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No. (Reg)7-1/2025

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

Honourable Governor Punjab,

1. It is an honour to present the Annual Report of this Institution for the year 2024
as per requirement of Section 28(1) of the Punjab Office of the Ombudsman Act,
1997. This is the 28th Annual Report of the institution since its establishment in
1996, and first of my incumbency as the 9th Ombudsman for the province of
Punjab. It shall also be placed before the Provincial Assembly of Punjab as
required under Section 28(4) of the Act ibid.

2. Mr. Governor, as the first half of the year 2024 was led by my predecessor Ma.
(R) Azam Suleman Khan (Hilal-i-Imtiaz) as the 8th Ombudsman Punjab, hence, at
the very outset let me acknowledge the valuable contribution made by him
towards strengthening this institution during his tenure (July, 2020 to June, 2024).
The office of Ombudsman Punjab remained vacant from 1st July, 2024 to 8th
October, 2024, hence, my contribution to the performance of this institution
under report comprises of only 3 months approximately. However, during the said
period of vacancy a large number of complaints were finalized by the
Investigating Officers and were pending decision by the undersigned. Hence, on
assuming the Office as the Ombudsman Punjab on 9th October, 2024, 11,635
complaints were waiting to be formally disposed of and thousands of
complainants and aggrieved persons were awaiting the outcome of their
complaints. In this regard, my team members worked tirelessly to measure upto
the expectations of the aggrieved persons. By the grace of Allah AlImighty and
the hard work of my Office, we were able to clear the backlog within a period of
2 months.

3. Despite the fact that the Office of Ombudsman Punjab remained vacant for
100 days, as many as 33,277 complaints were disposed of during 2024 with
disposal rate of 98%. Relief in financial terms to the tune of Rs. 8,131.44 million was
provided to the complainants and state as well; out of which financial relief of Rs.
5,289.01 million was provided to the complainants whereas 22,089 kanals land
(state land and privately owned land) worth Rs. 2,842.43 million was got vacated
from illegal occupation on the intervention of this Office.

4. In order to maintain the pace of work and also to deliver prompt redressal to
complainants, appropriate policy instructions/guidelines have been issued to the
Advisors/Consultants to put in best possible efforts to measure upto the
expectations of the aggrieved persons. In order to raise awareness regarding the
efficient and cost-effective services provided by this Office, mass awareness
campaigns are being conducted throughout the Province.
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Our regional Advisors/Consultants are arranging to hear complaints even at
Tehsil level so that aggrieved persons and departmental representatives do not
have to travel far and can save time and money.

5. In the end, | must acknowledge the kind support forthcoming from your good
office to this Institution in the discharge of its functions and expect that your
benevolent guidance would graciously continue to be forthcoming in future as
well. We are open to suggestions from all concerned for bringing further
improvements in service delivery processes of this institution in the greater public
interest.

With profound regards,
Yours sincerely,

Sardar Saleem Haider Khan,
Honourable Governor Punjab,
Governor’s Secretariat, Lahore.

(AYESHA HAMID)

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.

Prior to her appointment, Ms. Hamid had a distinguished career as a
practicing lawyer and served as the head of one of Pakistani’s oldest and
most reputable law firms, Hamid Law Associates. She holds a B.Sc. in
Economics from the London School of Economics and Political Science.
Ms. Hamid graduated with a law degree from Punjab University in 1996,
joined the legal fraternity, and became an Advocate of the High Courtin
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 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 continues to shape her vision as the Ombudsman
Punjab, ensuring fairness and accountability in the public sector.

Ms. Hamid, an accomplished legal professional, has represented
government and private organizations on key constitutional, taxation,
and arbitration issues, as well as major infrastructural projects. She
specializes in banking, intellectual property, environmental law, civil
litigation, and NAB-related cases.
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Dedicated to public welfare, she has undertaken numerous pro bono cases
and supported organizations like 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 Punjab.

Message of the
Ombudsman Punjab

Through this annual report, this Office has endeavoured to provide detailed
information about the functioning of the institution and complaint handling
processes by the Office of the Ombudsman Punjab. This Office redresses the
grievances of complainants in an efficient, effective, cost-free and timely
manner. The report highlights relief provided to the complainants in matters
related to departments of the Punjab Government within the legal
framework laid down in the Punjab Office of the Ombudsman Act, 1997.

Any aggrieved person can approach this Office through our website, Mobile
App, email, post, phone or personal visit and submit a complaint against an
act of maladministration, negligence or corrupt practice by any provincial
department or agency of the Punjab Government.

To keep the public informed about the performance of this institution, the
report is distributed to all stakeholders and made available on our official
website as well. Publication of the annual report serves to inform all
concerned as to the manner in which the services of this Office can be
utilized by aggrieved persons for the redressal of their grievances. | have
apprised my team of Advisors and Investigating Officers that integrity and
impartiality of this Office be maintained and they are under obligation to
treat the complainants in a compassionate manner. The legal framework of
the Punjab Office of the Ombudsman Act, 1997 is strictly followed and
implementation of decisions by this Office is ensured.

I am grateful to all stakeholders and departmental heads of the Punjab
Government and their representatives for their cooperation in
accomplishing the legal mandate of the Office of the Ombudsman Punjab. |
am proud of my team of dedicated Advisors, Consultants and functionaries
of this institution who work tirelessly to address the complaints received in
this Office.

Feedback/comments on our performance from the readers/complainants
and general public are welcome for further improvement of service delivery
by the Office of the Ombudsman Punjab.

(AYESHA HAMID)
Ombudsman Punjab
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Head Office Advisors/Consultants And
Officers With the Ombudsman Punjab

(iv)




OMBUDSMAN Annual Report 2024

Ombudsman Punjab with Head Office Officers

V)




Annual Report 2024 OMBUDSMAN

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

Mr. Javed Mahmood [Late] Mr. Najam 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 Ombudsman Punjab

an Overview

Introduction

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) with a mandate to protect 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. Later the Punjab Office of the Ombudsman Act, 1997 was
promulgated on 30th June, 1997. The Ombudsman is a quasi-judicial forum which
neither competes with courts nor is it an appellate forum. The Ombudsman
Punjab takes cognizance of complaints of maladministration lodged by citizens
against government agencies and carries out investigations into the allegations
of maladministration and corrupt practices, abuse of authority etc. and ensures
redressal of public grievances in an efficient manner. The Ombudsman’s Office is
known for providing free of cost services to the complainants with simple
procedures and easy accessibility.

Office of the Ombudsman Punjab was initially established at Lahore and public
complaints from the entire province were processed in the said Office.
Subsequently, to facilitate the access of public to this Office, the first Regional
Office was established at Multan in 2004 covering three Divisions of South Punjab
namely Multan, Bahawalpur and D.G. Khan. The second Regional Office was
established in 2006 at Rawalpindi to serve complainants from Rawalpindi
Division. The third Regional Office was established in 2007 at Sargodha to serve
complainants from Sargodha Division. The remaining four Divisions of the
Province were attached with the Head Office at Lahore. In order to facilitate
aggrieved persons and save them from the rigours and costs of long journeys, in
May 2014 the Office of the Ombudsman Punjab established Regional Offices in all
36 districts of the Punjab Province.

Office of the Ombudsman Punjab 1
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Complaint

andling: Public complaints are registered, investigated and disposed of in accordance
with the provisions of the Punjab Office of the Ombudsman Act, 1997. 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. A
Compendium of Law, Regulations, Guidelines and Instructions was prepared in
December, 2016, and circulated amongst all the Advisors working in the
Ombudsman’s Office (Head Office and Regional Offices) in order to help them
in processing and disposal of complaints in an expeditious and consistent
manner. The said Compendium is updated from time to time and circulated
amongst all relevant wings of the Ombudsman’s Office. The Ombudsman’s
Office follows simple, cost effective and efficient complaint handling
procedures. The Ombudsman’s Office provides the facility of a 24/7 Helpline
number “1050” for the complainants.

During the last 28 years, since its inception, Office of the Ombudsman has
endeavoured to provide relief to the citizens affected by maladministration of
the Agencies of the Punjab Government and redress their grievances
expeditiously. The details of the number of complaints received and disposed of
during the period 1996 to 2024, given below, speak to the success of the
Ombudsman’s Office: -

Summary of Complaints
1996/97 to 2024

Total number of COMPLAINTS RECEIVED

449,263

Total number of COMPLAINTS DISPOSED OF

445,818

DISPOSAL RATE

99.23%

A Office of the Ombudsman Punjab
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Conduct of

BUSlnGSS: The Ombudsman Punjab under the provisions of the Act ibid, is the Chief

Executive as well as the Principal Accounting Officer of the Office in respect of
the expenditure incurred against budget grants and has all the financial and
administrative powers delegated to an Administrative Department. 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 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

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

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

Office of the Ombudsman Punjab 3
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A Special
Institution:

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 Ombudsman Punjab has been awarded the status of Special
Institution in the Rules of Business of the Government of Punjab. Ombudsman’s
Office acts as a pleader on the part of aggrieved persons and at the same
time it helps the administration rectify any injustice done to a person through
any form of maladministration and ensures good governance in the public
sector agencies. The Ombudsman’s Office has retrieved state land, worth
millions of rupees, from the often decades old illegal occupation of
encroachers. The Ombudsman’s Office has also helped the Government
machinery in establishing more efficient service delivery mechanisms by
acting as a conduit between complainants and the government agencies,
thereby ensuring good governance in different tiers of public administration.

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 on, 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 does not work in isolation. Rather, to
benefit from the best practices prevalent in the Ombudsman Institutions
around the world and to promote ombudsmanship across the globe, Office of
the Ombudsman Punjab has become a member of the following national and
international organizations: -

8 Office of the Ombudsman Punjab
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International

Asian Ombudsman
Association (AOA)

Ombudsmen
Institute (1OI)

OIC Ombudsman
Association
(OICOA)

Forum of Pakistan
Ombudsmen (FPO)

Ombudsman’s Office has represented the Province of Punjab on different
occasions to raise a voice on behalf of the underprivileged and to adopt
best practices of public service delivery prevalent in the Ombudsman
institutions in the rest of the world. Participation in the activities of these
forums and memberships / collaboration with them has led to the capacity
building of the Ombudsman Office. The Office of the Ombudsman Punjab
has published and shared its’ accomplishments and performance in the
newsletters of these National and International Organizations.

Office of the Ombudsman Punjab 5
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02 Statistical Analysis of Data

1) Fresh receipt and disposal
of complaints in 2024:

In 2024, Office of the Ombudsman Punjab achieved a landmark milestone in the
history of this Office, by receiving the highest number of new complaints from
people across Punjab through its Website, Mobile App, its dedicated Helpline
1050, through email & mail and in person. We are pleased to see the trust
reposed in this Office by the people of Punjab. The Office of the Ombudsman
Punjab rose to the challenge and disposed of the largest number of complaints
in its 28 year history. The Office of the Ombudsman Punjab received countless
testimonials and letters of heartfelt thanks, signifying the respect and trust of
the people for the institution of Ombudsman in terms of resolving their
problems & complaints. The data regarding complaints received, processed
and decided by the Office of the Ombudsman Punjab is analysed each year and
is included in the Annual Report. Analysis of the data pertaining to the year 2024
shows that: -

Complaints from 2023
Brought Forward

Fresh Complaints Received Total Complaints Processed
in 2024 in 2024

2804 | 34105 | 36909

Total Complaints Disposed Total Complaints Pending
ofin 2024 as on 3112.2024

33277 | 3632

2) Financial relief to complainants
& benefit to public exchequer:

In 2024, Office of the Ombudsman Punjab provided the largest level of Financial
and Monetary Relief to Complainants since its inception to the extent of
Rs.5289.01 million. Office of the Ombudsman Punjab retrieved land from illegal
occupants measuring 22,089 Kanals which was valued at Rs. 2842.43 million.

Office of the Ombudsman Punjab 7
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Highest level of financial & monetary
relief in year 2024

Land
Retrieved

Market Valuation
of Retrieved Land

Financial Relief
to Complainants

Rs. 5289.01
Million

Rs. 2842.43
Million

T
|

Contribution to Society
& Public Exchequer

Total Relief/Benefits in Monetary Terms= Rs. 8131.44 Million

22089
Kanals

3) Category wise breakup of financial
relief afforded during 2024

1 Family Pension Rs. 134.28 million
Financial Assistance Rs. 105.73 million
Scholarship Grants Rs. 48.17 million
Outstanding Payments Rs. 12.92 million
Benevolent Fund Rs. 3.56 million
Payment of Arrears of Service Rs. 84.94 million
Contractual Dues Rs. 127.87 million
Funeral Grants Rs. 35.69 million

Marriage Grants Rs. 71.51 Million

o

Leave Encashment Rs. 12.17 million

Office of the Ombudsman Punjab
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({"  Group Insurance Rs. 3.92 million
1 Creation of OSD Posts & Salary Rs. 39.56 million
1 Payment for Acquired Land Rs. 54.35 million

1 G.P Fund & Gratuity Rs. 44.21 million

(531 Appointments under Rule 17-A 61

4) The departments with the highest number of
complaints registered against them during 2024

Local Government & Community
Development Department

7166 | 6098 | 5360

Primary & Secondary
Healthcare Department

Revenue Home (Police)

Housing, Urban Development
and Public Health Engineering

2428 | 1985

5) Representations decided by the Honourable
Governor Punjab during 2024:

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. REMAN DED MODIFIED
In 2024 a total of 640
representations were decided
by the Honourable Governor
Punjab detailed as under: -

SET ASIDE [§ UPHELD etc.

Office of the Ombudsman Punjab
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6) Graphical data of complaints, directions,
implementation petitions and respresentations
decided has been categorized in the following
manner:

i. Receipt and Disposal of complaints, comparison with 2023

ii. Regional Office wise complaints (Receipts, Processed and Disposal)

iii. Regional Office wise Direction Cases

iv. Analysis of Representations decided by the Honourable Governor
Punjab

i) Receipt and Disposal Comparison with 2023

36909
40000

35000

30000

25000

20000

15000

Complaints Brought Forward From 2023
Complaints Carried Forward to 2025

10000

5000

Total Complaints Disposed of

Fresh Complaints Received
Total Complaints Processed

2024
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ii) Regional Office wise Complaints (Receipts, Processed and Disposal)

RO Bahawalnagar

RO Rahim Yar Khan

RO Bahawalpur

RO Layyah

RO Muzaffargarh

RO Rajanpur

RO Dera Ghazi Khan
RO Vehari

RO Khanewal

RO Lodhran

RO Multan (MT-2)

RO Multan (MT-1)

RO Pakpattan

RO Okara

RO Sahiwal

RO Toba Tek Singh

RO Jhang

RO Chiniot

RO Faisalabad - (FD-3)
RO Faisalabad - (FD-2)
RO Faisalabad - (FD-1)
RO Mianwali

RO Bhakkar

RO Khushab

RO Sargodha

RO Chakwal

RO Attock

RO Jhelum

RO Rawalpindi (RWP -3)
RO Rawalpindi (RWP -2)
RO Rawalpindi (RWP -1)
RO Narowal

RO Sialkot

RO Mandi Bahauddin
RO Gujrat

RO Hafizabad

RO Gujranwala-2

RO Gujranwala-1

RO Sheikhupura

RO Nankana Sahib

RO Kasun

RO Lahore (LH-5)

RO Lahore (LH-4)

RO Lahore (LH-3)

RO Lahore (LH-2)

RO Lahore (LH-1)

0 500 1000 1500 2000 2500

Receipt Processed Disposed
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iii) Regional Office wise Direction Cases

RO Bahawalnagar
RO Rahim Yar Khan
RO Bahawalpur
RO Layyah
RO Muzaffargarh —
RO Rajanpur
RO Dera Ghazi Khan
RO Vehari —
RO Khanewal
RO Lodhran
RO Multan (MT-2)
RO Multan (MT-1) ———
RO Pakpattan
RO Okara
RO Sahiwal
RO Toba Tek Singh —
RO Jhang T —
RO Chiniot
RO Faisalabad - (FD-3)
RO Faisalabad - (FD-2) T —
RO Faisalabad - (FD-1)
RO Mianwali — T —
RO Bhakkar ——————————a
RO Khushab »
RO Sargodha e —
RO Chakwal —
RO Attock
RO Jhelum
RO Rawalpindi (RWP -3)
RO Rawalpindi (RWP -2)
RO Rawalpindi (RWP -1)
RO Narowal
RO Sialkot
RO Mandi Bahauddin
RO Gujrat
RO Hafizabad
RO Gujranwala-2
RO Gujranwala-1
RO Sheikhupura
RO Nankana Sahib
RO Kasun
RO Lahore (LH-5)
RO Lahore (LH-4)
RO Lahore (LH-3)
RO Lahore (LH-2)
RO Lahore (LH-1)

0] 50 100 150 200 250

Implemented Processed
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iv) Analysis of Representations decided by the Honourable Governor

Representations Decided in 2024

Modified, 10
Set aside, 49

Remanded, 13

Upheld etc. 568

Remanded Modified Set aside Upheld etc

(E8 Office of the Ombudsman Punjab
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General Recommendations

Good governance in public sector departments and agencies is crucial for
ensuring accountability, transparency, and efficiency. Identifying grey areas and
systemic issues often involves tracing gaps in policies, procedures and practices
that can lead to inefficiencies or corruption. On the basis of knowledge gained
through processing of complaints and interaction with the departments,
weaknesses are identified which appear to lead to poor decision-making, misuse
of resources and a decline in public trust. In order to bring overall improvement in
the service delivery of all departments, a set of recommendations, general in
nature have been formulated and included in this part of the report. By
systematically addressing these shortcomings and implementing targeted
measures, public sector departments and agencies can move towards achieving
better governance and service delivery.

Lack of Training & Development: It is commmonly observed that despite post- induction
and promotion-specific trainings, functionaries often lack knowledge of latest
interventions and developments being made at policy level. Many officers lack
knowledge about the working of this Office under the provisions of the Punjab Office of
the Ombudsman Act 1997. It is, therefore, recommended that studying the provisions of
the Act and the working of the organization may be included in the promotion-related
and other departmental training courses at all levels. This will enhance the awareness
of the role of this Office and the importance of providing justice to the people.

Link of Ombudsman Punjab Website: Due to insufficient information and the absence of
complaint management systems on most official websites of agencies, complainants
do not know how to file complaints to get their problems redressed. It is recommended
that departmental heads of all administrative departments may ensure the
publication of the link of the official website of the Office of the Ombudsman Punjab on
the official websites of their respective departments/institutions.

—10
—10

Digitization of Complaints Data: The concerned staff of the Departments usually do
not update relevant senior officers regarding complaints being processed in this Office.
Submission of replies / reports to the notices issued by this Office is usually delayed on
trivial grounds. Administrative heads of the departments/agencies are urged to
digitize all under-process complaints. Punjab Information Technology Board is also
urged to develop a uniform database linked through the website of this Office with all
departments.

Office of the Ombudsman Punjab 15
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Delays in Response to this Office’s Notices: All too often, the answering agencies and
departments do not observe the given timelines for furnishing their replies. Repeated
reminders, follow-up telephone calls and social media platforms are used to sensitize
the responding agencies and obtain a response. Likewise, senior officers avoid
in-person attendance and tend to send a departmental representative instead. In
such cases the representative should be well versed with facts of the case. However,
often, the representative is totally unaware of the case-related facts, making his
presence unhelpful. In such instances, the inevitable result is an adjournment. All
Administrative Departments are required to issue necessary instructions to the field
formations to proactively respond to the notices issued by this Office.

Digitization of Complaints Data: The concerned staff of the
Departments usually do not update relevant senior officers
regarding complaints being processed in this Office. Submission of
replies / reports to the notices issued by this Office is usually
delayed on trivial grounds. Administrative Heads of the

departments/agencies are urged to digitize all under-process
complaints. Punjab Information Technology Board is also urged to
develop a uniform database linked through the website of this
Office with all departments.

Piecemeal Allocation of Funds for Development Schemes: It has been observed
through dealing with numerous complaints that partial funding of short duration
schemes causes not only delay in completion of the concerned projects but also
results in cost-escalation and inconvenience to the general public. The Chairman,
Planning & Development Board and Heads of Administrative Departments may
develop a framework to address the issue appropriately in the best public interest.

Recruitment Complaint Redressal Cell: Recruitment processes
carried out by certain Departments/Agencies often lead to
complaints from some of the candidates, regarding unfairness. In
certain cases, there is no identifiable mechanism for addressing
such complaints by the concerned Department. In the absence of
any redressal mechanism, candidates run from pillar to post to get
their complaints addressed. It is, therefore, recormmended that all

Administrative Secretaries may issue necessary instructions to the
concerned quarters that whenever a recruitment process is to be
undertaken, the Recruitment Complaint Redressal Cell (RCRC) be
put in place, as required under the Recruitment Policy, 2022, prior to
commencement of recruitment. Information regarding the RCRC
should be part of the recruitment advertisement for the facility of
candidates.

(5] Office of the Ombudsman Punjab



Annual Report 2024 OMBUDSMAN

Department Specific Recommendations

Accountant General Punjab:

Issues A large number of complaints are received in this Office regarding delays in
payment of leave encashment and other pensionary dues to the retired
officials/officers of various departments of Government of the Punjab or to
families of deceased employees. These inordinate delays are caused by the
concerned auditors/dealing officials. This needs to be addressed in an
appropriate manner.

RECOMMENDATIONS
We recommend that a digitized system may be put in place to keep the
applicants well-informed regarding the latest status of their case.

Anti-Corruption Establishment (ACE)

|SSUGS While dealing with cases related to ACE, it has been noticed that inquiries and
investigations are not finalized within a reasonable time frame, with delays
ranging from a couple of months to several years. Complainants approach this
Office to draw our attention to the inefficient, partial and faulty investigations
by the Investigation Officers, the substandard scrutiny by its Legal Wing and the
casual approach of approving officers. A complaint may be lodged in the Office
of the Ombudsman Punjab against an official/officer of any department of
provincial government on the basis of maladministration or corruption.
Whenever, a complaint regarding corruption is received, it is investigated by the
designated Advisor or Consultant. In case the corruption charges are proved, a
direction is given to the authorities of Anti-Corruption Establishment for
initiation of legal action against public servant(s) involved in corruption or
corrupt practices. After issuance of such direction by the Ombudsman Punjab,
ACE authorities usually ask the complainant to file a fresh complaint for inquiry
and further action.
RECOMMENDATIONS
We recommend

i)  Amonitoring system be devised to check the working of each officer as well
as for maintenance of records.

ii) That where this Office directs that action may be taken against public
officials the ACE should straight away register an FIR instead of
reinvestigating the matter, as it has already been investigated at a senior
level i.e. Ombudsman Punjab. The ACE may file an FIR and investigate the
matter on the analogy where a case is sent after inquiry by any Additional
Secretary of the administrative department or Deputy Commissioner of a
district (who are ex-officio Directors of ACE) to the ACE: inquiry is dispensed
with and an FIR is registered straight away.
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Benevolent Fund Boards:

Issues

Numerous complaints are lodged against the Punjab Benevolent Fund Board,
with a number of complaints arising from the communication gap between the
Fund’s staff and the complainants, as well as due to a negligent and
uncooperative attitude. Timely disbursement of funds is of utmost importance to
eliminate undue delays in financial assistance to those in need. It has been
noticed that District Benevolent Fund Boards are not following identical
procedures and policies in processing applications for financial assistance. There
appears to be a lack of requisite number of staff as this is often cited as a reason
for delayed submission of reports to this Office by the Benevolent Fund Boards
Administration. It has also been noticed that the District Benevolent Fund Boards
reject or defer a significant number of cases including those related to
scholarships, death grants etc. (for children of employees), for want of missing
documents. The employees of Government of the Punjab submit applications for
educational scholarships, marriage grants for their children, welfare grants on
their retirement and funeral grants etc. Other privileges/payments are due to
the families of deceased employee(s). When applicants for these grants face
non-cooperation, resulting in protracted delays, they submit their complaints to
the Office of the Ombudsman Punjab. When this Office seeks a report on these
issues from the Agency, the response is often non-cooperative and all too
often:-.

i) The Agency does not bother to furnish a reply to the first or the second
notice.

i) The Benevolent Fund Boards deny the receipt of case(s) forwarded by
different departments.

iii) The Agency, after receiving 3 to 4 notices/letters from the Office of the
Ombudsman Punjab seeks copies of forwarding letters, despite the fact that
those are already attached with the complaints/notices.

iv) The Agency demands copies of postal receipts of forwarding letters.

v) The Agency, after provision of postal receipts, claims that the application
has still not been received in their office.

vi) The Agency at other times states that the application had been received but
is not traceable in their office, therefore, copies of the applications are
sought, again!

vii) There are complaints regarding seeking of bribe(s) to process the case(s).
The representatives of the Benevolent Fund Boards fail to attend joint

viii) hearings.

