session and established a quorum. He presented
activities since the previous General Assembly which took place in 2021. The Secretary General’s
presentation focused on the activities that took place after 2023. The financial reports for the years
2021-2025 (as of September) were also reviewed.

Ms. Ayesha Hamid, Ombudsman Punjab, Pakistan; First Vice President 10l and IOl Asian Regional
Director, delivered a presentation highlighting the office’s mandate to address maladministration
and provide accessible justice to citizens, especially those in rural and remote areas. She
underscored key achievements such as a high complaint resolution rate, recovery of public funds
and land, financial relief to deserving individuals, and outreach initiatives like mobile complaint vans
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and a 24/7 helpline to ensure inclusivity. Her speech also stressed institutional reform and excellence
through international certifications, including ISO 9001:2015 and ongoing efforts toward ISO 27001;,
portraying the Ombudsman as a transparent, efficient, and citizen-focused institution committed
to good governance and public service delivery. She also emphasized the office’s remarkable 97%
complaint resolution rate, reaffirming its commitment to transparency, accountability, and service
excellence.

The closing remarks were presented by the President. He also thanked all the members for their
participation.

Conference room from the EOI General Assembly 2025 being held in Novi Sad,
Serbia. Distinguished participants include:

e Prof. Dr. Dragon Milkov, President EOI

e Jurg Trachsel, Vice President EOI

*  Nina Karpachova, Vice President EOI

¢ Wolfgang Schloh, Vice President EOI

¢ Ayesha Hamid, First Vice President 1Ol

Office of
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INTERNATIONAL WEBINARS
STRENGTHENING IMPLEMENTATION:
ENSURING EFFECTIVE EXECUTION OF THE
OMBUDSMAN’S RECOMMENDATIONS

The Office of the Ombudsman Punjab continued its focus on the effective execution of
recommendations by highlighting best practices for strengthening implementation mechanisms.
Emphasis was placed on structured follow-up systems, including institutional tracking of
recommendations to ensure timely compliance by concerned departments. In line with this
commitment to institutional learning and international collaboration, the IOl Board also decided to
continue the long-standing webinar cooperation with the African Ombudsman Research Centre on
July 15th, 2025, reinforcing knowledge-sharing and capacity building among Ombudsman
institutions globally.

The Office of the Ombudsman Punjab was represented by Dr. Nasir Jamal Pasha, Advisor (Health
Service Monitoring), who delivered the presentation and shared practical insights on translating
Ombudsman decisions into tangible administrative outcomes. During the Webinar, strategies to
overcome institutional resistance were discussed, supported by a case study where Ombudsman
recommendations resulted in meaningful policy-level change.

This engagement reflects the institution’s continued commitment to strengthening accountability,
improving service delivery, and ensuring that Ombudsman interventions lead to sustainable
governance reforms.

Dr. Nasir Jamal Pasha during the Webinar hosted Zoom meeting view of the Webinar
by the African Ombudsman Research Wing.
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OMBUDSMAN PUNJAB STRENGTHENS
CAPACITY BUILDING THROUGH
INTERNATIONAL TRAINING WITH FEDERAL
OMBUDSMAN BELGIUM

The Office of the Ombudsman Punjab conducted a virtual training session in collaboration with the
Federal Ombudsman Institution of Belgium on November 5th, 2025, aimed at facilitating its officers
and staff with international best practices, complaint-handling methods, and operational
procedures adopted in Belgium.

Ms. Greet van Gool, Director at the Federal Ombudsman of Belgium, conducted an extensive session
briefing about their institution’s mandate, complaint processing framework, and strategies to
engage citizens. Senior advisors and officers from the Office of the Ombudsman Punjab were part of
the session. The session concluded with an extensive Q&A session that helped our staff gain a deeper
understanding of the international framework.

The collaboration marks another step toward developing a more responsive, citizen-centric, and
globally aligned system of administrative justice in Punjab.
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INTERNATIONAL INTERNSHIP
PROGRAMME 2026

The Office of the Ombudsman Punjab has launched an exclusive initiative for young professionals
from International Ombudsman Institute (IOl) member institutions across the globe: The
International Internship Programme. This initiative is a significant step towards expanding Pakistan’s

role in the global Ombudsman network and capacity-building partnerships.

Experience Governance in Action!

International ;
Internship T
Programme 2@2_62‘.

The International Internship Programme offers immersive exposure to the Ombudsman Punjab’s
institutional framework, with structured engagement on complaint hearings, case registration, and
assessment protocols. An integral component of the programme is the opportunity to get
first-hand insights into the ISO 9001:2015 Certified Complaint Management Information System.
Moreover, the participants will interact with Ombudsman specialists, legal consultants, advisors,
and field investigators, fostering international knowledge and peer learning.

The Office of the Ombudsman Punjab will provide accommodation, local travel, cultural visits, and
a certificate of completion, while participants cover international airfare and personal expenses.

The International Internship Programme aims to strengthen international relations and promote
the exchange of best practices in the rapidly changing landscape of public service governance. The
Office of the Ombudsman Punjab reaffirms its commitment to advancing institutional excellence,

international collaboration, and person-centred governance.
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|Ol: A Global Framework Chapter
Guiding Oversight Excellence 04

The International Ombudsman Institute (I0I), established in 1978 is the only global body exclusively
dedicated to Ombudsman institutions, and provides a unified platform for enhancing
professionalism and institutional strength to its member institutions across six regional chapters. The
IOl has 238 members from over 100 countries. The IOl supports its members through training,
research, and targeted regional funding. Its guiding principles of independence, objectivity, and
fairness serve as international benchmarks for institutions committed to accountable governance.

Punjab Ombudsman Office in Line with IOI’s Vision

The Office of the Ombudsman Punjab mirrors IOI’s vision.

The institution works in line with the standards set by the IOl in letter and spirit, upholding principles
of fairness, independence, and accessibility. As oversight bodies around the world step up to tackle
administrative excesses and systemic barriers, the Ombudsman Punjab has kept pace with global
expectations—adopting best practices, strengthening institutional capacity, and pushing the
boundaries of public service delivery to new heights.

International Leadership and Influence

The year 2025 marked an extraordinary expansion of Pakistan’s global footprint in the Ombudsman
community. On 7th July 2025 Ms. Ayesha Hamid was elected unopposed as Asian Regional Director
of the 10l—a remarkable achievement because she became the first Pakistani woman to serve on
the Asian Board of the IOI.

ANNEX | - ELECTION RESULTS (IOl Asian Regional Director)

Invitations Responses

I 16 opened (76.2%) 21 B 14 opened (100%) 14

8 Total e Total
I 5 unopened (23.8%) B 0 partial (0%) Responses
Bl 0 bounced (0%)

Invitations

16 clicked through (76.2%)
0 opted out (0%)
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Annex | — Election Results: Ms. Ayesha Hamid was elected as IOl Asian Regional Director with
unanimous support, receiving 100% of the votes cast.

On 19th August 2025 she was elected Second Vice-President of the IOI: this time she became not
only the first Pakistani woman to join the world/main Board of the 101 but the first Pakistani to ever
serve on the Board. Subsequently Ms. Ayesha Hamid became the First Vice-President of the IOI, a
testament to her professionalism and the trust she commands internationally. These achievements
speak volumes about the recognition by members of the IOl of Punjab’s commitment to
transparency, justice, and institutional excellence.

Annex — Election Results: Ms. Ayesha Hamid was elected as 10l Second Vice President, securing the
second-highest number of votes.

Q1 s customize Export™

| support Ms Hamid as Asian Director

Answered: 14 Skipped: 0

Abstain

0% 10%  20% 30% 40%  50% 60%  70%  80%  90% 100%
ANSWER CHOICES ~  BESPOMSES =
* Yes 100.00% 14
* Mo 0.00% 0
= Abstain 0.00% 0

Total Respondents: 14

Election results - IOl Asian Regional Director
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ANNEX | - ELECTION RESULTS (IOl Second Vice President)

Answer Choices |- Percentage Responses
. Nadine MAILLOUX 52.69% 49
@ Ayesha HAMID 4516% 42
Kholeka GCALEKA 44.09% 41
. Jack CHAN Jick-chi 26.88% 25
@ None of the above / Aucune de ces options / Ninguna de estas opciones 1.08% 1

Nadine MAILLOUX

Ayesha HAMID

Kholeka GCALEKA

Jack CHAN Jick-chi

None of the above [

Aucune de ces options /

Ninguna de estas opciones

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 10...

Election results - 10l Second Vice President
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Ms. Ayesha Hamid, Ombudsman Punjab, with Mr. Ejaz Ahmad Qureshi, Federal Ombudsman and
Mr. Kaiser Saleem, Secretary, Office of the Ombudsman Punjab
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Lahore proudly hosted the IOl Regional Meeting and International Conference 2025 from 7-9
October, the first such event ever held in Pakistan. Led by Honourable Ombudsman Punjab and 10l
First Vice-President Ms. Ayesha Hamid, the conference gathered delegates from Asia, Europe, Africa,
and the Pacific—including Macao, Bahrain, Japan, South Africa, Austria, Indonesia, Papua New
Guinea, Gibraltar and the Kyrgyz Republic.

IOl Asian Regional Meeting & International Conference at Pearl Continental, Lahore, October 2025
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|10l delegates during the address by Ms. Ayesha Hamid, Ombudsman Punjab at the 10l Asian Regional Meeting 2025.
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Post 101 Asian Regional Meeting & International Conference group photo at Peal Continental, Lahore
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Mr. Kaiser Saleerm, Secretary Office of the Ombudsman Punjab
with Mr. Rashed Isa Mohamed Isa Salmeen, Supervisor Complaints Affairs

Ms. Ghada Hameed Habib, Ombudswoman at the Interior Ministry by Royal Decree
with Mr. Asif Mahmood Jah, Federal Tax Ombudsman
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Discussions centred on improving governance, strengthening the rule of law, and making
administrative justice more accessible. Delegates exchanged best practices, reflected on global
challenges, and explored ways to bring Ombudsman institutions closer to the people.

The event also showcased Lahore’s rich cultural heritage—from the Lahore Fort and Wazir Khan
Mosque to Wagah Border—allowing participants to fully take in the city’s history, hospitality, and
cuisine. Many described the conference as a defining experience that brought diverse cultures
together under the shared goal of public accountability.

|01 delegates visit Faqir Khaana Museum, Lahore
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Delegates arriving at Badshahi Mosque, Lahore, for cultural exploration
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Delegates pose for a group photo amid the streets of Lahore
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Highlights from the opening ceremony of Mr. Muhammad Omer Saeed, Deputy Director A&T,
the IOl Asian Regional Meeting 2025 serving as Master of Ceremonies at the opening of
the 101 Asian Regional Meeting 2025

Mr. Bernhard Achitz, Member of the Austrian Ombudsman Board and Secretary General of the 10l with
Ms. Ulrike Mag. Grieshofer, IOl Executive Director, Head of General Secretariat
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Delegates of 101 exploring the historic Shahi Hammam, Lahore
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A Local Institution with a Global Spirit

The alignment between the IOI's global mission and the mandate of the Ombudsman Punjab is
unmistakable. With strong legal authority, institutional independence, and a commitment to fair
governance, the Office stands as a practical embodiment of international standards. Its
achievements this year—from global leadership roles to ISO 9001:2015 certification, international
conferences, and outreach expansion—demonstrate how international principles can be translated
into meaningful local action. The Office of the Ombudsman Punjab continues to raise the bar,
keeping citizens at the heart of its mission and ensuring that accountability remains a cornerstone
of governance in the province.

Advisors - Head Office Lahore, Office of the Ombudsman Punjab with
Mr. Bobby Hamzar Rafinus, Vice Chairman of the Ombudsman of the Republic of Indonesia (ORI)
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101 delegates being welcomed at Aitchison College, Lahore.
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-

Delegation from Papua New Guinea with Office of the Ombudsman Punjab Officers

7
PR

10| delegates enjoying lunch
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Ms. Abeera Tanveer, Assistant Director Research with Mr. Abbas Khan,
Principal Policy Advisor, Ombudsperson Khyber Pakhtunkhwa

"-1“'

Ms. Wendy Marie Cumming and Ms. Sarah De Jesus El Haitali
- Public Service Ombudsman, Gibraltar with Mr. Sabir Kabir
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Mr. Faisal Butt, Compliance Officer with Mr. Bobby Hamzar Rafinus, Vice Chairman of the Ombudsman of Indonesia
and Mr. Gunawan Irwin Siallagan, Head of International Partnership, Ombudsman of Indonesia

Mr. Virgilio Da Silva Guterres, Chief Ombudsman of Ombudsman for Human Right and Justice (PDHJ) Timor-Leste
with Mr. Vasco Manuel De Sousa E Brito Lopes, Advisor, Commission Against Corruption, Macao
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Ol ASIAN REGIONAL
MEETING & INTERNATIONAL 05
CONFERENCE 2025

The Office of the Ombudsman Punjab achieved a historic institutional milestone by successfully
hosting the IOl Asian Regional Meeting and International Conference 2025, marking the first time
Pakistan hosted an IOl Asian Regional Meeting and the 10th gathering of the 101 Asian Region. The
event brought together a distinguished assembly of Ombudsmen, Ombudspersons, senior public
officials, jurists, and governance experts from across Asia, Europe, and the Pacific, reaffirming a
shared commitment to strengthening the rule of law, accountability, and access to justice. Held in
Lahore from 7th to 10th October 2025, the Conference served as a high-level platform for dialogue,
experience-sharing, and regional cooperation, while projecting Punjab as a capable, professional,
and culturally rich host of major international governance forums.

The commencement of the IOl Asian Regional Conference at Pearl Continental Hotel, Lahore

Opening ceremony and institutional context

The Conference formally commenced on the evening of 7th October 2025 with an Opening
Ceremony in Lahore, reflecting the historical significance and administrative stature of the host city.
The proceedings highlighted Lahore’s enduring role as a center of governance, intellectual
exchange, and cultural heritage. The inaugural session was led by Honorable Ms. Ayesha Hamid,
Ombudsman Punjab, First Vice President of the International Ombudsman Institute (1OI), and
Regional Director, 101 (Asian Region). In her welcome remarks, she emphasized the evolving role of
Ombudsman institutions as essential pillars of democratic governance and guardians of citizens’
rights. Ms. Ayesha Hamid outlined the transformation of the Office of the Ombudsman Punjab into a
modern, citizen-centric institution. She highlighted key initiatives including the establishment of 39
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regional offices across Punjab to ensure
decentralization and access to justice; the
implementation of a robust Complaint
Management Information System (CMIS) for
transparent and timely grievance redressal;
the introduction of mobile complaint vans and
outreach programmes to reach marginalized
communities; and the achievement of ISO
9001 certification, aligning institutional
processes with internationally recognized
quality management  standards. She
underscored that the Conference was not
merely ceremonial, but a reaffirmation of
shared values—fairness, transparency,
accountability, and responsiveness.

Ms. Ayesha Hamid, Honourable Ombudsman Punjab,
with delegates during the opening ceremony of
the 10l Asian Regional Conference 2025

Address by the Federal
Ombudsman of Pakistan

The Opening Ceremony also featured an
address by Honorable Mr. Ejaz Ahmad Qureshi,
Federal Ombudsman (Wafaqi Mohtasib) of
Pakistan. Drawing upon his extensive career in
public administration, governance, and
diplomacy, he reflected on the expanding
responsibilities of Ombudsman institutions in
complex administrative environments. He
emphasized institutional independence,
credibility, and the effective implementation
of Ombudsman recommendations,
highlighting improvements in complaint
disposal and public confidence under his
leadership.

H.E. Mr. Ejaz Ahmad Qureshi addressing
the delegations during opening ceremony of the
IOl Asian Regional Conference 2025
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IOl Aasian Regional Meeting 2025

IOl delegates at the opening ceremony of the 101 Asian Regional Meeting 2025 & International Conference

On 8th October 2025, the 101 Asian Regional Meeting was convened at the Pearl Continental Hotel,
Lahore. This formal, closed-door session was chaired by Mr. Somsak Suwansujarit, 10l Asian Regional
President and Chief Ombudsman of Thailand, who participated virtually. Voting members from
Bahrain, Indonesia, Japan, Macao SAR, Pakistan, the Philippines, and Timor-Leste participated,
alongside non-voting members, regional advisors, the Asian Secretariat, and observers from the 10l
General Secretariat, including Mr. Bernhard Achitz, Secretary General of the |Ol. The meeting
reviewed key regional and global developments, including updates from the IOl Board of Directors,
the IOl Strategic Plan 2024-2028, regional subsidy mechanisms, training initiatives, and the
significance of UN General Assembly Resolution A/RES/79/177, affirming the role of Ombudsman
institutions in promoting human rights and good governance.

Members discussed institutional sustainability, Asian regional operations (2021-2025), committee
progress, and endorsed future initiatives such as the Sharing Best Practices Project 2026. The meeting
concluded with farewell remarks marking the completion of Mr. Suwansujarit’s tenure as Asian
Regional President.

Highlights from the 101 Asian Regional Meeting 2025
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Ms. Ayesha Hamid, Ombudsman Punjab, with Aizhamal Abdykadyr Kyzy, Leading Specialist Ombudsman
of the Kyrgyz Republic and Ms. Ulrike Mag. Grieshofer, IOl Executive Director, Head of General Secretariat
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Group photograph of officers of the Office of the Ombudsman Punjab, at the 10l Asian Regional Meeting
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SR

Noor Ul Ain Zafar, Deputy Director, 1&C in conversation with IOl Delegation from Philippines

Mr. Sami Ullah, Advisor (F&P)/(ITID) with Ms. Ghada Hameed Habib,
Ombudswoman at the Interior Ministry of Bahrain by Royal Decree
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Mr. Muhammad Omer Saeed, Deputy Director A&T, is welcoming delegates at the
Pearl Continental Hotel, Lahore, for the IOl Asian Regional Meeting 2025
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Keynote addresses, International and
National Contributions

-

- B

Ms. Ayesha Hamid, Ombudsman Punjab, during her opening remarks at the IOl Asian Regional Meeting 2025

The formal sessions of the International Conference were defined by high-level discourse and the
exchange of pioneering practices. The keynote addresses set a powerful thematic foundation for the
proceedings.

Honorable Ms. Ayesha Hamid, Ombudsman Punjab, First Vice President IOl & Regional Director (Asia),
framed the event by highlighting the evolution of Ombudsman institutions into indispensable pillars
of democratic governance. She presented the Punjab Ombudsman’s transformation as a case study,
detailing its decentralization through 39 regional offices, its digital leap via the Complaint
Management Information System (CMIS), proactive outreach to marginalized communities, and its
commitment to international standards evidenced by ISO 9001 certification.

Honorable Mr. Ejaz Ahmad Qureshi, Federal Ombudsman (Wafaqi Mohtasib) of Pakistan, built upon
this by reflecting on the expanding mandate of Ombudsman offices in complex administrative
landscapes. He emphasized that institutional credibility and public trust are fundamentally tied to
independence and the effective implementation of Ombudsman recommendations.

These keynotes paved the way for a rich series of contributions from across the globe. International
leaders shared diverse institutional models and challenges: Mr. Aydin Safikhanli, Commissioner for
Human Rights (Ombudsman) of Azerbaijan, focused on enhancing accessibility through
citizen-friendly procedures. Ms. Aizhamal Abdykadyr kyzy, Ombudsman of the Kyrgyz Republic,
emphasized protective mechanisms for vulnerable groups and preventive oversight. Mr. Bobby
Hamzar Rafinus, Ombudsman of Indonesia, outlined a systemic approach to accountability through
administrative evaluations. Mr. Daisuke Otsuki, Deputy Ombudsman of Japan, elaborated on Japan’s
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meticulous, evidence-based administrative review process that prioritizes procedural fairness.
Mr. Vasco Manuel de Sousa e Brito Lopes, Ombudsman of Macao SAR, China, discussed the critical
balance balance between administrative efficiency and safeguarding citizens’ rights. Mr. Virgilio da
Silva Guterres, Provedor for Human Rights and Justice of Timor-Leste, addressed the institution’s vital
role in post-conflict democratic consolidation and human rights protection. Mr. Richard Pagen, Chief
Ombudsman of Papua New Guineq, provided insights into overcoming geographic and resource
constraints through innovation and strengthened outreach.

The national perspective from Pakistan was articulated with equal depth. Ms. Fauzia Viqar, Federal
Ombudsperson for Protection Against Harassment, detailed the mechanisms and legal frameworks
for promoting gender justice and safe workplaces. Dr. Asif Mahmood Jah, Federal Tax Ombudsman,
explained his office’s role in ensuring fairness, transparency, and building trust within the tax
administration system. Mr. Mumtaz Ali Shah, Federal Insurance Ombudsman, highlighted specialized
accountability and consumer protection within the financial services sector. A comprehensive
synthesis was provided by Mr. Muhammad Abbas Khan, Principal Advisor & Focal Person (Donors
Coordination and Development), Ombudsperson Secretariat Khyber Pakhtunkhwa. His substantive
presentation on "Strengthening the Rule of Law” positioned the Ombudsman as a people-centred,
non-adversarial justice mechanism, intricately linking women’s empowerment, access to justice for
the marginalized, institutional capacity-building, and strategic donor coordination with overarching
UN and international human rights frameworks.

Cultural engagement
and institutional diplomacy

IOl Delegates’ experience — Aitchison College, Lahore
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Beyond formal sessions, the Conference featured an extensive programme of cultural engagement
and institutional diplomacy. Delegates participated in heritage visits to the Lahore Museum, Faqir
Khana Museum, Aitchison College, Bamba Collection, Badshahi Mosque, Wazir Khan Mosque, Shahi
Hammam, Lahore Fort, and the Walled City of Lahore, offering deep insight into Lahore’s historical,
cultural, and educational legacy. These immersive tours were highly appreciated by the delegates
and dignitaries, who expressed profound admiration for Lahore’s centuries-old heritage as a cradle
of Mughal architecture, Sikh empire history, and colonial-era academia. The visit to Aitchison
College—founded in 1886 and one of the subcontinent’s most prestigious institutions—showcased its
majestic colonial buildings and role in educating generations of leaders. At the Faqir Khana Museum,
delegates marveled at one of South Asia’s finest private collections of Mughal, Sikh, and colonial
artifacts, reflecting the city’s layered artistic patronage.

The visit to Aitchison College was significantly enhanced by Ms. Faaria Rehman, the Founding
Director of the Advancement Office at Aitchison College, who is widely recognized for her
contributions to institutional leadership, strategic development, and heritage preservation. She
personally conducted a detailed and insightful tour of Aitchison College where her thoughtful
narration of it’s historical, architectural, and cultural significance greatly enriched the delegates’
understanding of Pakistan’s educational heritage and left a lasting impression on the international
participants. Social engagements included a Dinner and Cultural Evening at Bastion Café, Lahore
Fort, accompanied by traditional live performance by Jaggu Khan a renowned Tabla artist as well as
a formal dinner hosted by the Honorable Governor of Punjab at the Governor’s House, further
strengthening goodwill and institutional bonds among delegates.
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Ms. Faaria Rehman Salahuddin, Director of Advancements at Aitchison College, addressing IOl delegates during their visit
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k. e

101 delegates from the Philippines and Bahrain exploring the Princess Bamba Collection, Lahore Fort

101 delegates experiencing Lahore’s heritage at Delhi Gate

Office of
The Ombudsman Punjab




Annual Report 2025

—‘h::\_

R E TR T R R L e B

P

= —

TP T T YRR R RS
Y

E
,’e

; AN

|01 delegates and Officers of the Ombudsman Punjab enjoy a memorable group moment at Badshahi Mosque, Lahore
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Ms. Wendy Marie Cumming, Public Services Ombudsman, with Mr. Rashed Isa Mohamed Isa Salmeen,
Supervisor Complaints Affairs, during their cultural exploration of Lahore
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Exploring culture, stories, and heritage in the IOl delegates experiencing the Wagah Border ceremony,
streets of Androon Lahore Lahore, Pakistan

i

a

Officers of the Ombudsman Punjab with delegates from Papua New Guinea
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Ms. Ghada Hameed Habib, Ombudswoman at the Interior Ministry by Royal Decree,
with officers from the Ombudsman, Bahrain, at Fort Road Food Street, Lahore

Officers of the Ombudsman Punjab with |0l delegates
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Traditional performance by renowned tabla player Jaggu Khan during
the post-I0I Conference dinner at Bastion Café, Lahore
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Overall Impact

The successful hosting of the 10l Asian Regional Meeting & International Conference 2025 firmly
positioned the Office of the Ombudsman Punjab as a leading institution in regional and international
Ombudsman cooperation. The event effectively balanced formal governance deliberations with rich
international dialogue and cultural diplomacy, reinforcing the Ombudsman’s role as a guardian of
fairness, accountability, and the rule of law. The institutional partnerships, professional exchanges, and
shared commitments forged in Lahore will continue to resonate across the IOl community in the years
to come. We can proudly say, Lahore Pakistan left a golden mark on everyone’s heart.

Mr. Kaiser Saleem, Secretary, Office of the Ombudsman Punjab, welcoming guests at the Governor House Dinner, Lahore
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A moment from the Governor House, Lahore, during the concluding dinner
of the IOl Asian Regional Meeting 2025 & International Conference

Closing ceremony of the IOl Asian Regional Meeting &
International Conference 2025 at Governor House - Lahore, Pakistan
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Awami Khidmat Programme Chapter
& Mobile Outreach
Complaint Vans (MOCVs)

1. Introduction

The Institution of the Ombudsman Punjab is mandated to promote administrative accountability
byaddressing issues of maladministration in public sector departments and agencies. At the time of
its inception, the institution operated through a single office at Lahore and was responsible for
processing complaints originating from across the entire province. Over the years, it has evolved into
a robust, province-wide network, with fully functional regional offices established in 39 districts of
Punjab, with Wazirabad and Taunsa managed by adjoining Regional offices. As a result, complaints
are now received and processed locally, bringing the Ombudsman’s services closer to the doorsteps
of aggrieved citizens and ensuring more accessible, efficient, and people-centred grievance
redressal.

Ms. Ayesha Hamid, Ombudsman Punjab, inaugurating the Awami Khidmat
Programme, officially launched on 18th August 2025

Office of
The Ombudsman Punjab 61




Annual Report 2025

To expand public access to justice and enhance citizen facilitation across the province,
Mr. Kaiser Saleem, Secretary Ombudsman Punjab envisioned the idea of Awami Khidmat
Programme which was formally launched on 18th August, 2025 by Ms. Ayesha Hamid, Ombudsman
Punjab, as a central component of this initiative, the Mobile Outreach Complaints Van (MOCV)
Project was introduced initially at Reginal Office, Multan to serve communities of South Punjab.

This programme reflects a paradigm shift from institution-based access to people-centric access,
ensuring that the Ombudsman’s services reach disadvantaged, remote, and marginalized
populations.

Mr. Muhammad Saleem, Mr. Amir Khattak, Mr. Nasim Nawaz, Advisor (Headquarter) at the
Mr. Ali Akbar & Mr. Tanvir Igbal, Advisors from Regional Offices inauguration of the Awaami Khidmat Programme
at the inauguration of the Awaami Khidmat Programme (August 2025), presenting a souvenir to Mr. Ali Akbar Advisor,
and South Punjab Media Wing, Regional Office Multan Regional office Rahim Yar Khan
- August 2025

2. Expansion of the Programme

Following the successful rollout in South Punjab, the project was expanded to three additional
divisions—Faisalabad, Sargodha, and Lahore. Vans in these divisions operate under the supervision
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of dedicated officers designated as Incharges MOCVs, ensuring operational oversight and
adherence to the programme’s standards which is further overseen by the Advisors of those Divisions
/ Districts.

With multiple vans now functional across the province, the initiative has significantly broadened the
Ombudsman’s outreach footprint and strengthened its service delivery mechanisms.

Mr. Muhammad Saleem during Awami Khidmat Van visit, Mr. Mian Muhammad Mohsin, Awami Khidmat Van,
Sargodha Faisalabad Visit

31. Field Coverage

Mr. Ahmed Mustjab Karamat, Awaami Khidmat Van at Public awareness initiative under the
Kahna Hospital - Lahore Awaami Khidmat Programme
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Each MOCYV functions as a mobile

complaint-collection and facilitation unit, visiting:

* Remote rural belts

* Underdeveloped localities

* Marginalized communities

* Areas with limited access to administrative forums

The vans are equipped with complaint-handling staff, laptops, scanners, printers, internet devices,
backup power, and awareness material, enabling on-site registration and documentation of
complaints.

3.2  Priority Disposal Mechanism

Complaints collected by MOCVs are processed on a priority basis, ensuring expedited scrutiny, swift
communication with agencies, and timely follow-up. This mechanism underscores the
Ombudsman’s commitment to fairness, efficiency, and citizen facilitation.

Mr. Faisal Butt, Awaami Khidmat Van at Awaami Khidmat Programme Awareness drive
Sargodha - September 2025 at Faisalabad - September 2025

Awaami Khidmat Van reaching out to the public in Lahore with officers of the Ombudsman Punjab.
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4. Data and Performance (2025)

During the year 2025, the Mobile Outreach Vans collectively registered 4790 complaints, of which
were processed on priority basis. Further details are as under:-

41. Division-wise and Van-wise Performance

Areas covered: Muzaffargarh, Multan, Lodhran, Rajanpur Districts

1 Total complaints received:
. 2214
South Punjab

Areas covered: Faisalabad, Jhang, Toba Tek Singh Districts

Total complaints received:

Areas covered: Sargodha, Khushab, Mandi Bahauddin Districts

Total complaints received:
1553

Sargodha Division

4.2 Cumulative Summary

Complaints Received

Complaints Disposed Of

The datareflects a strong public response within a short operational period, particularly highlighting
the high volume of grievances emerging from rural and underserved areas.
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5. Analysis and Impact

5.1. High Public Engagement

Receiving around 5,000 complaints within a few months confirms:

. Visibility of the outreach programme
. Trust reposed by the public in the Ombudsman’s institution
. Unmet need for accessible grievance redressal forums

5.2. Rural and Marginalized Community Reach

The majority of complaints originate from remote districts, demonstrating that the programme
succeeded in reaching populations previously excluded from formal administrative mechanisms.

6. Challenges Observed

The first phase of implementation highlighted a few operational challenges:

. High complaint load relative to staff strength
. Need of dedicated staff ready to work away from office environment
. Requirement of state of the art logistics

These challenges have informed refinements in training, logistics planning, and coordination
mechanisms.

7. Way Forward

To strengthen and expand the Awami Khidmat Programme, the Office intends to:

. Scale MOCYV operations across remaining divisions

. Increase frequency of field visits to far flung area

. Deploy more dedicated staff and technical support

. Strengthen agency coordination to improve disposal rates

. Introduce digital dashboards for real-time monitoring

. Launch targeted awareness campaigns for women and persons with disabilities

8. Conclusion

The Awami Khidmat Programme, anchored by the Mobile Outreach Complaints Vans, represents a
transformative step in citizen-centric governance. By physically reaching the doorstep of the
underserved, the Ombudsman Punjab has ensured that administrative justice is not confined to
urban centers but is available to every citizen, regardless of geography or socio-economic status.

With thousands of complaints received in a short span, the programme has demonstrated both its
necessity and its potential. As it evolves, it is poised to become a permanent and powerful pillar of
public facilitation in Punjab.
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Office of the Chief gt
Provincial Commissioner 07
for Children (CPCC)

The Office of the Chief Provincial Commissioner for Children (OCPCC) is an initiative of the Office of
the Ombudsman, Punjab, aimed at protecting and promoting the rights of children across Punjab.
The office was first established in 2009 as ‘Children Complaint Office’ with the support of UNICEF,
and then upgraded in 2013 to its present form, showcasing the Punjab Government’s commitment to
child welfare. Over time, the OCPCC has expanded its outreach to all 39 Regional Offices of Punjab,
thus ensuring that children in every corner of the province have access to a fair and responsive
redressal mechanism.

Functioning through the learned advisors and consultants of the Office of the Ombudsman Punjab,
the OCPCC provides an institutional platform for addressing complaints made by or on behalf of
children. This mechanism ensures that the grievances are heard and resolved with due care and
sensitivity. The Office’s mandate aligns closely with the principles enshrined in the United Nations
Convention on the Rights of the Child (UNCRC) and the Constitution of the Islamic Republic of
Pakistan, emphasising the protection, welfare, and participation of children in all matters affecting
them.

Through its sustained efforts, the OCPCC strives to ensure that the province’s laws, policies, and
administrative frameworks remain consistent with international and constitutional obligations
toward children’s rights, thereby fostering a safer and more equitable environment for every child in
Punjab.

Roles and Functions

The OCPCC performs a wide range of functions designed to safeguard, promote, and advance the
rights and welfare of children in Punjab. Its mandate extends from policy review and legal reforms to
direct investigation and advocacy, which ensures that every child enjoys protection, justice, and
dignity. The major roles and functions of the OCPCC include the following:

* Reviewing and recommending improvements to existing laws and safeguards related to
children’s rights, particularly in cases where government agencies or institutions fail to uphold
their obligations.
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e Addressing violations of children’s rights by examining reported cases and
recommending appropriate legal action against individuals responsible for abuse or
exploitation.

» Investigating factors that hinder the realisation of children’s rights, including those
arising from terrorism, violence, natural disasters, domestic abuse, HIV/AIDS,
trafficking, maltreatment, exploitation, pornography, and prostitution.

* Promoting and conducting research on children’s rights to produce evidence-based knowledge
that supports policymaking and strengthens institutional frameworks.

» Raising public awareness regarding child protection and welfare through media campaigns,
community outreach, and seminars. These initiatives aim to sensitise citizens, parents, and other
relevant stakeholders about the rights of children and the importance of safeguarding them
from harm.

» Inspecting facilities for children, including juvenile homes, and government-run centres for
treatment, reform, or protection. The Office monitors the conditions and management of these
facilities to ensure that they operate in accordance with national and international child
protection standards, and advocates for necessary improvements where required.

* Investigating complaints related to:

o Deprivation or violation of children’s rights

o Failure to implement child protection and development laws

- Non-compliance with policies, guidelines, or instructions aimed at promoting children’s welfare.
In such cases, the OCPCC engages with relevant authorities to ensure accountability and
corrective action.

» Conducting formal investigations upon receiving complaints from children, their guardians, or
concerned individuals. Each complaint is handled with due diligence and confidentiality to
ensure that affected children receive timely redress and that systemic issues are addressed to
prevent recurrence.

Awareness Campaigns

The Office of the Chief Provincial Commissioner for Children has undertaken several awareness
initiatives to promote understanding of child rights and available protection mechanisms across
Punjab.
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Social Media Campaigns on Facebook and Instagram

The Office actively utilises social media platforms to reach a wider audience, particularly youth and
parents, through informative posts and messages. These campaigns aim to raise awareness about
child protection laws, reporting mechanisms, and the role of the Ombudsman Punjab in
safeguarding children’s rights.

Protect Children’s Rights

Every Child Has the Right To:

_ REPORT
ABUSE

Accessible Complaint Channels:

ﬁi} obd.cpcc@ombudsmanpunjab.gov.pk

B4 www.ombudsmanpunjab.gov.pk

Chief Provincial Commissioner for Children
Under the Office of the Ombudsman Punjab

CPCC - Under the Office of the Ombudsman Punjab
Ensuring laws and policies protect children in line with
international standards (UNCRC)

Distribution of Pamphlets

Informative pamphlets are distributed to spread awareness about children’s rights, the functioning
of OCPCC, and how citizens can report cases of abuse or exploitation. These materials are designed
in simple language to ensure accessibility for all segments of society.

Complaint Lodging Platforms

The following platforms are available for lodging complaints by the general public;
i) Through post or by hand at any Office of the Ombudsman Punjab in the province.
i) Through online portals, which include;

~ 0 X

Email Mobile App Twitter (x)
obd.cpcc@ombudsmanpunjab.gov.pk OPMIS Mobile Application obd.cpcc@ombudsmanpunjab.gov.pk
Facebook Website

www.facebook.com/obd.punjab/ www.ombudsmanpunjab.gov.pk
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Complaints Status

Detail of the complaints for the year 2025 is as follows;

Brought Forward Ml Fresh Complaints 8l Total Processed @Ml Total Disposed g Total Pendency

Activities during 2025

The OCPCC carried out several activities during 2025, whose highlights are as follows;

é .-I"'
L

CHILD PROTECTION AND
WELFARE ELRs.

7

Mr. Arif Anwar Baloch heads Consultative Meeting on the Development of the
Implementation Plan for the Child Protection Framework
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SO 9001:2015 Quality 6pt8
Management Systems
Certification

Overview

The achievement of the ISO 9001:2015 Quality Management Systems (QMS) Certification by the
Office of the Ombudsman Punjab is a landmark accomplishment that signifies a formal
commitment to international standards of quality, efficiency, and citizen focus in public service
delivery. The Office of the Ombudsman Punjab is the first Ombudsman Institution in Pakistan which
has successfully achieved the ISO 9001:2015 Quality Management System Certification for the
Head Office, Research & Development Wing and 38 Regional Offices across the Punjab.

SGS United Kingdom Limited, the certification body, along with the United Kingdom Accreditation
Service (UKAS) and the International Accreditation Forum (IAF), granted the ISO 9001:2015 Quality
Management Systems Certification for the operations of the Office of the Ombudsman Punjab.
This certification is not just an award; it is a testament to a fundamental transformation by using
the means of Information & Communication Technology (ICT) to get the outcomes of effective
and efficient e-governance in public sector institutions.

Confirmation of certificate
Office of the Ombudsman Punjab
hias tieen npEroved by SES United Kingdam Linited 10 the following stondorsy
Quuality Management Systems
IS0 9001:2015
Coartificote number PH25/0000M38
Typa
Stondaords ISO900EANS (Cuoity Manogemant Systams)
Scope of certification lored
Mpin siie oddresces 1) Professor Ashfog Ali Khon Rood, Lohore, Punjob. Pokiston., Pokiston
Last updoted DB 2025
QR code
Certified by SGS 555 United Hingdom Limited
Office of
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Scope

Scope of the ISO 9001:2015 QMS Certification in the Office of the Ombudsman Punjab is; ‘Delivery
of complaint management services through Information and Communication Technology (ICT)
using Ombudsman Punjab Management Information System (OPMIS) for addressing and resolving
grievances related to maladministration by provincial departments, agencies, and public sector
entities within Punjab, in accordance with the Punjab Office of the Ombudsman Act, 1997..

Core Principles

ISO 9001:2015 is the world’s most recognized QMS standard. For the Office of the Ombudsman
Punjab, it provides a structured framework to ensure that its services are consistent, reliable, and
continuously improved. The core principles demonstrated by this achievement include:

« Citizen Focus (Complainant-Centric Service)
The entire system is explicitly designed around the needs of the citizens (complainants). This
means processes are streamlined to ensure complaints are handled fairly, promptly, and
effectively.

e Process-Driven Approach
The office has mapped and standardized its key operational processess from complaint
registration, examination and investigation to resolution and feedback through advanced
Enterprise Resource Planning (ERP) system developed in-house with name of Ombudsman
Punjab Management Information System (OPMIS). This reduces variability, minimizes errors,
and ensures every case is handled with the same level of diligence.

e Evidence-Based Decision Making
Decisions are based on data and authentic system generated records. The Office monitors
performance metrics (Complaint resolution time, Key Performance Indicators,
citizen/complainant satisfaction etc) to identify trends, bottlenecks, and opportunities for
improvement.

e Continuous Improvement
The ISO 9001:2015 QMS mandates a continuous cycle of regular audits, management reviews,
and corrective actions. This ensures that the Office remains proactive, consistently seeking
ways to enhance service delivery for the citizens of Punjab.

e Leadership and Commitment
Achieving certification required a top-down commitment from the Ombudsman and senior
leadership, demonstrating that quality is a strategic priority for the organization’s present and
future growth.

e Key Benefits and Impacts Through the ISO 9001:2015 QMS Certification
Following are the key benefits resulting from the ISO 9001:2015 QMS Certification achieved by
the Office of the Ombudsman Punjab.
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e Increased Trust and Credibility
The international certification provides independent third-party verification that the Office of
the Ombudsman Punjab operates its core functions through OPMIS in accordance with
globally accepted standards.

e Greater Consistency and Fairness
Standardized processes ensure that complainants, regardless of their location or background,
receive the same quality of service and access to justice at the doorstep.

o Effective & Efficient Resolution
Streamlined workflows and a focus on efficiency reduce grievances processing through the
effective use of Information & Communication Technology frameworks.

* Enhanced Transparency and Accountability
The Quality Management System requires clear documentation and record-keeping, making
the institution’s operations more transparent and accountable to the public.

e A Culture of Service Excellence
It fosters an institutional culture where every staff member is aligned towards the common
goal of delivering exceptional service to the pubilic.

In a nutshell, the ISO 9001:2015 QMS Certification marks the Office of the Ombudsman Punjab’s
evolution from a traditional grievance redressal body to a modern, professional, and
quality-driven institution. It is a powerful signal to the citizens of Punjab that their grievances
are handled with the utmost seriousness, professionalism, and a commitment to justice and
continuous improvement. This achievement sets a new benchmark for excellence in public
service across Punjab.