RECOMMENDATIONS

We recommend

i) That regular meetings be conducted at both the provincial and district
levels, with a focus on resolving pending cases.
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i)

iv)

vi)

vii)

That the Provincial Board of Management (BF) may embrace the process of
digitizing the entire procedure so that an applicant of scholarship/grant is kept
updated through SMS at each step of his/her application. This would certainly
be helpful in eliminating malpractices and alleviate the grievances of
applicants.

Timely disbursement of funds may be ensured.

The District Benevolent Fund Boards may be monitored to ensure uniformity in
processing applications for financial assistance in terms of procedures and
policies.

The Provincial Board of Management (Benevolent Fund) may hire and train
more staff in order to ensure expeditious disposal of applications and
concerned Deputy Commissioners/Chairmen, District Benevolent Fund Boards
may be directed to address staff shortages and take necessary steps to
resolve it.

The details of the deficient documents may be provided to the respective
applicants, and made available on the website.

The Secretary/Administrative Officer, Benevolent Fund Board Lahore and
Chairmen District Benevolent Fund Boards/Deputy Commissioners may ensure
taking necessary steps to curtail undue delay in such matters, and applicants
may be intimated through the use of latest technological interventions.

Board of Revenue, Punjab:

Issues

i)

i)

Numerous complaints are received relating to delays in the non-provision of
land records copies (Fards), registration and attestation of Intaqals, and
issuance of copies of Khasra Girdawaris. These inordinate delays coupled with
the indifference towards complainants/applicants on the part of the staff
especially Girdawars/Patwaris are highly objectionable and indicate
malpractice on their part.

Other complaints concern inheritance mutations, failure to grant property
rights to deserving allottees, failure to complete conveyance deeds to
allottees, partition suits and lack of implementation of hadd-bandi and qabza
warrants.

The shared or concurrent jurisdiction of Revenue Courts and Civil Courtsis also
a major hurdle in providing justice to the people as it creates confusion and
allows for forum shopping and gives rise to conflicting orders. As long as
concurrent jurisdiction of Arazi Record Centers and the Patwari system exists,
the grievances/complaints will continue to not only persist but increase as
well.

Complaints are received regarding delays in demarcation of land, corrections
of revenue record, grant of proprietary rights of land under various schemes of
Government and removal of un-authorized encroachments.

There is a persistent issue amongst the purchasers of land who bought
proportionate in a joint holding with description of specific boundaries and
with dimensions mentioned on the sale deed by co-sharers in joint Khata.
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vi)

vii)

This leads to protracted litigation amongst the claimants of the said
un-partitioned land. This situation typically begins with such
descriptions/boundaries being mentioned in the sale deeds executed by the
parties and attested by the concerned Sub-Registrar. However, the land in
question is part of joint property, which should be partitioned among the
co-sharers by competent authorities. The interested parties insist on
issuance of directions for possession as per dimensions mentioned in the sale
deed, which is against the law.

This Office has observed, during the inspection of revenue records, that
some mutations require a review for correctness/accuracy. However,
despite the fact that this discrepancy is in the knowledge of the relevant
revenue staff, the matter is kept pending & undecided for a long time,
causing great hardship to the public/land owners.

Complaints are brought to this Office against the transfers of land, over and
above, inheritance/ownership and demarcation of joint holdings. The Halqa
Patwaris of Revenue Department are usually found involved in malpractices
due to which many issues of transfers of land and ownership arise.
Demarcation of boundaries of agricultural land for wrongful gains is another
major reason of prolonged litigation.

viii) Appeals in revenue matters are not decided in a timely manner by the

xi)

DCs/District Collectors, Additional Deputy Commissioners (Revenue),
Assistant Commissioners etc., and are often kept pending for years due to
ever increasing administrative preoccupations of these officers.

Removal of encroachments from state land is another area which the
Revenue hierarchy is not addressing effectively. This Office has undertaken a
number of own motion investigations in order to safe guard the interests of
the State in this regard.

The Revenue Officers are legally bound to attest mutations concerning any
Revenue estate whilst on tour of that village/area but mostly
non-adherence of this requirement causes certain problems, adding to the
volume of grievances of affected persons.

Despite the issuance of notices and forwarding via WhatsApp to the focal
person by this Office, there are frustrating delays in the submission of
reports.

RECOMMENDATIONS
We recommend

)

i)

That the Deputy Commissioner being the principal officer of the Agency
should look at the matters/inquiries which are kept pending by the revenue
staff for years.

That a special committee be set up to monitor the staff and ensure that all
staff is present and redresses the grievances of the complainants in a
meaningful manner.

Arazi Record Centers should be made fully functional. Patwaris and revenue
officials should be prevented from interfering in each-other’s domain and in
any event their roles ought to be distinctly separated.
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iv)

v)

vi)

vii)

viii)

xi)

Xii)

i)

Xiv)

The Board of Revenue Punjab should introduce a system of time limits for
decision making.

Punjab Land Revenue Act, 1967 may also be amended with clear delineation of
jurisdiction of Civil and Revenue Courts.

The Revenue officers’ primary responsibility is to handle revenue matters,
especially inheritance mutations and partition proceedings. It is suggested
that these tasks must take precedence over secondary duties like price control
or protocol assignments. The Deputy Commissioner may assign priority to
revenue-related functions as the main Key Performance Indicator (KPI) for
revenue staff.

The Senior Member Board of Revenue may organize dedicated training
sessions focusing on inheritance law, partition procedures, and the rights of
marginalized groups to ensure that revenue officers are equipped with the
knowledge and skills required to manage the said issues efficiently and fairly.
The Board of Revenue should take measures to ensure that the officials of the
Revenue department are conversant with the law & regulations and
functioning of the Ombudsman Office and impart training to them in this
regard.

The Board of Revenue, particularly the Senior Member Board of Revenue may
ensure that strict adherence to the timelines is made a priority for all cases
under Section 135-A of Punjab Land Revenue Act 1967 which mandates a
180-day timeline for completion of partition cases without requiring that a
partition application be filed.

Disciplinary action under Punjab Land Revenue Act 1967 and Punjab
Employees Efficiency, Discipline and Accountability Act, 2006 should be taken
against Revenue Officers who fail to initiate and complete proceedings within
the prescribed timeframe under Section 135 A of the Punjab Land Revenue Act,
1975 without valid reasons.

The District Collector, under the supervision of the Additional Deputy
Commissioner (Revenue), must ensure that any undue delay is avoided. This will
ensure that partition cases do not linger for years, allowing heirs to exercise
their rights of ownership promptly.

That issuance of Fard Malkiat(s) to land owners be made as per law / rules and
strict compliance may be ensured in terms of Section 177 of the West Pakistan
Land Revenue Act, 1967 whereby revenue officials are bound to issue certified
copies as per the rules, and the same cannot be refused.

That necessary instructions may be framed and issued to all registration
offices in the Punjab to the effect that in case of transfer of piece of a land
from the joint khata only the proportionate share of the joint khata pertaining
to purchase shall be recorded in the sale deeds instead of mentioning of
description of specific boundaries to avoid litigation.

That the District Collector should ensure that the process of review/obtaining
permission to review the mutation is completed within the prescribed time
frame. The Board of Revenue should issue instructions to the officials of the
Revenue Department throughout the province not to delay unnecessarily the
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xv That the Board of Revenue may ensure that all appeals are decided within a
given time frame.

xvi) That where the Revenue Officers concerned are required to attest mutations
during a visit of any Revenue Estate, they should do so as a matter of duty
and avoid inordinate delays in sanctioning the mutations as per their own
discretion.

xvii) That the directions issued by Board of Revenue and requirements of law with
respect to updating of revenue record in a timely manner must be
implemented in letter & spirit.

Communication & Works Department:

Issues During the investigation of various complaints, instances of serious delays in the
repair of roads seem to have become a common practice with shortage of funds
consistently being cited as an excuse.

RECOMMENDATIONS

We recommend that the concerned authority needs to address this
unacceptable state of affairs, which is resulting in daily accidents, damage to
vehicles, and massive hardship to the general public.

Environment Protection Department:

ISSUGS The Environment Production Department while taking action against factories
causing air pollution or producing waste or emissions in violation of requisite
standards, issues Environmental Protection Orders under the Punjab
Environment Protection Act 1997 and these are often challenged before the
Punjab Environmental Tribunal. The tribunal does not decide the appeals
expeditiously. Delay in making decisions reduces the effectiveness of actions
initiated by the Environment Department and also diminishes the impact of the
actions taken against environmental pollution.

RECOMMENDATIONS

We recommend

i) That timely and effective disposal of such appeals be ensured in order to
provide justice to individuals and society at large.

ii) That a proper campaign for reduction of smog be organized.

iii) That the Environment Protection Department take disciplinary action
against those bricks kilns which are causing emissions of hazardous gases
and operating without safety measures as ordered by the Government of
the Punjab.

iv) That the Director General of the Environmental Protection Agency may
collaborate with the National Energy Efficiency and Conservation Authority
(NEECA) to facilitate the conversion of all ‘Fixed Chimney Bull’s Trench Kilns’
(FCBTK) to zig-zag technology. This partnership would promote sustainable
development by effectively controlling harmful emissions, such as Sulfur
oxides (SOx), Nitrogen oxides (NOx), Particulate matter (PM), and other
pollutants released by brick kilns into the environment.
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Excise, Taxation and Narcotics Control Department:
Issues N

Complaints lodged in this Office pertain to incorrect assessments or

excessive imposition of property tax, causing property owners significant

distress as they struggle to have their taxes rectified. Even after considerable
effort, while the quantum of property tax may eventually be corrected, no
action is taken against the responsible officials under the relevant rules.

ii) Despite the fact that assessment of property tax has been made easier by
providing an IT based system, notices continue to be issued based on faulty
calculation of tax, covered area & rating of the area.

iii) Retired government servants (with respect to self-occupied houses), widows,
disabled persons, minors (to the extent of their share) and owners of
self-occupied residential houses up to five marlas are exempted from
property tax but they are being forced to approach this Office for redressal
of their grievances.

iv) As per section 3 of the Punjab Urban Immovable Property Tax Act, 1958 “The
tax shall be due from the owner of the buildings and lands” but the Excise
officials collect the property tax from the current owner although it pertains
to a previous owner and as per section 16(2) of the Punjab Urban Immovable
Property Tax Act, 1958 property tax can be recovered as arrears of land
revenue from the previous owner.

V) In terms of section 4(i) of the Punjab Urban Immovable Property Tax Act,
1958, a property up to five marlas is exempt from property tax. If a property
exceeds five marlas and belongs to different owners, each holding less than
five marlas and having separate meters for electricity, gas, etc., the Excise
Department considers it a single unit exceeding five marlas and imposes
property tax accordingly. This practice causes disputes between the
Department and owners of property, leading to complaints.

vi) Attimesit transpires, after the transfer of property, that the property tax was
due from the previous owner. The Excise Department holds the new owner
liable to pay the tax due from the previous owner citing the failure of the
purchaser to get an NOC from the Excise Department before purchasing the
property.

vii) As per section 16-A of the Punjab Urban Immovable Property Tax Act, 1958 it
is the responsibility of the Registering Authority to ensure that the
outstanding tax has been paid. The law does not obligate the purchaser to
get an NOC from the Excise Department.

viii) The property tax notices are issued by the Excise Department, however, in
certain cases, the complainants refuse the receipt of these notices. The
Department does not maintain any documentary evidence that the
property tax notices were received or not. This complicates investigations
into such complaints.

Many complaints arise from the non-issuance of motor registration

ix) certificates [now called ‘Smart Cards’].
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In one such case, directions have been issued to the Provincial Secretary to
look into the matter of forfeiture of the fee upon non-completion of the
biometric process, both of the seller and the buyer within the given time of
one month.

RECOMMENDATIONS
We recommend

)

vi)

vii)

That Excise & Taxation staff, responsible for incorrect assessments or
excessive imposition of property tax, should be investigated, and disciplinary
action should be taken against them.

That comprehensive and oft repeated trainings be imparted to Excise &
Taxation staff in order to ensure that notices are issued based on correct
assessments and after ascertaining correct measurements and the nature
of the property.

That discretionary powers in the matter of assessment of property tax should
be curtailed to a minimum to reduce the large number of complaints.

That the inspectors who conduct the requisite surveys for updating of the
record and registration of newly constructed properties every five years are
incentivized to correctly ascertain the factual details about each property
being subjected to tax, resulting in accurate entries in the record. The data
may be digitized and be made available to tax payers in order for them to be
able to check its accuracy.

That when issuing notices, the Excise & Taxation staff may be instructed to
ensure that the same are not issued to retired Provincial/Federal
government servants for self-occupied residential houses or to widows,
disabled persons, minors (to the extent of their share) and owners of
self-occupied residential houses up to five marlas all of whom are exempted
from property tax.

That the Director General, Excise, Taxation and Narcotics Control
Department issue directions to the authorities concerned that the tax, as per
law, may be received from the person from whom it was/is due.

That the Director General, Excise, Taxation & Narcotics Control Department,
Lahore may issue a clarification with respect to whether a property
measuring more than five marlas, where the share of each individual owner
does not exceed five marlas, is to be taxed OR is to be exempted on the basis
that the share of an individual is less than the cut-off of five marlas.

That the Excise Department increase its liaison with the Registering
Authority(ies) to ensure that the transfer of property takes place only when

viii) any outstanding tax is paid.

ix)

x)

That the Excise Department may institute a mechanism/system to ensure
that proof of sending notices and receipt thereof by the tax payer is
maintained and readily available.

That the Provincial Secretary look into the matter of forfeiture of the fee paid
for issuance of Smart Card in cases where the biometric process, either of
the seller and the buyer, is unable to be completed within the given time of
one-month.
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xi) That Excise, Taxation and Narcotics Control Department may address the
systemic gaps and ensure the timely assessment of property tax by field
staff, as well as prompt decisions on appeals before the Director Excise and
Taxation at the district level.

xii) That registration cards and number plates be issued within strictly
observed timelines because failure to do so leads to the imposition of fines
to the applicants by the Traffic Police during checking of documents whilst
travelling on the roads.

HeCI Ith: The health sector is a complex paradigm. Quality healthcare is a composite of
patient centered, clinically cost-effective treatments and needs commitment
& relentless efforts for improvement.
The Office of the Ombudsman is in receipt of a substantial number of
complaints regarding the Health Departments.

Primary and Secondary Healthcare Department

(P&S H D): The strengthening of P&SHD is imperative to lessen the burden on tertiary care
facilities. There are 2,502 Basic Health Units (BHUs), 327 Rural Health Centers
(RHC:s), 132 Tehsil Head Quarters (THQs) and 34 District Head Quarters (DHQs)
hospitals providing primary healthcare facilities across Punjab.

|Ssues The following major issues have been identified, based on the complaints
received in the Office of the Ombudsman.
Poor Quality of Care: The poor quality of healthcare services being provided to
the general public can be attributed to following factors;

Non- availability of staff

Unsatisfactory standards of staff training

Low utilization of services due to unsuitable locations

Lack of proper clinical governance

Ineffective/weak enforcement/implementation mechanisms

Poor/irrational resource allocation

Limited/sub-standard planning

Fragmented information systems
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In the recent past, on the directions of the Ombudsman Geographic Information
System mapping of all the facilities under the administrative control of the P&SH
Department was carried out and it was revealed that up to 10 facilities of various
levels were functioning within a radius of 10 kilometers. In addition, the following
issues were identified:-

)

i)

v)

Non-Availability of Medicines and Diagnostic Facilities: There is a lack of
structured framework for pharmaceutical services and non-availability of
basic lab equipment which is essential at primary healthcare level.

Absence of Meaningful Referral Links between P&SHD Facilities and Tertiary
Care Health Services: The referral to tertiary care facilities leads to
increased footfall in teaching hospitals. The overload in OPDs of teaching
hospitals compromises the quality of the services and the financial impact
affects budgetary allocations.

Issue of Medico-Legal Cases: This Office is in receipt of a substantial number
of complaints regarding delayed and deficient medico-legal certificates
being issued in THQ and DHQ hospitals.

Lack of Monitoring and Evaluation Mechanism: Lack of research-based
culture for decision and policy making is also affecting health services. A
performance evaluation mechanism cannot be carried out without the
availability of relevant data.

Issues In Biometric Attendance System: BAS is present in all BHUs however
there remain multiple issues in the functioning of this system.

RECOMMENDATIONS
We recommend

i)

vi)

vii)

Rationalization of the 2,502 Basic Health Units, 327 Rural Health Centers, 132
Tehsil Head Quarters and 34 District Head Quarters be carried out for
improving service delivery.

That the availability of HR and strengthening of training/educational
opportunities be ensured for optimal utilization of services.

That the access to BHUs and RHCs be reviewed/revisited for site locations
with reference to the strength of population in the respective areas.

That the availability of medicines be ensured through more structured
purchasing exercises, studying prevalence of disease patterns and better
resource allocation.

Efforts be made for availability of health facilities at the primary care level
and for referrals to only be made with viable justifications.

That the number of referrals from a health facility should be made a
performance indicator with effective monitoring framework. An IT based
referral system can be an effective tool towards achieving these goals.
That more rigorous training be imparted to doctors and supporting staff to
ensure competent medico-legal reports are provided.
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viii) That a robust information system be developed for effective monitoring and

xi)

evaluation. This would also be helpful in addressing the HR issues, curtailing
unnecessary referrals, monitoring availability of medicines and resource
allocation.

That the Primary and Secondary Healthcare Department/Secretary Health
enforce stringent laws and strict monitoring systems with respect to
Biometric Attendence System. There should be real-time monitoring, where
the responsible officers, usually the MOs and MEAs as well as the District
Health Officers, may go on site and verify the presence of the deputed staff
during the assigned hours. The visits would also ensure that the machines are
fully functional at all times.

That there should be a clear mechanism established where the inspecting
authorities may report their findings and follow up the cases of absenteeism
swiftly.

That Health and Information Service Delivery Unit may take responsibility [in
collaboration with PITB] to address the technological problems relating to
internet connectivity. It should be ensured that the devices should be
connected to the main Health and Information Service Delivery Unit portal
at all times.

Specialized Healthcare and Medical Education
Department (SHC&MED):

SHC&MED provides services for the health of community, focusing on preventive,
curative and rehabilitative services. There are currently 45 Teaching Hospitals, 24
Medical Universities and 56 Nursing Schools in Punjab.

Issues

Based on the complaints received, following issues have been identified.

)

i)

Pending Liabilities: A majority of the hospitals purchase medicines without
ensuring the availability of budget resulting in the outstanding liabilities,
financial mismanagement and malpractices. We have dealt with complaints
where liabilities have been pending for more than four years.
Non-Functional Biomedical Equipment: The non-functionality of the
available biomedical equipment is the major source of inconvenience and
distress for patients.

Financial Mismanagement/Administrative Capacity Issue: Complaints often
arise from administrative lapses. 17 out of 24 autonomous medical teaching
hospitals are working without a BoM which is mandatory under Punjab
Medical Health Institutions Act 2003. Instead, the hospitals are working
under administrative committees.

Quality Healthcare and Clinical Governance: This Office has received
complaints of wrong-doing, irresponsibility and negligence in the hospitals.
The behavior of healthcare providers with the patients is also a majorissue.
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Health Management Information System (HMIS): The information system is
fragmented and integration of information is lacking whether coming from
DHS, vertical programs or from any other source. Resultantly,
evidence-based and informed decision making is far from reality.

RECOMMENDATIONS
We recommend

i)

i)
iv)

vi)

vii)

That the procurement process be revamped as storage of medicines in the
hospitals is a major issue. Logistics and chain supply management systems
need to be improved for regular, uninterrupted and adequate availability of
medicines.

That the inventory and registration of available biomedical equipment be
carried out and efforts be made to replace irreparable biomedical
equipment. In order to ensure proper functionality of equipment,
post-warranty contracts be made and capacity building of existing
biomedical engineers/technicians be carried out. The biomedical workshop
should be functional and upgraded as per requirements.

That BoMs be put in place to ensure the smooth functioning of hospitals.
That enhanced training be provided to all levels of hospital staff and
standardized care protocols be established to improve patient satisfaction
and inspire confidence in the community.

That performance audit of the public hospitals be carried out to identify the
gaps in health services delivery.

That the Punjab Healthcare Commission be directed to carry out inspections
and devise performance indicators to implement standard health care
protocols.

That HMIS, available in many hospitals, be better integrated to be more
effective. A structured mechanism for the civil registration and vital statistics
be provided to help in planning and monitoring of public health outcomes
and policy making.

viii) That more effective coordination among health department and

community stakeholders be ensured.

Home Department

)

Arms Licenses: Ever since signing of an MOU between Punjab Home
Department and NADRA for computerization of arms licenses, delays in
disposal have been brought to our notice. All Pakistan validity licenses were
changed arbitrarily to Punjab only which has caused problems. The
Department may take immediate steps to rectify this issue.

Jails: The employees & legal heirs of jail department officials face serious
issues regarding payment of pensionary benefits, due to lack of availability
of record at different jails & districts due to their transfers/postings. The I1G
Jails may set up a centralized system at headquarter Lahore to maintain the
service records of all employees, ensuring proper linkage with the District
Accounts Offices.
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HUD&PHE Department:

Punjab Government Servants Housing Foundation: Many complainants
approach this office complaining about the fact that monthly deductions from
their salaries are not entered in the record & subsequent calculations by the
PGSHF.

We recommend that the departmental response be improved and information
regarding deductions and calculations should be updated frequently and should
be provided to contributors/applicants at least annually. This practice, involving
the District Accounts Office, would help identify and resolve any anomalies at an
early stage.

Irrigation Department:

Issues

i) The complaints pertaining to Irrigation Department mainly revolve around
the following violations of Warabandi:-

. Improper size of water outlets and tampering thereof.

. Theft of canal water.

. Short supply of canal water at the tail end caused by theft or
improper maintenance of distribution system.

. Excessive assessment of Abiana by canal Patwaris.

. Inordinate delay in the finalization of Tawaan cases.

. The cases of warabandi are unnecessarily delayed. Canal magistrates

must observe the law but must not make a fetish of unnecessary
procedural requirements so as to hamper the timely disposal of cases.
. Field staff of the department have been found to benefit the
influential at the cost of deserving poor land owners.
i) The ownership column of ‘warabandis’ remains usually unchanged for
decades leading to legal complications.
iii) The cases of ‘tarmimi warabandi’ are delayed unnecessarily for
months/years, on frivolous grounds by Sub Divisional Canal Officers.
iv) Delays in processing cases due to unavailability of funds to be issued by the
Finance Department.

RECOMMENDATIONS
We recommend

i) That the department develop an effective monitoring system to curb
corrupt practices; and ensure its thorough implementation. Anyone found
responsible for any irregularity should be proceeded against under the
relevant disciplinary rules.

i) Flat rate systems of assessment be introduced for the convenience of the
stakeholders.

iii) The ownership column of warabandis be updated in order to reduce endless
litigation in "'warashikni”/unauthorized irrigation and "tawaan’ cases due to
non-appearance of correct (updated) names of the irrigators.
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iv)

v)

vi)

vii)

In cases of ‘warashikni’ appropriate mechanisms should be devised to
address such disputes effectively and amicably.

The Department prepare a time schedule to finalize and implement tarmimi
warabandi cases as and when an amendment is approved after prolonged
proceedings.

That the Department should formulate an inspection committee to curb
practices and irregularities by its’ staff and take necessary action to stop
illegal demolition of water courses.

That a joint coordinating forum be constituted, comprising senior officers
from both the Irrigation and Finance Departments, to regularly monitor the
processing of cases and ensure timely resolution where lack of funds is the
root cause.

Local Government Department/
District Administration:

Issues

)

The given period of two months provided in the Registration of Birth & Death
Rules 2021 for recording of death entry in the Local Council/Union Council
record is often too short because the bereaved family is distraught due to
the death of their loved one and cannot visit the Union Council so soon after
the death.

Many complaints are received against Municipal Committee & Town
Committee regarding lack of cleanliness in their areas.

The administrative hierarchy of Deputy Commissioners, Additional Deputy
Commissioners and Assistant Commissioners are slow to respond to
requests for reports by this Office.

The payments to some vendors are still outstanding for goods and services
provided during Covid-19, for Flood Relief, Ramzan Packages, Special
Initiatives of the Government for providing subsidies to people & for
conducting elections. The delays appear to be on account of non-provision
of funds or non-maintenance of proper records.

Many complaints are received on account of the fact that people are
informed that the Government has placed limits on the prices of certain
articles but they find that these are not being observed.

RECOMMENDATIONS
We recommend

)

i)

That the Local Government and Community Development Department
may enhance the period for death entry to six months by amending the
Registration of Birth and Death Rules 2021 in the larger public interest.
Sanitary workers must be supervised to ensure that they attend to
residential mohallas and not only to market areas.

That the reports submitted to this Office should be by the Deputy
Commissioners, Additional Deputy Commissioners and Assistant
Commissioners and should bear their seal/stamp and signatures.
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Police:
Issues

vi)

vii)

In this regard special instructions/circulars should be issued to the
Administrative/Revenue Department for creating a special cell for taking
prompt action by way of sending para-wise comments/reports and to
ensure meaningful participation of responsible officers in the joint hearings
conducted by this Office.

That the Provincial Government may allocate the budget prior to an activity
such as election duties or issue supplementary grant to avoid delays and
ensure that the concerned departments/agencies maintain complete
records.

That the government functionaries designated as price control magistrates
by the Government be monitored to ensure that they are effectively
implementing the Government’s instructions in this regard.

The largest number of complaints are received regarding the
non-registration of FIRs in due time.

The Police Department delays submitting required reports, and
representatives often fail to attend joint hearings promptly. Many of the
reports submitted by the department fail to highlight the true facts of cases.
This Office finds that there is reluctance to provide effective police help to
Revenue Offices in implementing Qabza warrants, partitions and
hadd-bandi cases.

Delays in completion and submission of challans is a grave and continuous
problem.

There is a reluctance to register cases in contravention of the clear verdicts
expressed in PLD2007SC539, 2014SCMR83 and PLD2016SC581 which hold
that in cognizable offences there is no authority vested in the 1.O. or SHO
examine the vires of the application and its truth or falsehood, because no
inquiry can be conducted with regard to the alleged occurrence under
Section 162 read with 154 Cr.P.C before registration of a case.

Many complaints concern faulty investigations with complainants seeking a
change of investigation officer.

Complaints have been received, especially in the Regional Office Faisalabad
regarding delays in the renewal of driving licenses by the Traffic Police
Faisalabad. The record of driving licenses issued in 2015 in Faisalabad office
has not been entered in the database when the record was shifted to the IT
based system in 2019. Due to the hectic efforts of our Regional Office
Faisalabad, with the cooperation of Additional IG Traffic Police Punjab, we
succeeded in resolving the issue and about 300 licenses were renewed.

viii) Ineffective coordination between Police department and the Punjab

Forensic Science Agency (PFSA) significantly delays investigations into cases
involving sexual violence. Despite submitting samples for analysis, police
officers often fail to follow up on the results.
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xi)

xii)

This Office examined cases pertaining to Lahore and noted that there was
an increase of about 35% in registered cases in 2023. The average number of
cases per police station is 4350. The number of cases as on 31.12.2023: out of
total 365,331 cases, 41,417 were investigated by Operations Wing and
remaining 323,896 by the Investigations Wing. Only 1,516 investigation
officers (I0s) are posted in Investigations Wing, thus making the workload of
each 10 about 214 cases per year. According to International Standards,
Police Rules 1934 read with guidelines issued by the IGP in 2021, the number of
cases to be investigated by an 10 per year are 30, and 53 respectively. If we
assume that 42 cases [average of the two afore cited figures] per IO is to be
the standard,7700 10s would be required for the Investigation Wing whereas
only 1516 are posted. The situation is alarming in terms of workload and
quality of investigation and superficial disposal.

The frequent transfers of Police officials in the Investigation Wing badly
affects the efficient conduct of investigations in terms of qualitative and
quantitative disposal.

Many complaints are received because the Punjab Police enter incorrect
details based on CNIC in the software including Police Station Record
Management System.

In a recent Complaint No. POP24LH40001125 this office found that 31 cases
of street crime theft and robbery were disposed of by recovering petty cash
in each case from an alleged gang for purposes of disposal by six different
1.Os. Stolen and recovered property was compared and it was noted that
none of the snatched items [mostly mobile telephone sets] were recovered.
And, as against stolen amount of Rs.950,930/-, a meagre amount of
Rs.39,750/- i.e. 4 percent was recovered proving the inefficient investigation,
reducing the chances of apprehending the real culprits. This is a prime
example of why aggrieved complainants approach this Office.

RECOMMENDATIONS
We recommend

)

That Police Department should conduct training sessions and seminars
focused on making the police aware of their duties as custodians of citizens’
lives and property, and the importance of impartiality in their roles. Rude or
harsh behavior from any police functionary should not be tolerated under
any circumstances and strict disciplinary action should be enforced against
delinquents to set a clear example for others.

That the IG Office should devise performance criteria that emphasize the
promptness of FIR registration.

That the IG Office ensure prosecutions in terms of Section 182 of the Pakistan
Penal Code against those fabricating FIRs.

That special instructions need to be issued to the 1.0s and S.H.Os of Police
Department to follow the dictum of the Honourable Supreme Court of
Pakistan with regard to lodging of FIR in cognizable offences without any
exception.
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vi)

vi)

That the forums constituted in each district under the supervision of senior
officers to entertain requests of change of investigation be made more
effective, particularly in cases of faulty investigation, with the imposition of
penalties to delinquent officials who have failed to conduct effective
investigations.

That AIG Traffic Police Punjab should devise a mechanism for renewal of
driving licenses issued in 2015, by constituting a special team for
verification/completion of record in their database for the remaining
driving license holders.

Those cases involving serious complaints against police officials be
forwarded to an officer not below the rank of a DSP.

viii) That the police authorities adopt SOPs regarding contacting PFSA to obtain

ix)
X)

xi)

xii)

the necessary laboratory reports within a given timeline.

That senior officers ensure timely submission of challans in courts.

That the Inspector General of Police and CCPO Lahore may hire more |Os for
rationalization of workload and to ensure more convictions on account of
better investigations.

That the Inspector General of Police and CCPO Lahore may ensure that IOs
are posted for a fixed tenure.

That the Punjab Police devise a simple and effective system for correcting
false/incorrect entries in the software including Police Station Record
Management System.

Punjab Social Protection Authority:

|Ssues The grant of Zewar-e-Taleem Stipend requires that attendance record of the
student be updated and the said agency advises the prospective beneficiaries
to undergo biometric verification by using BVS at any UBL Omni agent shop or
Bank Alfalah Alfa pay in ZTP. However, the biometric process is subject to
multiple system errors. This leads to delays and complainants approach us when
they are not able to benefit from the Zewar-e-Taleem programme in time.

RECOMMENDATIONS
We recommend that the procedure be simplified. The agency should appoint a
representative in each district to assist and guide the prospective beneficiaries.

Punjab Workers Welfare Fund:

Issues )

Lack of availability of requisite funds for payment of various grants i.e.
scholarship, marriage, funeral etc. to workers is an ongoing source of
frustration for those applying for said grants. Despite approval of their
cases, payment is often delayed due to non-availability of funds.

The prevailing criteria for payment of different grants and scholarships out
of Workers Welfare Fund to eligible workers is so complicated and lengthy
that it renders applicants/workers unable to successfully obtain the said
grants.
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RECOMMENDATIONS
We recommend

i)

That the Workers Welfare Board may take up the matter of failure to release
funds, through the Administrative Department with the Workers Welfare
Fund (Federal Government) to ensure payment of outstanding claims of
various grants.

That the prevailing criteria for payment of different grants and scholarships
to eligible workers be simplified.

School Education Department:

Issues

i)

i)

There are 48,207 public schools with a staff of 450,164 and the number of
children enrolled in them are 11.73 million. The literacy rate of Punjab is 66.3%
and 24% children do not attend school. Following issues have been

highlighted;

. 4000 schools need to be constructed.

. 4200 schools have missing facilities.

. 27,000 schools need to be equipped with science labs and electric
libraries.

. Buildings of schools which have been declared dangerous warrant
uplift.

. Issues of professional development require attention.

. Regulatory policy covering private sector schools needs to be
updated.

. Delay in provision of books.

. Issues of teachers resorting to agitation leading to lost teaching time.

. Financial constraints of School Education Department/schools
individually need to be addressed on priority.

. Overcrowding in public schools.

Many complaints concern non-availability of basic facilities such as sports
grounds, clean drinking water and lack of waiting areas for parents who
come to collect their children from school premises. Complainants call for
the repair of buildings and other infrastructural developments.

A large number of complaints are received in this Office regarding delay in
payment of financial assistance and other financial benefits to the
widows/widowers of late school teachers. The main reason of this delay is
found to be inability of dealing clerks in completion/finalization of case files.
A programme of the Punjab School Education Department under the title
Zewar-e-Taleem Programme has been underway in sixteen (16) low literacy
districts of Punjab i.e. Bhakkar, Bahawalnagar, Bahawalpur, Chiniot, D.G.
Khan, Jhang, Kasur, Khanewal, Layyah, Lodhran, Muzzafargarh, Okara,
Pakpatan, Rajanpur, Rahim Yar Khan, and Veharri.

Owing to the short falls in up-dation of the data collection of the female
students in School Information System (SIS) by government school staff,
loopholes in sharing and sifting mechanism of the Project Implementation

EE8 Office of the Ombudsman Punjab




Annual Report 2024

OMBUDSMAN

wing of the School Education Department, the PMIU-PESRP and further issues in
the mutual collaboration between these wings with the Punjab Social Protection
Authority (dealing with the dispensation of amount of stipend) cause problems
for the beneficiaries of the programme.

RECOMMENDATIONS
We recommend

i)

vi)

vii)

That a system be devised for regular inspection of school buildings Secretary
School Education Department, in order to ensure timely repairs.

That fixed timelines be established and implemented by PCTB for each
stage of the textbook production process, including data assimilation,
production orders, and printing schedules.

That the School Department immediately implement a programme for the
construction of new classrooms and the repurposing of existing spaces.
That as a long-term strategy, the construction of new school buildings may
also be implemented to accommodate the growing student population.
That Secretary School Education Department may establish a committee
to review classroom needs based on current school capacities. For a
systematic approach, all District Education Authorities of Punjab may be
directed to gauge individualized classroom needs for schools in their
respective areas and submit the findings to School Education Department.
This will enable efficient resource allocation and tailored infrastructure
expansion plans.

That Secretary School Education Department may address the persistent
issue of power shortages and high cost of electricity in public schools
through the installation of solar panels - a sustainable and cost-effective
solution. The project may be initiated in phases, starting with a pilot
program in one district to evaluate its feasibility and impact. Based on the
programme’s success, School Education Department may ensure an
efficient rollout across all districts.

That a monthly meeting may be conducted by the Chief Executive
Officers/District Education Authorities at the district level to ensure that
pension cases in favor of widows of the late Government Officials/Officers
are being processed by the concerned DDOs properly.

viii) That the Secretary Punjab School Education Department may be directed

ix)

to streamline the data collection mechanism and sharing of data between
the relevant entities.

That a shared dashboard may be developed through which the
student/beneficiaries’ records may be tracked by the concerned entities.
That an effective liaison between the field offices (Office of the District
Monitoring Officer in the districts) and Punjab Social Protection Authority
may be established so that the issues pertaining to disbursement of
installments and remaining amounts may be dealt with at the grass roots
level.
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x)

xi)

xii)

That the core issues that deprive thousands of students of the stipend are
typing errors, missing information or incorrect data. This issue can be
singlehandedly minimized if the SIS Portal is integrated with NADRA. When
the school administration makes entries on the dashboard, they would only
need to enter the correct CNIC or B-Form number of each student, and the
rest of the information such as correct spellings of names or mobile numbers
would be automatically filled in the form. Under the existing process, the
authenticity of a CNIC number can only be verified by the Bank of Punjab -
no other authority (school administration, PMIU, or PSPA) can check if the
information is incorrect. This would ensure that the data entered is accurate,
and any discrepancy is flagged at the first stage of data entry; reducing the
time and effort that PMIU and PSPA spend in carrying out several rounds of
data cleaning and verification.

That the Government of Punjab may appoint full-time DMOs to focus on
complaint resolution and data validation, avoiding additional charges to
existing authorities, which often leads to oversight gaps. In addition, DMOs
should have access to SIS, allowing them to verify and rectify data through
school administration as required. This would reduce the reliance on manual
processes and improve the timeliness of complaint resolutions.

That the Secretary School Education Department/Project Director PMIU
may direct relevant Chief Executive Officers to help school administrations in
ensuring that all required documents are collected from students to ensure
their eligibility for the Zewar-e-Taleem Program. The CEO must also ensure
that teachers record attendance data accurately and on time, minimizing
instances of complaints by students regarding incorrectness of attendance
record. The CEO may also request data on ineligible students along-with the
reason for ineligibility, so targeted approaches in each district may be
designed to reduce the number of students left out of this programme. The
CEO may give a signed affidavit to PMIU pledging that he has done his due
diligence in both areas; this will significantly reduce the errors committed by
school administration in collecting documents and recording attendance on
time.

Wasa Issues

The WASA bills are issued by the department and the complainants refuse the
receipt of the water bills. The department does not have any documentary
evidence that the bills were sent or not.

RECOMMENDATIONS
We recommend that WASA Department may prepare a mechanism to ensure
that proof of sending bills is available.
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Implementation of Recommendations
made in the Annual Report, 2023

Department specific recommendations, included in the Annual Report, 2023
were transmitted to the concerned Departments/Agencies and their Heads
were urged to take appropriate actions to bring about positive change in
the service delivery procedures. The recommendations along with their
implementation status is as follows:-

Accountant General Punjab:

RECOMMENDATIONS:

Retired civil servants face pension delays due to poor coordination between
AG Punjab and Administrative Departments, worsened by the
discontinuation of the ‘Secretaries Committee Meeting’ Many are forced to
seek redressal through the Ombudsman Punjab. In order to provide time
bound relief, pension cases should be reviewed regularly in the ‘Secretaries
Committee Meeting’ with AG Punjab’s participation. The SOPs must ensure
finalization of cases at least six months prior to retirement. Dedicated
‘Pension Cells’ in Administrative Departments and Autonomous
Organizations should oversee processing, with Finance Department’s
supervision. AG Punjab should enforce strict timelines and coordinate with
Provincial Departments to expedite cases. The Punjab IT Board should
develop automated solutions to streamline pension processing.

IMPLEMENTATION STATUS:

The Agency reported that the Additional Secretary (PP&CM), Regulations
Wing of S&GAD, chairs a biannual meeting with the Deputy AG, Punjab and
Administrative Departments to review pension case disposal. To provide
financial sustainability, AG Punjab grants Anticipatory Pension at 65% of the
last drawn basic pay for one year. A dedicated Pension Facilitation Center
has been established to streamline case preparation, address objections,
and assist departments and pensioners, ensuring accurate documentation
and expediting final approval. Despite departmental delays, AG Punjab
processes complete cases within 3 to 12 days. SOPs have been implemented
through the SAP Change Tracking System and E-Diary for efficient handling,
while the School Education Department has transitioned to online pension
processing via HRMIS in collaboration with PITB and AG Punjab, with other
departments gradually adopting the E-Pension system. We are very proud of
our role in bringing about these admirable efforts to ease the issues faced by

retirees.
Auqgaf & Religious Affairs Department:
RECOMMENDATIONS:
Complaints primarily involve the lease of Auqafland, allotment of residential
quarters, delays in financial assistance for widows,
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administrative control of Mazarat, and the appointment of Imams. Delays in
departmental responses further prolong case resolution. To address this, an
officer of at least Additional Secretary rank should be designated to ensure
timely case disposal. Additionally, SOPs should be established to assess staff
conduct concerning sectarian affiliations, with strict monitoring to prevent the
display of sectarian material in mosques and madrassas under the Auqaf
Department’s control.

IMPLEMENTATION STATUS:

The Agency reported that the Additional Secretary, Augaf Department, has
been designated as the Focal Person for this matter. Further, employees posted
in mosques and shrines under the Auqgaf Department are public sector
employees responsible for implementing government policies, including
promoting interfaith harmony.

Benevolent Fund Boards:

RECOMMENDATIONS:

Benevolent Fund Boards frequently delay case processing, often citing missing
documents instead of assisting subscribers. Clear checklists should be displayed,
and staff shortages, especially at the Provincial Board, must be addressed with
additional personnel and supervisory support. The unresolved status of ESTs
(BS-16) as gazetted officers requires uniform instructions from Provincial Boards.
Inconsistent budget releases to District Boards cause payment delays,
necessitating regular fund allocation. The Provincial Benevolent Fund Board’s
Help Desk should be more efficient, with a telephonic helpline for accessibility.
District Boards should request missing documents rather than returning
applications. Regular meetings should be ensured through Deputy
Commissioners’ monthly meetings, and Provincial Boards must effectively use
PITB software. In order to ease hardships for widows, Provincial Benevolent Fund
Board meetings must be held quarterly without fail.

IMPLEMENTATION STATUS:

The Agency reported that during 2024, the Benevolent Fund received 51,898
scholarship and 23,993 grant applications. While checklists are provided, delays
persist due to incomplete submissions and staff shortages. Automation is being
introduced for email and app notifications, e-filing, and real-time status
tracking at bfms.punjab.gov.pk. Since May 2022, all EST BS-16 cases are handled
at the Provincial Board. Budget demands are invited twice yearly, with funds
released accordingly. A help desk and helpline (042-99204035) assist applicants,
and automation will improve accessibility. District Boards must retain
applications and separately communicate deficiencies. Regular meetings,
especially around fund releases, are encouraged, with Provincial-level
automation set to extend to District Boards. Most disbursement powers rest with
the Secretary (Funds) and Financial Advisor (BF), while late applications require
Competent Authority’s approval. We are very proud of our role in bringing about
these admirable efforts to ease the issues faced by applicants.
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Revenue/Board of Revenue Punjab:

RECOMMENDATIONS:

The Revenue Department faces frequent complaints, requiring clear directives
from Senior Member Board of Revenue to improve public service. Officials
often refuse to issue Fard Malkiat based on cultivation entries, violating legal
provisions that must be strictly enforced. Delays in digital Khasra Girdawari
copies hinder grievance resolution which necessitates immediate issuance.
Clear guidelines on inheritance, registered deeds, and gift mutations should be
displayed at tehsil offices and Dehi Markaz Maal to assist applicants.

Fraud in oral mutations remains a concern, requiring mandatory banking
transactions to prevent unrecorded transfers. Revenue officers often exceed
their authority, violating legal provisions, highlighting the need for better legal
awareness. Patwaris facilitate illegal land transfers, necessitating strict
monthly monitoring by District Collectors. The absence of relevant officer(s)
cause hardships for landowners, requiring strict enforcement of office hours.
Weak record-keeping enables land grabbing, calling for a survey to identify
and protect government lands. Delayed inquiries allow corruption to persist,
requiring expedited decisions by Deputy Commissioners and improved Board
of Revenue oversight. Regular review meetings at division and Board of
Revenue levels are essential to ensure timely resolution of partition and
demarcation cases.

IMPLEMENTATION STATUS:

The Agency reported that the partition of a joint account/khata is complex
and varies by case. The Board has instructed field formations to expedite
partition cases as per the Punjab Land Revenue Act, 1967, and monitors them
via Revenue Court Management System (RCMS). The proposed process may
slow sale/purchase transactions, but revenue laws allow recovery from sellers
of excess land. Any joint owner can request partition under Section 135 of the
Act. Digital Girdawairri, launched in 2021, has eased public hardships.

Mutation review remains complex, often linked to undisclosed property sales.
Such cases require diligence and are reviewed under Section 163, though
without a set timeline. The Board monitors pending court cases via RCMS,
Authorities, including the Punjab Land Records Authority (PLRA) and Deputy
Commissioners, facilitate public access to attested revenue records. PLRA has
digitized land records at 202 centers, processing millions of transactions yearly.
System slowdowns are sometimes reported due to internet issues, peak hours,
or technical problems. PLRA continues improving services and supports
digitalization for government agencies. PLRA has a robust complaint redressal
system via multiple platforms, ensuring swift resolution. Khewat Mutation Issue
(KMI) Committees address blocked khewats, with progress monitored at
district and Board levels. Deputy Commissioners and law enforcement
agencies are empowered to vacate private land upon complaints.
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To deter corruption, the Board instructed Deputy Commissioners to
conclude pending inquiries against revenue field staff and report on monthly
basis. This issue is now a standing agenda in Commissioners’ Conferences.

Communication & Works Department:

RECOMMENDATIONS:

Project execution is often delayed after tendering, leading to wasted public
funds and public inconvenience. Schemes must be completed within the
specified timeframe, with extensions granted only in exceptional cases with
valid justification. A fixed timeline should be established for returning
contractors’ security deposits after project completion, ensuring compliance
with specifications and agency satisfaction. Additionally, District Collectors
frequently undervalue land in DPAC assessments, often below market rates.
Many projects commence without proper land acquisition under Section 11 of
the Land Acquisition Act 1894, leaving landowners unpaid for years. Payments
must account for the time value of money to ensure fair compensation.
IMPLEMENTATION STATUS:

The Agency reported that granting time extension is mainly due to piecemeal
funding. The issue of return of security deposits is dealt as per contract
agreement. Further that the decision of DPAC is a prerogative of district
administration.

Directorate General, Katchi Abadis:

RECOMMENDATIONS:

Many residents from the Katchi Abadis Scheme 2012 survey have yet to
receive proprietary rights. These should either be granted or a fresh survey
conducted to differentiate between approved settlements and
encroachments. A definitive cut-off date should be set, recognizing all
residential buildings constructed before it as Katchi Abadis and granting
proprietary rights accordingly. For settlements where commercial activities
exist without proprietary rights, sites should be auctioned at market price.
Areas with commercial potential should have multi-story flats built for
residents, allowing vacated land to be auctioned. Additionally, declared
Katchi Abadis must be provided with roads, sewerage, and electricity to
enhance optimal living conditions.

IMPLEMENTATION STATUS:

The Agency reported that a total of 115,570 proprietary rights have been
granted in urban areas and 3,748 in rural areas, with the remaining cases still
in process. The cut-off date of 31.12.2011 under the Punjab Katchi Abadis Act
1992 can only be changed through an amendment, though doing so may
encourage encroachments. Commercial properties in Katchi Abadis are
allocated via open auction. A proposed Rs. 2,000 million multi-storey flats
scheme was dropped due to lack of land availability and residents’
unwillingness to relocate. Civil amenities in these settlements are provided by
local governments and development authorities.
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Environment Protection Department:

RECOMMENDATIONS:

Smog has worsened in recent years, with existing measures proving
inadequate. A comprehensive policy is needed to address key contributors
such as outdated vehicles, industrial emissions, brick kilns, and stubble
burning. Urban and rural areas require distinct yet coordinated strategies to
lower pollution levels, with effective stakeholder sensitization for preventive
measures. The Environment Protection Department should lead efforts to
promote eco-friendly fuels by engaging experts to draft recommendations,
which should then be submitted to the Federal Government for further action.
IMPLEMENTATION STATUS:

The Agency reported that EP&CCD has implemented preventive measures to
tackle smog, particularly in Lahore, and has formulated comprehensive
environmental policies. Under the Punjab Environmental Protection (Smog
Prevention and Control) Rules 2023, substandard fuel use in industries and
brick kilns has been banned. Experts have been engaged to develop policies
focusing on cleaner fuels and reducing vehicular emissions. The Punjab Clean
Air Policy 2023 aims to adopt Euro-V or higher fuel standards by 2030 and
promote electric and hybrid vehicles. The Climate Resilient Punjab Vision and
Action Plan 2024 sets targets of 30% electric vehicle sales by 2030 and 40% by
2035. Additionally, the Punjab Environmental Protection (Motor Vehicles)
Rules 2013 regulate vehicular emissions. These expert-driven policies,
available at epdpunjab.gov.pk, demonstrate Punjab’s commitment to
pollution control and sustainable development. We are very proud of our role
in bringing about these admirable efforts to ensure a cleaner environment for
all of us.