Celebration of the Successful Achievement of ISO 9001:2015
QMS Certification

The successful achievement of the ISO 9001:2015 QMS Certification was celebrated with great
enthusiasm across the Head Office, R&D Wing, and all Regional Offices of the Ombudsman Punjab.
The celebrations marked a moment of pride and collective accomplishment, recognizing the
dedicated efforts of all officers and staff who contributed to meeting international quality
standards. During the events, the importance of maintaining and further strengthening the
certified quality management practices was emphasized, reinforcing the continuous commitment
to excellence, transparency, and citizen-focused service delivery. The achievement not only
reflected institutional efficiency but also inspired renewed motivation among employees to
uphold the values of professionalism and continuous improvement in every facet of the
organization’s operations.
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Ceremony at the Head Office

The central ceremony was held at the Head Office where the event was graced by the Chief
Secretary Punjab, Mr. Zahid Akhtar Zaman. Senior officials, advisors and directors attended the
occasion, highlighting the significance of this milestone for the Office of the Ombudsman, Punjab.

In his address, the Chief Secretary appreciated the Ombudsman Punjab’s initiative in adopting
international quality standards and emphasized the role of ICT-based systems in ensuring
efficient, transparent, and responsive public service delivery. The Ombudsman Punjab, in her
remarks, acknowledged the collective efforts of all officers and staff who made this achievement
possible through dedication and adherence to continuous improvement.

First Ombudsrman Insti
in Pdkistan 'y
to receive

IS0 9001:2015

Hon’ble Ombudsman Punjab receiving the Secretary Ombudsman Punjab receiving the

ISO 9001:2015 shield from the SGS representative ISO 9001:2015 shield from the SGS representative
Office of
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Ceremonies at the Research & Development
Wing and Regional Offices

Certificate celebration ceremonies were also organized at the Research & Development Wing
and all Regional Offices across Punjab. These ceremonies served as an opportunity to honour the
teamwork, commitment, and contributions of regional staff in implementing and sustaining the
ISO 9001:2015 Quality Management System.

Ceremony at R&D Wing

Each regional office reaffirmed its pledge to uphold quality principles, maintain standardized
complaint-handling procedures, and ensure citizen satisfaction at every level of service.
Glimpses from few of the Regional Offices are as follows;

Ceremony at Regional Office Lahore

Mr. Javed Akbar Bhatti, Advisor (LH-1) hosting the Dr. Aamer Ahmad (PAS), Advisor (LH-4) receiving
ISO 9001:2015 Celebration at Regional Office, Lahore ISO Certification at Regional Office, Lahore

Ceremony at Regional Office, Rawalpindi Ceremony at Regional Office, Hafizabad

Mr. Ehsan Tufail, Advisor Rawalpindi-Il, hosting Mr. Fazal Abbas, Consultant Regional Office Hafizabad,

ISO Celebration event at Regional Office, Rawalpindi hosting ISO Celebration event at Regional Office Hafizabad
Office of
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Ceremony at Regional Office,
Gujrat & Wazirabad

Mr. Muhammad Rafiqg, Consultant Regional Office
Gujrat hosting ISO Celebration event

Ceremony at Regional Office, Bahawalnagar

Mr. Imtiaz Nazir, Advisor hosting ISO Celebration event
at Regional Office, Bahawalnagar

Ceremony at the Regional Office, Multan

Management
Certilication I

- - 0 .. ¢ 2
Mr. Mehmood Javed Bhatti, Consultant Regional Office Multan,
hosting ISO celebration event at Regional Office Multan

Ceremony at the Regional Office,
Rahim Yar Khan and Rajanpur

o

Mr. Ali Akbar, Advisor Regional Office Rahim Yar Khan,
hosting the ISO Certification celebration event

Ceremony at the Regional Office, Chakwal

%

Mr. Akbar Hayat, Consultant Regional Office Chakwall,
hosting ISO celebration event at Regional Office Chakwal

Ceremony at the Regional Office, DG Khan

LRSS

=

M. Saleem, Consultant Regional Office DG Khan, hosting
the ISO celebration event at Regional Office DG Khan
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Ceremony at the Regional Office, Faisalabad

Muhammad Nawaz Khan Arbi, Advisor Faislabad-Ill and
Aslam Hayat Sial, Consultant Faislabad-I, attending ISO
Celebration event at Regional Office, Faislabad

Ceremony at the Regional Office, Sheikhupura

MPA PP-139, Rana Tahir Igbal delivering a speech at
ISO Celebration event at Regional Office Sheikhupura

Ceremony at the Regional Office, Sahiwal

x |
Mr. Shaukat Ali, Advisor Regional Office Sahiwal, presenting
at the ISO celebration event at Regional Office, Sahiwal

_—a3

MPA PP-139, Rana Tahir Igbal with Malik Muhammad Aslam,
Advisor Regional Office Sheikhupura
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PUBLIC ACCOUNTABILITY
N THE SPOTLIGHT: 09
MEDIA REFLECTIONS 2025

Throughout 2025, the Office of the Ombudsman Punjab remained firmly committed to
strengthening public accountability, improving service delivery, and ensuring accessible justice for
citizens across the province. The year’s work—spanning grievance redressal, institutional reform,
public outreach, and administrative oversight—was widely reflected in national and regional media,
highlighting the Office’s role as an independent and trusted guardian of public rights.

Media coverage during the year captured the Ombudsman’s interventions across a broad range of
public interest issues. Reports on citizen relief measures, including resolution of long-pending
complaints related to scholarships, pensions, grants, and financial entitlements, underscored the
Office’s focus on timely and effective redress. These stories reflected the human impact of
administrative justice, where institutional action translated into tangible relief for individuals and
families.

Press releases and news reports also highlighted the Office’s role in safeguarding public assets.
Actions taken against illegal occupation and maladministration led to the recovery of state land
and the restoration of public properties, reinforcing the principle that public resources must be
protected for collective benefit. Media attention to these interventions strengthened public
awareness and reinforced accountability at the local level.

Urban service improvements featured prominently in media coverage throughout the year. Reports
on the repair of roads, restoration of streetlights, rehabilitation of parks, improvement of drainage
systems, and removal of encroachments demonstrated the Ombudsman’s role in translating
complaints into visible improvements in municipal services.

The media also documented the Office’s expanding public outreach. Coverage of Sunwai sessions,
awareness seminars, and mobile outreach initiatives under the Awami Khidmat Program,
particularly in remote and underserved areas.

Collectively, the press coverage presented in the following pages offers a chronological reflection of
the Office’s work during 2025. These clippings serve as an independent record of how citizen
concerns, when addressed through principled oversight, contribute to better governance and
strengthened public confidence across Punjab.
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Intervention of the Honourable

Ombudsman Punjab
resulted in financial relief

of Rs. 101.3 million for 211 applicants

211 get financial relief
on ombudsman’s order

Our correspondent
LAHORE

ON the orders of Punjab
ombudsman, a financial re-
lief of over Rs101.3 million
has been given to 211 appli-
cants through prompt reso-
lutions of complaints.
Under the directives of
the ombudsman, 27 appli-
cants received Rs72.7 mil-
lion in pending dues; 58 ap-
plicants were granted
Rs15.4 million as marriage
grants; 99 applicants ob-
tained Rs7.716 million in ed-
ucational scholarships; 9
applicants were provided
Rs4.08 million in death and

The News
18 March 2025

farewell grants; 13 appli-
cants received Rs1.914 mil-
lion in GP fund and finan-
cial relief; and 5 applicants
were paid Rs2.213 million in
monthly financial assis-
tance and pension dues.
The applicants ex-
pressed heartfelt gratitude
to the ombudsman for
timely justice and immedi-
ate relief, appreciating the

services rendered. The of-

fice of Puruab ‘ombudsman
remains’ committed to the
swift resolution of public
grievances and the protec-
tion of their rights, ensuring
timely and effective justice
for citizens.
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Allocation of Rs. 13.5 million approved
for restoration of Johar Town cemetery
on Ombudsman’s orders

Ombudsman Punjab’s
efforts lead to
cemetery restoration

OUR STAFF REPORTER
LAHORE
A significant public issue has been
resolved due to the special efforts
of the Ombudsman of Punjab, with
a substantial sum of 13.5 million ru-
pees allocated for the purpose. This
amount has been utilized to estab-
lish an efficient drainage system,
| construct pathways, and ensure
adequate lighting

took swift action and directed the
concerned authorities to address
the issue. As a result, 13.5 million
rupees were allocated to provide
essential facilities in the cemetery.
Under these measures, a modern
drainage system was installed to
prevent water accumulation during
rainfall, ensuring that burials could
take place without hindrance. Simi-
larly, pedestrian pathways were

constructed, mak-

| in the cemetery, ef- [N N ing it easier for

oty widre. Asubstantial sum - geet, s
cutes aced by he  Of RS 135 million a1 sdeuate ahe
details, Muhammad a"ocated for the have been made

Musa expressed
deep concern over
the deteriorating
condition of the cemetery Iocated
in Johar Town and submitted a re-
quest to the Ombudsman Punjab,
demanding immediate corrective
es, He pointed out that

there was no proper sewage sys-
1 tem in the cemetery, leading to wa-
ter accumulation in graves during
rainfall, which posed a risk of dis-
respect to the deceased. Addition-

| ally, he highlighted the illegal activ-
ities of the land mafia, which was

| involved in unauthorized construc-
tion and land encroachment. In his
appeal, citizens urged immediate
intervention to safeguard the final
resting place of their loved ones. In
response, the Ombudsman Punjab

The Nation

08 April 2025

purpose

for nighttime visits,
Moreover, follow-
ing special direc-
tives from the Ombudsman, strict
action was taken against the land
mafia. Encroached land, which had
been illegally occupied for years,
was reclaimed, ensuring the pro-
tection of public interest. Steps are
also being taken to prevent future
illegal occupations. Public circles
have highly appreciated the perfor-
mance of the Ombudsman of Pun-
jab, considering it a positive step
towards resolving a critical issue,
A representative of the Ombuds-
man's office stated that such pub-
lic welfare initiatives will continue
and that every issue causing dis-
tress to citizens will be addressed
effectively,
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Release of Rs. 83.6 million in pending dues

ensured for 152 citizens through Ombudsman
Punjab’s intervention

~ Rs83.6m pending

- dues paid to 152
citizens on orders of
Punjab Ombudsman

OUR STAFF REPORTER
LAHORE

| Asaresultof the timely and effective ac-
| tions taken by the Office of the Ombuds-
man Punjab, a total of Rs83.6 million in
pending dues have been paid to 152 cit-
izens across the province, These dues
included educational scholarships,
marriage grants, farewell grants, death
grants, arrears, leave encashment,
family pensions, group insurance, GP
fund, financial relief, and cases related
to excise and taxation. Various citizens
had the Office of the Om-
budsman Punjab regarding non-pay-
ment of their dues. The Ombudsman
immediately directed the concerned
departments to take action, resulting
in the following disbursements, pay-

The Nation
23 April 2025

ment of Rs15.408 million to 49 appli-
cants under educational scholarships,
Rs10.83 million to 25 applicants under
marriage grants, Rs5.1 million to 5 ap-
plicants under death grants, Rs1.09
million to 7 applicants under farewell
grants, Rs33.428 million to 37 appli-
cants under arrears, Rs5.285 million to
5 applicants under GP fund, Rs17.663
million to 8 applicants under financial
relief, Rs0.708 million to 3 applicants
under excise and taxation, Rs0.681 mil-
lion to 3 applicants under leave encash-
ment, Rs1.725 million to 6 applicants
under family pensions, and Rs46,000/-
to 1 applicant under group insurance.
The Office of the Ombudsman Punjab
reaffirmed its commitment to protect-
ing citizens’ rights and resolving their
issues promptly.
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Fines amounting to Rs. 600,000 imposed on hotels
and restaurants for regulatory violations

Punjab Ombudsman 2122 iz, 3G 16/ 2

L]
takes action iy Ao L S3iA P Fchin 3oL
. L] L]
against overpricing i 2 A e i G
he Punjab Ombudsman’s Office has taken swift é.u{l)t;;ﬁé:éufnufu'_fv Vll"_.:"a. .__«’_l"v(ufui,;'f);ﬂu
I Scfionm poblic mplm iy el gL LA L e MinSB UK SIS
priced, sul bmndud. and harmful food items across the AN L b ® P LF D e L 25w S
R b o s e e (RAISF Wy f LS N byt
fication of facts in various cities and regions. ——
During the operations, carried out by the Price Control 32%} I
Magistrates and the officials of Punjab Food Authority, on y
- of(knl(;rnhe R o B ot ol v LG
-use items such as ¢ en, meat, oy =
mty% cooking oil, beverages, and fried foods were # &M!{ W‘fd"
thorou ymmined.\ﬁohﬁonsofﬁxed;rimn;l:ﬂdpﬂ: {-W»‘--’!Aﬁ TP
sale of low: ity products were observed at multi
mmm substantisl fines were imposed. So 2 J’V‘“"*""‘”""J‘W‘P
far, fines to the tune of Rs.600,000 have been levied. o/{};a)éd&!wm“ﬂ
- Additionally, strict action was taken against hotels and LA J;JM l'(
mmutsforpoorhygmneandthepmmmﬂ" Wi /WJ‘W' L}
food. Fines were also imposed in places where euv:g:s _,;,/Jf,_{".‘_y..,,,wf.y
mnm]polh:ﬁmmdwbleclanlumcmdl .:flrﬂ..valur“.,tfgjd"'_’ i
Axcmd.ing to the spokesperson of the Punjab 'V'kf

Ombudsman’s Office, the objective of these actions is to e
ensure the availability of safe, high-quality, and fairly
pnoedfoodmfmmumﬁehmpbmbmlmm
directed that a zero-tolerance policy be strictly enforced

overpricing, adulteration, and the sale of substan- H

rﬂmnﬂs,mdthntmhmmmnnmmmcsfuunue Jlnnqh
'l% and effective measures have been 24 Aoril 2025

appreciated at the public level, and complainants have p

to the Punjab Ombudsman’s Office for

mam@nﬁwwmmﬂmg in the immediate
resolution of public issues. NEWS DESK
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Honourable Ombudsman conducted visits to
districts across South Punjab to enhance public
grievance redressal mechanisms

Ombudsman conducts | xhgastzin”
detailed visit to various
districts of South Punjab

SPECIAL CORRESPONDENT
LAHORE

The Ombudsman Punjab recently con-
ducted detailed visits to the offices in
Multan, Khanewal, Dera Ghazi Khan,
Bahawalpur, Lodhran, Rahim Yar Khan,
Rajanpur, and Vehari districts of South
Punjab to review the resolution of public
complaints and the performance of the
offices. During the visits, the Ombuds-
man met with the staff, heard pending
applications, and personally gathered
bout th bl

vided by the Ombudsman Punjab. They
thanked the institution and referred to it
as a “people’s court for the poor” While

speaking to the complainants at the of-.

Improvement in public
grievance redressal
process, citizens express
satisfaction

a e p and
complaints from the citizens. The com-
plainants expressed complete satisfac-
tion with the free and timely justice pro-

The Nation

06 May 2025

fices, the Ombudsman emphasized that
their top priority is the prompt and ef-
fective sal of public grievances.

Every official must perform their duties

with honesty, dil ce, and a spirit of

,public service. Appreciating the per-

formance of the staff, the Ombuds-
man urged them to continue working
with even greater dedication and hard
work to resolve public issues. Accord-
ing to sources, these detailed visits by
the Ombudsman Punjab are having
a positive impact on the institution’s
performance. Public circles are highly
appreciating these efforts, and there
isa ng expectation that these
visits will further improve the system
of public grievance redressal in South
Punjab, ensuring citizens receive swift
access to justice.
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Pending dues of Rs. 1.73 million released to deceased teacher’s
family, daughter secured government employment

Punjab Ombudsman ensures payment of
pending financial dues to to teacher’s family

OUR STAFF REPORTER 2023. As per the Ombudsman’s or- passed away on December 19, 2023. individuals had long been deprived of

LAHORE ders, her daughter, Tahzeeb Fatima, As the unmarried daughter and sole their rightful employment, which was
has also been appointed to OSD post. legal heir. Tahzeeb was eligible for finally granted following compliance
Effective intervention by the Pun- In her complaint, Tahzeeb Fatima the appointment, which was finalized with the Ombudsman's instructions. In
jab Ombudsman has resulted in the stated that despite her mother’s pass- upon the Ombudsman's directive. three similar cases, pending financial
disbursement of outstanding dues ing away, the Education Department  Additionally, the Punjab Ombuds- dues2533000 rupees were also paid
Rs.17,39,000/- to the family of the had failed to release the pending dues. man took effective action on other through OSD appointments. Affected
late Musarrat Nazir, a teacher at Gov- She also mentioned that an OSD posi- complaints filed under Rule 17-A, re- individuals have expressed their grati-
ernment Girls Primary School, Sham- tion had initially been approved for sulting in the appointment of 11 indi- tude to the Punjab Ombudsman for the
sabad, who passed away on April 27, her father, Muhammad Raza, who also  viduals to government positions. These  timely delivery of justice.

The Nation
17 May 2025
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Timely intervention by Honourable Ombudsman Punjab
provided Rs.40.958 million relief to citizens in WASA complaints

By Our Staff Reporter

LAHORE: The Punjab
ombudsman has provided
relief to 36 citizens
amounting to Rs40.958
million in complaints filed
for correction in Wasa
bills and property areas as
well as clearance of sewer-
age lines in different dis-
tricts of the province.

According to  the
Punjab ombudsman
office, 18 Wasa complain-
ants were provided relief
amounting to Rs1.377m.
The complainants had
approached the ombuds-

Ombudsman provides
relief to citizens

On mediation, the
ombudsman redressed
12 complaints regarding
clearance of sewerage
lines at a cost of Rs13.9m.
On a complaint, the area
of land measuring 31
kanals worth Rsl4.5m
was corrected in
Nankana Sahib, while
repair work on a park in
Lahore was completed at
a cost of Rs2.635m.

Moreover, a sum of
Rs600,000 was spent on
de-silting of a drain in™
Nawabpur, Sargodha, on
ombudsman’s orders.
Three drinking water
supply lines were com-
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Recovery of 300 kanals of state land worth Rs. 499 million
achieved through Honourable Ombudsman Punjab’s

directions

- 300 kanals of state
‘land worth Rs499m
‘retrieved

-LAHORE ~ (Staff = Reporter):
-On the directions of the Om-
‘budsman Punjab, 300 kanals
2 of valuable state land valued
- Rs499.3 million retrieved from
2 encroachers during an opera-
tion. The action was taken on
‘public complaints, regarding
‘encroached state land, re-
“ceived in Regional Offices of
“the Ombudsman Punjab, from
“time to time. The retrieval of
;encroached state land and de-
.molition of illegal construc-
/tion, made on the state land,
. has been lauded by the general
public. Citizens have thanked
“the Ombudsman Punjab for
" taking decisive action against
*land grabbers and ensuring the
" protection of public property.

The Nation
16 June 2025
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‘Sunwai’ Outreach Seminar on complaint redressal held at
Lahore Chamber of Commerce & Industry

Ombudsman hosts public awareness seminar

Our correspondent

tended by Arif Anwar Baloch, nearest regional office. High-

LAHORE Adviser to the Ombudsman lighting the institution’s per-
Punjab, as the chief guest. He formance, Arif Anwar stated

The Office of the Ombuds- delivered a detailed presenta- that 98 per cent of com-
man Punjab organised a‘Sun- tion on the structure, powers plaints have been success-
wai/Outreach seminar’ at the md,fme-of-costgnevaneere- fully resolved across Punjab,
Lahore Chamber of Com- dress mechanism of the insti- mcludmg the settlement of

merce & Industry (LCCI) to tution. He noted that

lodging various land dispute cases.

raise awareness about its a complaint takes only 10 Healsoannouncedtheup

r-nandate,conplaint_regim-& minutes and citizens can file coming launch of a mobile

tion process and available fa- complaints via Helpline 1050, outreach van campaign to ex-

cilities. themobﬂeapp(OP?oﬂS),me pand public access and
The seminar was at- website or by visiting their awareness.

The News
1 August 2025
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Rehabilitation of fire-affected Pace Plaza completed
within 60 days on Ombudsman’s directions

Ombudsman orders
rehabilitation of
fire-ravaged Pace

Plaza within 60 days

OUR STAFF REPORTER
LAHDRB
In a major hreakthmugh for affected traders and

small business owners, the Office of the Ombuds-
man Punjab has directed the immediate rehabili-
tation of the fire-damaged Pace Plaza in Gulberg.
Lahore — nearly two and a half years after a cata-
strophic blaze gutted more than 400 shops and
100 stalls on March 13, 2022. Acting on multiple
complaints filed by citizens and traders frustrat-
ed over prolonged delays, the Ombudsman's of-
fice launched an inquiry and took swift action to
address the concerns. The complaints highlighted
the' commercial paralysis caused by the fire and
the absence of progress toward resmring the
once-bustling shopping complex.

In response, technical experts were commis-
sioned to evaluate the structural integrity of the
‘plaza. Their assessment confirmed that the build-
‘ing remained structurally sound and safe for res-
“toration. Despite these findings. the plaza owners
reportedly resisted initiating rehabilitation efforts.

To ensure impartiality and technical accuracy,
the Ombudsman formed an eight-member com-
mittee led by the Chief Engineer of the Lahore
Development Authority (LDA). The committee's
independent assessment reaffirmed that the pla-
za was fit for reuse and could be restored with-
out risk. Following the committee’s conclusive
report, the Ombudsman ordered the Commis-
sioner Lahore to implement the recommended
restoration measures within a strict 60-day
-deadline. An appeal filed by the plaza’s owners to
the Governor of Punjab was dismissed, thereby

inforcing the Ombud ‘s authority and af-
ﬂrmlng the order’s legality.

The Nation

05 August 2025
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Honourable Ombudsman Punjab Ayesha Hamid elected as
vice-president of the International Ombudsman Institute

Ombudsman
makes it to IOI

LAHORE: The Punjab |

ombudsman has been
elected as the second vice-
president of the
International
Ombudsman  Institute
(I0I), becoming the first
Pakistani  ombudsman
ever to hold this prestig-
ious global office.

As per a release, the
election marks a signifi-
cant milestone not only for
the province but also for
the country, as it positions
Pakistan to play a more
influential role in shaping
international discourse on
governance, accountabil-
ity, and citizen-centric
administration.

Headquartered in
Vienna, Austria, 101 is the
world’s leading organisa-
tion of independent
ombudsman institutions,
representing more than
200 offices across the

|

Punjab
Ombudsman
elected 101 2nd VP

Our correspondent
LAHORE

In a historie achievement for
Pakistan, the Ombudsman
Punjab has been elected
as the second vice-presi-
dent of the International
Ombudsman Institute (I0I),
becoming the first Pakistani
Ombudsman ever to hold
this prestigious office.

This unique achievement
puts Pakistan in a position
to play a more influential |
role in shaping international |
discourse on governance, |
accountability, and citi-
zen-cenfric administration.

With this appointment,
the Ombudsman Punjab
will be in a strong position
to promote dialogue, foster
cooperation, and influence
decision-making on govern-
ance challenges affecting
multiple countries. Officials
said the election reflects
both a professional triumph
for the Ombudsman and a
matter of pride for the peo-
ple of Punjab, credited to a
consistent commitment to
transparency, justice, and
public service.

Headquartered in
Vienna, Austria, the Inter-
national Ombudsman Insti-
tute is the world’s leading

globe. The Punjab | organisation of independent

ombudsman’s elevation to Ombudsman institutions,

. » representing more than 200

1ts le_adel;shl‘p'undersgor(-es | offices across the globe.

Pakistan’s rising profile in The Ombudsman Punjab’s

global governance and | Dawn elevatior} tokthis rieunderr 1 e News
Tt scores Pakistan’s risin

institutional reforms. 21 August 2025 profile in global gmmcﬁ 21 August 2025

and institutional reforpe.
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Honourable Ombudsman Punjab Ayesha Hamid
elected as second vice-president of
the International Ombudsman Institute
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Awami Khidmat Programme and Media Outreach Wing
inaugurated at Multan Office to serve South Punjab

Punjab Ombudsman
launches Awami

Khidmat programme

ik o il e

gurated the Awami Khidmat Pro- districts of South Punjab. The ex-
gramme and the Media Outreach isting Helpline 1050 has also been

Wing forw South-Punjab abia eeves: integrated: imto; this)campaignito.

‘mony held at the Ombudsman’s Re- 'further enhance accéssibility, inve--
gional Office in/Multanion Monday: - sponse to-a-query by the commis--
The event was attended by Addi- sioner, the Ombudsman explained
tional IG South Punjab Muhammad that the newly established Media
Kamran Khan, Commissioner Amir Outreach Wing will conduct aware-
Kareem Khan, senior advisors Na- ness campaigns in Urdu, Saraiki,
sim Nawaz, Arif Anwar Baloch, and and Punjabi throughout South Pun-
Nasir Jamal Pasha, Secretary Om- jab. The Wing will ensure timely
budsman Punjab Qaiser Saleem, responses, record and analyze pub-
Deputy Commissioner Multan, lic feedback, and collaborate with
along with advisors from South local media and other stakeholders
Punjab and members of the out- to maximize outreach. The Punjab
reach and media teams, said a me- Ombudsman emphasized that such
dia release issued here. Addressing initiatives are aimed at ensuring
the ceremony, the Punjab ombuds- the provision of free, accessible,
man announced the launch ofa Mo- and timely justice for people of
bile Van Outreach Campaign under South Punjab.

The Nation
26 August 2025

Khabrain

26 August 2025
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Ombudsman Punjab secures ISO 9001:2015 Certification
for Quality Management Systems

Ombudsman secures
IS0 9001:2015 certification

Dur correspondent
LAHORE

The Office of the Ombuds-
man Punjab has been
awarded the 150 9001:2015
Quality Management Sys-
tem (QMS) certification,
marking a significant mile-
stone in its efforts to en-
hance public service deliv-
ery through improved
efficiency and compliance
“With international stan-
dards.

IS0 9001:2015 is a glob-
ally recognised standard
that outlines the criteria for
a quality management sys-
tem, focusing on customer
satisfaction, continuous im-
provement, and employee

The News

involvement. The certifica-
tion reflects the organisa-
tion’s adherence o interna-
tionally accepted practices
in management and service
delivery.

According to a press re-
lease issued by Ombudsman
Punjab Office, the certifica-
tion process involved sev-
eral stages, including a gap
analysis to identify areas of
improvement, implementa-
tion of required standards,
internal audits, and a final
certification audit con-
ducted by an accredited
baoy. Post-certification, the
office will also be subject to
regular surveillance audits
to maintain compliance.

The certification is ex-

04 September 2025
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pected to yield several insti-
tutional benefits, including
enhanced credibility, im-
proved internal processes,
greater operational effi-
ciency, and a stronger com-
petitive standing among
public sector entities.

With this achievement,
the Ombudsman’s Office be-
comes one of the few public
institutions in the country
to be formally recognised
for aligning its operations
with global quality stan-
dards.

The release said the
recognition underscores the
organisation's commitment
to transparency, accounta-
bility, and citizen-centric
governance.
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Ombudsman ensures
Rs 8.868m relief on public
complaints against WASA

he Office of the Ombudsman Punjab provided
cumulative relief of Rs 8.868 million to citizens by
taking prompt action on public complaints filed
against various Water and Sanitation Agencies (WASA)

across the province.
ing to a the Ombudsman’s office

received 44 complaints of different nature against WASA
authorities. After thorough investigation, effective orders
were issued to address the grievances of the complainants.

In cases relating to billing di cies, citizens were
granted relief amounting to Rs 3.182 million. Similarly,
repair, restoration, and cleaning work of sewerage lines was
executed at a cost of Rs 1.86 million, providing substantial
facilitation to residents of the affected areas.

Furthermore, action on miscellaneous complaints against
WASA authorities resulted in direct relief worth Rs 3.826
million. ine
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Office of the Ombudsman Punjab successfully hosted
IOl Regional Meeting and International Conference 2005

Ombudsman’s international
conference held in city

By Our Staff Reporter 2025 of the International meeting, issues directly Mosque, Wazir Khan
T Ombudsman Institute affecting the people at Mosque, Shah: Hamam
(IOI) was held here on  gross-root levels were dis-  and Fagir Khana Museum

I LAHORE: The Friday in collaboration cussed at length. The del- and witnessed the flag-
i meeting and with the Punjab ombuds- egates exch d their lowering ceremony at the
international conference man. experiences, :hmugh for- Wagah Border.

The meeting and con- mal and informal interac- The delegates
ference brought together tions, towards making expressed deep apprecia-
delegates from Macao, ombudsman offices more tion for bringing together

Bahrain, Timor Leste, effective. people of diverse cultures
Japan, Azerbaijan, South The conference opened and backgrounds, con-
Africa, Austria, with lh: thema tributing to a meaningful
Gibraltar, Ind ia, the “St change in the lives of
Kyrgyz Republic, and Rule nl‘ Law thrw;h many.

Papua New Guinea. Ombudsman

participants Institutions.”

engaged in discussions on Various sessions were
promoting good-govern- held including “Making
ance, enhancing trans- the Rule of Law
parency, ensuring adher- Accessible: The
ence to the rule of law, Ombudsman as a
protecting rights of the Bridge between People
people and rectifying and Guvemmem
injustices done to a per- and “Ensuring
son through the effective .wanrabﬂlty and Good
role of the ombudsman Governance in Public
offices. Administration”,

It was the first-ever Thn_ delegates visited
such f held in } ical places like the
Pakistan, and during the Lahore Fort, Badshahi

Dawn
11 October 2025
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International engagements of Ombudsman Punjab
featured in an article published in The News on Sunday

December 7, 2025 The News on Sunday, Lahore

Bridging governance and humanity

The International Ombudsman Conference in Lahore spotlighted Pakistan's growing role in advancing fairess,
accountability and human rights
By Rana Shahid

shore hosted the Interma- msed the ombudsman’s rele as & Helphne 1050 and the Complaint the flag-lowening ceremony at Anai y I sonal Confer- i Lo Lransparency a and
twonal Ombudsman Institute bridge between citmens and state Management System Waghs Rorder Some of the dele- ence, tithed 30 Years of 5t serviee under-
Regional Meeting and Inter- institutions. The tes high- A live demenstration illustrated gates saxd for them Lahore's hospi- ig_glb gﬂ:‘étﬁ.r;
natwnal Conference 2025 from Oc- lighted how these EE_.B.E}.Q being wsed Lo tality was as le a8 the Transi As becond  tion among oembudsman
teber 7 1o 9 Ayesha Hamid, the (hat justice remains sccessible, es- iggg;; mce itsell One of the partic- Viee President of the 101 and 10l institutions (o streagthen gover-
Ombudsman ab, Vice pres- grgg and the redress of griev- ipants described Lhe city as ggg,xg Ayesha nance and human rights globally.
ident of the 101, a8 Lhe first Ues ances. The ales praised Lhe Lhat doesn’l just host il guests but Hamid joined a panel discussion oo~ A broader message
tme Pakistan was hosting the  The next session Ensuring Ac- Punjab’s inilistives as a model of also embraces them ' _._n-_}ﬂ-.:—ai_-l_—r_ Taken logether, Lhese initiatives
high-kevel global gathering of om- coustability and Good Governance digrital governance and citizen-cen- ?.Hll!ln,..'l,.lﬁ-ln -.Ill .-Iall_i.lnr }E 3135
budsman institutions. Public Administrution’, was ired service delivery A lullaiui._lr!. i global
Delegates [rom Macao, Hahrain, .vnlltn.r&—..!l!ulu._.f with Ayesha Hamid und d the i 1 coopers- .In..ilil.l!.!ﬂ governance and rights. ._Jln.!r._

while protecling citizens’ rights.  ence demenstrated bow a provin-
— In _._l.ll.v__i the office cial imntitation, B:In..
participated in Lho 1fth Ceneral profi and

A live demonstration illustrated how
technology is being used to
promote transparency. efficiency
and the timelv redress of
grievances. The delegates praised
the Punjabi mitiatives as a model of
digital govemance and citizen-

.“ “ centred service deliverv.

. Eiggaga-gﬁ!ﬁ I reform with inter-

Timor-Leste, Japan, g’uw-u. participants stressed the need for ombud s focus on _!Pﬂ-.-_._’-_iiﬁ ?E«Bla.lnl___#?ll b | best p
Seuth Alfrica, Austria, G Lar, oversight, insovation and citizen ianovation and international col- dure official p China, ?gifi
el ithe Kyrgyz K lie and engag Lo suslain Lrust in gov- lsboration, highlighting Pakistan's ’?E‘gﬁzgggsgg_iggg
Papua New Cuipes shared experi- ernance. The d real- King rep for reform dri- budsman map budsmanship for People’s Liveli ences, they also carried with thes
ences and explored new ways of firmed the ombudsman’s umique ven governance. The Pusjab ombudsman’s en- bood. The gathering highlighied the memory of that speaks
L h g the bud s an both a meral compass  Culture and diplomacy pagement with the guesis extended cooperation, sccountsbility and in- the language of both history and
role as a guardian of (nirness and and a practical mechanism for fai Heyond formal sessions, Uhe beyond Lahore. The office partici- movation for citisens’ weifare scrom humanity The success of the con
accountability The conference was ness — ensuring Lhal governance eveal celebrated Labore pated in the IX International Sci- Asmia ference realfirmed the strongth of
shared reflection on justice and remains respoasive and poople-cen:  Lhat bloads tradition and intellect.  eatific-Practical on international Pakistan's institutions and the
governance values that tran. Lred The delogates visited |Lahore Fort, man Rights Pre , Uhemmed opennoss of ita prople
E]ﬂﬁ-!% Bhoweasing digital gover- Badshals Masjid, the Wanr Kha uman Rights Protection in the ??&E?i so  Lahore reminded the world that
Justice the rule of law  nance Mosque, the Shahi Hamam, the Context of Digitalisation of Seciety joined the F Ombud: dipl ¥ neod pet al _-a..!:?
The conference opened under The event alse showeased Pak- Fagir Khana Mussum, Shalimar ._.-(n_.lr‘bnui_!.l:l- _IE?IEEB.R_B clared — l'l.ll. amply
the thems “Strengtheming the Rule istan's achievements in pubbic serv- ibﬂ.ﬂ:lla!-.‘ andthe can be safeguarded in the digital Novi Sad, Serbia, en October 28 —  lved
of Law through Ombudsman Insti- ice reform N) delegstes from Hamba Collecton, gaming age — from onlne privacy to equ IEE rst such particips-
tutions’. The first seamon, ‘Making Timor-Leste. Indonesia, the Philip- glimpse of the city's layered hastory  Lable sccess Le information won as & full member Represenung ~ The writer is media coordina tor
the Rule of Law Accessible: The pines and Azerbayan visited th Even brought cultursl m The Ombudsman Punjab sise Pakistan, ﬁml—u amid high- st the office of the Puryab Ombuods-
Umbudsman 25 3 Bndge between Ombudaman Punjab Head Office, mersion enjoyed Lahore's represented Pakistan al the Public the S_vlnml.al-_l!. He can be reached st
People and Government’, empha- where Lhey were briefed on s [amed Food Street and wilnessed Protector South Afnca's 30-Year resolution rale and i ransshahid2004ogmail com

The News On Sunday

07 December 2025
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Video Clips

Achievement of ISO 9001:2015 Certification featured on
Lahore Rang News on September 2, 2025

5 - 2 ok N qF A
CEP P ST 3T P = sl E.‘-.FJ-'-‘|.:","'h L

PEOPLE COMTACTING HELPLINE ARE BEING CIVEM AN IMMED ATE RESPOMEE: AZMA BUKHARI 03 55 AM
s .}

Achievement of ISO 9001:2015 Certification broadcast on
365 News on September 2, 2025
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Achievement of ISO 9001:2015 Certification highlighted on
Koh-e-Noor News on September 2, 2025

 ~9001:2015; ,.’-'ij'_r;. g™ PUBLIC
NEWS
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Achievement of ISO 9001:2015 Certification focussed on
Public News on September 2, 2025
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Express News video featured the successful conduct of |01 Asian Regional Meeting
and International Conference
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Neo TV video highlighted the successful conduct of |0l Regional Meeting
and International Conference
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Lahore Rang video drew public attention to 101 delegates’ visit to the Office,
lauding Helpline 1050 for redressal of complaints

pt2) K«__- LF"r __-'H _;:".." K h_-'—_-"::' L..';If U IC;:::

Koh-e-Noor News video spotlighted IOl delegates’ visit to the Office,
lauding Helpline 1050 for redressal of complaints
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365 News Channel video highlighted 101 delegates’ visit to historical places of Lahore
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Lahore Rang News video broadcast 101 delegates’ visit to historical places of Lahore
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COMMUNICATIONS
AND OUTREACH

During 2025, the Office of the Ombudsman Punjab undertook extensive communication and
outreach initiatives to enhance visibility, citizen engagement, and institutional credibility. Efforts
focused on ensuring consistent messaging, unified branding, and accessibility of information
across all platforms - reinforcing the Offices’ commitment to transparency and citizen-centered
service delivery.
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Mr. Kaiser Saleem, Secretary, Office of the Ombudsman Punjab, ISO 9001:2015 certification celebration at Head Office with
with staff at the ISO 9001:2015 certification celebration. Advisors Mr. Nasir Jamal Pasha and Mr. Nasim Nawaz.

Institutional Revamp

A unified brand guideline was developed and implemented across all initiatives to ensure visual
consistency and professional presentation. This standardization strengthened the Office’s
institutional identity, improved public perception, and reinforced its credibility across all
communication platforms.

ST Y

O Helpiine 1050

ombudsmanpunjab.gov.pk

Expansion of Digital Outreach Through
Social Media Platforms

Introduction of New Social Media Platforms

While the Office of the Ombudsman Punjab already maintained a presence on various digital and
social media platforms, the introduction of official accounts on TikTok and Linkedln marked a
significant expansion of its outreach strategy. These platforms were established to complement
existing channels and to engage audiences that were not being effectively reached through

traditional or previously used platforms.
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TikTok: Broadening Reach and Improving Public Awareness

The launch of the official TikTok account enabled the Office to connect with a wider segment of the
population, particularly everyday content viewers who predominantly consume information through
short-form video content in local and regional languages. This platform proved especially effective in
reaching the intended audience at the grassroots level, where language relevance and accessible
content are key. Through awareness-focused and simplified informational content, TikTok enhanced
public understanding of the role, functions, and complaint resolution mechanisms of the Office,
making the institution more accessible to the general pubilic.

A short video showcasing the Lahore Head Office of the Office of the Ombudsman Punjab gained
viral reach on the platform. The video highlighted the Office’s active presence and accessibility,
reinforcing public awareness through authentic, first-hand visuals.

Helpline Outreach Content - Tiktok

Engagement Metrics Overview - Tiktok viral post

Metric Result

Likes 12.6K

s

r.f"" b . (T
Jxily) I{.-:"T"{???H'—""-H 2

Comments 303

£e [ - Saves 1,685
OO T8

334.8K

A T

LinkedIn: Strengthening Professional
and International Engagement

The establishment of the official Linkedln page provided a dedicated space for formal
communication and professional engagement. This platform is utilized to share official updates,
institutional initiatives, achievements, and reports with government stakeholders, professionals,
and an international audience. LinkedIn has enhanced the Office’s professional image and
institutional credibility by offering a structured and authoritative channel for the dissemination of
official information.
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Sunwai Campaign

ombudsmanpunjab.gov.pk

O -cpine 1050 s ‘ .

‘Aap Ki Sunwai’ key visual adapted for social media covers.

The “Aap Ki Sunwai” campaign was the key outreach initiative aimed at educating citizens about
the grievance redressal process and encouraging engagement through Helpline 1050. The
campaign simplified complaint registration procedures and strengthened public confidence in the
Office’s services.

-
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Plans were developed to relaunch Sunwai with an expanded focus on all available avenues for
accessing justice. Posts and problems—solution-oriented testimonials were conceptualized to
explain the Office’s operations and guide citizens on how to seek assistance.

Dedicated helpline staff assisting a citizen at the Dedicated Helpline 1050 staff
Head Office, Office of the Ombudsman Punjab. assisting citizens over the phone.

To enhance public awareness and accessibility of Helpline 1050, the Office implemented a focused
social media strategy that positioned the helpline as a reliable and approachable point of contact
for citizens. Dedicated posts and visually engaging artworks were designed to prominently feature
the helpline number, ensuring immediate recognition and encouraging citizens to reach out.
Messaging was simplified and citizen-friendly, providing clear guidance on complaint registration,
follow-up procedures, and issue resolution.

In addition to static posts, short informational videos featuring advisors and consultants were
produced to address frequently asked questions. These videos helped humanize the helpline, build
public trust, and reduce hesitation among citizens when contacting the service. The content was
optimized for social media engagement, with formats tailored to reach diverse audiences across
official channels.