Excise, Taxation And Narcotics Control Department:

RECOMMENDATIONS:

Complaints persist over delays in issuance of vehicle number plates due to
outsourcing and provincial decisions, requiring a uniform policy for timely
delivery. Property tax assessments are often flawed due to inaccurate
surveys, necessitating corrective measures. Retired civil servants, widows,
disabled persons, minors, and owners of self-occupied houses up to 5 Marla
face difficulties despite exemptions, highlighting the need for improved
surveys and computerized records. Frequent incorrect assessments lead to
lengthy rectifications without accountability, warranting strict disciplinary
action. Some districts unlawfully tax rental income, while private agents
overcharge for vehicle registration, requiring strict oversight. Excise officials
wrongly collect outstanding taxes from current rather than previous owners,
violating the Punjab Urban Immovable Property Tax Act, 1958. Properties over
5 Marla with multiple owners are taxed as a single unit, necessitating
clarification. Additionally, the lack of proof for property tax notices leads to
disputes, requiring a verifiable delivery system.
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IMPLEMENTATION STATUS:

The Agency reported that delay in issuing 1.9 million vehicle number plates
due to the expired NRTC contract has been resolved, with 900,000 plates
produced and an open market model adopted since April 2024. Property tax
assessments, currently based on annual rental value, will shift to a capital
value system (DC Table) in January 2025 for greater accuracy.

Tax exemptions for retired civil servants, widows, minors, and disabled
persons require annual renewal, with compliance recommendations in
place. Appeals against incorrect tax assessments are allowed, with
accountability measures for irregularities. Property tax is based on land and
covered areaq, not income, and no private entity is authorized for vehicle
registration. Under Section 14 of the Punjab Urban Immovable Property Tax
Act 1958, unpaid property tax can be recovered from tenants if the owner
defaults. Clarifications have been made regarding bifurcated and jointly
owned properties, ensuring fair assessments. Efforts to improve property tax
notice delivery, including online access, are underway.

Finance Department:

RECOMMENDATIONS:

Processing of family pension claims, OSD posts, death allowance, and Rule
17-A appointments needs improvement to reduce litigation. An online portal,
developed with PITB, should streamline claims for deceased government
employees’ families, enabling automated issue resolution. The Finance
Department should collaborate with PITB to create a centralized employee
database for regular updates, allowing competent authorities to approve
OSD posts digitally. This system should integrate with A.G. Punjab, Benevolent
Fund, G.P. Fund, and insurance databases to ensure timely disbursement of
benefits to grieving families.

IMPLEMENTATION STATUS:

The Agency reported that in order to mitigate financial hardships, Punjab
Pension Rules were amended to allow AG/DAOs to grant a one-year
anticipatory pension post-retirement, with full pension processed upon case
submission. Family pension cases are addressed promptly, except in
disputed claims. The Finance Department, as per Punjab Government Rules
of Business 2011, handles post creation, requiring departments to submit
complete cases within 10 days of an officer’s death to avoid delays. Rule 17-A
stands omitted. Benevolent and Marriage Grants fall under the Punjab
Benevolent Fund Board. Employees’ records are maintained in the SAP
system, ensuring data security. Payment delays primarily stem from
administrative departments or employees, and efforts are underway to
streamline the process following the Ombudsman’s recommendations.
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Forest, Wildlife And Fisheries Department:

RECOMMENDATIONS:

Forest Department faces administrative and environmental challenges,
including delays in pension processing, GP Fund, OSD post creation, financial
assistance, and Rule 17-A appointments, necessitating streamlined
procedures. lllegal logging, often aided by Departmental collusion, requires
stricter monitoring and harsher penalties. Despite extensive tree plantation
efforts, poor sapling survival rates call for dedicated oversight committees in
schools and offices. Additionally, illegal hunting of endangered species like
deer, stag, and vurial remains a serious issue, demanding targeted
conservation measures to restore wildlife populations.

IMPLEMENTATION STATUS:

The Agency reported that it has made significant progress in processing
pension, GP Fund, financial assistance, and OSD post cases, with minimal
pending matters. Rule 17-A appointments have been omitted by the
government. To combat illegal tree cutting, enhanced surveillance, stricter
penalties, and improved governance measures have been implemented,
though staff shortages remain a challenge. Tree plantation efforts face
monitoring difficulties due to vast sites and limited personnel, but solutions
like community involvement, technology-based tracking, and institutional
care committees are being introduced. Wildlife conservation has received a
Rs. 2,191M grant, with new staff recruitments underway. Additionally, digital
reforms, including online permits and a public awareness communication
hub, aim to streamline processes and strengthen conservation efforts.

Health:

PRIMARY & SECONDARY HEALTH CARE DEPARTMENT:
RECOMMENDATIONS:

A strong primary healthcare system is crucial to reducing pressure on
higher-tier facilities, but challenges like HR shortages, infrastructure gaps,
financial constraints, and poor service quality persist. Improving doctor
availability at BHUs/RHCs through incentives, rationalizing healthcare
facilities, and strengthening essential medicines, diagnostics, maternal care,
and immunization coverage are necessary. Access to clean water and
sanitation should be improved, the National Nutrition Policy enhanced, and
an Integrated Disease Surveillance & Response System (IDSRS) implemented
for outbreak control. Inactive THQ Hospital welfare accounts need
immediate reactivation to restore Zakat funds for underprivileged patients.
Complaints about staff shortages, poor service, and lack of availability of
medicines at DHQs, THQs, RHCs, and BHUs highlight the need for better HR
management. Despite a significant annual budget, District Health
Authorities suffer from mismanagement, financial irregularities, and a lack
of critical equipment like dialysis machines and ventilators.
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A comprehensive performance and financial audit is essential to ensure
effective resource utilization and improved healthcare delivery. The huge
pending liabilities has led to substantial number of complaints.
IMPLEMENTATION STATUS:

The Agency reported that the Hospital Welfare Committees operate under
the Punjab Zakat & Usher Department, which manage all related funds. To
enhance service delivery, the P&SHF has established a Commmand & Control
Center with a 24/7 helpline (1033) for swift complaint resolution regarding
treatment, lab tests, medicine availability, and staff behavior. Medicine
shortages are addressed through bulk and local purchases, supplemented by
DGHS supplies when needed. The IRMNCH & Nutrition Program operates
through BHUs, RHCs, and community health workers under P&SHD, achieving
90% of its targets despite receiving only 64% of the approved budget for
2022-23. A third-party evaluation (MICS) will assess progress on maternal
and neonatal mortality reduction. Additionally, the Project Management
Unit (PMU), established in 2016, has strengthened healthcare in Punjab by
upgrading HR, infrastructure, medical equipment, and IT systems. It has
facilitated the supply of ventilators and dialysis machines to THQ/DHQ
hospitals, significantly improving critical care services. We are proud to have
played a role in bringing about positive changes which will help patients.

SPECIALIZED HEALTHCARE AND MEDICAL EDUCATION DEPARTMENT:
RECOMMENDATIONS:

The Agency oversees a vast healthcare network, including 7 DHQ hospitals,
45 teaching/tertiary hospitals, 6 medical universities, 14 medical
institutes/colleges, and 56 nursing schools, providing specialized care. Public
concerns include equipment shortages, lack of diagnostics, infrastructure
deficiencies, medicine unavailability, and financial constraints. Maternal and
child healthcare remains a challenge, with high infant and maternal
mortality rates, while 70-80% of tertiary care patients could be treated at
the primary level. Rs. 57452 billion has been dallocated for hospital
upgradation and facility revamping. Overcharging at hospital parking
stands persists due to contractors obtaining court stays. The Ombudsman
has directed SHC&ME to propose a permanent solution in line with Lahore
High Court rulings. Communicable disease outbreaks, including dengue,
hepatitis, and respiratory infections, require stronger surveillance, sanitation
improvements, and waste management interventions. Medical retirement
audits revealed irregularities in invalidation certificates, leading to an online
submission and verification system overseen by a monitoring cell under
Director Health Services (HQ). Frequent doctor absences and medicine
shortages indicate administrative lapses, requiring surprise inspections and
biometric attendance systems to improve staff accountability and service
delivery. A substantial number of complaints have been received regarding
pending liabilities in lieu of payments to vendors.
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IMPLEMENTATION STATUS:

It has been reported that all SHC&MED Institute Heads must ensure staff
availability during morning duty hours. Public hospitals independently
procure medicines and medical devices within their budgets, with policies
like an annual procurement calendar, local purchases, and HMIS
resource-sharing enhancing efficiency. Since FY 2022-23, top-up supplies
have further strengthened supply chains. Medicine and medical device
regulation is a joint Federal-Provincial responsibility, with DRAP managing
product registration and pricing, while P&SHD oversees market availability
through drug inspectors. Invalidation certificates are processed by P&SHD,
with the Director General Health Services as the final authority, while
SHC&MED forms Special Medical Boards only upon request. Finance
Department releases budgets quarterly, and most SHC&MED institutions
operate under the Punjab Health & Medical Institutions Act 2003 (amended
2016). Financial liabilities are cleared through allocated budgets with
approval from relevant authorities.

Higher Education Department (HED):

RECOMMENDATIONS:

Public Sector Universities in Punjab often fail to enforce recruitment quotas
for specially-abled persons, necessitating stricter monitoring by the Higher
Education Department. A shortage of lecturers and professors persists due
to an unstructured transfer policy, requiring a well-defined HR strategy for
equitable faculty distribution. Students face difficulties in obtaining Matric
and Intermediate certificates due to misplacement by Pakistan Post or
school clerks. BISE should establish a secure delivery system, ensuring direct
handover to private students at home and to schools/colleges for regular
students. Additionally, duplicate certificate fees should be waived in cases of
misplacement beyond students’ control. With youth unemployment at
18.9%, Punjab’s education system requires major reforms. Despite having 821
colleges and over 710,000 students, challenges such as poor teacher
training, high fees, and a flawed examination system persist. Key solutions
include enhancing teacher training, fostering public-private partnerships,
upgrading curricula and infrastructure, reducing dropout rates, expanding
digital and technical education, and improving affordability.

IMPLEMENTATION STATUS:

Department reported that it has taken concrete steps to implement key
recommendations in the education sector. Public Sector Universities in
Punjab have been directed, through official correspondence, to ensure strict
compliance with recruitment quotas for specially-abled persons.
Additionally, a comprehensive Transfer/Posting Policy, approved by the
Cabinet, has been issued to address faculty shortages and ensure equitable
postings.
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To streamline the issuance of Matric and Intermediate certificates, all Boards
of Intermediate & Secondary Education (BISE) in Punjab have been
instructed to improve delivery mechanisms, with feedback indicating
progress. Furthermore, the Director Public Instructions (Colleges), Punjab has
been formally directed to implement reforms for better educational
outcomes.

Housing, Urban Development And Public Health
Engineering

RECOMMENDATIONS:

Unregulated residential expansions in Punjab are leading to fraudulent
schemes, necessitating strict legal action against illegal developers. A total
of 14,574 marlas remain under encroachments, with 87 civil cases involving
2,732 marlas still unresolved, requiring a coordinated retrieval strategy. Poor
interdepartmental coordination has hindered the proper transfer of urban
water supply schemes, prompting the need for collaboration between
relevant Departments. Additionally, persistent complaints about sewerage
and basic amenities indicate weak grievance redressal, necessitating an
efficient complaint monitoring system by WASA and PHA. Lastly, subscriber
deduction records require regular updates, and the refund process for
Government servants must be expedited for transparency.

IMPLEMENTATION STATUS:

It has been reported that Development Authorities under HUD&PHED are
enforcing strict legal measures against illegal housing schemes, including
sealing offices, demolitions, FIRs, and legal prosecutions under the Punjab
Development of Cities Act, 1976. Private housing schemes are approved only
after land verification, and violations result in enforcement actions and
anti-encroachment operations. HUD&PHED and LG&CD oversee approvals
and building control without inconsistencies. WASA Faisalabad operates a
grievance redressal system, covering sewerage and water supply for a
significant portion of the city, while PHA Faisalabad manages extensive
green spaces to combat pollution. PGSHF subscription records are
periodically updated, and a structured refund mechanism ensures
transparency and efficiency.

Irrigation Department:

RECOMMENDATIONS:

Complaints are received about incorrect Abiana assessments despite a
flat-rate system. The Department must ensure updated ownership records
and accurate demand verification in Nehri Khatonis and Warabandies.
Violations in irrigation practices, including canal water theft, improper
outlets, and favoritism towards influential landowners, necessitate strict
monitoring and disciplinary action.
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Woater theft, particularly in Gujranwala and Gujrat during the rice season,
causes financial losses, requiring collaboration with Revenue Officials and
Police for prevention of these practices. lllegal water outlets facilitated by
irrigation staff and political figures must be surveyed and legally addressed.
Delays in Bhal Safai and drain cleaning impact farmers, requiring strict
implementation of a yearly plan. Unresolved land compensation cases
spanning over 40 years need urgent review by a high-level committee. At the
Secretariat level, delays in financial assistance, leave encashment, pensions,
and OSD post creation persist due to procedural issues, highlighting the
need for a joint coordinating forum for prompt resolution.

IMPLEMENTATION STATUS:

The Agency reported that the Punjab Revenue Manual mandates accurate
girdawari records and water rate assessments, now digitized via the
e-Abiana software, which replaces manual assessments with automated
e-bills. The Punjab Irrigation Department’s PMIU actively monitors water
distribution and theft through field visits, while the ICMC handles complaints
across multiple platforms. Joint Inspection Teams, comprising Assistant
Commissioners, Irrigation SDOs, and Police SHOs, enforce anti-theft
measures by registering FIRs and conducting regular inspections. lllegal
water outlets are identified and removed through coordinated efforts with
police and district authorities, enhancing agricultural sustainability. To
counter silt accumulation in canals, Punjab executes an annual desilting
campaign, with the 2023-24 drive improving water supply in 1,522 canals.
Land acquisition delays often stem from postponed DPAC meetings,
necessitating fixed timelines for efficient payment processing. Financial
assistance and leave encashment cases are contingent on budget
availability, while OSD posts for deceased officials’ legal heirs require
thorough documentation. Officers assist families in case of missing
documents, ensuring continuous monitoring for timely resolution.

Labour Department:

RECOMMENDATIONS:

The minimum wage policy is poorly enforced, with violations often ignored
and minimal penalties imposed. Labour plot allotments remain a persistent
issue due to inaction despite repeated concerns. PESSI delays payments to
pharmaceutical companies due to bureaucratic transitions; outgoing
authorities should delegate financial responsibilities to ensure smooth
processing. Families of deceased work charge employees face prolonged
hardships due to incomplete service records, requiring a compassionate
resolution. Child labour persists despite legal frameworks; stronger
enforcement and a clear policy assigning responsibilities in education and
social welfare are essential for meaningful intervention.
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IMPLEMENTATION STATUS:

It has been reported that the Labour Department enforces the Punjab
Minimum Wages Act, 2019, with 169,785 inspections, 32,186 prosecutions, and
Rs.15.58 million in fines. Child labour laws are also actively implemented,
leading to 1,296 FIRs and 229 children being referred to welfare institutions.
Labour colony issues fall within the Punjab Workers Welfare Fund Housing
Allotment Policy — 2021, which limits transactions to registered workers.
Despite the Ombudsman’s recommendation for amendments, the
Governing Body opted for a policy review instead. PESSI payment delays are
subject to governing body decisions, though payments are processed on
time. A policy framework since 2021 provides grievance redressal
mechanisms for work-charged employees. The Labour Department is also
finalizing MOUs with NGOs for child labour rehabilitation and planning new
schemes for FY 2025-26.

Punjab Workers Welfare Fund:

RECOMMENDATIONS:

Delays in PWWF payments for scholarships, marriage, and funeral grants
stemm from the Federal Government's fund shortages, leaving workers
disappointed despite approvals. The Punjab Worker Welfare Fund must
coordinate with federal authorities to expedite pending claims. To address
benefit non-payment complaints, WWF Punjab has introduced an IT-based
disbursement system, which the Labour Department should sustain for
transparency and efficiency. Additionally, reports of uncooperative behavior
from PWWEF officials toward workers and their children require senior officers
to enforce compassionate and respectful treatment of beneficiaries.

IMPLEMENTATION STATUS:

During FY 2023-24, PWWEF disbursed Rs. 9.051 billion for 39,349 cases, with an
additional Rs. 2.988 billion approved for 11,457 cases, pending fund
availability. To enhance efficiency, PWWF partnered with Punjab IT Board to
upgrade its MIS and signed an SLA with Bank of Punjab for digital
disbursements, with marriage grants operational since October 2024. A
comprehensive online platform, helpline (042-99260242), and complaint cell
(1314) have been established, alongside a front desk at PWWF to assist
workers and students with applications and grievances.

Lahore Development Authority (LDA):

RECOMMENDATIONS:

LDA requires urgent reforms to address key challenges. Land compensation
records should be digitized to prevent disputes, and a professional
marketing wing is needed to compete with private developers. A dedicated
court in Lahore High Court is necessary to expedite over 15,000 pending
cases, while public-private partnerships can drive large-scale projects.
Strict action is required against the commercial use of residential properties,
and alternative dispute resolution should be implemented.
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LDA’s website needs modernization in collaboration with PITB, and improved
intra-departmental coordination will enhance efficiency. Transparent
recruitment is essential to address staff shortages, and vendor payments for
project inaugurations should follow formal procedures. The One Window
facility requires significant improvements, and delays in map and NOC
approvals must be resolved with a clear fee structure and displayed timelinesin
LDA offices.

IMPLEMENTATION STATUS:

The Agency reported that it has nearly completed land record digitization with
PLRA, ensuring transparency in acquisitions and compensation. A Marketing
Directorate has been approved, and a social media consultant is being hired
temporarily. While Lahore High Court declined a dedicated court, Civil and
Appellate Courts manage LDA cases. Public-private partnerships are
advancing, including a PPP project at Kahna Kacha Flyover and joint ventures
for LDA City. Strict penalties on illegal commercial use of residential properties
have led to increased compliance, and a negotiation committee is expediting
out-of-court settlements, resolving many LDA Avenue-1 litigations.

Timely project completion remains a priority, with independent evaluations
ensuring quality. Auction strategies have been revamped, introducing balloting
for residential plots and installment plans. LDA’s website is being modernized,
and intra-departmental coordination has improved through digitized
approvals. Recruitment is progressing, with Grade-17 hiring via PPSC and
lower-grade requests submitted. Vendor payment policies are under review,
and a committee is addressing pending claims. The One Window Cell has been
upgraded with new counters and a call center for better service. Transparency
measures include online and office-displayed checklists, with expedited
approvals for maps and NOC:s.

Local Govt. Department/District Administration:

RECOMMENDATIONS:
The Local Government system struggles with inefficiencies in sanitation, water
supply, waste management, and horticulture, with widespread complaints of
corruption. Sanitary workers focus on markets while neglecting residential
areas, necessitating stricter supervision. Union Council Secretaries face bribery
allegations in issuing vital documents; displaying fee schedules and clear SOPs
can reduce corruption. Poor sanitation at the tehsil level calls for improved
municipal services. Development schemes should prioritize urgent repairs of
sewerage and water systems, while encroachments must be removed
proactively. Lahore’s Metropolitan Corporation reacts to encroachments only
under media pressure, requiring consistent enforcement. Waste management
remains outdated, demanding modernization and structured service charges.
Underdeveloped districts face severe deficiencies in sewerage, road
maintenance, and drinking water, needing targeted provincial funding.
Pension delays persist due to irregular fund releases, necessitating timely
financial allocations.
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IMPLEMENTATION STATUS:

The LG&CD Dept. has digitized its HR system, resolving 44 PEEDA inquiries
since April 2024 to improve efficiency. The Suthra Punjab program
completed 57.7 million sanitation activities, with a control room and mobile
app for monitoring. Waste management outsourcing now covers 146 tehsils.
Union councils are regulated through fee display boards, inspections and
disciplinary actions. A monthly Special Purpose Grant of Rs. 8.33 billion
supports municipal corporations in improving services. Development
schemes are proposed to the P&D Board, with encroachment removal
clearing 72,494 roads and imposing Rs. 44.77 million in fines. MCL cleared
3,427 km of roads, sealed 1,939 premises, and issued Rs. 21.89 million in fines.
Waste management expansion includes material recovery facilities and a
landfill, with further projects planned. The Punjab Rural Sustainable Water
Supply and Sanitation Project, funded with Rs. 96.2 billion from the World
Bank, targets 2,000 Vvillages. Financial constraints persist due to
discontinued development funds since 2017, though supplementary grants
and a 15% PFC share increase help manage liabilities.

Mines & Minerals Department:

RECOMMENDATIONS:

Mines & Minerals Department must address illegal excavation and
groundwater pollution, as contractor violations persist despite inquiries.
Stricter rule revisions, enhanced monitoring, and stringent penalties are
essential to curb improper toxic water disposal and enforce compliance. A
Regional Office investigation in Jhelum exposed severe resource constraints,
with an Assistant Director overseeing 111 mines with minimal staff and
inadequate transport. Similar inefficiencies likely exist in other districts,
necessitating urgent administrative intervention to ensure effective
oversight and regulatory enforcement.

IMPLEMENTATION STATUS:

It has been reported that the Department has introduced several measures
to curb illegal mining, including District Mines & Minerals Committees led by
Deputy Commissioners, Anti-Theft Mobile Squads, and a drone surveillance
project. A public helpline is also being launched. District monitoring
committees oversee coal mining areas to ensure environmental compliance,
while a feasibility study for a saline drain in Sargodha has been completed,
with PC-1 preparation underway.

To address staff shortages identified by the Ombudsman Punjab, personnel
have been added to understaffed offices, including Jhelum. A hiring
summary for field staff is in progress, with plans to introduce Mineral Guards
for improved monitoring. New vehicles are being procured, and repairs to
existing ones, including Jhelum’s, have been completed within budget.
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Parks And Horticulture Authority:

RECOMMENDATIONS:

PHA is responsible for maintaining public parks and green belts, but
complaints received by the Ombudsman’s Office highlight poor
maintenance due to weak supervision, lack of funds, and staff shortages. To
address this, Director Generals of PHA Lahore should ensure better resource
utilization, strict supervision, and effective management of available
machinery and manpower to improve park conditions.

IMPLEMENTATION STATUS:

Reportedly, PHA Lahore has taken significant steps to improve park and
greenbelt maintenance. Recently, 459,263 trees/plants were planted to
enhance Lahore’s environment and combat smog. Additionally, 35
community parks were revamped, and electronic bikes were introduced to
reduce carbon footprints. Despite financial constraints, PHA Lahore has
strengthened internal management, auditing, and resource allocation,
ensuring better repair and maintenance of parks and green spaces for
public benefit.

Police:

RECOMMENDATIONS:

Punjab Police should enforce Supreme Court rulings for timely FIR
registration, monitored by SP Complaints. Specialized homicide units and
forensic collaboration are required to improve investigations and conviction
rates. A tenure-based posting policy and forensic training would enhance
case handling. Public grievances should be addressed through complaint
systems, Khidmat Marakiz, and DPO-led open courts. Strict action should be
taken against misconduct, bribery, and illegal detentions. Police
accessibility should be improved via duty rosters, inspections, and online
appointments. Oversight of SHOs would prevent interference in civil
disputes, while community policing and vigilance committees would help
eliminate outdated practices.