Advisor Ehsan Tufail from Rawalpindi & Attock
featured in social media video shorts addressing FAQs. Regional Offices featured in social media FAQ videos.
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Mr. Akbar Hayat, Advisor, engaging citizens via Advisor Khalid Mehmood from Regional Office

informative social media videos across Rawalpindi, Rawalpindi on the office’s efforts to ensure public
Chakwal & Talagang. hearings of cases.

Through these efforts, the social media campaign strengthened digital communication, increased
visibility, and encouraged higher citizen engagement. Ultimately, these initiatives contributed to
greater public trust in Helpline 1050 as a dependable and solution-oriented service, while driving
call generation and promoting a culture of responsive governance.

Additionally, efforts by District offices to raise awareness, highlight transparency, and showcase
public hearings (sunwai) of cases were also effectively presented through digital platforms.

Advisor Mr. Syed Mubashir Hussain overseeing a Case hearing in progress under the supervision of
case hearing at Regional Office Nankana Sahib. Dr. Khalid Hussain, Consultant RO Mianwali & Bhakkar

T

ARSI et

Public Awareness Podcast of the Office of the Ombudsman Mr. Ali Akbar, Advisor Regional Office Rajanpur, during an

Punjab with Mr. Mahmood Javed Bhatti, Advisor. awareness seminar promoting the services of the
Office of the Ombudsman Punjab.
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Top performing Helpline Focused posts:

ombudsmanpunjabofficial

ombudsmanpunjabofficial vt pu il L s 55 ol )51
S Ay o a) g ) Lisl B aliafily i ysll g afine
et 39790 o) & dino Sy o8 ol Loy e (63

w5 Ay gl g 5 TO50 Y Sy

If you face delays or unfair treatment in any govemment
'department. you can reach out to ug

The Office of the Ombudsman Punjab is here to listen
Fesch us at % 1050

OmbudsmanPunjab #WeHearYou #Citizenfights #FairServicesd
#GoodGovernance #Helpline1050

14w See tramslatkan

zafar_ullah_zafar jol Sl g e SloliBl ol S Siago bl o
plasl ol
V3w Reply See tramstation

T—
P QY (A

702 likes

Ceiober 16, 2025
@ Add & comment...

Visual Assets From Helpline Awareness Post - Instagram

Metric Facebook Facebook
Views 683,593 4,565
Reach 456,336 3,900
Interactions 6,940 710

Office of
The Ombudsman Punjab




Annual Report 2025

() ombudsmanpunjabofficial

(..E} ombudsmanpunjabofficial 3luol Sabqy . bl iy

8353 5 talyy ez e pal Silalasl Calac
= S e S ety kg it jlbs
et Uy Vi igBy g% 3hial DBy gal apdilys o blunil

Justice Served, Relief Delfvered

Throwgh transparent action and effective implementation, the
Office of the Ombudsman Punjab continues to ensure faimess,
accountability, and timely redressal for citizens across the

provines

DOmbiidsmanFunjast #usticeForall #CitizanFirste
#GoodGovernance
Edited & See transiation

0 bobyjhonE08 Wasa

0w Reply

@ ombudsmanpunjabofficial @bobyihontla b

View inshghts

Qv

959 likes

MNovember 11, 005

@ Add a commenit...

Visual Assets From Helpline Awareness Post - Instagram

Metric

Views

Facebook
386,861

Facebook

11,198

Reach

249,700

12,659

Interactions

9,567

984

W
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() ombudsmanpunjabofficial

@ oembudsmanpunjabofficial il 13 jlal i o8 balges 5 aclyB e
et 2 8 o iluaifsd give Sy line 18 il alac |
.Ugﬁ JE H 1050 _y) 8 St o8 usglu-lhldudmﬂlm

uymaﬁdlMQMHngjwﬁlﬂalladuquﬂj
TR JVCIEL PR A

When precedures are ignored or stalf act unjustly, accountability
& your right

ACall 1050 to report misconduct or maladministration %
The Office of the Ombudsman Punjab takes sction, not sxcuses

Helpline 1050 #0mbudsmanPunjsh #GoodGovwmances
mAcoountability

1T See transhation

/621050 .

Qv N

54 likes

Sepiember 23, 2025

v 1050
wy 1 o @ Add a comement...

Visual Assets From Helpline Awareness Post - Instagram

Metric Facebook Facebook
Views 425,346 1,449
Reach 269,600 63,085
Interactions 17,773 58

Sunwai Outreach Seminars

Under the Sunwai campaign, five outreach seminars were conducted across Punjab to promote
awareness of citizens’ rights and provide on-the-spot facilitation. The seminars were held in
collaboration with chambers of commerce, civic organizations, and community partners.

Concept notes, event visuals, attendee materials, and seminar documentation were developed
and executed to ensure effective implementation and post-event engagement.
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Mr. Mehmood Javed Bhatti, Advisor Regional Office Multan,

at the Sunwai seminar at Women Chamber of
Commerce & Industry Multan.

MedHealth

: 7y

Mr. Ehsan Tufail at the conclusion of the Sunwai Awareness
Seminar at Rawalpindi Chamber of Commerce & Industry.

Advisor Mr. Arif Anwar Baloch at the Sunwai seminar,
promoting citizen engagement at Lahore Chamber of

Commerce & Industry

Advisor Mr. Arif Anwar Baloch
at the Sunwai Seminar - Interloop pvt Itd.
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Summary of Sunwai Outreach Activities

Total Seminars  Participants Complaints / Contacts
Queries Addressed Collected

5 120+ 10+ 70+

The seminars strengthened citizen participation, enhanced understanding of grievance
mechanisms, and demonstrated that the Office’s services were accessible, responsive, and
transparent.

Mukaalma Campaign

Mukaalma — Real stories. Real change. Justice in action.

The Mukaalma initiative highlighted real-life stories of justice,
resilience, and institutional accountability. Through testimonial
videos and short documentaries, the campaign showcased how
the Office’s interventions brought meaningful relief to citizens.

By sharing such cases, Mukaalma increased public awareness that
the Office’s role extends beyond complaint registration - to
ensuring justice and accountability through lawful and timely
intervention.

The campaign specifically aimed to spotlight cases that resonate
deeply with the general public - issues of everyday importance
that reflect both the challenges citizens face and the tangible .  ont Ms. Asifa Gull reviewing cases
difference the Office of the Ombudsman Punjab makes in their - later showcased on digital platforms
resolution.

Ch. Mumtaz Ahmad Dev, Consultant Regional Office Mr. Ashfag Ahmad Rana, Advisor Jhelum, with citizens

Sargodha-1, during case hearing proceedings. following the successful resolution of a case.
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Impact and Message

Through Mukaalma, the Office of the Ombudsman Punjab reaffirmed its commitment to accessible
justice, citizen empowerment, and institutional accountability. Each story underscored that timely
action and lawful intervention can transform individual grievances into collective
progress—building public trust in governance.

A curated collection of authentic testimonials, shot specifically for social media consumption -
optimized for vertical formats, short attention spans, and high engagement across.

Amplifying Citizen Voices:

Justice for Maria

The Office of the Ombudsman Punjab highlighted the case of Maria Gill, widow of a
contract-based employee regularized under the Punjab Regularization Policy 2021, to demonstrate
its commitment to securing justice for citizens.

To showcase this achievement and inspire public confidence, the case was presented on social
media through a short documentary-style video that captured the proceedings in real time.

A second video was produced to demonstrate progress and resolution, making the process
transparent and relatable. By sharing Maria’s journey, the Office not only celebrated a tangible
success but also reinforced its mission to advocate for citizen rights, highlighting the real-world
impact of responsive governance.

Maria Gill case being reviewed at Regional Office Lahore | - Screenshots from
the Short Documentary broadcast on Social Media Channels
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To present this achievement to the public and highlight institutional accountability, the case was
documented in a short video documentary. The video showcased the investigation,
decision-making process, and restoration efforts, reinforcing the Office’s commitment to justice
that safeguards citizen rights and restores livelihoods. Sharing this on social media amplified public
awareness, demonstrating the Ombudsman Punjab’s role in proactive governance and its tangible
impact on communities.
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Institutional Achievements and Communication Support

ISO 9001:2015 Quality Management System Certification

()  ombudsmanpunjsbaffical

U ambudimanpunjabaificial Office of the Dmbaelsman Pusiab
Aghigves 150 90002015 Cerbfication

Tha Office of the Dmibudsman Punjab has been awarded the
intermationally recagrized S0 9001:201 5 Cuality Management
Syabern (OS] certifcation. marking & significant milestone in our
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First Ombudsman Institution in Pakistan
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Visual from the Carousel Post Sharing Highlights on Instagram
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Additional Slides from the Instagram Carousel Post

Documenting Sustainability

The Office implemented initiatives promoting sustainability and rights-based awareness as part of
its broader commitment to responsible governance.
Activities included:

« Tree plantation drives at head and district offices.
 Awareness campaigns on women’s and children’s rights as essential to good governance.

All campaigns were visually represented and widely shared through institutional communication
channels to reinforce inclusivity and social responsibility.

Women’s Rights
From Complaint to Change — Justice for Every Woman

Nasreen Akhtar, a resident of Lahore, faced an unlawful transfer of property due to administrative
irregularities, which threatened her ownership rights.

The case was documented in a short social media video to highlight the resolution process, ensuring
transparency and public awareness. By showcasing Nasreen’s journey, the Office not only
celebrated a tangible success but also reinforced its commitment to safeguarding women'’s rights,
promoting accountability, and delivering timely justice.
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Visual from the Short Documentary Post on Instagram

Child Rights

These interventions were showcased on social media, highlighting transparency, timely action, and
the real-world impact of responsive governance.
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IOl Asian Regional Meeting —
Creative Collateral and Communications

The Office led comprehensive preparations for the 10l Asian Regional Meeting, ensuring cohesive
branding, event readiness, and communication flow.

In addition, digital and outreach communications provided a behind-the-scenes look at the
meticulous preparations for the 101 International Conference. This included coverage of internal
team visits, venue inspections, and planning sessions, giving stakeholders and participants an
exclusive glimpse into the effort and coordination that went into creating a seamless and engaging
event experience. These updates not only built anticipation but also reinforced the Office’s
commitment to transparency, collaboration, and excellence in event management.

=
g d
: : - Y
Ombudsman Punjab, Madam Ayesha Hamid, Ms. Sidra Arshad and Mr. Omer Saeed,

overseeing final preparations with officers of the Deputy Directors, strategizing the execution
Office of the Ombudsman Punjab. of the 10l International Conference 2025.

Mr. Sami Ullah, Advisor F&P/I&D, in discussion with Event setup planning in progress with Ms. Rabia Aamir,
Ms. Dur-e-Shahwar, Director A&F, and Ms. Noor-ul-Ain Zafar, Consultant Media, and the event planner.
Deputy Director | & C, on planning the IOl International
Conference 2025.
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Screenshot Capturing Key Moments
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Performance Achievements

As a result of these extensive outreach and engagement efforts, the Office achieved significant
growth and impact across major social media platforms:

Platform Views (Total) Content Followers
Interactions Gained
Facebook 31.2 Million 38,000 +

Instagram 2.1 Million

TikTok (launched 524 K (Post Views)
July 2025)

The strong performance on these platforms highlights the effectiveness of the Office’s digital-first
outreach strategy, increasing both awareness and accessibility for citizens across Punjab.
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RESEARCH AND 11
DEVELOPMENT WING

1.  Introduction and Legal Mandate

The Research and Development (R&D) Wing was established on 1 July 2023 as the analytical and
evidence-generating arm of the Office of the Ombudsman Punjab. Its creation gives operational
effect to Section 9(3) of the Punjab Office of the Ombudsman Act, 1997, which empowers the
Ombudsman “to arrange for studies to be made or research to be conducted for carrying out the
objectives of this Act and, in particular, for ascertaining the root causes of corrupt practices and
injustice, and to recommend appropriate steps for their eradication.”

Guided by this legislative mandate, the Wing undertakes thematic research, diagnostic assessments
and field-based inquiries across government departments to identify systemic weaknesses that
contribute to maladministration. Through rigorous analysis, interdepartmental engagement and
structured follow-up, the Wing supports the Ombudsman’s objective of enhancing administrative
justice and strengthening citizen-centred service delivery in Punjab.

Since its inception, the Wing has evolved into a central repository of institutional learning, sectoral
insight and reform-oriented analysis. Its work contributes significantly to improving public
administration through the identification of recurring issues, formulation of evidence-based
recommendations and sustained engagement with implementing departments.

2. Institutional Functions and Core Responsibilities

2.1. Core Mandate and Scope of Work

The R&D Wing performs a set of interconnected functions designed to diagnose administrative
inefficiencies, analyse service-delivery gaps and recommend practical, evidence-based reforms. Its
responsibilities include formulating research questions, designing and conducting studies, collecting
and verifying data through field engagement and preparing reports that present clear findings and
actionable recommendations.
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2.2. Field-Based Inquiry and Grounded Assessment

Field inquiry constitutes a central feature of the Wing’s methodology. Engagement with
departments, district administrations and frontline personnel ensures that assessments reflect
operational realities rather than theoretical assumptions. Research teams conduct site visits, review
documentation, interview stakeholders and triangulate evidence to ensure accuracy and depth. The
findings of each study are formally communicated to the relevant authorities for consideration and
implementation.

2.2. Follow-Up, Accountability and Implementation Tracking

Structured follow-up is a defining characteristic of the Wing’s mandate. Through meetings with
departmental leadership, progress reviews and compliance tracking, the Wing monitors the adoption
of recommendations and identifies constraints requiring further support. This sustained engagement
strengthens accountability mechanisms, deepens departmental understanding of systemic issues and
contributes to a more responsive and transparent public service culture.

3. Regular Research Studiest

Regular studies constitute the core of the Wing’s annual workplan. These studies originate from three
primary sources: recurring themes reported through public complaints, emerging governance issues
warranting timely administrative attention and directives issued by the Honourable Ombudsman.

During 2025, the Wing completed twenty-one studies across sectors such as health, education,
environment, excise and taxation, housing, irrigation, policing and service delivery institutions. Each
study analysed institutional frameworks, examined operational challenges and proposed practical
reforms tailored to departmental capacities. The research conducted during the year reflects a
commitment to producing high-quality analysis grounded in field realities, with the objective of
improving public service systems and facilitating citizens more effectively.

4. Special Assignments

Special assignments entrusted by the Honourable Ombudsman address areas of significant public
concern or matters requiring immediate institutional attention. These assignments complement the
Wing’s annual workplan and strengthen the Office’s capacity to respond to emerging governance
challenges.

Office of
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41. Assessment of the Zewar-e-Taleem Programme:
Challenges in Beneficiary Verification and Disbursement

The Wing undertook a detailed assessment of the Zewar-e-Taleem Programme across sixteen
districts to examine the accuracy of beneficiary identification, stipend disbursement timelines and
monitoring mechanisms. Field visits and district-level consultations revealed inconsistencies in
attendance verification, delays in financial disbursement and uneven adherence to operational
procedures.

The Wing recommended standardising verification protocols and enhancing digital attendance.

4.2. ldentifying Inefficiencies in Certificate Issuance by Boards
of Intermediate and Secondary Education (BISEs)

Responding to a significant volume of citizen complaints, the Wing conducted an assessment of
certificate issuance procedures across BISEs. The study identified outdated manual records,
fragmented archival systems and inconsistent timelines for the issuance of duplicate certificates,
result cards and verifications.

Recommendations included digitising archival records, standardising processing timelines across all
boards, expanding facilitation counters, improving public guidance materials and introducing online
appointment scheduling to reduce congestion and delays.

4.3. Critical Appraisal of the E-Abiana Digital Revenue
Collection System

The E-Abiana digital system represents a major reform initiative aimed at improving transparency in
revenue collection. The Wing conducted a critical appraisal of its technical performance, user
experience and field-level adoption.

Findings indicated gaps in farmer awareness, inconsistent utilisation of the system across districts,
limited technical training for field officials and functional issues within the application interface.
Recommendations focused on improving user education, strengthening coordination between the
Irrigation Department and PITB, adding functionality to address farmer grievances and stabilising
backend system performance.
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4.4. Analytical Review of International Ombudsman
Institute’s Best Practice Paper: “Outreach Practices
from Ombudsman Around the World”

The Wing prepared an analytical review of the IOl Best Practice Paper on outreach, highlighting
international models of citizen communication, public awareness and grievance facilitation. The
analysis identified several approaches suitable for adaptation in Punjab, including decentralised
outreach units, mobile grievance desks, academic partnerships and structured awareness
campaigns.

In light of the recommendations contained in this review, the Honourable Ombudsman approved the
establishment of a mobile van initiative for the specific purpose of extending grievance redressal
services to underserved and remote areas of South Punjab. The initiative has since facilitated access
for a significant number of individuals who were previously unable to approach any institutional
forum. Through direct field engagement, the mobile vans have created substantial awareness
regarding the mandate and role of the Office of the Ombudsman Punjab and have contributed to a
marked increase in the number of complaints received during field visits. The Office of Ombudsman
Punjab expanded the programme after the initial success of the first mobile van and procured and
launched 3 further mobile vans. There are now currently 4 vans which constantly tour remote areas
of different districts in order to raise awareness of the work of the the Office of Ombudsman Punjab
and also to provide our services to the complainants at their doorstep. During 2025 the 4 mobile vans
registered almost 5000 complaints.

MAERS
ot ol :

On 15th September 2025, the Awami Khidmat Van commenced its journey with the first day’s
visit to Dunyapur, Lodhran, covering the areas of Adda Puniya Bangla, Jalla Arain, and Makhdoom Ali.
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5. Strengthening Institutional Capacity through Partnerships

5.1. Strategic Rationale for MOUs

To enhance analytical capability and access to specialised expertise, the Wing formalised
partnerships with the National School of Public Policy (NSPP), the University of the Punjab (PU) and
the Information Technology University (ITU). These MOUs provide a structured framework for
collaboration in research, data sharing, academic consultation and professional development.

5.2. Joint Activities and Knowledge Exchange

Following the signing ceremonies, each partnership facilitated expert interactions, peer review
sessions and joint knowledge initiatives. Through these collaborations, the Wing gained access to
academic expertise, research datasets and sectoral insights that strengthened the quality and
credibility of its work.

5.3. Institutional Significance

These partnerships connect the Wing with contemporary governance debates, technological
developments and academic networks. They reinforce the Wing’s role as a knowledge-driven
institutional actor contributing to public sectorimprovement in Punjab.

MOU Signing Ceremony, University of the Punjab and R&D Wing, 3 March 2025
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MOU Signing Ceremony, National School of Public Policy MOU Signing Ceremony, Information Technology University
and R&D Wing, 12 March 2025 and R&D Wing, 2 February 2025

6. Capacity Building and Professional Development

6.1. Internal Learning and Skills Development

A series of internal training sessions were conducted to improve research methodologies, enhance
field inquiry approaches and strengthen analytical techniques. These sessions supported peer
learning and promoted consistency in research outputs.

6.2. External Engagements and Specialist Inputs

Under the MOU with the Information Technology University, a senior faculty member delivered a
session on the use of Artificial Intelligence in research and data analysis. Additionally, the Civil
Services Academy invited the Wing to brief senior officials of the Higher Education Commission on
systemic challenges in higher education governance.

Presentation of a Bouquet to an ITU Faculty Member Workshop on Higher Education Challenges through
following a Lecture on “Use of Al in Research”, March 2025 the Lens of the Punjab Mohtasib
(Civil Services Academy, 26 September 2025)
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6.3. Internship Programme

The Wing continued its structured internship programme, providing young researchers with exposure
to applied governance research, data analysis and policy evaluation. This initiative supports both
institutional capacity development and the professional grooming of future public policy
practitioners.

7.  Implementation Efforts and Follow-Up Mechanism

/1. Structured Departmental Engagement

Upon completion of each study, the Wing engages with the relevant departments through
structured follow-up meetings. These discussions clarify findings, address implementation
constraints and establish feasible reform actions.

7.2. Monitoring Compliance and Supporting Reform Adoption

The follow-up mechanism serves as a vital monitoring tool, enabling the Wing to assess progress,
identify challenges and guide departments in adopting recommended reforms. This process
strengthens accountability and reinforces the Office’s commitment to sustained administrative
improvement.

8. Success Stories

8.1. Reformingthe One Window Cell of the Lahore
Development Authority (LDA)

8.11. Background and Rationale

The One Window Cell (OWC) of the Lahore Development Authority serves as a primary interface for
land-related services. Persistent public complaints regarding delays, complex procedures and
inadequate facilitation prompted the Wing to undertake a comprehensive evaluation of the OWC.

8.1.2. Key Findings

The assessment identified procedural fragmentation, prolonged processing times, infrastructure
shortcomings, limited public guidance and inconsistent deployment of digital services. These
challenges collectively affected service efficiency and citizen satisfaction.
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8.1.3. Engagement with LDA

The findings were presented in March 2025 to the Minister, Secretary and senior officials of the
Housing Urban Development and Public Health Engineering Department and LDA. A focal person
was appointed to coordinate reforms, and LDA later submitted a written response outlining
proposed corrective measures.

81.4. Verified Improvements

A follow-up study in August 2025 confirmed substantial improvements, including reduced waiting
times, enhanced facilitation counters, clearer signage, expanded digital support services,
upgraded infrastructure and improved workflow management. These reforms demonstrate the
impact of evidence-based administrative intervention and highlight the OWC as a model of how
structured research and coordinated departmental action can transform service delivery.

Meeting with Minister and Secretary (HUD & PHED) Meeting with Director OWC- LDA
and LDA Representatives

8.2. Adult Literacy Centres in Rajanpur and Rahim Yar Khan

8.21. Background and Purpose of the Assessment

Adult literacy remains a longstanding development challenge in several districts of South Punjab, where
limited access to formal education has resulted in generational cycles of illiteracy. The Adult Literacy
Centres (ALCs) established by the Literacy and Non-Formal Basic Education Department are an
important initiative aimed at equipping adults, particularly women and marginalised groups, with
foundational literacy and numeracy skills.

Recognising the significance of this programme for social empowerment and local development, the
Research and Development Wing undertook a comprehensive field-based assessment of ALCs in
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Rajanpur and Rahim Yar Khan from 14 to 17 October 2025. The purpose of the study was to examine the
operational status of centres, assess instructional quality, understand learner progress and identify
systemic or logistical constraints affecting programme effectiveness. A total of twenty-two centres
were visited, including several operating within district jails. This offered insight into both
community-based and correctional learning environments.

8.2.2 Methodology and Scope of Inquiry

The assessment followed a mixed-method approach to ensure a balanced understanding of
programme delivery.

Q) Structured Observation
Research teams observed teaching sessions, reviewed instructional content and examined
the physical condition of learning spaces.

b) Interviews and Interactions
Learners, instructors and Literacy Mobilisers were interviewed to understand learning
progress, challenges and community perceptions.

c) Review of Documentation
Attendance registers, learning material, progress sheets and monitoring documents were
examined for consistency and completeness.

d) Field Verification
The Wing conducted independent verification of enrolment claims, learner progress and
class regularity through random sampling and spot checks.

e) Jail-Based Centres Inquiry
Special consideration was given to centres functioning inside correctional facilities to
assess their constraints, security procedures and rehabilitative impact.

This triangulated methodology ensured that findings were grounded in observed realities rather
than administrative assumptions.

8.2.3. Key Findings and Field Observations

Q) Centre Functionality and Instruction Quality
Most centres were operational and maintained regular instruction despite limited resources.
Instructors demonstrated strong commitment and an encouraging teaching attitude. Many
supplemented the prescribed curriculum with additional materials such as handmade
flashcards, sentence-writing exercises and numeric worksheets to support slower learners.
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Physical environments varied. Some centres lacked ventilation or adequate lighting,
although this did not reduce learner attendance, which remained consistent across most
locations.

b) Evidence of Learner Progress
The assessment recorded measurable improvements in literacy and numeracy, including:
» recognition of Urdu alphabets
» reading of short words and simple sentences
e improvement in handwriting and composition
» correct identification of numbers
» ability to sign names instead of using thumb impressions
* reading basic instructions such as on medicine labels or utility bills
For first-generation learners, especially women, these achievements represented significant
personal empowerment.

Centre, Chak Lasa Pur Centre, Basti Mir Alam
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c) Human Stories Demonstrating Social Transformation
Several narratives illustrated the programme’s broader social impact.

Centre - Jampur ALC

Intergenerational Learning

In one centre, a teacher’s elderly mother attended classes alongside other
learners. This reflected the potential of the programme to break
long-standing cycles of illiteracy within families.

Women Reclaiming Agency

Learners expressed new confidence in reading mobile messages, 7kt

understanding school circulars, interpreting signage and helping children
with homework.

Community Acceptance and Support

Community elders and local shopkeepers described visible changes in Iid#%

behaviour, confidence and independence among learners who had
previously remained excluded from educational pathways.

Motivation within Correctional Facilities

Learners in jail-based centres described literacy classes as a constructive
and rehabilitative activity that improved well-being and provided a sense of
purpose.

These accounts highlight that the programme generates benefits extending
far beyond academic performance.
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8.2.4. Operational Challenges Identified
Despite promising outcomes, several systemic constraints hinder the programme’s full potential.

a) Delayed Honouraria

Instructors reported significant delays in the payment of honouraria. This affected morale,
created uncertainty and in some cases impacted class regularity.

b) Limited Monitoring Support
Literacy Mobilisers lacked adequate facilitation for field mobility, which reduced their
ability to perform regular oversight and provide timely support to instructors.

c) Absence of Functional Literacy Modules
Although basic literacy was being achieved, the curriculum did not include functional,
livelihood-oriented skills such as budgeting, practical numeracy or basic digital literacy.
Learners expressed interest in knowledge that could be applied directly to daily activities.

d) Inadequate Centre Coverage
The number of centres in both districts was insufficient relative to the size of the adult
population requiring support, leaving remote localities underserved.

e) Variability in Record Keeping
Attendance and progress records were maintained inconsistently across centres,
complicating verification at the district level.
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Centre- RYK, UC-District Jail

8.2.5. Conclusion

The assessment demonstrates that ALCs in Rajanpur and Rahim Yar Khan are producing meaningful
educational and social outcomes despite limited resources. Instructors have established supportive
learning environments, and learners have shown measurable improvements in literacy, confidence
and independence. Human stories from the field highlight the programme’s ability to influence
household dynamics, empower women and strengthen intergenerational learning.

With targeted administrative reforms and adequate departmental support, the ALC initiative has
the potential to evolve into a flagship programme for adult education and human development in
Punjab.
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SELECTED ORDERS OF %‘a
THE HONOURABLE
GOVERNOR PUNJAB

As provided in Section 32 of the Punjab Office of the Ombudsman Act, 1997, a person aggrieved by a
decision or order of the Ombudsman may, within thirty days of such decision or order, submit a
representation to the Honourable Governor. The Honourable Governor Punjab may pass such order
on the representation as deemed appropriate.

Some important orders of the Honourable Governor Punjab were circulated among the
Advisors/Consultants of this Office for their guidance and to ensure uniformity in the processing and
investigation of complaints.

The following important orders passed by the Honourable Governor Punjab are reproduced in this
chapter for the information of readers.
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ORDER

Mr. Muhammad Rizwan, Chief Executive Officer (CEQ), District |
Slo Ghulam Hussain, Rio Lahore vs | Education Authority (DEA), Khushab |
l__ - (Representationist) {(Respondent) |

No. SO(0Omb-1)GS5/281/2025

This Order will dispose off the representation of Mr. Muhammad Rizwan, Sfo Ghulam
Hussain, Rfo Lahore, preferred under Section 32 of The Punjab Office of the Ombudsman Act, 1997,
against the Order of the Ombudsman Punjab dated 28032025, passed in Complaint
MOs. POP25LH 10003552 and POP25LHI0003530,

2. Srief facts of the case are that Mr. Muhammad Rizwan, Rfo Lahore (Representationist),
lodged a complaint before the Ombudsman Punjab, stating that he applied for five (05) posts of School
Teacher Interns (5TIs) in District Khushab. The Representationist alleged that despite fulfilling requisite
merit criteria and being short listed, securing first position for three posts and second position for the
remaining two, he was unjustifiably rejected during interview process. He furlher submitted that he
approached the refevant authorities for redressal, but to no avail. The Representationist, therefore,
requested the Ombudsman Punjab that the Chief Executive Officer (CEQ), District Education Authority
(DEA), Khushab (Respondent Agency) may be directed to ensure that recruitment process of School
Teacher Intm.{STls} be conducted transparently an medil.

3 The representalive of the Chief Executive Officer (CEQ), District Education Authority
(DEA), Khushab (Respondent Agency), submitted a report to the Ombudsman Punjab, stating that
Government of the Punjab, School Education Department launched School Teacher Intemship
Program 2024 and interested candidales applied for various teaching cadres through an onfine portal.
It was further reported that merit of the candidates was calculated by the online portal based on their
academic records. In response, Mr. Muhammad Rizwan (Representationist) applied against posts of
EST (Science) and EST (Computer Science) al Government Elementary School No.1 Pail and
Government High School Padhar, respectively, located at District Khushab. The Representationist was
interviewed by a commiftee on 03.02.2025 and 04.02.2025, and was awarded five (05) marks out of
five for both posts. The Respondent Agency further reported that the Representationisl's allegations
regarding ireqularities in recruitment process of Schoal Teacher Interns (STIs) had already been got
probed through the District Education Officer (SE), Khushab, However, these allegations could not be
proved or substantiated.
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4. The Ombudsman Punjab observed vide order dated 28.03.2025 that the recruitment

process of School Teacher Intemns (STIs) was not completed, and therefore, objections raised by the
Representationist were premature at this stage. It was further observed that despite issuance of
notices and telephonic reminders, the Representationist did not tender his rejpinder. In view of the
foreqaoing, the Ombudsman Punjab disposed off the instant complaint under Regulation 17 (d) of the
Ombudsman for the Province of Punjab (Registration, Investigation and Disposal of Complaints)
Regulations, 2005

5. Mr. Muhammad Rizwan (Representalionisl), feeling aggrieved by the Ombudsman
Punjab's Order, filed the instant representation, reiterating his previous stance. He stated, inter alia,
that glaring iregularities were committed during recruitment process of School Teacher Interns (3Tls)
in District Khushab, and requested that the matter be investigated through an impartial commiltee. He
further sought redressal of alleged discrimination meted out to him during the recruitment process.

B, | have gone through the record of the case including the written reply | comments of
the Respondent Agency and the rejoinder filed by the Representationist. It has been noted that the
Chief Executive Officer (CEQ), District Education Authority (DEA), Khushab (Respondent Agency),
while furnishing commentls / writlen reply vide letter dated 22.07.2025, argued that the seal for which
the Representationist applied was EST (Science), while the complainant holds a Master's degree in
Pak Studies. Meverheless, the Representationist was given maximum marks in intarview by the
committee, The Respondent Agency further contended that, in accordance with eligibility criteria
gutlined in School Teacher Internship Program, 2024, issued by Governmenl of the Punjab, School
Education Department vide lefter dated 31.01.2025, only the candidates having relevant subject
background were enlilled for selection. Hence, the Represeniationist's appointment was rejected under
School Teacher Internship Program, 2024, on the ground of having an imelevant academic
qualification. Upon perusal of available record, this Appellate Authority noted that the learmed
Ombudsman Punjab disposed off the complaint of the Representationist under Regulation 17 (d) of the
Ombudsman for the Province of Punjab (Registration, Investigation and Disposal of Complaints)
Reguiations, 2005, reproduced as under:-

“{7. Completion of Investigation- The investigation of a complaint shall, with
the approval of the Ombudsman, be closed when it is found that-

{d) the complainant fails fo furnish the required information or supply
relevant documents, or fails to attend hearings, despite notices and it
is not possible to decide the complaint on the basis of the available
record;”
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7. Considering the failure of Mr. Muhammad Rizwan (Representalionist) to submil a
rajoinder during ongoing investigation proceedings before the Ombudsman Punjab, subsequent
sowrpletion of recruitment process of School Teacher Intems (STIs), and appointment of eligible
candidates to the respective posts, as well as counter arguments presented by the Chief Executive
Officer (CEQ), District Education Authority (DEA), Khushab (Respondent Agency), this Appellata
Authority is of the considered view that leamed Ombudsman Punjab has rightly disposed off the
complaint of the Representationist. Consequently, the impugned Order of the Ombudsman Punjab
does nol warrant inference by this Appellate Authority.

8. For what has been stated above, the instant representation is disposed off and the
impugned decision of the Ombudsman Punjab dated 28.03.2025 is upheld in the aforementioned
2rms. Parties lo the case be informed accordingly.

(SA ER KHAN )
ERNOR PUNJAB
Dated Lahore 08 DEC 2025

Page3of3
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ORDER
Chief Executive Officer (CEQ), | 1. Ms. Asmat Bibi, ]
District Education Authority (DEA), | 2. Wr. Rajab Ali Hasnain, |
Bhakkar. VS 3. Ms. Nagina Afzal, '
, - Rio Bhakkar. ;
(Representationist) | | (Respondents) |

No. SO(Omb-11)GS/82, 83 & 84/2024

This Order will dispose of three separate representations of Chief Executive Officer
(CEQ), District Education Authority (DEA), Bhakkar, preferred under Section 32 of the Punjab Office of
the Ombudsman Act, 1997, against the Order of the Ombudsman Punjab dated 31.01.2024,
3.01.2024 & 30.01.2024, passed in Complaint Nos, POP23BHKD018561, POP23BHK0019136 and
POP23IBHK0019534 respectively. Keeping in view the similar nature of subject matter involved, all the
representations are being disposed of through a single joint order,
2 Brief facts of the case are thal Ms. Asmal Bibi (Respondent No 1), Mr. Rajab Al
Hasnain (Respondent No.2) and Ms. Nagina Afzal (Respondent No.3), filed three separate complaints
before the Ombudsman that they submitted applications for appointment under Rule 17-A of the
Punjab Civil Servants (Appointment and Conditions of Service) Rules, 1374 but no action was taken by
the Representationist Agency. They requested the Ombudsman to pass directions lo the
Representalionist Agency for their appointment under Rule 17-A of the Rules ibid.
3 Chief Executive Officer (CED), District Education Authority (DEA), Bhakkar
(Representationist Agency), reported to the Ombudsman Punjab that the similar nature representations
are pending before the appellate forum under Section 32 of the Punjab Office of the Ombudsman Act,
1997 and further necessary action in the matter will be taken on decision of the same.,
4 The Ombudsman noted in his decisions that the matter of appointment under Rule 17-
A against the posts reserved for various quotas has already been decided in another complaint
No.POPZ2BHK0012910 which was also maintained by the Appellate Authority / Gavernor Punjab vide
letter No. SO{OMB-11)GS5/447/2022 dated 10.04.2023 wherein, the stance of the Representationist
Agency was denied. The Ombudsman, therefore, under Section 11 of the Punjab Office of the
Ombudsman Act, 1997 directed the Chief Execulive Officer (CEQ), District Education Authority (DEA),
Bhakkar to ensure appointment of the Respondents under Rule 17-A of the Rules ibid as per their
eligibility criteria against the available posts and submit implementation report within a period of thirty
(30} days. The complaint was disposed of by the Ombudsman, accordingly.
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5. Chief Executive Officer (CEQ), District Education Authority (DEA), Bhakkar
(Representationist), feeling aggrieved by the orders of the Ombudsman, has filed three separale
representations, reiterating the Agency's previous stance and, inter alia, stating that the Secrelary,
Government of the Punjab, School Education Department, Lahore sought guidance from Services &
General Administration Department (S&GAD), Regulations Wing, Lahore vide letter No.SO(SE-I)7-
83/2016 dated 08.01.2019 regarding the appointment under Rule 17-A of the Rules ibid against various
reserved quotas and the Section Officer (R-Il), S&GAD, Regulations Wing, Lahore vide letter No.SOR-
I{S&GAD)2-517(F) dated 24.01.2019 replied that appointment under Rule 17-A can only be made
against the post to be filled in by initial recruitment. Appointment under the said Rule cannot be made
against the posts reserved for women / minority quota. He has contended that presently only six (06)
posts of Junior Clerk against open merit quota are lying vacant which are right of the public for
recruitment as Junior Clerk against open merit, women guota, disabled quota and minority queta
whenever advertised. He has requested to set aside the impugned Order of the Ombudsman in the
best interest of justice.

6. | have gone through the record of the case including written replies / comments of the
Respondent No.1 & 3 and rejoinders of the Representationist Agency. The Respondent No.2 was
directed to submit his reply / comments vide letter No.SO(OMB-11)G5/83/2024 dalted 28.02.2024 and
subsequent reminders dated 18.03.2024 and 08.04.2024 but he failed to submit the same. Perusal of
the available record reveals that the instant matter pertains to the appointment of the Representationist
under Rule 17-A. It is pertinent to mention here that a clarification was sought on the subject matter and
as per advice furnished by the Regulations Wing, Services & General Administration Department vide
No.SOR-III{SAGAD)8-2/2023 dated 06.12.2023, appointment under Rule 17-A is to be made against
the posts meant for initial recruitment. The same cannot be made against any post meant for reserved
quotas i.e; Women Quota, Minority Quota, Disabled Quota ete. Moreover, the posts against various
quotas are to be calculated against the tolal sanctioned strength of a cadre and shall be filled in only
during initial recruitment. Hence, stance of the Respondent Agency seems tenable to the extent that
the Representationist cannot be appointed against the posts available for various reserved quolas.

7. Perusal of the available record reveals thal the Representationist Agency has
contended before this appellate forum that eighteen (18) posts of Junior Clerk (Reserved against
various quotas) had already been filed under Rule 17-A of the Rules ibid in violation of Rules and
presently only fourteen (14) posts of Junior Clerk under various quotas are lying vacant, detail of which

is a5 below;
ATTEST
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& | Detail of Post 5“:‘;‘{:"' Filed Posts | Vacant Posts
1. | Open Ment/ Rule 17-A Posts 115 133 8
2. | In-service Promation Quota @ 20% 38 37 01
3. | Disable Quota @ 3% 06 6 -
4. Minority Quota @ 5% 06 — 04
5. | Women Quota @ 15% 23 - 08

| Total 190 176 .

It is 1o be noted that since no post against open merit is available in the Representationist Agency,
therefore, the Respondents could not be appointed against the posts reserved for other quotas. It is
also to be noted that the Govemment of the Punjab, Services and General Administration Department
(Regulations Wing), Lahore vide its Notification No.SOR-III(S&GAD)2-60/2024 dated 24.07.2024 had
omitted the provision of Rule 17-A from the Punjab Civil Servants (Appointment and Conditions of
Service) Rules,1974. However, this notification has been implemented with immediate effect and does
not enjoy retrospective effect. Therefore, omission of Rule 17-A will not prejudice the rights of parties
that accrued under Rule 17-A before 24.07.2024 and facility of provision of employment under Rule 17-
A will continue to exist for legal heirs of these who died while in service or declared invalidated /
incapacitated for further service before 24.07.2024. Similar matter has also been decided by the
Hon'ble Lahore High Court, Multan Bench, Multan in writ pefition No.13444/2024 titled as *Syed Noor-
ul-Hadi Shah Versus Govemnment of Punjab, etc.’ which states as under.

wy...In terms of Rule 17-4, ibid, specified triggering event is the occasion when
civil servant dies during service or is declared invalidated / incapacitated. This
requires no elaboration. If Civil servant had died or declared invalidated /
incapacitated before the Notification dated 24.07.2024, and any of his
unemployed children or widow had expressed willingness to invoke / seek
benefit of Rule 17-A, omission of Rule 17-A would not prejudice the right to be
considered for appointment, subject to fulfilling limitations and conditions
provided. Hypothetically speaking, if a civil servant had died on 23.07.2024,
could right to be considered be denied without affording / extending reasonable
time for demonstrating the intent of an heir to invoke Rule 17-A. Such denial
would be unreasonable and otherwise not sustainable in the context of doctrine
of ‘locus poenitentiae’. In brief, happening of a triggering event in terms of Rule
17-A of the Rules, 1974, if had happened before omission of Rule 17-4, ibid, took
effect, would extend right to be considered...

8. In view of above narration, it i§ clear that through impugned order
respondent(s) had attempted to give refrospective effect to Notification dated
24.07.2024, which interpretation is preposterous, misdirected and manifest ermed
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reading / interpretation of the Notification, not even intended by the policymaker
{ rule-making authority. Hence, impugned order is not sustainable in law.

9, This petition is allowed and impugned order is set-aside. It is pertinent to
observe that this order shall not be construed as an order directing appointment
of the petitioner, but simplicitor an illustrative and interpretative reading of the
Notification dated 24.07.2024 in the context of its prospective effect / application.
Petitioner's right ta be considered for appeintment in ferms of Rule 17-A would
be examined, considered and decided on the basis of facts and circumstances
existing / involved.”