IMPLEMENTATION STATUS:

The Agency reported that Punjab Police enforces free FIR registration with
strict monitoring and accountability for delays. Forensic units, centralized
case tracking, and officer performance reviews improve conviction rates.
Transfers follow Police Order 2002, with mandatory training and an Internal
Accountability Branch (IAB) addressing misconduct. Crime prevention relies
on CCTV, public engagement, and technology. Strict monitoring curbs
illegal custody, while body cameras and surprise checks enhance
transparency. Misconduct, delays, and abuse of power are tackled through
training, complaint portals, and oversight by IAB. Public access to officers is
ensured via fixed hours and digital tracking. Police are prohibited from
interfering in civil disputes without court orders. Anti-corruption measures
include internal audits, vigilance, and performance-based incentives.
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Punjab Healthcare Commission:

RECOMMENDATIONS:

Complaints of quackery and malpractice in hospitals have prompted
interventions, leading to clinic closures and enforcement of MSDS
regulations. While PHC oversees the health sector, increasing negligence
cases require stricter enforcement through random inspections and a
comprehensive anti-quackery campaign. PHC, established in 2010 to
address medical negligence, faces delays in resolving cases, undermining its
effectiveness. Streamlining procedures for faster grievance redressal is
essential to ensure timely accountability in healthcare services.

IMPLEMENTATION STATUS:

The PHC regulates healthcare quality by enforcing MSDS through
inspections and compliance monitoring. It combats quackery with district
authorities under Section 36 of the PHC Act, using data-driven enforcement
and empowering District Health Authorities to seal illegal clinics. Medical
negligence cases are handled under Section 23 of the PHC Act and
Complaints Management Regulations, 2014. To improve efficiency, PHC has
introduced a Simplified Complaint Filing Mechanism and is refining
investigation procedures with stricter timelines, ensuring transparency and
accountability in healthcare services.

Punjab Social Protection Authority:

RECOMMENDATIONS:
Punjab Social Protection Authority (PSPA) manages the Zewar-e-Taleem
stipend, but biometric verification issues and lack of guidance from agents
often delay payments. To improve access, district-level representatives
should assist beneficiaries, and support mechanisms should be established
at schools, district offices, and a central control office. The stipend
disbursement process is complex, leading to delays and non-payments. A
collaborative one-window management system involving PSPA, PMIU-PESRP
Lahore, DMO offices, and the School Education Department is needed to
streamline data collection, grievance redressal, and payments.
IMPLEMENTATION STATUS:
The Zewar-e-Taleem Program provides Rs. 1000 monthly stipends to female
students in 16 low-literacy districts, aiming to improve enroliment,
attendance, and nutrition. Managed by PSPA and facilitated by Bank of
Punjab, payments are processed through HBL-Konnect, UBL-Omni, and
Alpha Pay. Besides, PMIU-PESRP ensures accurate student data, while
District Monitoring Officers and school teachers act as focal persons for
complaint resolution. PSPA’s Social Protection Helpline (1221) supports
beneficiaries, and API integration is being developed for seamless data
transfer. Campsites have been established to assist with registration and
withdrawals, with ongoing efforts to simplify disbursement and promote
girls’ education.

SYAl Office of the Ombudsman Punjab




Annual Report 2024 OMBUDSMAN

Punjab Safe Cities Authority:

School

RECOMMENDATIONS:

This Office has endeavoured for three years to improve hospital security by getting
the SOPs implemented and integrating hospital CCTV cameras with Safe Cities
Authorities. The process, covering 19 hospitals in Lahore, needs to be expedited. With
35% of Safe City cameras non-functional, traffic monitoring and crime prevention are
severely impacted. The Authority must ensure prompt repairs to restore full
functionality.

IMPLEMENTATION STATUS:

The Agency reported that PSCA's contract with Huawei for camera maintenance
ended in February 2024, temporarily reducing the online camera count from 5000 to
3000 during the transition to a new contractor. The count has since improved to 5300
and continues to rise. Camera functionality is affected by UPS, battery systems, and
Optical Fiber Cable (OFC) connectivity, often disrupted by development projects.
Despite Huawei’s absence, PSCA has restored most cameras and is actively working
on the remaining ones using new hardware.

Education Department:

RECOMMENDATIONS:

Public schools face numerous challenges including inadequate infrastructure, missing
facilities, unsafe buildings, delayed book distribution, teacher protests, and financial
constraints. Solutions require improved access, digitalization, teacher training,
alternate learning methods, and vocational education. Teacher shortages, especially
in remote areas, leave schools non-functional, requiring urgent hiring.

IMPLEMENTATION STATUS:

The School Education Department has prioritized reduction of dropout rates and
improvement of infrastructure. In 2023-24, Rs. 446 million was spent on missing
facilities and school upgrades, while Rs. 8.5 billion was allocated for the Afternoon
Schools Program. For 2024-25, Rs.750 million is set aside for school improvements,
including 4,286 new IT labs. To enhance learning, 9,600 Early Childhood Education
rooms, 80 Aspire classrooms, and 6,060 learning camps were established. The Single
National Curriculum is being implemented with free textbook distribution, and school
outsourcing has expanded, increasing enroliment to 615,000 students.

Education quality is improving through Rs. 2.3 billion spent on teaching aids and
digitalization efforts such as SIS, HRMIS, PEPRIS, and digital textbooks. Over 39,000
teachers have been trained, while distance learning initiatives like “Taleem Ghar” and
e-libraries have been introduced. Programs like Zewar-e-Taleem, Afternoon Schools,
and Foundational Literacy & Numeracy tackle dropout rates. QAED provides modern
teacher training, while STEAM education and digital resources support learning. Free
education and textbooks are ensured under Article 25-A and the Punjab Free and
Compulsory Education Act 2014.
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Chapter

Use of Information and Communication

Technology

The Office of the Ombudsman Punjab uses Information and Communication
Technology (ICT) with its result-oriented core processes to enable the
expeditious redressal of grievances of complainants. The Office of the
Ombudsman Punjab provides effective, efficient and free of cost service
delivery to the general public and Overseas Pakistanis through the use of
innovative tools of information technology and which are designed as per
e-Governance parameters like fairness, transparency, accountability and
independence.

Office of the Ombudsman Punjab has successfully deployed the dedicated
PRI Line Link from NTC to our in-house developed 24/7 Helpline 1050 call
center infrastructure. It allows all citizens of Pakistan to reach us through our
24/7 Helpline 1050 launched with slogan of ‘Dial 1050 One Call Away’.

Helpline 1050 is integrated with the Ombudsman Punjab Management
Information System as a Helpline 1050 Module which allows the staff who
receive calls from complainants to directly register the calls of complainants
within the system with the relevant districts. This allows the complainants to
get more responsive coordination and compliance from our regional offices
across Punjab through 24/7 Helpline 1050. The core features of 24/7
Helpline 1050 are:-

. Instant Response System

. Result based Monitoring

. Fast Track Redressal of Complaints

. Continuous Follow ups with Complainant

Providing access to Overseas Pakistanis on
website through Overseas Pakistanis Complaint
Management System
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Registration of complaints
https://ombudsmanpunjab.gov.pk/register-complaint-overseas-pakistanis
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Providing access to overseas Pakistanis on mobile
application through opmis mobile app

OPMIS mobile app available for free of cost download on Google
play store & apple iOS app store

Register a Complaint English Urn ¢ gy was s English L
. English

OVERSEAS PAKISTANIS
COMPLAINT MANAGEMENT INFORMATION SYSTEM

Office of the Ombudsman Punjab Office of the Ombudsman Punjab
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To view/download information & signed Ombudsman
order free of cost on our OPMIS mobile app
[track status of complaint]

= Track Complaint Status English Urdy

Please enter below your Complaint Number
to see the Status of your Complaint.
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Officer {Property) District
Jhelum

Approved order issued
with findings
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Justice at their doorstep for Overseas Pakistanis through means of
valuable ICT interventions
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Chapter
Office Of The Chief Provincial

Commissioner For Children (OCPCC)

The Office of Chief Provincial Commissioner for Children (OCPCC) was originally
established as Children Complaint Office in 2009 under the aegis of Ombudsman
Punjab Office. The scope and mandate of OCPCC has been enhanced in line with
the provisions of the United Nations Convention on the Rights of the Child
(UNCRC) and it provides a dedicated mechanism for redressal of children’s
grievances and for resolving complaints made by and on behalf of children. It
safeguards the rights and promotes the welfare of children and young people
below the age of 18 years. Office of the Ombudsman Punjab endeavours to
ensure that all laws, policies, programmes and administrative mechanisms in
Punjab are in consonance with the rights afforded to children, as enshrined in the
Constitution of the Islamic Republic of Pakistan and in terms of the UN
Convention on the Rights of the Child.

Basic Objectives:

»  Establishment of a dedicated redressal and response system for complaints
related to and by children against maladministration by any Government
agency, institution or public body.

* To provide a platform for addressing children’s issues through research,
advocacy and engagement with children and other stakeholders working
on child rights.

*  Toenable the Ombudsman to advise the Provincial Government on systemic
issues which impact the rights of children in compliance with the UN
Convention on the Rights of the Child.

Mission Functions and Powers:

i) Examine and review the safeguards provided by or under any law for the
time being in force for the protection of child rights and recommend
measures for their effective implementation in case any government
agency is failing to do so.

ii) Take cognizance of violation of child rights and recommend initiation of
proceedings in such cases.

iii) Examine all factors that inhibit the enjoyment of rights of children affected
by terrorism, communal violence, riots, natural disasters, domestic violence,
HIV/aids, trafficking, maltreatment, torture and exploitation, pornography
and prostitution and recommend appropriate remedial measures.

iv) Undertake and promote research in the field of children’s rights.

v) Spread awareness among various sections of society about the safeguards
available for protection of children’s rights through publications, the mediq,
seminars and other available means.
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vi) Inspect or cause to be inspected any juveniles’ custodial home, or any other
place of residence or institutions meant for children, under the control of a
Government agency; where children are detained or lodged for the purpose
of treatment, reformation or protection and pursue and engage with these
authorities for remedial action, if found necessary.

vii) Inquire into complaints and take cognizance of:-

»  Deprivation and violation of child rights;

e Non implementation of laws providing for protection and development
of children;

+ Non-compliance of policy decisions, guidelines or instructions aimed at
mitigating hardships and ensuring welfare of children and provide relief
to children; or take up the issues arising out of such matters with the
appropriate authorities.

viii) Undertake formal investigation(s) where concern has been expressed either
by children themselves or by concerned person on their behalf.

Implementation Strategy of OCPCC.:

*  Capacity building through interaction with stakeholders including media,
NGOs and Government officials.

* Development of mass media campaign for awareness.

* Improving coordination and policy dialogue between public sector
agencies.

Complaint Lodging:

Following portals are available to lodge a complaint by general public:

i) Through post or by hand at any Office of the Ombudsman Punjab in the
province.

ii) Online complaints options:

Email: cpcc.punjab@gmail.com

Website: https:// www.ombudsmanpunjab.gov.pk

Mobile App: OPMIS mobile application available on Google Play Store.

Facebook: https://www.facebook.com/obd.punjab/

Twitter: https://twitter.com/mohtasibp

Helpline: 1050

Office of the Ombudsman Punjab
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Call Now: Helpline 1050

Ml Sl Sl S w1050

@ G-’ adayly 4 R 1050 BY iy LS Spss , gy, .:A.a,;..a @
@mmuuwmw"mw = QW s|anrec gm“m AL E ALY ALT HMAN BOAD, LAMONL

"'nua PUNIAR Wreomrasine [ » BEW [ ox

A four-digit Helpline 1050 has been launched by the Office of the Ombudsman
Punjab for the facility of complainants who intend to lodge fresh complaints or
intend to seek up-to-date status of any under process complaint. Any concerned
citizen can lodge a complaint through Helpline 1050, to help a child who is at risk.
This Helpline provides guidance, assistance, support and awareness to children
at risk.

Details of Complaints

Details of the number of child related complaints received, processed and
disposed of during 2024 are given below: -

Brought Forward Fresh Complaints Total Processed

Total Disposed Total Pendency

375 40
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Activities of the Office of Chief

Provincial Commissioner for Children
during 2024

During 2024, Office of the Chief Provincial Commissioner for Children carried
out numerous activities including meetings with stake holders, visits,
inspections, seminars regarding mass awareness etc.

Awareness Campaign at Regional Office, Kasur on 24.01.2024
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Visit to Child Protection & Welfare Bureau,
Faisalabad on 20.02.2024

CPCC visits Borstal Institution and Juvenile Jail,
Faisalabad on 21.02.2024
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One-Day Workshop on

CPCC attends Workshop on Alternative Care Reforms
in Punjab arranged by CPWB on 26.8.2024

CPCC addresses the audience during Seminar on Child Protection
in the office of DC Bahawalpur on 12.11.2024
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CPCC calls on the Honourable Wafagi Mohtasib in his Office at
Islamabad on 21.6.2024

CPCC meets Mr. Abdul Aziz Bukhari, Executive Secretary,
AOA in his office at Islamabad on 3.5.2024
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W

ning Ceremony

CPCC signs Letter of Agreement between NCRC and the Office of
Ombudsman Punjab on 2.5.2024

CPCC attends consultative session arranged by
NCRC on 28.2.2024
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Director, Legal Awareness Watch (LAW) visits the office of
CPCCon 8.01.2024

CPCC attends Webinar on Public Awareness arranged by
AOA on 15.5.2024
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Chapter

Significant Decisions by the Office
of the Ombudsman Punjab
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Itis also to be noted that in future all cases pertaining to appointment of Rule 17-A
of the Punjab Civil Servants (Appointment and Conditions of Service) Rules 1974
be dealt on the analogy of this case where right of appointment under Rule 17-A
had already been established prior to issuance of Notification of Services and
General Administration Department (Regulation Wing) vide Notification
No.SOR-IlIl (S&GAD)2-60/2024 dated 24.07.2024 as this notification is not
applicable from retrospective effect but w.e.f 24.07.2024.
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Chapter

Selected Orders Of The Honourable Governor

Punjab Passed In Representations

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 the said decision or order, make a Representation to the
Honourable Governor. The Honourable Governor Punjab may pass such
order thereon as he may deem fit.

During 2024, 640 representations were decided by the Honourable
Governor Punjab. Some of the important orders of the Honourable
Governor Punjab were circulated amongst the Advisors/Consultants of this
Office for their guidance and uniformity in the processing/investigation of
complaints. Statistical analysis of the orders passed by the Honourable
Governor Punjab is as under:-

UPHELD

9568

SET ASIDE

49

MODIFIED

10

REMANDED

13

The Honourable Governor Punjab, passed the following important orders
which are reproduced in this chapter for the information of readers.
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COMPLAINT NO.
POP21IMNWO0O010779

In this case the Honourable Governor ensured that relief in the form
of gratuity was provided to the family of the deceased chowkidar.

NO.SO(OMB-11)GS/405/2022
12k :
g1 FER 202

-~ GOVERNOR'S SECRETARIAT
o medis | WE PUNJAB

Ls 43 [y
271020100 poeqyanore, the 31 January, 2024

Subject: REPRESENTATION PREFERRED TO THE GOVERNOR BY MR. ANSAR IQBAL
NST THE N'S TED 14.12.2021 PASSED IN
COMPLAINT NO. POP21MNW0010779 UNDER SECTION 32 OF THE PUNJAB

OFFICE OF THE OMBUDSMAN ACT, 1997

| am directed o enclose herewith a copy of the Order dated 22.01.2024 passed by
the Hon'ble Governor, Punjab, on the representation cited as subject, for information and further

necessary action.

(HAFIZ MUHAMMAD ZUNAIR YOUNAS)
SECTION OFFICER (OMB-I)

Mr. Ansar Igbal,

S/o Muhammad lbrahim (Late).
R/o Wahnda Sumbal, Khelanwala,
Post Office Sher Wala, Chidru,
Tehsil & District Mianwali,

Ce:

Copy of Governor's Order is forwarded for information and respective necessary
action to:

\,/I./Eecrelary. Office of the Provincial Ombudsman, Punjab, Lahore.
2. Chief Executive Officer (CEOQ), District Education Authority (DEA), Mianwali.
3. District Accounts Officer (DAQ). Mianwali

&\, (HAFIZ MUHAMMAD ZUNAIR YOUNAS)
Sot- aside SECTION OFFICER (OMB-II)

S

Keep record and forward to

Advisor/Consultant RO !
For further nlaction.
0o “ ’7(‘?'?%-

—

<fs} Office of the Ombudsman Punjab
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ORDER

District Accounts Officer (DAQ),
Mianwali.

Mr. Ansar Igbal,
Slo Muhammad Ibrahim,
Rio Mianwali.

Vs
(Representationist) | (Respondent)
No.SO(Omb-I|GS/405/2022

This Order will dispose of the representation of Mr Ansar Igbal S'o Muhammad
Ibrahim, R/o Mianwali, preferred under Section 32 of The Punjab Cffice of the Ombudsman Acl,
1997, against the Implementation Order of the Ombudsman Punjab dated 18 092022 passed n
Complaint No POP2ZIMNWO010779

2, Mr. Ansar lgbal (Representationist), lodged 2 complaint before the Ombudsman
that his father namely Mr. Muhammad lbrahim, ex-Chowkidar (BS-03), School Education
Department, Mianwali died during service on 15.05.2017, An OSD post was created by the Schoal
Education Department after death of his father and his grandmother received salary against the
said 05D post till her death on 22.05.2021. He added that after the death of his grandmather, no
one amcng' the legal heirs of his deceased father is eligible for receipt of salary / family pension
However, the Represeniationist as well as his siblings are entitled to receive gratuty of their
deceased father as per relevant rules. He requested the Ombudsman to pass necessary directions
to the Respondent Agency for payment of gratuity.

3 District Accounts Officer (DAQ), Mianwali reporied to the Ombudsman that a letter
has been issued to the office of Accountant General (4.G), Punjab, Lahore for seeking guidance in
lne instant matter He contended that in the light of guidance / clarification received from the
Competent Authorily, necessary action will be taken regarding payment of gratuity in faveur of the
legal heirs of the deceased Government Servant.

4 The Ombudsman noted in his decisions that the Respondent Agency requires
guidance of the Competent Authority regarding payment of gratuity to the Representationist and
other leqal heirs of his deceased father and lefter in this regard has also been issued. Apparent
unnecessary delay in processing of the application of Representationisl amounts 1o
maladministration on the part of the Respondent Agency. The Ombudsman, therefore, under
Section 11 of the Punjab Office of the Ombudsman Act, 1997, directed the Accountant General

Pagel1af 6

ATTESTED To 8E TRUE COY

Govemar's Secrzlarat, Punjab,
Lahore.

Office of the Ombudsman Punjab
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(AG). Punjab, Lahore to issue necessary directions fo Ihe District Accounts Officer (DAD:
Mianwali o resalve the instant matter. It was further directed by the Ombudsman that application of
the Representationist be decided sirictly in accordance with the relevan! rules / policy and
implementation report in this regard be submitted within a period of thity (30) days. In comphiance
thereof, Ine Respondent Agency submitted an implementation report dated 28.02.2022 before the
Cmbudsman stating thal as per clarification / advice received from the Arcountant General (A G)
.Punjab. Lahore, gratuity can only be provided fo the family of a deceased Civil Servard, under Rule
48 of the Punjab Civil Services Pension Rules, whose lenglh of service is less than 97 years
Moreover, as per Rule 4.6 of the Rules ibid, minimum five (5) years service is compulsory for
payment of gratuity. Hence, gratuity is not payable in the instant case and directions of the
Ombudsman stand implemented. The Ombudsman considered [ accepted the implementation
report of the Respondent Agency and vide implementation Order dated 16.08.202Z consigned the
file o record.

5. Mr. Ansar igbal (Representationis!), feefing aggrieved by the implementalion Crder
of the Ombudsman Punjab, has filed the instant represeniation, reiterating his previous stance and,
inter alia, stating that nothing regarding length of service is provided under Rule 4 8 of the Punjab
Civil Services Pension Rules for payment of gratuity. Mareover. as per 'Note’ under Section 4.8 of
the Rules ibid, he along with his siblings. is entitled to receive gratuity of his deceased father
There is no such provision that length of service should be less than ten (10) years for grani of
gratuity. The Agency has arbitrarily interpreted the Rules ibid and has deprived the legal heirs of
their due right. He has requested that the impugned Order passed by the Ombudsman may be set
aside and the District Accounts Officer (DAD), Mianwali be directed to ensure payment of graturty
to the available legal heirs of his deceased father including the Representalionist

8. | have gone through the record of the case including written reply | comments of the
Respondent Agency as well as rejoinder filed by the Representationist Perusal of the available
record reveals that the Representationist's father namely Mr. Muhammad |brahim, ex-Chowkidar
(BS-03). Government Girls Primary School, Mehr Khan Wala died during service on 16.05.2017
The Respondent Agency has acceded o the fact thal lotal length of service of the deceased
Government Servant (Representalionist's father) was mare than ten (10} years, therefore, family
pension was admissible to the eligible family members of the deceased Governmen! Servan!

ATTESTED T0 BE TRUE COPY

Page2of 6
Section _ licer {OMB.IY)
Gavernar's Sezralanal, Punjab,
Lahare.
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However, after the death of the Reprasantationist's grandmather, ro eligible lamily member was
available to receive family pension in the instant case. Stance of the Respondent Agency thal as
per Rule 4.8 of the Rules ibid. gratuly is only admissible to the family of 2 deceased Governmen
Servant whose servie is less than 9% years is nol justified from the avallable record Since the
length of service of the deceased Government Servant i.e.. Representalionist's father was more
than ten {10) years, Rule 4 6{3){a) of the Punjab Civil Services Pension Rules is attracted in the
instant case, the operative part of which is repreduced as under

46  "{3) * {In the event of death of a Government servani who has rendered
qualifying service for 10 years or mare;

() If he dies before retirement, his family shall be paid (i) & gratuity equal
to the commuted valve of ane-fourth of his full pension caiculated as in
sub rule (5) on the basis of age next birth day of the deceased, and, in
addition, (ii] pension at the rate of 50% of the full pension for a period of
10 years;"”

It is quite clear from the above namated provision of the Rules ibid that gratutty is payable to the

family of a deceased Govemment Servant who dies during service afier rendering qualifying
service for ten (10} years or mare. Thus, the contention of the Respondert Agency is not tenable
that gratuity is onfy admissible to the family of a deceased Government Servant whose length of
service is less than 9% years

[ Perusal of the available record further reveals that the Respondent Agency has
relied upan the ciarification issued by Finance Department vide No.FD-SR-I1I-4-290/2021 dated
27.12.2021, the operative part of which is reproduced as under.

Sr. No. Query Reply by Finance Departmant

Gratuity will be paid under Rule 4.8 of the | Gratuity will be paid fo the family of 2
Funjab Civil Services Pension Rules to | deceased Government servant under Rule

1 the family of a Governmen! servant 4.8 of the Punjab Civil Services Pension
whose service is less than nine years | Rules whose service i1s less than nire
and six months or otherwise | years and six months

It is evident from the aforementioned clarification that guidance was sought in respect of provision
of gratuity to the family of a deceased Govemment Servanl under Rule 4 8 of the Punjab Civil
Services Pension Rules whose sanvice s less than nine years and six months. and Finance

ATTESTED 70 BE TRUE COPY e il

St BN
, Secrewdrial, Punjab,
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Department replied in affimative. It is lo be noted that the Respondent Agency has misconstrued
the aforesaid clarification it being irrelevant in the instant case It is an admitted facl that the langth
of service of the Representationist's father was more than ten (10) vears whereas the aforesaid
clanfication pertains to cases where length of service was less than 9% vears. |t also pertinen! to
nate that the afarementioned clanficaion dated 27.12.2021 does not bar the provision of gratuity to
the families of deceased Govemment servants who die during service after rendering service af 10
years or more. On the contrary, the Respondent Agency arbitrarily interpreled the clarfication of
the Finance Depariment and reported {o the Ombudsman in #s implementatian report that aratuily
is ‘only admissible to the families of deceased Government servants whose length of service is
less than 9% years under Rule 4.8 of the Punjab Civil Services Persion Rules The Respondent
Agency completely failed to ascertain that the instant case does not fall within the ambit of
aforementioned clarification, rather tried 1o streteh the clarification by arbdrarily inserting the word
anly which is unjustfied. There is no such restnction / bar in the clafication of Finance

Department that gratuity would not be admissible if length of service rendered would be mare than

ten (10) years. The Agency also completely overicoked the provisions of Rule 4 6{3\(a) of the
Buniab Civil Services Pension Rules which were apphicable i the instant case.

8. Neediess to say, the Representationist's father died while in servce after rendenng
more than ten (10) years of service and this very fact entitles the family of the deceased
Government Servant for gratuity under Rule 4.6(3)(a) of the Rules ibid. Moreover. Rule 4 7(1) and
Rule 48 of the Rules ibid provides the eligitle family members | relatives for the purpese of
payment of gratuity. Stance of the Representationist seems justified that as per Note prowvded
under Rule 4 B(d) of the Punjab Civil Services Pension Rules, he as well as his siblings are eligible
for provision of gratuity, being the only legal heirs left behind to claim the same. Rule 4.8(d) states

as under:

48  “{d) Whan the Goverriment servant leaves no family and the whole or part
of the gratuity is nof covered by 2 valid nomination, the amount of gratuity
shall be payable to the following surviving relatives, if any, of the
Government servant in equal shares:

1) brothers below the age of 21 years;
2) un-marriad and widowed sisters;

3) father; and

4) mother.

Pagedof €
ATTECTED TO BE TRUE COPY

217 e (OMB 1)
Lariat, Punjab,
Lahare.
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Note - In the absence of any other eligible claimant gratuity would be
payable to the sons and daughters of the deceased Government servant
in equal shares even [f the sons are over 24 vears ofd and the dauvghters
are married and their husbands are alive.”

A plain reading of the above mentioned Note of Rule 4.8(d) clearly provides that in the absence of
any other ligible claimant. even the sons wha are over 24 years old and married daughters whose
husbands are alive are entifled 1o the granl of gratuity Hence. the contention of the
Representationist is tenable that he. along with his siblings, is entitled to payment of gratuity under
Rule 4.8(3)(a} read with Rule 4.8(d| of the Punjab Civil Services Pension Rules. being the only
eligible legal heirs of his deceased father.

9 Keeping in view the aforementioned facts of the case as well as relevant provisions
of the Punjab Civil Services Pension Rules, it can safely be inferred thal the Representationis!,
along with his siblings. is entitied to payment of gratuity of his deceased father. especially in the
absence of any other legal heir as prescribed under Rule 4.7{1) and Rule 4 8. The Respondent
Agency has unlawfully deprived the Representationist as well as his siblings of payment of gratuity
on account of arbitrary interpretation of the clarification of Finance Department dated 27 12.2021

The Respondent Agency, despite explicit admission of the facl that the Representationist's lather
had rendered service for more than ten (10) years, applied the aforesaid clanfication of Finance
Depariment in the instant case without any plausible justification. The Respondent Agency
ermonecusly construed that the gratuity was exclusively payable in cases where the length of
service of the deceased Government Servant was less than 3'4 years Stance of the Agency thal
the Representationist's father served for more than ten (10) years. therefore, his family was no!
entitied to the payment of gratuity in the light of clanfication issued by Finance Department. s
unjustifiable_ It is imperative to highlight that the Ombudsman completely overiooked the provisions
of Rule 4.6{2){a) and Rule 4.8(d) of the Punjab Civil Services Pension Rules while adjudicating the
instant case in the light of implemeniation report of the Respondent Agency Rule 4 6(3)(3} clearly
deals with cases pertaining to graluity where length of service is more than len (10) years,
whereas. ‘Nole' mentioned under Rule 4.B{d) provides thal in the absence of aother eligihle
claimants of gratuity, even the sons more than 24 years in age as well as married daughters with

alive hushands are eligible for payment of gratuity in equal shares. Under these circumstances, the
instant Representation merits consideration and Order passed by the Ombudsman warrants
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interference. The District Accounts Officer (DAQ), Mianwali 15, thersfore directed to ensure
payment of gratuity to the Representationist as well as his siblings in respec: of their deceased
father as per their entitlement and eligibility under the Punjab Civil Services Pension Rules after
fulfilment of all other codal / procedural formalities provided under the law.

10. For what has been stated above, the instant representation stands actepted and
the Order passed by the Ombudsman Punjab dated 16.09.2022 is set aside in aforementioned

terms. Parties te the case be informed, accordingly,

MUHAMMAD BALIGH UR REHMAN
GOVERNOR PUNJAB

Lahore 22 JAN 2024
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COMPLAINT NO.
POP22GRT0007679, POP22GRT0007671
& POP22GRT0007680

In these cases the Honourable Governor upheld the Orders of the
Ombudsman Punjab and ensured that relief was provided to the family of
the deceased Lady Health Worker.

18 JA W ON7%  NOSOIOMB-11)GS/344, 462 & 48012022

sl . GOVERNOR'S SECRETARIAT
PUNJAB

ated Lahore, the 17 January, 2024

Subject REPRESENTATION PREFERRED TO THE GOVERNOR BY THE DISTRICT
ACCOUNTS OFFICER {0 AINST THE OMBUDSMAN'S ORDERS
DATED 10.08.2022, 10.08.2022 & 02.06.2022 PASSED IN_GOMPLAINT

NOS. POP22GRT0007679, POP22GRTO007671 & POP22GRT0007680 UNDER
SECTION 32 OF THE PUNJAB OFFICE OF THE OMBUDSMAN ACT, 1997

| am directed to enclose herewith a copy of the Order dated 15.01.2024 passed by
the Hon'ble Governor, Punjab, on the representation cited &s subject, for information and further

necessary action.

-

(HAFIZ MUHAMMAD ZUNAIR YOUNAS)
SECTION QFFICER (OME-II)

District Accounts Officer (DAQ),

Gujrat.
Copy of Governor's Order is forwarded for information and respective necessary
a:tiy/
1. Secretary, Office of the Provincial Ombudsman, Punjab, Lahore.
2. Mst. Mafeesa Sagheer Wio Abbas Shah, Rio Street No. 03, Mohallah Baba Latif
Shah Ghazi, Raitway Line, Tehsil Kharian, District Gujral,

cc:

-

[HAFIZ MUHAMMAD ZUNAIR YOUNAS)

% SECTION OFFICER (OME-Il)

CCOIN G Keep record and forward to
[LOGRTICS NNG | AdvisorlC=ssuitant 20 ART.

TEWING For turiher nlaction.
LRV BRANCH [ gismlm'fjfl M

g v
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ORDER

District Accounts Officer (DAO), Mst. Nafeesa Sagheer, )
Gujrat, Vs Dio Sagheer Hussain,
Rio Guijrat. I
| . (Representationist) {Respondent)

No.SO{Omb-1)GSi344, 462 & 480/2022

This Order will dispose of three {03) separate representations of District Accounis
Officer {DAQ), Gujrat, preferred under Section 32 of The Punjab Office of the Ombudsrman Act, 1997,
against the Orders of the Ombudsman Punjab dated 10.08 2022, 10 08 2022 & 02.08.2022 passed in
Complaint Mos.POP22GRT0007679, POPZ2GRT0007671 & POP22GRTO0076E0 respectively
Keeping in view of the similar nature of subject matter involved, all the representations are being
disposed of through a single joint order,

2. Mst. Nafeesa Sagheer {Respondent), lodged three different complaints before the
Ombudsman that her mother namely Mst. Nusrat Bibi ex-Lady Health Worker (LHW) died dunng
service on 31.032018 while being posted at Basic Health Unit, Bansarian, Tehsil Kharian, District
Gujral. She further stated that she is the only legal heir of deceased Mst, Nusrat Bibi. However, Health
Department has not granted her financial assistance, four months' salary and gratuity despite lzpse of
four (04 years. She requested the Ombudsman fo issue necessary directions to the concemned
Agency for payment of the same,

3 Chief Executive Officer (CEQ), District Health Authority (DHA), Gujrat reported to the
Ombudsman that the Respondent's mother died on 31.03.2018 while serving as Lady Health Worker
(LHW) in District Gujrat, He further stated that a bill amounting to Rs.19.00,000/- in lieu of ‘Financial
Assistance’ was prepared and sent to District Accounts Office (DAC), Gujrat but the same was
returned with the objection that the Respondent was married at that time and her age was more than
24 years, therefore, she was not enfitied to grant of financial assistance. Moreover, another bill
amounting to Rs.74 620/~ in lieu of "Four Months' Salary” was also prepared and sent to the Distrct
Accounts Office (DAQ), Gujrat which is under process. CEO, DHA, Gujrat further reported that the
Respondent's mother was regularized in service on 01.07.2012 and died on 31.03.2018. The total
length of regular service of the deceased Government servant is five (5) years and nine (9) months
Since a Government servant must have completed ten (10) years reqular semvice to be eligible for
payment of gratuity, therefore, the Respondent is not entifled to the grant of gratuity under the rules
The District Accounts Officer (DAQ), Gujral reported to the Ombudsman that the Respondent is nol
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entitled to the grant of gratuity, financial assistance and four months’ salary, being maried daughter of
the deceased Government servant,

4 The Ombudsman noted in his decisions that as per Rule 4.6(2)(a) and 4.8(d) of the
Punjab Civil Services Pension Rules, the Respondent is entitled to grant of financial assistance, four
months” salary and gratuity, being the only legal heir of the deceased Government servant The
Ombudsman, therefore, under Section 11 of the Punjab Office of the Ombudsman Act, 1897, directed
the District Accounts Officer (DAQ), Gujral, to ensure payment of outstanding amounts in lieu of
financial assistance, four months' salary and gratuity o the Respondent as per her eligibility under the
rules within thirty (30) days of the receipt of the impugned order and submit compliance report
accordingly,

5. District Accounts Officer (DAQ), Guijrat (Representationist Agency), feeling agarieved
by the Orders of the Ombudsman Punjab, has filed three separate represeniations against the
impugned Orders, reiterating the Agency's previous stance and, inter alia, stating that the impugned
Orders passed by the Ombudsman are against the rules and regulations / instructions issued by
Government of the Punjab, Finance Department from time to time. He further stated that Section 4.8(d)
of the Punjab Civil Services Pension Rules cannot be applied on financial assistance, four months’
salary as well as gratuity. The Government of the Punjab, Finance Department, vide letter No FD-
SR.II3-10/2004 dated 15.08.2007, has issued instructions regarding admissibility of financial
assistance and according to para 3 of the said letter, financial assistance will be granted to the family of
the deceased Government servant in accordance with Rule 4.10 of the Punjab Civil Services Pension
Rules. The Respondent, being married daughter, is not eligible for the same under the rules ibid.
Mareaver, vide letter No FD,SR-1/3-4/2018(180601/23199) dated 24 03.2018, Finance Department has
clarified that in case of in-service death of a Government servart as well as his | her spouse, financial
benefits shall be equally divided among the surviving sons not above 24 years and unmarried
daughters as per Rule 4.10(2)(ii) of the Rules ibid. The Respondent, being married daughter, has no
right to financial assistance package under Rule 4.10(2){il) of the Rules ibid. It has been requested by
the DAQ, Gujrat that the impugned Orders passed by the Ombudsman may be sel aside, being agains!
the rules and devoid of any ment.

6. | have gone through the record of the case including wntlen replies / comments of the
Respondent as well as rejoinders filed by the Representationist Agency. Examination of the available
record reveals that the Representationist Agency as well as Chief Execulive Officer (CEQ), District
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Health Authonity (DHA), Gujral have admitled the Respondent as the only legal heir of the deceased
Government servant. Further, it has also been conceded by the said Agencies that regular service of
the Respondent’s mother is five (5} years and nine (9) months and she died on 31.03.2018 while in
service. The Respondent, being the sole legal heir of the deceased Govemment servant, has claimed
three different financial assistance packages /grants i.e. financial assistance, four months' salary and
gratuity. At the very outset, il needs to be emphasized that the concerned Agencies never guestioned
the right of the deceased Gowvernment servant's family for grant of financial assistance packages /
grants. There is no denying the fact that the deceased Gavernment servanl was a regular employes
and died while in service, therefore, her family is enlitlied to the said financial benefits under the
relevant rules. In the presence of these undisputed facts, the instant case revolves around the sole
question of eligibility of the Respondent te receive these financial assistance packages / grants
Although, the Respondent claims to be the only legal heir of the deceased Government servant, yet the
Representationist Agency refuses to disburse the claimed grants to the Respondent As per the
contention of the Agency, the Respondent is not eligible under the relevant rules being marmed
daughter of the deceased employee. From the available record, it transpires thal the Ombudsman,
while adjudicating the instant complaints, has relied upon Rule 4.8(2)(a) and 4 8(d) of the Punjab Civi
Services Pension Rules for payment of all three grants claimed by the Respondent ie. financial
assistance, four months' salary and graluity, In this regard, Rule 4.6(2)(a) of the Rules ibid slales as
below:

4.6(2) "(a) If & Government servant retires or is selected for discharge owing to the
abolition of his permanent post, after completing qualifying service of 5
years or more but fess than 10 years, he may be granted a gratuity not
exceeding one month's pay for each year of qualifying service, subject to a
maximum of Rs.12,500/-;

Provided that if the retirement is due to invalidation, or if the Government
servant dies In service, the rate of gratuity shall be 1 ' months pay for each
year of qualifying service, subject fo a maximum of Rs.12,500/-."

From above, it is clear that family of a deceased Government servant, who has completed more than
five (3] years but less than ten (10) years service is entitled to the grant of gratuity. Hence, the
objection raised by the Representationist Agency that the gratuity is only admissible to the families of
Gevemment servants who die while in service after compietion of 10 years senvice, is not tenable Il is
to be noted that Govemment of the Punjab. Finance Department, has already clanified this question
vide its letter No.FD-5R-III-4-290/2021 dated 27 12 2021, the operative part of which is reproduced as

below
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"Gratuity will be paid to the family of a deceased Government servant under

Rule 4.8 of the Punjab Civil Services Pension Rules whose service is less

than nine years and six months.”
i Once it is established that gratuity is payable to the family of deceased Government
senvant in the instant case as elaborated above, the next question is the efigibility of the Respondent 1
claim the same under the rules. It is noted that observation of the Ombudsman holds ground to the
extent that the Respondent is eligible for payment of gratuity of her mother under Rule 4.8(d) of the
Rules ibid. being the sole legal heir of the deceased Government servant, the operative part of which is
reproduced as under;

4.8  “(d) When the Government servant leaves no family and the whole or part of
the gratuify is not covered by a valid nomination, the amount of gratuity shall
be payable fo the following surviving relatives, if any, of the Government
servant in equal shares:

1) brothers below the age of 21 years;

2) un-married and widowed sisters;

3) father; and

4) mother.
Note - In the absence of any other eligible claimant gratuity would be
payable to the sons and daughters of the deceased Government servant in
equal shares even if the sons are over 24 years old and the daughters are
married and their husbands are alive.”

& plain reading of the above mentioned note of the Rule 4 B{d) reveals that in the absence of any other
eligible claimant. the married daughter is entitied to grant of grafuity even if her husband is alive. Thus,
the confention of the Respondent is tenable that she is entiied to the grant of gratuity under Rule
4.6(2)(a) and 4.8(d) of the Punjab Civii Services Pension Rules, being the sole legal heir of her

deceased mother.

8. As regards payment of financial assistance to the Respondent. the available record

reveals that financial assistance is provided to the family of a deceased Government servant in the

event of his/her in-service death vide Finance Department's letter No.FD SR-1/3-10/2004 dated
15.08.2007. It is lo be noted that para 3 of the said letter provides thal in case of death of a Civi
Servant, the financial assistance will be granted to the family as explained in Rule 4 10 of the Punjab
Civil Services Pension Rules, the operalive part of which i reproduced as below,

410 “{1) Family for the purpose of payment of family pension shall be as defined

in sub-rufe (1) of rule 4.7. it shall also include the Government Servant's
relatives mentioned in clause (d) of rule 4.8."
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From above, it is clear that financial assistance under Rule 4.10 of the Rules ibid is provided to the
family of the deceased Government servant covered under Rule 4.7(1) as well as his  her refatives
mentioned in Rule 4.8(d) of the Rules ibid, the operative parts of which are reproduced as under

47 (1) The term “family" for the purpose of payment of gratuity under this
section shall include the following relatives of the Government servants-
(a) Wife or wives, in the case of a male Government servant:
(b) Husband in the case of a female Government servant:
{c) Children of the Government servant;
(d) Widow or widows and children of a deceased son of the Government
servant”

4.8 "(d) When the Government servant leaves no family and the whole or part of
the gratuity is not covered by a valid nomination the amount of gratuity shall
be payable to the foliowing surviving relatives, if any, of the Government
servant in equal shares:

1) brothers below the age of 21 years;

2) un-married and widowed sisters;

3) father; and

4) mother.
Note - In the absence of any other eligible claimant gratuity would be
payable to the sons and daughters of the deceased Government servant in
equal shares even if the sons are over 24 years old and the daughters are
married and their husbands are alive.”

It is quite clear from the above mentioned provisions of the Punjab Civil Services Pension Rules that
the family as well as the relatives of the Government servant, who dies while in service, are entitled 1o
financial assistance benefits under Rule 4.10 read with Rule 4 7{1) and 4 8{(d) of the Rules ibid It is
noted that the contention of the Representationist Agency is not tenable that the Respondent, being
married daughter of the deceased Government servant, is not eligible to financial assistance under
Rule 4.10(2)(ii} of the Rules ibid. It is pertinent to mentien that in the presence of eligible family
members provided under Rule 4.10(2){ii} of the Rules ibid, no question arises regarding determination
of eligibility of other family members / relatives of deceased Government servant. More precisely, Rule
4.10(2)(ii} would be applicable only if the eligible family members provided thereunder were available.
Furthermore, the provision of Rule 4.8(d} only becomes relevant when no other eligible family member
is available under Rule 4.10 read with Rule 4.7{1) of the Rules ibid, It is to be noted that financial
assistance is provided to the family of deceased Government servant mentioned under Rule 4.10 of
fhe Rules ibid and the said rule cannot be read without Rule 4.7(1) and 4 8(d) of the Rules ibid. The
scope of Rule 4.10 15 not limited to the extent of family members enlisted under Rule 10(2)(ii) as
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depicted by the Representationist Agency. A plain reading of Rule 410 reveals thal i also
encompasses family members ! relatives mentioned under Rule 4.7(1) and 4. 8(d) of the Rules ibid Itis

also important to highlight that the argument of the Representationist Agency would only hold ground if
the family members under Rule 4.10(2)(ii) were available at the first instance to claim financial
assistance. However, in the instant scenario, the applicability of Rule 4.10(2){ii} becomes altogether
rrelevant as no family member under Rule 4. 10(2)(ii} is available and the Respondent claims to be the
sole heir of the deceased Government servant. This fact has never been agitated by the concerned
Agencies which further strengthens the claim of the Respendent that she is the anly eligible legal heir
of her deceased mother. The Respondent is, therefore, rightly entitied to financial assistance in terms
of Finance Department's letter dated 15 08.2007 as well as the relevant provisions of Rule 4.10 read
with Rule 4 8(d) of the Punjab Civil Services Pension Rules.

9. From perusal of the available record, it transpires that Government of the Punjab
Finance Department, vide letier No.FD-SR |-3-2/98 dated 01.07.2002, allowed four months' salary (o
the family of a Government servant, who dies while in service. Needless to say, the four months' salary
is construed 10 be a part & parcel of the financial assistance package announced by the Government
from time to time for the family of a deceased Government servant. Moreover, Finance Depariment
vide its letter No.FD.SR-1/3-10/2004 dated 15.08.2007, clarified that family in case of financial
assistance package will be as explained in Rule 4.10 of the Punjab Civil Services Pension Rules. Since
the Respondent is entifled to grant of financial assistance under Rule 4.10 read with Rule 4.8(d) of the
Rules ibid, being the only legal heir of the deceased Government servant, therefore, she is also entitled
to grant of four months' salary under the Ruies ibid. The contention of the Representationist Agency
that the Respondent is not enfitied to grant of four months salary under the relevant rules, is also not

tenable.

10 Keeping in view the aforementioned facts of the case, letters [ clarifications of
Government of the Punjab, Finance Department, issued from time fo time on the subject matter. Rule
4.8(2)(a) as well as Rule 4.10 read with Rule 4.7(1) and 4.8(d) of the Punjab Civil Services Pension /
Rules, it can safely be inferred that the Respondent is entitled to grant of all three financial assistance
packages / grants claimed by her i.e. financial assistance, four months' salary and gratuity, being the
sole legal heir of the deceased Government servant, The Representationist Agency has uniawfully

deprived her of payment of the same despite the undisputed fact that no other eligible claimant exists.
The Ombudsman has, therefore, rightly adjudicated the instant complaints and passed appropnate
directions to the Representationist Agency for payment of aforementioned granis 1o the Respondent as
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per her eligibility under the rules. It is imperative to note that the Representationist Agency has denied
the Respondent's lawful right by applying Rule 4.10(2)(ii) of the Rules ibid which is, prima facie,
altogether irrelevant in the instant case. It is to be noted that the scope of Rule 410 is not as
exhaustive as depicted by the Representationist Agency. A& holistic view of Rule 4.10 of the Punjab
Civil Services Pension Rules clearly reveals that it cannot be read in isolation, rather the same is read
with Rule 4 7(1) and 4.8(d) of the Rules ibid The scheme of the Rules ibid is such that in the absence
of one particular family member, the eligibility of next family members / relatives of the deceased
Government servant is established in a sequential manner as explicitly provided therein, finally

culminating at children of the Govemment servant who are even above 24 years in age and married
with spouses who are alive. The Representationist Agency has erraneously applied Rule 4,10(2)(i} in
the instant case as the same was applicable to the children of deceased Government servant i e; sons
not above 24 years and unmarried daughters. The said rule would definitely be applicable if the
children faling under the aforementioned criteria were available at the first instance. Since no other
eligible famiy member under the Rules ibid iz available, there is no question of applicability of Rule
4 10{2){ii} in the instant case. In the instant scenario, the Representationist Agency was required o
determine the other eligible family members ¢ refafives of the deceased Government servant in a
sequential manner as provided under the rules. Under these circumstances, the contentions of the
Representationist Agency are unjustified, irrational and net covered under the relevant rules. The
Represeniationist Agency is, therefore, directed o ensure payment of financial sssistance. four
months' satary and gratuity to the Respondent subject to her efigibility as provided under the Punjab
Civil Services Pension Rules as well as in accordance with the spirit of letters / clarifications issued by
Government of the Punjab, Finance Depariment on the subject matter. The Representationist Agancy
hias not only failed (o paint ot any material infirmity in the impugned orders of the Ombudsman but has
also been unable to bring forth any additional evidence in support of its contentions Hence, lhere is no
merit in the instant representations and the Orders of the Ombudsman do not warrant any interference.

1. For what has been stated above, the instant three (3) representations of the
Representationist Agency stand dismissed and the Orders passed by the Ombudsman Punjab are
upheld in aforementioned terms, Parties lo the case be informed, accordingly.

MUHAMMAD BALIGH UR REHMAN

GOVERNOR PUNJAB
Lahore 15 JAN 2024 arrestcoToes TUfSOM
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COMPLAINT NO.
POP22JHGO0010456

In this case the Honourable Governor Punjab upheld the order of the Ombudsman
Punjab and ensured relief in the form of monthly grant out of benevolent fund was
provided to the widow of the deceased Government Servant.