Moreover, the similar directions have been passed by the Hon'ble Lahore High Court, Lahore in

another judgment vide writ petition No 62298/2024 titled as 'Syed Muhammad Ali Raza Shah Versus
Govt of Punjab, etc.’

B Keeping in view the aforementioned facts of the case, the relevant provisions of Rule
17-A of the Punjab Civil Servants (Appointment & Conditions of Service) Rules, 1974 and the advice
lendered by the Regulations Wing, SAGAD dated 06.12.2023, it can safely be deducted that the
Representationist Agency has rightly denied appointment of the Respondents against the available
posts reserved against various quotas. The observation of the Ombudsman regarding appointment
under Rule 17-A against the posts reserved for various quotas does not hold water. Under these
circumstances, the Chief Executive Officer (CEQ), District Education Authority (DEA), Bhakkar is
directed to appoint the Respondents under Rule 17-A against the open merit posts in BS-01 o BS-11
as per their entitlement / eligibility criteria as prescribed in Rule 17-A of the Rules ibid as and when
these posts fall vacant. He is further directed to prepare a list of candidates waiting for appointment
under Rule 17-A in a chronological order as per their date of submission of applications and ensure
that the eligible candidates, including the Respondents are appointed against the available posts under
the relevant law / rules on first-come-first-serve basis. Hence, the Order of the Ombudsman Punjab
wamanis partial modification.

9, For what has been stated above, these representations stands disposed of and the
Orders of the Ombudsman Punjab are modified in aforementioned terms. Pam'y o the
informed, accordingly.

cases be
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ORDER

Syed Salman Haider, 1. The Secretary,
Building Inspector and other concerned Government of the Punjab,
officers of Municipal Corporation, Local Government & Community
Bahawalpur V5 Development Department
2. Mr. Zia-ur-Rehman
Rfo Bahawalpur
(Representationists) (Respondents)

No. SO{Omb-11)GS/321/2024

This Order will dispose off the joint representation of Syed Salman Haider, Building
Inspector and other concemned officers of Municipal Corporation, Bahawalpur, preferred under Seclion 32
of the Punjab Office of the Ombudsman Act, 1997, against Order of the Ombudsman Punjab dated
06.06.2024, passed in Complaint No.POP24BWP0004868.

2. Brief facts of the case are that Mr. Zia-ur-Rehman, resident of Bahawalpur (Respondent
No.2), lodged a complaint before the Ombudsman Punjab, alleging that Mst. Shamshad Begum, wife of
Muhammad Afzal Khan, residing al Faisal Colony East, Mouza Kama Bahawalpur, was carrying out the
ilegal construction of a commercial girls' hostel within a residential area, in collusion with officers and
officials of the Municipal Corporation, Bahawalpur. The Respondent No.2 requested the Ombudsman
Punjab to halt the illegal construction of the commercial buikding / gils' hostel in the residential localty and,
inter alia, fo initiate disciplinary proceedings against the delinquent officers and officials of the Municipal
Corporation, Bahawalpur.

3 The Municipal Corporation, Bahawalpur submitted a report to the Ombudsman Punjab,
slating that the building plan for the disputed girls' hostel owned by Mst. Shamshad Begum, wife of
Muhammad Afzal Khan, was placed before the District Planning & Design Committee (DPDC) in its
meeting held on 01.02.2024 as Agenda Item No.50. The District Planning and Design Committee (DPDC),
after deliberation, approved the building plan for the disputed girls hostel in Khata No.B4/65, Khatooni
No.114 to 115, measuring 03-Marlas, situated at Faisal Colony East, near Gul-e-Elahi Mosque, Mouza
Karna, Bahawalpur under Section 4{viii){b) of the Punjab Local Govemment Land Use Plan (Classification,
Reclassification and Redevelopment) Rules, 2020. Additionally, a challan amounting to Rs 482,002/ was
issued for the conversion fee,

4, The Ombudsman Punjab observed thal, prima facie, the complaint lodged by Mr. Zia-ur-
Rehman (Respondent No.2) was based on factual grounds. It was noled that the building of the disputed
girs’ hostel had already been constructed on 5'2 Marlas before the submission of the building plan.
Subsequently, the concemned Building Inspector of the Municipal Corporation, Bahawalpur, by concealing
material facts, facilitated the approval of change of land use/ﬂmme District Planning & Design Commities
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(DPDC), thereby demonstrating maladministration on his parl. Given these circumslances, it cannot be
ruled out that the concemned Building Inspector acted with malafide intent, possibly influenced by bribery
and ilegal monetary benefits from the owner of the disputed gids' hostel. The Ombudsman Punjab,
therefore, under Section 11(2) of The Punjab Office of the Ombudsman Act. 1997, directed the Secretary,
Government of the Punjab, Local Govemment and Community Development, 1o initiale disciplinary
proceedings against the Building Inspector and other officers of the Municipal Corporation, Bahawalpur,
under the provisions of the Punjab Employees Efficiency, Discipline and Accountability (PEEDA) Act, 2008,
for misrepresentation and concealment of facts before the District Planning & Design Committee (DPDC).

5. Syed Salman Haider, Building Inspeclor, along with other concemed officers of the
Municipal Corporation, Bahawalpur (Representationists), feeling aggrieved by the order of the Ombudsman
Punjab, has filed the instant joint representalion, reiterating their previous stance. The Representationists
have contended, inter alia, that the Ombudsman Punjab, while passing the impugned Order, glossed aver
the fact that Mr. Zia-ur-Rehman (Respondent No.2) had originally lodged the complaint against the Chief
Officer, Municipal Corporation, Bahawalpur, He argued that the Ombudsman Punjab neither summaned
nor issued any notice to the concemed Building Inspector during the inquiry proceedings. According o him,
he had been condemned unheard. Furthermore, Syed Salman Haider, Building Inspecior, asserled that the
Ombudsman Punjab unjustly placed the maximum responsibility on him in the impugned order dated
06.06.2024, which is contrary to the noms of justice. In view of the above, he has requested that the
impugned order be set aside.

6. At the very outset, the question of limitation needs to be addressed under the Limitation
Act, 1908. In this regard, it is noled that the Representationists submitled representation against the
Ombudsman's Order dated 06.06.2024, which was received in this Secretarial on 15.07.2024. The said
representation comprised a separale application regarding condonation of delay under Section 5 of the
Limitation Act, 1908. The Representationists avemred that they have received impugned Order of the
Ombudsman on 20.06.2024 through registered posl. The argument of the Representalionists seems
plausible to thal score as nothing contrary is available on record to prove otherwise. Hence, the request of
the Representationist regarding condonation of delay in the instant matter is allowed within the scope of
Section 5 of the Limitation Act, 1208.

7 Record of the case has been perused including writlen reply/ comments of the
Respondents and rejoinder filed by the Representationist. Furthermore, both the Representationists and
the Respondent No.2 were afforded an opportunity of personal hearing on 18.06.2025 to substantiate their
respective stances. The said hearing was attended by Mr. Zia-ur-Rehman (Respondent No.2) and the
Representationists did not attend on the basis of their medical issues but later on sent a representative.
From scrutiny of the available record, it reveals that Mst. Shamshad Begum submitted a commercial
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building plan of a private Hostel, measuring an area of three (03) marlas 136 Sqft on 22.01.2024. She also
submitted a residential building plan for the same premises, measuring area 1042 Sqft (3.85 marlas) on
22.01.2024, The land use change permission of three (03) marlas 136 Sqft was granted by the District
Planning and Design Committee (DPDC) in its meeting held on 02.02.2024, but formal sanction of building
plan by the Municipal Corporation Bahawalpur was not accorded dus to certain objections in the light of the
prevailing building Bye-laws. Subsequently, Mst. Shamshad Begum, the owner of the subject property,
unlawfully annexed and merged the residential house with the existing hostel building without obtaining the
requisite permission or approval, She began operating her approximalely seven (07) marlas property as a
commercial Gids Hostel withoul any formal sanction or approved building plan from the Municipal
Corporation Bahawalpur, As a result, multiple notices were served lo Msl. Shamshad Begum by the
concemed Building Inspector, directing her to submit and seek approval for the commercial building plan of
the said private hostel However, upon her continued fallure lo comply with the notices, the concerned
Building/Enforcement Inspector proceeded to seal the premises in accordance with the prowisions of
Section 178 of the Punjab Local Government Act, 2022. Aggrieved by the sealing proceedings, the owner
Mst. Shamshad Begum filed a Writ Pefition No.5413/2024 titled *Shamshad Begum Vs. Provincial
Ombudsman Punjab, elc.” before the Hon'ble Lahore High Court Bahawalpur Bench. The Hon'ble Court
disposed of the aforementioned Wit Petition with the direction to the Chief Officer Municipal Corporation
Bahawalpur as under-

“Pelitioner is directed to approach respondent No.6 and plead her grievance within

three days of passing of this order. Respondent No.6 will decide the matfer within a

period of one week thereafter, through written order, explaining reason for sealing of

premises.”
8. In compliance with the above directions, the Chief Officer, Municipal Corporation,
Bahawalpur, afforded a personal hearing to the representative of Mst. Shamshad Begum on 19.07 2024.
However, afler examining the record and considering the arguments and submissions of the petitioner's
representative, the Chief Officer rejected the request for de-sealing the hostel premises vide order dated
20.07.2024. The rejection was based on the grounds that the petifioner must first obtain approval of the
commercial building plan for the entire area being used as a hostel, i.2., seven (07) marlas, and ensure the
provision of the requisile parking space in accordance with the building byelaws of the Municipal
Corporation Bahawalpur. Feeling aggrieved by the order daled 20.07.2024, Mst. Shamshad Begum again
filed a Writ Pefition No.5873/2024 before the Lahore High Courl Bahawalpur Bench, Bahawalpur assailing
the order dated 20,07 2024 passed by the Chiaf Officer, Municipal Corporation, Bahawalpur. The Hon'ble
Lahore High Court Bahawalpur Bench, Bahawalpur through order dated 23.09.2024 had directed the
funclionaries of Municipal Corporation Bahawalpur to de-seal the said property / hostel and facilitate the
pelitioner in getting approval of the remaining four (D4) marla hostel building. The operalive part of the
judgment of the Lahore High Court Bahawalpur Bench; Balhmwalp-ur is reproduced as under:-
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“Saquel of above discussion is that petition in hand is allowed, impugned order is sel
aside and the action faken by respondents gua sealing of subject property is declared
ilegal and without any lawful justification, as consequence whereof, respondents are
directed to de-seal the subject property, Immediately. Concerned authorities, however,
will be at liberty fo proceed in the matter strictly in accordance with the law by exploring
the possibility of ex post facto approval on the request of petitioner pending before
them as per rules, procedure & law applicable on the subject.”
9, Notwithstanding the foregoing discussion, this Appediate Authonity observes that the
District Planning and Design Commitiee (DPOC), in its meeting held on 02.02.2024, granted land-use
change permissian for only three (03) maras, despite the hoste! building had already been constructed on
approximately 07 maras of land. This discrepancy demonsirales a clear fallure on the parl of Building
Inspecior of the Municipal Corporation, Bahawalpur, o exercise due diligence in preventing the uniawlul
operation of a girls' hostel in a residential area. A perusal of the record further reveals that the Municipal
Corporation, Bahawalpur, issued Notice No. 1324 on 07.05.2024 to the owner of the said girls' hostal—anty
giter Mr. Zia-ur-Rehman (Respondent No. 2) lodged a complaint before the Ombudsman Punjab
on 20.03.2024, This delayed action underscores a lack of proactive enforcement. Consequently, Syed
Saiman Haider, Building Inspector, along with ofher concemed officers of the Municipal Corporation,
Bahawalpur {Representationists), cannol be absolved of their stalutory duty to safeguard public interest
and prevent unauthorized commercial activities within residential zanes under their jurisdiction. Needles to
say, their failure to act promplly and effectively consblutes negligence in discharging their official
responsibilities. Accordingly, this Appefiate Authority is of the considered view that the leamed Ombudsman
Punjab has rightly adjudicated the instant matier. The contention of the Representationists—that the
impugned order was passed in a hasty and unsubstanlialed manner, without due appreciation of the facls
on record—does not appear to be convincing. It is pertinent 1o note that the Representationists have faded
to point out any material imegularity or procedural infirmily in the impugned order passed by the leamed
Ombudsman Punjab. In light of the foregeing, the instant joint representation is davoid of merit, and the
impugned order passed by fhe Ombudsman Punjab warrants no interference by this Appellate Authority

10, For whal has been staled above, the instant joint representation is disposed off and the

case be informed, accordingly

Lavore 26 AUG 2025
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210(a)(5)
No authority should sanction any expenditure, which is likely to involve at later date
expenditure beyond its own powers of sanction.

210(b)(3)

That all charges incurred are drawn and paid at once and are not held up for want of funds
and allowed to stand over to be paid from the grant of another year; that money indisputably
payable is not left unpaid: and that all inevitable payments are ascertained and liquidated at
the earliest possible date;
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175
No orders involving additional expenditure in the ensuing financial year can be issued after
15th February, vide paragraph 1.14 of the Punjab Budget Manual (Fifth Edition).

2y J‘”L’ T oS U5 Aﬂ!{/’ s o f )(‘_5?/!)! d/:«l‘,eb JJBZ;.; 2 L‘/u//@ /5/7&11; o A d/u/i"l ft &7

Sre e U o § 8 SO s e G S T § 62 8 et L (2014) Foy eomndiy i i o
e 7020 £ SBHs

8.

A procuring agency shall, within one month from the commencement of a financial year,

devise annual planning for all proposed procurements with the object of realistically

determining the requirements of the procuring agency, within its available resources, delivery

time or completion date and benefits that are likely to accrue to the procuring agency in
future.

62.

A procuring agency shall make prompt payments to the contractor against the invoice or
running bill on satisfactory performance within the time given in the conditions of the contract
which shall not exceed thirty days.
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CONTACT US
14

Head Office

AYESHA HAMID
HONOURABLE OMBUDSMAN PUNJAB

Office of the Ombudsman Punjab Head Office,
Prof. Ashfag Ali Khan Road, Lahore.

Email: ayeshahamid@ombudsmanpunjab.gov.pk
042-99211773, 99214377, 9921710 (Off),
042-99212499 (Fax)

KAISER SALEEM (PAS)
SECRETARY

Office of the Ombudsman Punjab, Head Office,
Prof. Ashfaqg Ali Khan, Lahore.

Email: obd.sec@ombudsmanpunjab.gov.pk
042-99211783 (Off), 042-99212069 (Fax)

NASIM NAWAZ (PAS)
ADVISOR (HEADQUARTERS)

Office of the Ombudsman Punjab, Head Office,
Prof. Ashfag Ali Khan Road, Lahore.

Email: obd.adv.hg@ombudsmanpunjab.gov.pk
042-99211784 (Off)
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ARIF ANWAR BALOCH (PAS)
ADVISOR (INSPECTION & MONITORING) /
CPCC

Office of the Ombudsman Punjab Head Office,
Prof. Ashfag Ali Khan Road, Lahore.

Email: obd.adv.ins.mon@ombudsmanpunjab.gov.pk
042-99214236 (Off)

ASIF IQBAL CHAUDHARY (PMS)
ADVISOR (COORDINATION-I) / MEDIA

Office of the Ombudsman Punjab Head Office,
Prof. Ashfag Ali Khan Road, Lahore.

Email: obd.adv.cord@ombudsmanpunjab.gov.pk
042-99213867 (Off)

DR. MASOOD SALEEM (PSP)
ADVISOR (IMPLEMENTATION-II)

Office of the Ombudsman Punjab

Head Office, Prof. Ashfaqg Ali Khan Road, Lahore
Email: obd.adv.imp.2@ombudsmanpunjab.gov.pk
042-99214139 (Off)

DR. MUHAMMAD AJMAL KHAN (PAS)
ADVISOR (IMPLEMENTATION-III)

Office of the Ombudsman Punjab Head Office,
Prof. Ashfag Ali Khan Road, Lahore
042-99214185 (Off)
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MUHAMMAD NASIR JAMAL PASHA
(MEDICAL SERVICE)
ADVISOR (HEALTH SERVICES MONITORING)

Office of the Ombudsman Punjab, Head Office,
Prof. Ashfag Ali Khan Road, Lahore.

E-mail: obd.adv.hs.mon@ombudsmanpunjab.gov.pk
042-99213964 (Off)

MALIK KHIZAR HAYAT KHAN (D&SJ)
ADVISOR (LEGAL)

Office of the Ombudsman Punjab, Head Office,
Prof. Ashfag Ali Khan Road, Lahore

Email: obd.adv.ro.lgl@ombudsmanpunjab.gov.pk
042-99211406 (Off)

MUHAMMAD ANWAR RASHID (PMS)
ADVISOR (IMPLEMENTATION-1V)

Office of the Ombudsman Punjab Head Office,
Prof. Ashfaqg Ali Khan Road, Lahore.

Email: obd.adv.ro.imp4@ombudsmanpunjab.gov.pk
042-99211781 (Off)

TARIQ MAHMOOD (PCS)
ADVISOR (IMPLEMENTATION-I) /
COORDINATION-II

Office of the Ombudsman Punjab Head Office,
Prof. Ashfaqg Ali Khan Road, Lahore.

Email: obd.adv.imp@ombudsmanpunjab.gov.pk
042-99214235 (Off)
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MIAN MOHSIN RASHID (PMS)
ADVISOR HEADQUARTER I /
FOCAL PERSON OVERSEAS PAKISTANIS

Office of the Ombudsman Punjab, Head Office,
Prof. Ashfaqg Ali Khan Road, Lahore

Email: obd.cons.hg@ombudsmanpunjav.gov.pk
042-99211791 (Off)

AHMAD YAR KHAN (PAS)
ADVISOR (RESEARCH)

Office of the Ombudsman Punjab, Head Office,
Prof. Ashfaqg Ali Khan Road, Lahore.

Email: obd.adv.rnd@ombudsmanpunjav.gov.pk
042-99211764 (Off)

SAMI ULLAH (EX. CADRE)
ADVISOR (FINANCE & PROCUREMENT)/
(ITINFRASTRUCTURE & DEVELOPMENT)

Office of the Ombudsman Punjab, Head Office,
Prof. Ashfaqg Ali Khan Road, Lahore

E-mail: obd.adv.fp@ombudsmanpunjab.gov.pk
042-99211404 (Off)

DUR-E-SHAHWAR
DIRECTOR (ADMIN & FINANCE)

Office of the Ombudsman Punjab Head Office,

Prof. Ashfaqg Ali Khan Road, Lahore.

E-mail: obd.accts.officer@ombudsmanpunjab.gov.pk
042-99210961, 99213735, 99211776 (Off)
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RABIA AMIR
CONSULTANT (MEDIA)

Office of the Ombudsman Punjab Head Office,
Prof. Ashfaqg Ali Khan Road, Lahore.
E-mail: rabia.aamir@gmail.com

SIDRA ARSHAD
DEPUTY DIRECTOR (PROCUREMENT &
DEVELOPMENT)

Office of the Ombudsman Punjab Head Office,
Prof. Ashfaqg Ali Khan Road, Lahore.

E-mail: obd.po@ombudsmanpunjab.gov.pk
042-99212503,99213711 (Off)

NOOR-UL-AIN ZAFAR
DEPUTY DIRECTOR (IMPLEMENTATION &
COORDINATION)

Office of the Ombudsman Punjab Head Office,
Prof. Ashfag Ali Khan Road, Lahore.

E-mail: obd.inc.officer@ombudsmanpunjab.gov.pk
042-99212490 (Off)

MUHAMMAD OMER SAEED
DEPUTY DIRECTOR (ADMIN & TRANSPORT)

Office of the Ombudsman Punjab Head Office,
Prof. Ashfag Ali Khan Road, Lahore.

E-mail: omersaeed86@hotmail.com
042-99211759 (Off)
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NADEEM HASSAN GOHAR
REGISTRAR

Office of the Ombudsman Punjab Head Office,
Prof. Ashfaqg Ali Khan Road, Lahore.

Email: nhgohar@yahoo.com,
obd.reg@ombudsmanpunjab.gov.pk
042-99212502, 99211782, 99211780 (Off)

AFZAAL WARIS
DEPUTY DIRECTOR
(DEVELOPMENT & OPERATIONS)

Office of the Ombudsman Punjab Head Office,
Prof. Ashfag Ali Khan Road, Lahore.

E-mail: obd.mis.itid@ombudsmanpunjab.gov.pk
042-99211775 (Off)

ADIL AZIZ
DEPUTY DIRECTOR
(ITINFRASTRUCTURE & NETWORK SECURITY)

Office of the Ombudsman Punjab Head Office,
Prof. Ashfag Ali Khan Road, Lahore.