75 MAR 2024 NO.SO{OMB-1)GS/513/2022
TR “GOVERNOR'S SECRETARIAT
5 ! PUNJAB

PR |

|
iV T N

*“Dated Lahore, the 20" March, 2024

Subject PRESENTATION PREF| TO THE GOVERM THE DEPUTY
COMMISSIONER | CHAIRMAN, DISTRICT BENEVOLENT FUND BOARD, JHANG

AGAINST THE OMBUDSMAN'S ORDER DATED 11.11.2022 PASSED IN

COMPLAINT NO. POP22JHGO010456 UNDER SECTION 32 OF THE PUNJAB
OFFICE OF THE OMBUDSMAN ACT, 1897

| am directed to enclose herewith a copy of the Order dated 14.03,2024 passed by
the Hon'ble Governor, Punjab, on the representation cied as subject, for information and further

necessary action
-

R st
_’F (HAFIZ MUHAMMAD ZUNAIR YOUNAS)
\ED A SECTION QFFICER (OMB-Il)

£ = Deputy Commissioner (DC) / Chairman,
[ Distnct Benevolent Fund Board (DBFB),

| Jhang

| o

[ ce:

Copy of Governor's Order is forwarded for information and respective necessary
action to:

\,A/—Secrelary, Office of the Provincial Ombudsman, Punjab, Lahore
2. Secretary, Provincial Benevolent Fund Board, Lahore.
3. Msl Tesleem Akhtar Wio Abdu! Jabbar, Rio House No. 339, Mohallah Sharifan

Wala, Block No. O7. Near Nasir Chowk, Tehsil & Districl Jrhang.
upheld.
-

Keep record and forward to

Advisor/Consultant RO, W/

For further nfaction. {HAFIZ MUHAMMAD ZUNAIR YOUNAS)
Kegisteal ] 35, SECTION OFFICER (OME-I)
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ORDER

Deputy Commissioner / Chairman, | mst. Tasleem Akhtar,
District Benevolent Fund Board, Vs Wd/o Abdul Jabbar R/o District Jhang
Jhang

(Representationist) (Respondent)

No. SO(Omb-I1)GS/513/2022

This order will dispose of the representation of Deputy Commissioner / Chairman
District Benevolent Fund Board, Jhang preferred under Section 32 of The Punjab Office of the
Ombudsman Act, 1997, against the Order of the Pravincial Ombudsman dated 11.11.2022, passed
n Complaint No. POP22JHG0010456.
2 Brief facts of the case are that Mst. Tasleem Akhtar Wdio Abdul Jabbar Rio District
Jhang {the Respondent) filed a complaint before the Ombudsman that her husband was working
as a Primary School Teacher (PST) in the Government Elementary School. Sheni Wali, Jhang City
and died on 23.02.2010 while in service. The Responden! claimed that after Ihe death of her
nusband. no Monthly Grant was issued in her favour despite the fact that on 11.07.2011. the
Campetent Authority had approved the same w e [ 24.02 2010 till her Life Time' The Respondent
contended that she repeatedly approached the concerned authorities for redressal of her grievance
hut te no aval The Respondent requested the Ombudsman for issuance of Monthly Grant as well
as payment of arrears from the year 2010 to 2022
& The Deputy Commissioner ¢ Chairman District Benevoient Fund Board, Jhang
|Representationist Agency) reported to the Ombudsman that the District Benevolent Fund Board.
Jhang, in its meeling held on 11.07 2011, approved the Monthly Grant case of Msl. Tasleem
Akhtar Wdio Abdul Jabbar (Respondent) for ‘Life Time we.fl 24.022010 Thereafter the
Representationist Agency. vide letler dated 07 06 2013, asked the Respondent to provide Mo
Iarriage Cerfificate’ and Life Certificate. The Represeniationist Agency further reported that the
Respondent faled to submit the requisite cerificates. hence, payment of Monthly Grant was
stopped in the light of Rule 9(bjof The Punjab Government Servanis Benevolenl Fund Part-ll
{Disbursement) Rules, 1965,
4 The Ombudsman noted in his decision that several cases of similar nalure were
earlier decided by him wherein appropriate directions had been passed lo the concemed

Authorities regarding payment of arrears of Monthly Grant The Ombudsman observed that
Page 1of 5
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according to the judgment passed by the Hon'ble Lahore High Court, Lahore in ‘2011 PLC (C.S)
897 titled ‘Mst. Balgees Fatima Vs Governmenl of the Punjab’, clear directions were passed

regarding restaration of Monthly Grant | payment of arrears, in favour of the petitioner The
Ombudsman further noted that legal heirs of the deceased employee are unaware of the
departmental rules/ procedures, hence, cannol be deprived of their fawful right merely on the basis
of technicalities. The Ombudsman adjudicated that the Respandent was entitied 1o the payment of
Manthly Grant w.e.f. 24.02.2010. The Ombudsman, under Section 11 of The Punjab Office of the
Ombudsman Act, 1997, directed the Chairman District Benevolent Fund Board, Jhang to forward
the case of the Respondent for payment of Monthly Grant alongwith requisites cerificates |
documents to the Secretary, Provincial Fund Benevolent Fund Board, Lahore, who would place the
same in the forthcoming Board's meeting for appraval of condonation of delay as well as payment
to the Respondent within 45-days

5. The Deputy Commissioner | Chairman District Benevolent Fund Board. Jhang
(Representationist Agency). feeling aagrieved by the Order of the Ombudsman. has filed the instant
representation reiterating the Agency s previous stance and. inter alia, stating that Monthly Grant was
approved in favour of the Respondent by the District Benevolent Fund Board on 11.07.2011 and
sanclion letter was issued on 07.06.2013 subject to the production of ‘Mo Marriage Certificate’ as well
as 'Life Cerlificate’ The Respondent failed to furnish the requisite certificates, therefore, Monthly
Grant was slopped as per rules/ policy. Later on, the Respondent submitted an application dated
29.08.2022 for restoration of her Monthly Grant, which was forwarded to the Administrative Officer
(B.F}. Punjab Government Servants Benevolent Fund Board, Lahore vide letter dated 12 09.2022
The Representationist Agency has requested that the impugned Order passed by the Ombudsman
Punjab dated 11112022 be set aside. being against the relevant provisions of the Punjab

Government Servants Benevolent Fund Part-Il (Disbursement) Rules. 1966

g | have gone through record of the case including written reply / comments submitted -

by the Respondent and rejoinder of the Representationist Agency. Perusal of the available record
reveals that Mr Abdul Jabbar, Primary School Teacher (PST) Government Elementary School,
Sheni Wali, Jhang City died on 23.02.2010 while in service. After his death, Monthly Grant out of
the Benevolent Fund was approved in favour of his widow (Mst. Tasleem Akhtar / Respondent) by

the District Benevolent Fund Board, Jhang in its meeting held on 11.07.2011. The said grant was
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approved w.ef 24.02.2010 till her 'Life Time' as admissible under Rule 3(d)(iii) of the Punjab
Government Servanis Benevolent Fund Part-ll (Disbursement Rules) 1966, subject to the

production of ‘No Marriage Certificate’ and 'Life Certificate” after every six months, A sanction letter
dated 07.06.2013 was accordingly issued by the Chairman District Benevolent Fund Board, Jhang
with the directions to submit the requisite certificates to the concerned office, failing which the
Monthly Grant would be stopped. The Respondent could not submit the requisite certificates as per

given time-frame. hence, her Monthly Grant was stopped by the Competent Authority.

T From perusal of the available record, it is evident that the Respondent earlier
submitted an application on 26.10.2015 regarding restoration of her Monthly Grant which was
forwarded by the Representationist Agency to the Provincial Benevolent Fund Board, Lahore vide
letter No.280/HC(BF) dated 10.10.2016. Vide letter dated 10.10.2016, it was conceded by the
Agency itself that the application for restoration of Monthly Grant was received after lapse of a
period of two (02) years. Hence, stance of the Representationist Agency that the Respondent
submitted application for restoration of Monthly Grant on 29.08.2022 i.e; after lapse of more than
five (05) years is against the facts, rather contradictory to its earlier stance. Inaction on the part of
the Representationist Agency as well as the Provincial Benevolent Fund Board on the
Respondent's application dated 26.10.2015 speaks volumes of maladministration on the part of the
relevant Agencies. It is noted with grave concern that the Representationist Agency took a
misleading stance merely to hide its negligence, resultantly depriving the Respondent of her lawful
right which reflects its apathetic attitude. Instead of playing its due role of benevolence, the very
purpose of creation of this fund, the Representationist Agency has miserably failed to provide any

relief to the Respondent.

8 It is worth mentioning here that the relevant Board Rules prescribe specific
timelines for the beneficiaries to submit applications for sanctioning / restoration of monthly grant in
their favour. In case of delay in submission of application, penalty has accordingly been devised
under the rules in accordance with the quantum / length of delay. However, it is noted that the

Rules ibid are silent with regard to any laxity / negligence committed on the part of the Agency

during processing of such cases. In the instant case, the monthly grant was initially sanctioned in
favour of the Respondent on 11.07.2011 w.e f. 24.02.2010 till life time, however, sanction letter to
this effect was issued on 07.06.2013 i.e; after about 02 years of approval. Moreover, the grant was
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stopped even before issuance of any amount in favour of the Respondent withoul making any

eflort to approach the Respondent The stance of the Representationist Agency that grant was
stopped under Rule 9(b} of the Rules ibid owing to non-submission of No Marriage | Life Certificate
by the Respondent does not seem plausible as the Agency took no measures to contact the
Respondent in this regard Afterwards. the Respondent's application dated 26 102015 was
forwarded by the Agency to the Provincial Benevelent Fund Board. Lahare on 10 10,2016 ie after
about 01 year of delay contending therein thal the Respondent had submitted application after
defay of two (02) years Astonishingly. the Agency concealed this fact just 1o hide its negligence
which is highly uncalled for Even otherwise, there is nothing on record o substantiate that the
aforesaid application dated 10.10 2016 was submitted by the Respondent after delay of two (02)
years of sloppage of grant as she was never informed about sloppage of grant. The guestion
arises as to how the grant could be stopped when it was not issued in the first nstance. Further in
Ine absence of date of sioppage, how can delay be calculated under the relevan! Board Rules Afl
these instances amply suggest that the Respondent is entitled to Monthly Grant w.e.f 04 02,2010
1ll life-time and cannot be denied of the same merely on account of negligence and callous attitude

of the officials of the Agency.

q Keeping in view the alorementioned facts of the case. |t can safely be inferred thal
Ihe Ombudsman has rightly adjudicated the instant matter and passed appropriate directions te the
Agency in this regard. The stance of the Representationist Agency that the Respondent applied for
restoration of Monthly Grant on 29082022 is not tenable as she had earlier submitted an
applcation to the Representationist Agency on 26,10 2015 and provided all the requisite
documents / certificales. As per available record, the application was duly forwarded by the Agency
lo the Administrative Officer {B.F). Punjab Government Servants Benavolent Fund Board, Lahore
for approval vide letter No.280/HC(BF) dated 10 10 2015. In the absence of date of stoppage of
granl, declaning the said application as delayed by two (02) years is unjustifiable on the par of the
Agency. It 1s aslonishing to note thal the Representalionist Agency neither approached the
Respondent for soliciting requisite certificate nor did it take any aclion on the Respondents

application. Moreover, she was never cammunicated about stoppage of the grant owing to non-

submission of certificates. On the contrary, the Agency tried to mislead the relevant authorities by

concealing the material facts of the case which reflects its apathetic attitude. Instead of playing its

ATTESTED 10 BE rRyE COPY Eageh S

SEChion 01 a,
oremor’s 5:¢:E]:|I?“s"']

at, Py,
I.ahgr{_-l Y,

Office of the Ombudsman Punjab 107




OMBUDSMAN

Annual Report 2024

GOVERNORPUNJAB
due role of benevolence, the Representationist Agency has tried to hide its negligence under the

garb of misrepresentation of facts which is highly uncalled for and is a manifestation of gross
maladministration on its part. The Respondent can, by no means, be penalized on account of
negligence as well as callous attitude of the officials of the Agency. The Representationist Agency
could not substantiate its stance before this Appellate Forum, hence, the instant representation
does not merit consideration. Under these circumstances, the Secretary, Provincial Benevolent
Fund Board, Lahore is directed to place the instant case before the Competent Authority / Board in
its forthcoming meeting for approval / restoration of Monthly Grant in favour of the Respondent

w.e.f 04.02.2010 till life time along with payment of arrears, if any, under the relevant Board Rules.

10.  For what has been stated above, this representation stands dismissed and the Order

passed by the Ombudsman is upheld in aforementioned terms. Parties to the case be informed,

M‘

MUHAMMAD BALIGH UR REHMAN
GOVERNOR PUNJAB

accordingly.

Lahore .“' MAR 202"
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COMPLAINT NO.
POP22BWPO0O013550

In this case the Honourable Governor Punjab upheld the order of the Ombudsman
Punjab and ensured relief in the form of family pension to the daughter of Ghulam

Yaseen.
04 AP 202k NO.S0(OMB-11)GS/20/2023
; GOVERNOR'S SECRETARIAT
j PUNJAB
Graliaf %77
L9050 1 IS 7 e Lahore, the 27% March, 2024
Subject REPRESENTATION PREFERRED TQ THE GOVERNOR _BY DISTRICT

ACCOUNTS OFFICER (DAQ). BAHAWALPUR AGAINST THE OMBUDSMAN'S
ORDER DATED 02.11.2022 PASSED N COMPLAINT NO. POP22BWP0013550

UNDER SECTION 32 OF THE PUNJAB OFFICE OF THE OMBUDSMAN ACT,
1987

| am direcied to enclose herewith a copy of the Order dated 22.03.2024 passed by
ihe Hon'ble Governor, Punjab, on the reprasentation cited as subject, for information and further

necessary acfion.
L]

[HAFIZ MUHAMMAD ZUNAIR YOUNAS)
SECTION OFFICER (OMB-I)

District Accounts Officer (DAO),
Bahawalpur,

CC:
Copy of Governor's Order is forwarded for information and respective necessary

action to:

1. Secretary, Office of the Provincial Ombudsman, Punjab, Lahare,
7 Mst. Saba Anjum Yasin Dfo Ghulam Yasin, Rio Near Jamia Masjid A-Guresh,
Mahallah Quresh Abad, Tehsil Ahmadpur East, District Bahawalpur

% (HAFIZ MUHAMMAD ZUNAIR YOUNAS)
{ r# Jddl - SECTION OFFICER (OMB-II)
-—-—""'_.-F“_‘-';

Keep racord and forward to
Advisor/Consultant RD(.»J‘NE

For further nfaction, E b s
egistrar /ﬁ“"r

[
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ORDER

District Accaunts Officer, " Mst. Saba Anjum Yasin,
Bahawalpur. ' Dle Ghulam Yasin,
| Rio Bahawalpur.
(Representationist) | o {Respondent)

No.SO{QMB-I1)GS/20/2023

This Order will dispose of the representation of District Accounts Officer
Bahawalpur preferred under Section 32 of The Punjab Office of the Ombudsman Act 1967
against the Order of the Ombudsman Punjab, dated 02112022, passed in Complant No
POPZZBWP0013550.
? Mst Saba Anjum Yasin (Respondent), lodged a complant before the Ombudsman
thal her mother was a retired Primary School Teacher, who died on 15.02.2021 Since she s
unmarnied, therefore, she 15 receiving pensian of her deceased mother She further stated 1hat her
father was also @ Government employes, who died during service and her mother had been
recewing family pension. However, the Representaticnis! Agency did nat issue ihe pensian of ner
deceased father in her favour on the plea that she can receve only one pension in respect ol one
of her deceased parents. She argued that according ta the decision of Supreme Court of Pakistan
dated 08.02.2021 passed in CPLA No.883/2020, unmarried daughter is entitled to dual pension of
ner deceased parents. She submitted an application to the District Accounts Officer, Bahawalpur in
this regard however no aclion was faken. She requested the Ombudsman to pass directions
reqarding issuance of dual pension in her favour in respect of her deceased parents.
3 Distnet Accounts Officer, Bahawalpur, filed a report before the Ombudsman dated
05 10.2022 and stated thal pension of the Government employees 1 1ssued in accordance with the
rules * policy of Gavernment of the Punjab, Finance Depariment The case of the Respanden! for
payment of dual pension has been sent to Chief Inspector of Accounts. Government of the Punjab
Finance Department, Lahore on 28.05.2022 and further necessary action will be taken upon receipt
of necessary instructions from the Competent Authority He added that the Respandent be directed
1o wart till receipt of directions of the Competent Autharity in this regard.
4 The Ombudsman noted in his decision thal both the deceased parents of the

Respondent were Government employees. Moreover. the Respondent is already receiving pension
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of her deceased mother. The decision of auqust Supreme Court of Pakistan dated 09.02 2021 1s

final and it is the responsibility of the Agency 1o imalement the said decisian of Hen'bie Court 25 no
stay order has been issued on the matter The Ombudsman, therefore. under Sechion 11(1) of the
Punjab Office of the Ombudsman Act., 1997, directed the District Accaunts Officer. Bahawalpur o
issue family pension of her father to the Respondent without any further delay and submit written
report in this regard, The complaint was disposed of by the Ombudsman Punjab, accondingly

5. District Accounts Officer, Bahawalpur, fesling aggrieved by the Order of the
Ombudsman Punjab. has filed the instant representation, reiterating the Agency s previous stance
and. infer alia, stating that the Government of the Punjab has filed Civil Review Petiion (CRP
MNos 31-L/2021 and 32-L/2021, which are pending adjudication before the august Supreme Courl of
Pakistan. He has argued that since the matter is pending adjudication before the Hon'ble Supreme
Coun of Pakistan, the directions passed by the Ombudsman for payment of dual pension are
unjustified It has been requested by the District Accounts Officer. Banawalpur that the impugned
Order of the Ombudsman Punjab be set aside or sine dig tll decision of the CRPs fled before the
Hon ble Supreme Court of Pakistan

6 Record of the case has been perused, ncluding written reply of the Respondent
and rejginder of ihe Representationist Agency. Perusal of the recard reveals fhal Mst. Shamim
‘Yaseen |deceased mother of the Respondent| was retired from Governmant service as Primary
Schogl Teacher and died on 15.02 2021 After that, family pension of the Respondent's deceased
mother was issued In her name which is still in field. Later on. the Respondent approached the
Representationist Agency for issuance of pension of her deceased father too which was earler
issued in the name of her deceased mother and she cantinuously received the same il her death
However the Agency did not issue the pension of her deceased father on the plea that she s
already receiving pension of her mother, hence, dual pension cannet be issued under the prevalent
paficy | rules The Respondent referred to & decision of the Hon'ble Supreme Court of Pakistan
dated 09022021 passed in C.P 883-L/2020 and C P 1791-L/2020, whergin. the request of the
Government of the Punjab was dismissed and earlier Crders of the Hon'ble Lahore High Court
Lahore passed in ICA Ne.502532019 and W.P. No.13125/2020 were upheld Accordingly
Government of the Punjab was directed to issue payment of dual pension of the deceased parents
in favour of the unmamried ! widow ! divorced daughter etc On fthe other hand the
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Representationist Agency has arqued that the Government of the Punjab has filed CRP Nos.31-
L2021 and 32-L/2021 against the decision of the Hon'ble Supreme Court of Pakistan which are
pending adudication and payment of dual pension could net be issued il the finaiization of said
CRPs

Perysal of the available record further reveals that although the Government of the
Bunjab fias filed CRPs before the Hon'ble Supreme Court of Pakistan against the said judgment
dated 09.02 2021 however, n resiricling | stay orders of the court are available on record The
observation of the Ombudsman Punjab holds mefit that in the absence of any stay orders of the
Han'ble Court in the aforesaid Civil Review Petitions (CRPs), the Agency is bound to implemen
Ihe decision of the Hon'ble Court It is pertinent to mention that this appeliate forum has already
decided a matter of the similar nature in Order No.SO(CMB-II)GS/57/2021 dated 25.032021
wherein the Agency was directed to ensure payment of family pension in favour of the applicant in
fhe light of the aforesaid decision of the Hon'ble Supreme Court of Pakistan. Moreaver it is also
noted that Finance Department, Governmertt of the Punjab vide letter Mo, FD-SR-1-4-236/2022
dated 27 12,2022 has slready advised the Accountani General Punjab, Lahore to issue a
canditional advice | arder in favour of the Respendent regarding admissibility of family pensian of
ner late father while receiving family pension of her deceased mother subject to final autcome of
ihe Civil Review Petition Mo.31-L/2621 and CRP No 32-L/2021 filed by the Finance Depariment
against the Order dated 09.02.2021 of Hon'ble Supreme Cour of Pakistan passed in CPLA
No 883-L/2020 and C P, No 1791-L/2020, after completing all legal [ codal / procedural formalities
& Heeping in view the aforementioned facts of the case and judgments of the Supenor
Courts. it can safely be inferred that there are no grounds to interfere with fhe impugned Order as
stance of the Representationist Agency is not supported by the available record. It is to be noted
Inat Government of the Punjab, Finance Department assaied judgment of Lahore High Court,
|anore dated 27 012020 passed in ICA No 502532018 by filing CPLA No.883/2020 which was
decided by the Hon'ble Supreme Coun of Pakistan vide Order dated 0802 2021 Aithough
Government of the Punjab has filed Civil Review Petitions (CRPs) No. 31-L/2021 and No 32
Li2021 agains! the judgment of the Hon'ble Supreme Court of Pakistan dated 09.02 2021 and the

same are pending adjudication, nowever, no stay has been granted by tne Hon ble Court against
1he impugned judgment In the absence of any restneting Order the Agency is bgund to implement
Page3ofa
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the decision of the Hon'ble Supreme Court of Pakistan as well as advice furnished by Finance
Depariment. Government of the Punjab vide letter No FD-SR-11I.4-236/2022 dated 27 12 2077
subject 1o the final cutcome of the CRPs. Herce, the Ombudsman Punjab has rightly adjudicated

the subject matier and directed the Representationist Agency to issue complele pension of 1he
Respondent without any further delay The Representationist Agency has falled to point out any
material infirmity in the impugned order and has also failed to produce any additional evidence in
support of s stance The Representationist Agency is, therefore, directed to ensure payment of
family pension in favour of the Respondent in the light of aforementioned decision of the Hon'ble
Supreme Court of Pakistan. subject o the final outcome of Civil Revew Pelition (CRP) Nos 31-
L/2021 and 32-L/2021 pending before the Hon'ble Supreme Court of Pakistan

9. For what has been staled above, the instant represeniation stands dismissed and
the Order of the Ombudsman Punjab is upheld in aforementioned terms. Paries to 1he case be

i

MUHAMMAD BALIGH UR REHMAN
GOVERNOR PUNJAB

informed, accordingly

Lahore 22 MAR 2024

Goveri vt Fuman,

i cip
Lai Gl
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COMPLAINT NO.
POP23NRWO0000424

In this case the Honourable Governor Punjab upheld the order of the Ombudsman
Punjab and ensured relief in the form of educational scholarships to children of a
primary school teacher.

NO.SO(OMB-I)GSI126/2023

GOVERNOR'S SECRETARIAT
12 JuL 2024 PUNJAB

; Dated Lahore, the 09 July, 2024
Lho 7;,1/ Las "

Subject REPRESENTATION PREFERRED TO THE GOVERNOR BY THE DEPUTY
COMMISSIONER | CHAIRMAN, DISTRICT BENEVOLENT FUND BOARD.
NAROWAL AGAINST THE OMBUDSMAN'S ORDER DATED 23.02.2023 PASSED
[N COMPLAINT NO. POPZINRWO000424 UNDER SECTION 32 OF THE PUNJAB
OFFICE OF THE OMBUDSMAN ACT, 1987

| am directed to enclose herewith a copy of the Order dated 08.07.2024 passed by
the Hon'ble Governor, Punjab, on the representation cited as subject, for information and further

necessary action

-
Iy
{HAFIZ MUHAMMAD ZUNAIR YOUNAS)
SECTION OFFICER (OMB-Il)
L "‘!-—‘ Ll
Deputy Commissioner | Chairman, 4 and forwarded 10
District Benevalent Fund Board :;:T,:,:C? co::ult:r:tw a:}:'h
Narowal for further necessary | actisn
{ 1 ”'.’

cC: I (! ﬁm L G

Copy of Governor's Order is forwarded for information and respective necessary

-~

Secretary, Office of fne Provincial Ombudsman, Punjab, Lahore.
2. Admimstrative Officer (B.F.), Punjab Government Servants Benevolent Fund
Board Lahore.
3 Mst Zahra Parveen, Primary School Teacher (PST), Govemment Girls
Primary Sehool, Gandowali, Post Office Ahmad Abad, District Narowal,

&
Wfﬁ/{/
(HAFIZ MUHAMMAD ZUNAIR YOUMNAS)
SECTION OFFICER (OMB)
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ORDER

| Deputy Commissioner / Chairman, [ Mst. Zahra Parveen, B
District Benevolent Fund Board, ' Primary School Teacher (PST), ‘

| Narowal, VS | Government Primary School, Gandowal,

| District Narowal. |

| - (Representationist) - (Respondent) |

No.S0(0mb-11)G5/126/2023
This Order will dispose of the representation of Deputy Commissioner { Chairman,
District Benevolent Fund Board, Narowal, preferred under Section 32 of The Funjab Office of the
Ombudsman Act, 1997, agains! the Crder of the Ombudsman Punjab dated 23.02.2023, passed in
Complaint No. POPZINRW0000424.
2. Mst. Zahra Parveen (Respondent), lodged a complaint before the Ombudsman that
she is serving as Primary School Teacher (PST/BS-14) in Education Department. She submitted

several apphcations for grant of Educational Scholarship in respect of her children on different
occasions. However, no payment has been granted to her in this regard. She requested the
Ombudsman to pass directions for payment of Educationat Scholarship of her children.