E-mail: obd.ane.itid@ombudsmanpunjab.gov.pk
042-99212616 (Off)

MUHAMMAD YAMIN BAJWA
COORDINATION-I / PSO TO OMBUDSMAN

Office of the Ombudsman Punjab Head Office,
Prof. Ashfag Ali Khan Road, Lahore.

E-mail: mybajwa@live.com

042-99211773 (Off)
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KHALID ALI GORAYA
ASSISTANT DIRECTOR (COORDINATION-II)

Office of the Ombudsman Punjab Head Office,
Prof. Ashfaqg Ali Khan Road, Lahore.

E-mail: khalidaligoraya@gmail.com
042-99213710 (Off)

MUHAMMAD NAEEM
ASSISTANT DIRECTOR (COORDINATION-III)

Office of the Ombudsman Punjab Head Office,
Prof. Ashfag Ali Khan Road, Lahore.

E-mail: mnaeemrana?27774@gmail.com
042-99214377 (Off)

HAMZA NAEEM
MEDIA MANAGER

Office of the Ombudsman Punjab Head Office,
Prof. Ashfag Ali Khan Road, Lahore.
E-mail: hamzaaanaeem@gmail.com

SYED SOHAIL AHMAD
PS TO SECRETARY

Office of the Ombudsman Punjab Head Office,
Prof. Ashfaqg Ali Khan Road, Lahore.

E-mail: syedsohailcmo@gmail.com
042-99212069 (Off)
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UMAR TAHIR
ASSISTANT DIRECTOR
(INTERNATIONAL AFFAIRS)

Office of the Ombudsman Punjab Head Office,
Prof. Ashfaqg Ali Khan Road, Lahore.

E-mail: umare847@gmail.com

042-99211791 (Off)

YASIR ABBAS
ACCOUNTS OFFICER

Office of the Ombudsman Punjab Head Office,
Prof. Ashfag Ali Khan Road, Lahore.

E-mail: yasirabbas1292@gmail.com
042-99213735 (Off)

SYED IMRAN HUSSAIN
DATA ANALYST

Office of the Ombudsman Punjab Head Office,
Prof. Ashfag Ali Khan Road, Lahore.

E-mail: syedimranhussain025@gmail.com
042-99211775 / 042-99211404 (Off)

KAMRAN WAHEED
ASSISTANT DIRECTOR (DEVELOPMENT)

Office of the Ombudsman Punjab Head Office,
Prof. Ashfaqg Ali Khan Road, Lahore.

E-mail: kamranwaheed90@gmail.com
042-9213711 (Off)
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MUHAMMAD ANWAR
ASSISTANT DIRECTOR (TRANSPORT)

Office of the Ombudsman Punjab Head Office,
Prof. Ashfaqg Ali Khan Road, Lahore.

E-mail: anwer.pk74@gmail.com

042-99211776 (Off)

SYED SIBT-E-HAIDER
ASSISTANT DIRECTOR (MEDIA)

Office of the Ombudsman Punjab Head Office,
Prof. Ashfag Ali Khan Road, Lahore.

E-mail: sibtehaider@gmail.com

042-99211405 (Off)
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Regional Offices

MUHAMMAD ASHRAF (PAS)
CONSULTANT (LH-1)

Office of the Ombudsman Punjab, Regional Office,

53-A, Garden Block, Near Raja Market, Garden Town, Lahore.
Email: obd.adv.ro.lhri@ombudsmanpunjab.gov.pk,
lahore@ombudsmanpunjab.gov.pk

042-99233342,41 (Off)

SYED AMAR SHAFIQ (PMS)
ADVISOR (LH-2)

Office of the Ombudsman Punjab, Regional Office,

53-A, Garden Block, Near Raja Market, Garden Town, Lahore.
E-mail: lahore@ombudsmanpunjab.gov.pk

042-99233345 (Off)

MOEEN MASOOD (PSP)
ADVISOR (LH-3)

Office of the Ombudsman Punjab, Regional Office

53-A, Garden Block, Near Raja Market, Garden Town, Lahore.
E-mail: lahore@ombudsmanpunjab.gov.pk

042-99233346 (Off)
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Dr. AAMER AHMED (PAS)
ADVISOR (LH-4)

Office of the Ombudsman Punjab, Regional Office,

53-A, Garden Block, Near Raja Market, Garden Town, Lahore.
E-mail: lahore@ombudsmanpunjab.gov.pk,

042-99233343 (Off)

AHMED MUSTJAB KARAMAT (PAS)
ADVISOR (LH-5)

Office of the Ombudsman Punjab,

53-A, Garden Block, Near Raja Market, Garden Town, Lahore.
E-mail: lahore@ombudsmanpunjab.gov.pk,
advisorlahore58@gmail.com

042-99233340 (Off)

MUHAMMAD HASSAN RIZVI (PMS)
ADVISOR REGIONAL OFFICE KASUR

Office of the Ombudsman Punjab,

Regional Office D.C Complex, Near Zila Katchery, Kasur
E-mail: kasur@ombudsmanpunjab.gov.pk
049-9250091 (Off)

MALIK MUHAMMAD ASLAM (PMS)
ADVISOR REGIONAL OFFICE SHEIKHUPURA

Office of the Ombudsman Punjab,

Regional Office Khalid Road, Opp. Goal Masjid, near Social
Welfare & Bait-ul-Maal Office, Sheikhupura

E-mail: sheikhupura@ombudsmanpunjab.gov.pk
056-9200220 (Off)
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MALIK MUHAMMAD ASLAM (PMS)
ADVISOR REGIONAL OFFICE NANKANA SAHIB

Office of the Ombudsman Punjab, Regional Office
Address: House No.32, Moon Khan Housing Colony,
Nankana Sahib.

E-mail: nankana.sahib@ombudsmanpunjab.gov.pk
056-2876633 (Off)

FAZAL ABBAS (PMS)
CONSULTANT REGIONAL OFFICE GUJRANWALA-I

Office of the Ombudsman Punjab, Regional Office
Session Court Road Opposite Establishment Office
Anti-Corruption Office Gujranwala

E-mail: gujranwala@ombudsmanpunjab.gov.pk
055-3410016 (Off)

FAZAL ABBAS (PMS)
CONSULTANT REGIONAL OFFICE HAFIZABAD

Office of the Ombudsman Punjab,

Regional Office DC Complex, Dy. Director Social Welfare &
Bail-ul-Maal Building Hafizabad

E-mail: hafizabad.omb@ombudsmanpunjab.gov.pk
0547-640041 (Off)

SYED PERVAIZ ABBAS (PAS)
ADVISOR REGIONAL OFFICE GUJRANWALA-II

Office of the Ombudsman Punjab,

Regional Office, Session Court Road Opposite Establishment
Office Anti-Corruption Office Gujranwala

E-mail: gujranwala@ombudsmanpunjab.gov.pk
055-9200170 (Off)
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CAPT. (R) ATTA MUHAMMAD KHAN (PAS)
ADVISOR REGIONAL OFFICE SIALKOT

Office of the Ombudsman Punjab,

Regional Office, Jummat Street, Mohallah Mumtazpura
(Hajipura), Daska Road, Sialkot.

E-mail: sialkot@ombudsmanpunjab.gov.pk
052-3556463 (Off)

SHEHZAD AHMAD MALIK
ADVISOR REGIONAL OFFICE NAROWAL

Office of the Ombudsman Punjab,

Regional Office, Social Welfare Complex, Near Al-Raheem
Garden, Phase I, New Lahore Road, Narowal.

E-mail: narowal@ombudsmanpunjab.gov.pk
0542-470335 (Off)

MUHAMMAD RAFIQ (D&CJ)
CONSULTANT REGIONAL OFFICE GUJRAT

Office of the Ombudsman Punjab,
Regional Office, Old Arazi Record Center,
DC Complex, Gujrat

E-mail: gujrat@ombudsmanpunjab.gov.pk
053-9260017 (Off)

MUHAMMAD RAFIQ (D&SJ)
CONSULTANT REGIONAL OFFICE WAZIRABAD

Office of the Ombudsman Punjab,

Regional Office, DC Complex, Old AC Office, Gujrat.
E-mail: gujrat@ombudsmanpunjab.gov.pk
053-9260017 (Off)
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CH. KHALID MAHMOOD (POLICE SERVICE)
CONSULTANT REGIONAL OFFICE RAWALPINDI-|

Office of the Ombudsman Punjab,

Regional Office, Rawalpindi, CB-Colony-168/11, Street 3,
Adamjee Road, Adjacent to Allied Bank, Near Panj Sarki
Petrol Pump, Rawalpindi Cantt. Rawalpindi.

E-mail: rawalpindi@ombudsmanpunjab.gov.pk
051-9292796 (Off)

MUHAMMAD HASHIM POPALZAI
ADVISOR REGIONAL OFFICE MURREE

Office of the Ombudsman Punjab,

Regional Office, Murree, Plot #668 Murree, Improvement
Trust, Lower Jheeka Gali Road, Murree

E-mail: murree@ombudsmanpunjab.gov.pk,
hashimp@hotmail.com

051-9269440 (Off)

ASHFAQ AHMED RANA (D&SJ)
ADVISOR REGIONAL OFFICE JHELUM

Office of the Ombudsman Punjab,
Regional Office, Gymnasium Badminton Club, Jhelum

E-mail: jhelum@ombudsmanpunjab.gov.pk
0544-9270111 (Off)

ASIFA GULL
CONSULTANT REGIONAL OFFICE
MANDI BAHAUDDIN

Office of the Ombudsman Punjab,

Regional Office, Office of the Chief Executive Officer (Health),
New DHQ Hospital Complex, M. B. Din.

E-mail: mandi.bahauddin@ombudsmanpunjab.gov.pk
0546-650004 (Off)
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ESHAN TUFAIL (PSP)
ADVISOR REGIONAL OFFICE RAWALPINDI-I|

Office of the Ombudsman Punjab,

Regional Office Rawalpindi, CB-Colony-168/11, Street 3,
Adamjee Road, Adjacent to Allied Bank, Near Panj Sarki
Petrol Pump, Rawalpindi Cantt. Rawalpindi.

E-mail: rawalpindi@ombudsmanpunjab.gov.pk
051-9292795 (Off)

ESHAN TUFAIL (PSP)
ADVISOR REGIONAL OFFICE ATTOCK

Office of the Ombudsman Punjab,

Regional Officer Colony, Lane No. 02, Main Attock
City Road, District Attock,

E-mail: attock@ombudsmanpunjab.gov.pk
057-9316396 (Off)

AKBAR HAYAT (PAS)
CONSULTANT REGIONAL OFFICE RAWALPINDI-III

Office of the Ombudsman Punjab,

Regional Office Rawalpindi, CB-Colony-168/11, Street 3,
Adamjee Road, Adjacent to Allied Bank, Near Panj Sarki
Petrol Pump, Rawalpindi Cantt. Rawalpindi.

E-mail: rawalpindi@ombudsmanpunjab.gov.pk
051-9292794 (Off)

AKBAR HAYAT (PAS)
CONSULTANT REGIONAL OFFICE CHAKWAL

Office of the Ombudsman Punjab,

Regional Office, Near DC Office, Chakwal,
E-mail: chakwal@ombudsmanpunjab.gov.pk
0543-660347 (Off)

AKBAR HAYAT (PAS)
CONSULTANT REGIONAL OFFICE TALAGANG

Office of the Ombudsman Punjab,

Regional Office, Talagang, Mian Mundial Chowk, Near IDC Lab,
Talagang City, District Talagang,

0543-695015 (Off)
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CH. MUMTAZ AHMAD DEV (PSP)
CONSULTANT REGIONAL OFFICE SARGODHA-1

Office of the Ombudsman Punjab,

Regional Office, Khalid Bin Waleed Road, Near Queen’s
Chowk, Sargodha

E-mail: sargodha.omb@ombudsmanpunjab.gov.pk
048-9230885, 9230866 (Off) 048-9530865 (Fax)

CH. MUMTAZ AHMAD DEV (PSP)
CONSULTANT REGIONAL OFFICE KHUSHAB

Office of the Ombudsman Punjab,

Regional Office, District Council Complex, Khushab
E-mail: khushab@ombudsmanpunjab.gov.pk
0454-920004 (Off)

MUHAMMAD ILYAS GILL
ADVISOR REGIONAL OFFICE
SARGODHAII

Office of the Ombudsman Punjab,

Regional Office, Khalid Bin Waleed Road, Near Queen’s
Chowk, Sargodha

E-mail: sargodha.omb@ombudsmanpunjab.gov.pk
048-9230885, 9230866 (Off) 048-9530865 (Fax)

DR. KHALID HUSSAIN
CONSULTANT REGIONAL OFFICE BHAKKAR

Office of the Ombudsman Punjab,

Regional Office, Near Nasir Hospital, Mandi Town,
Jhang Road, Bhakkar.

E-mail: bhakar@ombudsmanpunjab.gov.pk
0453-9200067 (Off)

DR. KHALID HUSSAIN (EX. CADRE)
CONSULTANT REGIONAL OFFICE MIANWALI

Office of the Ombudsman Punjab,

Regional Office, Adjcent District Accounts Office,
DHQ Hospital Road, Mianwali
E-mail:mianwali@ombudsmanpunjab.gov.pk
0459-920122 (Off)
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ASLAM HAYAT SIAL (PMS)
CONSULTANT REGIONAL OFFICE FAISALABAD-I

Office of the Ombudsman Punjab,

Regional Office, Commissioner Office EDO Complex,
Faisalabad

E-mail: faisalabad@ombudsmanpunjab.gov.pk
041-9200849(0Off)

MUHAMMAD AYUB KHAN
ADVISOR REGIONAL OFFICE
CHINIOT

Office of the Ombudsman Punjab,

Regional Office, Z-Block, Near Asghar Chowk,
Satellite Town, Chiniot.

E-mail: chiniot@ombudsmanpunjab.gov.pk
047-9330350 (Off)

MUHAMMAD NAWAZ KHALID ARBI
ADVISOR REGIONAL OFFICE
FAISALABAD-II

Office of the Ombudsman Punjalb,

Regional Office, Commissioner Office EDO Complex,
Faisalabad

E-mail: faisalabad@ombudsmanpunjab.gov.pk
041-9200850 (Off)

DR. TARIQ SARDAR (SECTT SERVICE)
ADVISOR REGIONAL OFFICE FAISALABAD-III

Office of the Ombudsman Punjab,

Regional Office, Commissioner Office EDO Complex,
Faisalabad

E-mail: faisalabad@ombudsmanpunjab.gov.pk
041-9200848 (Off)
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MUHAMMAD ALMAS
ADVISOR REGIONAL OFFICE JHANG

Office of the Ombudsman Punjab,

Regional Office, Toba Road Near Arazi Record Center,
Tehsil Jhang, Jhang.

E-mail: jhang@ombudsmanpunjab.gov.pk
047-9330033, 0477-623737 (Off)

MUHAMMAD ABDULLAH SHAHID (PMS)
ADVISOR REGIONAL OFFICE
TOBA TEK SINGH

Office of the Ombudsman Punjab,

Regional Office, Social Welfare Building, Jhang Road,
TT Singh

E-mail: t.t.singh@ombudsmanpunjab.gov.pk
046-2513838 (Off)

CH. IMTIAZ NAZIR (PCS/PMS)
ADVISOR REGIONAL OFFICE SAHIWAL

Office of the Ombudsman Punjab,

Regional Office, Zafar Ali Stadium, Sahiwal.
E-mail: sahiwal@ombudsmanpunjab.gov.pk
040-9200188 (Off)

MUHAMMAD SHAFIQ AHMED (PMS)
ADVISOR REGIONAL OFFICE OKARA

Office of the Ombudsman Punjab,

Regional Office, Jinnah Stadium District Complex Okara.
E-mail: okara@ombudsmanpunjab.gov.pk

044-9200430 (Off)
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TARIQ MEHMOOD (EX-PSS/PMS)
ADVISOR REGIONAL OFFICE PAKPATTAN

Office of the Ombudsman Punjab,

Regional Office, DCO Office, Pakpattan.
E-mail: pakpattan@ombudsmanpunjab.gov.pk
0457-921021 (Off)

RANA SHAUKAT ALI (EX-PCS)
CONSULTANT REGIONAL OFFICE BAHAWALNAGAR

Office of the Ombudsman Punjab,

Regional Office, Wapda Scarp Rest House, Bahawalnagar
E-mail: bahawalnagar@ombudsmanpunjab.gov.pk
063-9240120, 9240132 (Off)

MEHMOOD JAVED BHATTI (PCS)
ADVISOR REGIONAL OFFICE
MULTAN-1

Office of the Ombudsman Punjab,

Regional Office, T-Block, New General Bus Stand Road,
New Multan, Multan

E-mail: multan@ombudsmanpunjab.gov.pk
061-9220002 (Off)

WAQAR HUSSAIN
ADVISOR REGIONAL OFFICE
MULTAN-2

Office of the Ombudsman Punjab,

Regional Office, T-Block, New General Bus Stand Road,
New Multan, Multan

E-mail: multan@ombudsmanpunjab.gov.pk
061-9220003 (Off)
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ISHRAT ULLAH KHAN NIAZI (PMS)
ADVISOR REGIONAL OFFICE VEHARI

Office of the Ombudsman Punjab,

Regional Office, 205-H, Street-15, Tariqg Bin Ziyd Colony,
Vehari

E-mail: vehari@ombudsmanpunjab.gov.pk
067-3603142 (Off)

TANWIR IQBAL TABASSUM (PCS/PMS)
CONSULTANT REGIONAL OFFICE KHANEWAL

Office of the Ombudsman Punjab,

Regional Office, District Jinnah Library Khanewal Opp.
DC Office, Khanewal

E-mail: khanewal@ombudsmanpunjab.gov.pk
065-9200332 (Off)

MUHAMMAD SALEEM (D&SJ)
CONSULTANT REGIONAL OFFICE DG KHAN

Office of the Ombudsman Punjab,

Regional Office, Block No. 41 near Ghazi Park, DG Khan.
E-mail: d.g.khan@ombudsmanpunjab.gov.pk
064-9330214 (Off)

MUHAMMAD SALEEM (D&CJ)
CONSULTANT REGIONAL OFFICE MUZAFFARGARH

Office of the Ombudsman Punjab,

Regional Office, Western Bypass Alipur Road Near NDMA
Ware House, Muzaffargarh

E-mail: muzafargarh@ombudsmanpunjab.gov.pk
066-9200263 (Off)
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MUHAMMAD AMIR (PMS)
CONSULTANT REGIONAL OFFICE LAYYAH

Office of the Ombudsman Punjab,

Regional Office, House No 57, Employees Colony,
Opposite Police Station, Layyah.

E-mail: layyah@ombudsmanpunjab.gov.pk
0606-920039 (Off)

MUHAMMAD AMIR (PMS)
ADDITIONAL CHARGE
CONSULTANT REGIONAL OFFICE TAUNSA

Office of the Ombudsman Punjab,

Regional Office, House No 57, Employees Colony,
Opposite Police Station, Layyah.

E-mail: layyah@ombudsmanpunjab.gov.pk
0606-920039 (Off)

MUHAMMAD AMIR (PMS)
ADDITIONAL CHARGE
CONSULTANT REGIONAL OFFICE KOT ADDU

Office of the Ombudsman Punjab,

Regional Office, Layyah Road, Opposite WAPDA Colony
Kot Addu

066-2550007 (OFF)

BAQA MUHAMMAD JAM (PMS)
ADVISOR REGIONAL OFFICE RAJANPUR

Office of the Ombudsman Punjab,

Regional Office, Zila Katchery Road, Rajanpur.
E-mail: rajanpur@ombudsmanpunjab.gov.pk
0604-920033 (Off)
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ALI AKBAR (PMS)
ADVISOR REGIONAL OFFICE RAHIM YAR KHAN

Office of the Ombudsman Punjab,

Regional Office, Shahi Road, Near SDO Office,
Provincial Highway, Rahim Yar Khan.

E-mail: ry. khan@ombudsmanpunjab.gov.pk
068-9230143 (Off)

GHAZI AMAN ULLAH
ADVISOR REGIONAL OFFICE BAHAWALPUR

Office of the Ombudsman Punjab,

Regional Office, Model Town A, CB No 148, Rashid Minhas
Road, TCS Office, Bahawalpur.

E-mail: bahawalpur@ombudsmanpunjab.gov.pk
062-9255224 (Off)

SHAZIA BASHIR
CONSULTANT REGIONAL OFFICE LODHRAN

Office of the Ombudsman Punjab,

Regional Office, Tehsil Municipal Committee, Lodhran
E-mail: lodhran@ombudsmanpunjab.gov.pk
0608-9200040 (Off)
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