3 Additional Deputy Commissioner (General) / Secretary, District Benevolent Fund
Board, Marowal, reported to the Ombudsman that payment has been released to the Respondent
on account of Educational Scholarship in respect of her daughters Mst. Nimra Akhtar and
Mst Yashieen Akntar for the year 2021 under Benevolent Fund No.459 @ Rs.& 000+, for the year
2022 under Benevalent Fund No.891 @ Rs.8,000/- and for the year 2022 under Benevolent Fund
No#80 @ Rs6000- respectively. Further, application of the Respondent on account of
Educational Scholarship in respect of her daughter Mst. Nimra Akhtar for the year 2020 under
Benevolent Fund No.512 was declined for having secured less than 60% marks. Moreover,
application for payment of Educational Scholarship for the year 2020 was nol submitted by the
Respondent in respect of her son Malik Shehroz Hussain Akhtar. Furthermore, payment was not
released in respect of Malik Shehroz Hussain Akhtar for the year 2021 under Benevolent Fund
No 458 due to non-submission of resull card, The Respondent argued before the Gmbudsman that
her daughter Mst. Nimra Akhtar obtained 689 Marks out of total 1100 Marks and is entifled for
payment of Educational Scholarship for the year 2019 under Benevalent Fund No.512. With regard
fo her son's matter, she contended that result card of her son Malik Shehroz Hussain Akhtar was
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submitied to the Representationist Agency through whatsapp as well as by hand vide Diary
No. 1263 dated 20.02.2023 for the year 2022 under Benevolent Fund No 881,
4 The Ombudsman noted in his decision that the Respondent submittad application
for grant of Educational Scholarship in respect of her daughter Mst. Nimra Akhtar on the basis of
F.S¢ result card for the year 2019 as per which she obtained 589 Marks out of total 1100 Marks
which is B2 3% however the Representationist Agency rejected her application on the plea that
her marks were less than 60%, Moreover, the Respendent had also submitted the result card of
her son Malik Shehroz Hussain Akhtar for the year 2021 vide Diary No.1263 dated 20.02.2023,
The Ombudsman, therefore, under Section 11 of the Punjab Office of the Ombudsman Acl 1297
directed Secretary, Distric! Benevolent Fund Board, Marowal, to make paymen! of Educational
Scholarship in respect of both the children of the Respondent within thirty (30) days and submit
compliance report. The complaint was dispesed of by the Ombudsman Punjab accordingly.
5 Deputy Commissioner | Chairman, District Benevelent Fund Board, Narowal, feeling
aggrieved by the Order of the Ombudsman Punjab, has filed the instant representation and, inter
alia, stated that the Respondent submitted result card of her son Malik Shehroz Hussain Akhtar
vide Diary No.1262 dated 20.02.2023 and payment on account of Educational Scholarship in this
regard would be released on approval of the same in the next meeting of District Benevolent Fund
Board. He further stated that daughter of the Respondent namely Mst. Nimra Akhtar acquired 328
Marks out of total 580 Marks for the year 2020 which conslifutes 56.55%, therefore, she is not
entifled for payment of Educational Scholarship as the minimum eligibilty for payment of
Educational Scholarship is 60% Marks He further contended that the Ombudsman had noted in
his decision that Mst. Nimra Akhtar obtained 689 Marks out of total 1100 Marks in F.Sc far the year
2019 which comes to 62 63% and directed to make payment of Educational Scholarship Whereas,
the impugned Order of the Ombudsman is nol in line with the provisions of the Punjab Govermment
Servants Benevolent Fund Policy No.BF/217(Non-Gazetted)/2017 as payment of Educational
Scholarship is granted on the average marks of each year instead of average marks of two years
The Representationist Agency has requested that the impugned order passed by the Ombudsman
Punjab may be set aside.
6. | have gone through the record of the case including written reply / comments of the
Respondent and rejoinder of the Representationist Agency. Perusal of the available record reveals
that the Representationist Agency has admitted that the Respendent submitted the result card of
her son Malik Shehroz Hussain Akhtar vide Diary No 1262 dated 20.02.2023 and assured that
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payment of Educational Scholarship would be released upon approval of the same in next mesating

of District Benevolent Fund Board. As far as the payment of Educaticnal Scholarship in respact of
Respondent's daughier Mst. Nimra Akhtar Is concemed, the available record reveals inal
Respondent is insisting that her daughter is entitled to the grant of Educational Schalarship on the
basis of her obtained marks in F.Sc. for the year 2019. Whereas, the Representationist Agency has

denied this contertion of the Respondent and arqued thal she is not entitled to the grant of
Educational Scholarship as the same is granted on the basis of result of each year instead of the
combined result of two years. Scrutiny of the available record further reveals that the Respondent's
husband alse claimed the Educational Scholarshin on the basis of marks obtained by her daughter
Mst. Nimra Akhtar in F.Sc. for the year 2019 and the Educational Scholarship was granted to him
by the Punjab Government Servants Benevolent Fund Board. For further clanty in the matter,
clarification of the Punjab Government Servants Benevolent Fund was sought by this appellate
forum, which tendered its advice vide letter Mo.BF- dated 13.07.2023, the operative part of which is
reproduced as under:
‘it is humbly submitted that the case of complainant's daughter Nimra
Akhtar for scholarship grant for the year 2020 on the basis of
Intermediate/FSC was rejected by the Districi BF Board, Narowal due to
Less Marks i.e. 328 marks out of 580 marks (56.55%) in Part-l. However,
as per rule 3(c)(iv)(b) of the Punfab Govi Servants BF Partl
(Disbursement) Rules, 1966 degree pertaining fo preceeding educational
classes is required and in the instant case student got admission on the
basis of Intermediate.

In view of the above, it transpires that compfainant’s daughter is eligible
for the educational scholarship for the year 2020.”

It is quite clear from the above narated clarification of the Punjab Govermment Servants
Benevolent Fund Board that the Respondent's daughter Mst. Nimra Akhtar is entitied to payment of
the Educational Schalarship for the year 2020, on the basis of her Intermediate / F.Sc resull and
the contenticn of the Representationist Agency is not tenable that the Respondent’s daughter is not
entilled lo grant of Educational Scholarship,
T. Keeping in view the aforementioned facts of the case and clarification of the Punjab
Govemmen! Servants Benevolent Fund Board dated 13.07.2023, it can be safely inferred that the
Respondent's daughter is entitled to grant of 'Educational Scholarship’. The Ombudsman has,
therefore, rightly adjudicated the instant matter and passed directions to Secretary, District
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Benevolent Fund Board, Narowal, lo make payment of Educational Scholarship in respect of both

the children of the Respondent, The Representationist Agency could not point out any material
infirmity in the impugned order passed by Ombudsman Punjab and also failed to bring forth any
additional evidence in support of its slance before this appeliate forum. Hence, there is no ment in
the instant representation and the Order of the Ombudsman Punjab does not warrant any
interference.

8 For what has been slated above, this representation stands dismissed and the
Order of the Ombudsman Punjab is upheld in aforementioned terms Parties to the case be
informed, accordingly.

GOVERMOR PUNJAB

Lahore 08 JUL 2024
ATTESTED TQ BE TRUE Q,GP\
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Governor's Secretariat,
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COMPLAINT NO.
POP22LDR0O019393

In this case the Honourable Governor Punjab upheld the order of the Ombudsman
Punjab and ensured relief in the form of payment of pension to a retired Civil
Servant.

NO.SO{OMB-I)GS/106/2023

GOVERNOR'S SECRETARIAT
PUNJAB

Dated Lahore, the 02 September, 2024

Subject. REPRESENTATION PREFERRED TO THE GOVERNOR BY THE ACCOUNTANT
GENERAL PUNJAB, LAHORE AND DISTRICT ACCOUNTS OFFICER, LODHRAN
AGAINST THE OMBUDSMAN'S ORDER DATED 31.01.2023 PASSED IN

COMPLAINT NO. POP221DR0019393 UNDER SECTION 32 OF THE PUNJAB
OFFICE OF THE OMBUDSMAN ACT, 1397

| am dirested fo enclose herewith a copy of the Order dated 02.09.2024 passed by

the Hon'ble Governor. Punjab, on the representation cited as subject, for information and further

necassary action, 2024

240305 //93 ASYEDA 2ENEB HUSSAIN)

SECTION OFFICER (OMB-I1)

1. Accountant General Punjab,
Lahore.

2. District Accounts Officer,
Lodhran.

Copy of Governor's Order is forwarded for information and respeclive necessary
action to:

1 l}ecretary. Govemment of the Punjab, Irigation Depariment, Lahare.
\_27"Secretary. Office of the Pravineial Ombudsman, Punjab, Lahere,
3. Executive Engineer (XEN), Ladhran Canal Division, Lodhran.
4 Mr. Awais Ahmad Bashir Zilladar S/o Anees Ahmad Javed, Rio Hosue No, 14,
Cana! Colony, Tehsil & Distric! Lodhran.

04 MEB HUSSAIN)
_b:Ef“-___,-— SECTION OFFICER (OMB-l)

i “ll’ﬂ record and forwarded te
I Advisor | Consultant ROLDE

for further """;@W
| e {Sanl rR-qismfﬁ”"
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ORDER

t | Punjab, Lahore 1. Executive Engineer,
;: mttm::m(:sﬂmfﬁc:rﬁmo], Lodhran Canal Division, Lodhran.
Lodhran Vs 2. Mr. Awais Ahmed Basir

(Retired Zilladar), Rlo Lodhran

(Representationists) (Respondents)

No. SO(0Omb-I1)GS/105/2023

This Order will dispose of the joint representation of the Accountant General
Punjab, Lahore and District Accounts Officer (DAOQ), Lodhran preferred under Section 32 of The
Punjab Office of the Ombudsman Act, 1997', against the Order of the Ombudsman Punjab dated
31.01.2023, passed in Complaint No.POP22LDR0019393,

2. Mr. Awais Ahmed Basir (Respondent No.2), lodged a complaint before the
Ombudsman that he retired from the Irigation Depariment as a Zilladar, on 13.06.2021. He
claimed that the Time Scale Promation from BS-14 1o BS-16 was granted lo him by the Competent
Autharity [ Executive Engineer, Lodhran Canal Division, Lodhran w.e {26 07.2017, Afterwards, the
District Accounts Officer, Lodhran {Representationist Agency No.2) made pay fixation on his
service book and as a result, he received monthly salary against BS-16, til the date of his
retirement. Mr. Awais Ahmed Basir (Respondent No.2) contended that after his retirement, the
concerned authorities / Irrigation Department prepared his pension case and forwarded it lo the
District Accounts Officer, Lodhran (Representationist Agency No.2) for furlher necessary action but
the same was returned with the objection that the Time Scale Promotion from BS-14 to BS-16 was
erronaausly granted to him and it was advised that the same may be put forward afresh as per BS-
14. In response to the objection raised by the District Accounts Officer, Lodhran (Representationist
Agency Neo.2), the concemed authorities | Irrigation Depariment noted that the Time Scale
Promotion i.e. BS-16 has correctly been awarded to Mr. Awais Ahmed Basir (Respondent No.2),
but the District Accounts Officer. Lodhran {Representationist Agency No.2) disapproved his
pension case according to the BS-15. Mr. Awais Ahmed Basir (Respandent No.2) requested the

Ombudsman Punjab that the Districl Accounts Officer, Lodhran (Representationist Agency No.2)
be directed to approve his pension case as per BS-15,

ATTESTED T2 BETRUE COPY
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3 District Accounts Qfficer, Lodhran (Representationist Agency No.2) reported to the
Ombudsman that according lo the relevant Rules and Notification issued by the Finance

Department dated 26.07.2017, only those officials who are incumbents on the posts that does not
have any promation channel or have exclusively one promotion channel, are entitied to avail Time
Scale Promotion. Moreover, Molification, dated 1810 2019, issued by the S&GA Department
(Regulations Wing), clearly depicis that as per the Funjab lrigation and Power Department
(Revenue Establishment Posts) Recruitment Rules, 2019, the post of Zilladar has more than one
promotion channels as an employee Zilladar (85-14) can be promoted as Deputy Callector (BS-17)
and then Canal Collector (BS-18). Thus, neither the Respondent No.2 was entitled to grant of Time
Scale Promation nor his pension could be sanctioned as per BS-16. The District Accounts Officer,
Lodhran (Representationist Agency No.2) advised Mr. Awais Ahmed Basir (Respandent Mo.2) to
make his pension case afresh according lo BS-14 and sent it again through his parent department
so that appropriate action could be taken on it. Furthermore, if the concerned authorities had earlier
sanclioned pension case of any retired Zilladar as per B3-16 then the same may again be put
forward to the office of District Accounts Officer according to BS-14 for review.

4 Mr. Awais Ahmed Basir (Respondent No2) in his rejoinder filed before the
Ombudsman, stated that he was awarded Time Scale Promotion from BS-14 1o B3-16 in the light
of Notification dated 26.07.2017, issued by the Government of the Punjab. Accordingly, his pay
was earlier fixed and verified by the District Accounts Officer, Lodhran (Representationist Agency
No.2). The Respondent No.2 emphasized that the Notification which was quoted by the District
Accounts Officer, Lodhran (Representationist Agency Mo.2) was issued in the year, 2019, whereas
the Time Scale Promotion was awarded to him in the year 2017, therefore, the said Notification
could not be applied retrospectively, Furthermare, in response of objection raised by to the District
Accounts Officer, Lodhran (Representationist Agency No.2), the Executive Engineer (OP) Office of
the Chief Engineer Imigation Multan Zone, Multan vide letier dated 06.12.2022 replied that Time
Scale Promotion was granted to the Respendent No 2 as per Government of the Punjab, Finance
Depariment's letter dated 26.07.2017 as there is only one promotion channel involved in his case

i.e. Zitadar to Deputy Collector.

Ll The Ombudsman noted in his decision that the Respondent No.2 refired on
13.06. 2021, as Zilladar, from Imigalion Depariment on attaining the age of superannuation. The

Fn T RE TRU oPY
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Irigation Department had earlier awarded him the Time Scale Promation from BS-14 to BS-16 in
the light of Notification dated 26.07.2017 issued by the Finance Department, Government of the

Punjab. Afterwards, the concerned authorities ¢ Irrigation Department has made essential entries in
the service book of Respondent No.2 and forwarded the same 1o the office of District Accounts
Office, Lodhran (Representationist Agency No.2) for pay fixation as per BS-16, which was
accordingly verified and allowed on 10.12.2020. The Ombudsman Punjab observed that the
Nolification, which was quoted by the Representationist Agency No.2 as a reference, was issued in
the year 2019 however, the said Notification neither had retrospective effect nor was applicable
upon the Time Scale Promotion which was awarded 1o the Respondent No.2 in the year, 2017,
Mareover, Chief Engineer Irrigation, Multan Zone, also clarified before the Ombudsman that the
post of Zilladar has only one promotion channel from Zilladar to Depuly Collector. The
Ombudsman Punjab adjudicated thal the Respondent No.2 was entitied for payment of pension
and other dues as per BS-16. It was further observed that creating obstruction or hindrance for
sanction/ issuance of pension in favour of the Respondent No.2 came under the ambil of
maladministration. The Ombudsman, therefore, under Section 11 of 'The Punjab Office of the
Ombudsman Act, 1987 direcied the District Accounts Officer, Lodhran (Representationist Agency
No.2) to ensure payment of pension and other emoluments in favour of Respondent No.2 as per
BS-16. The complaint was accordingly dispased of by the Ombudsman Punjab.

8. Accountant General Punjab, Lahore and District Accounts Officer (DAQ), Lodhran
iReprasentationist Agencies) feeling aggrieved by the Order of the Ombudsman Punjab, have filed
the joint representation, reilerating the Agency's previous stance and, inter alia, stating that the
Ombudsman Punjab, while passing the impugned arder, ignored the ‘Punjab Irrigation and Power
Department {Revenue Establishment Posts) Recruitment Rules, 1989' as well as the Policy
Motification dated 26.07.2017. The Representationist Agencies have argued that the concerned
Depariment deliberately fabricated that only one promotion channel is involved |, Zilladar to
Depuly Collector, whereas, there are more than one promotion channels ol the post of Zilladar
prescribed in the relevant rules. The Representationist Agencies have, therefore, requested that
the impugned Order dated 31.01.2023 passed by the Ombudsman Punjab be set aside.

7. | have gone through the record of the case including written replies / comments of

fhe Respondents as well as rejoinder of the Representationist Agencies. It is revealed that Mr.
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Awais Ahmed Basir (Respondent No.2) was working as Zilladar (BS-14) in the Irrigation
Department. In the light of Notification dated 26.07.2017, the Irrigation Depariment awarded the
Time Scale Promation to the Respandent No.2 and forwarded his service book Lo the concemed

District Accounts Officer, Lodhran (Representationist Agancy Ne.2) for fixation of his pay accerding
to BS-16, which was accordingly allowed and granted on 10,12.2020, Afterwards, the Respondent
No.2 retired on 13.06.2021, as Zilladar, from Irrigation Depariment on aftaining the age of
superannuation and the Irrigation Depariment prepared his pension case and sent it to the District
Accounts Office, Lodhran (Representationist Agency Mo.2) for further necessary action bul the
same was returned with the objection that the Time Scale Promotion against BS-16 was
erronepusly granted to him. District Accounts Officer, Lodhran (Representationist Agency No.2)
further advised that the pension case may be put forwarded afresh as per BS-14. The concerned
authorilies / Irigation Department rebutted the stance of the District Accounts Officer, Lodhran
(Representationist Agency No.2) and argued thal the Time Scale Promotion has rightly been
awarded to the Respondent No.2 as per the Punjab Government's Notification dated 26.07.2017.

8. Perusal of the record reveals that Government of the Punjab, Finance Department
issued a Notification dated 26.07.2017, wherein, Time Scale Promoton was allowed to the
employees in BS-5 to BS-15, holding promotion / non-promotion posts, where none or only one
time promotion in the entire service is prescribed in the rules, on satisfactory completion of ten (10)
years of service. As a resull, the parent department i.e. Irrigation Department of the Respondent
Mo.2 awarded him the Time Scale Promotion from BS-14 to BS-16 w.e.f. 26.07.2017 and the pay
fixation had been made by the concerned District Accounts Officer, Lodhran (Representationist
Agency No.2) as per BS-16. The Respondent No.2 retired from Government Service on
13.06.2021 and after his retirement, the Chief Engineer Irmgation, Multan Zone, vide letter dated
26.08.2022 forwarded the pension case of the Respondent No.2 to the District Accounts Officer,
Lodhran (Representationist Agency Ne.2) for necessary action. The District Accounts Officer,
Lodhran (Representationist Agency No.2) vide letter dated 07.09.2022 returned the said pension
case of the Respondent No.2 o the Chief Engineer Irrigation, Multan Zone, Multan with the
remarks that the same may be re-submitted according lo BS-14 after necessary correction as Time
Scale Promotion awarded to the Respondent No.2 was against the Policy of Government of the
Punjab. The Chief Engineer Irrigation, Multan Zone, vide letter dated 06.12.2022 again forwarded
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the pension case of lhe Respondent No.2 to the District Accounts Officer, Lodhran

(Representationist Agency No.2) with the remarks that Time Scale Promotion was granted to the
Respondent No.2 as per Government of the Punjab Finance Department's letter dated 26,07.2017
as there is one promotion channel involved i.e. ‘Zilladar' to ‘Depuly Callector'. The District Accounts
Officer, Lodhran (Representationist Agency No.2) refused to approve the pension case of the
Respondent No.2 as per BS-18 on the plea that the post of the ‘Zilladar' has more than one time
promotion channel, therefore, he is not entitled for time scale promotion as per the ‘Punjab
Imgation and Power Department (Revenue Establishrent Posls) Recruitment Rules, 1989 & 2019’
as well as 'Finance Depariment's letter dated 26.07.2017"

9 Needless lo say, the Chief Engineer Irigation, Multan Zone, Multan rightly awarded
the Time Scale Prometion from BS-14 to BS-16 to Mr. Awais Ahmed Basir (Respondent No.2) in
accordance with relevant policy, laid down by the Government of the Punjab. It is observed that the
Government of the Punjab, S8GA Deparimeni (Regulations Wing), vide Notification dated
13.06.2022 made amendment in the *Punjab Irigation Department (Revenue Establishment Pots)
Recruitment Rules, 2019', wherein, it was notified that an official holding the post of ‘Zilladar (BS-
14) could be promoled as 'Deputy Collector (BS-17), subject lo qualifying the Departmental
Revenue Examination {DRE), prescribed by the Department. In the instant case, the Respondent
No.2 did not pass the said Departmental Revenue Examination (DRE) during his entire service.
Hence, the Representationist Agencies misconstrued the Finance Depariment's letter daled
26.07.2017 as well as Notification dated 13062022 circulaled by the S&GA Department

(Regulations Wing]. Stance of the Representationist Agencies has not been justified as the post of :

‘Zilladar' has ne more than one time promotion channel, therefore, the Respondent No.Z has
correctly been granted Time Scale Promotion wef 26.07.2017 from BS-14 to BS-16 in
accordance with policy.

10. Keeping in view the aforementioned facls of the case. it is quite evident that Mr.
Awais Ahmed Basir (Respondent No.2) was deprived of his lawful right by the Representationist
Agencies. It is to be noted that the concemed aulhorities | Irigation Depariment has rightly
awarded Time Scale Promotion to the Respondent No.2 from BS-14 to BS-16. However, he did nal
gualify the Departmental Revenue Examination (DRE) during his entire service which was
compulsary for promation from Zilladar to Deputy Collector, The Ombudsman Punjab has rightly
ATIES” -+ BZ TRUE COPY
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adjudicated the subject matter and passed appropriate directions to the guarter concerned

regarding payment of pension and other dues in favour of the Respondent Ne.2 according to

BS-16. Moreover, the Representalionist Agencies could not point out any material infirmity in the
impugned order passed by the Ombudsman Punjab dated 31.01.2023 and did not bring forth any

additional evidence in support of their stance before this Appellate Forum. Conseguently, there is

no merit in the instant joint representation and Order passed by the Ombudsman Punjab does not

warrant any interference. The Representationist Agencies are, therefore, directed to approve

pension case of the Respondent No.2 as per BS-18, in letter and spirit.

11, For what has been stated above, the instant joint representation stands dismissed

and the Order passed by the Ombudsman Punjab is upheld. Parties to the case be informed,

accordingly.

Lahore 02 SEP 202"
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COMPLAINT NO.
POP23KSR0017134

In this case the Honourable Governor held that a uniform policy regarding fines
may be devised and be made applicable across all the Boards of Intermediate &
Secondary Education of Punjab and the policy/mechanism so devised should hold
the respective heads of the Government Schools accountable through their
administrative department, rather than students, for any lapse committed during
the performance of their responsibility during the enrollment process.

NO.SO[OMB-11)GS/560/2023

GOVERNOR'S SECRETARIAT

_JH_!&UG_M_UEI’ PUNJAB
2 : =
/ s Bated Lahore, the 08" August, 2024
[2Go512/3247 ')
p
Subject: REPRESENTATION PREFERRED TQ THE GOVERNOR BY THE SECRETARY,

BOARD OF INTERMEDIATE & SECONDARY EDUCATION (BISE), LAHORE
AGAINST THE OMBUDSMAN'S ORDER DATED 14.11.2023 PASSED IN
COMPLAINT NO. POP2IKSR0017134 UNDER SECTION 32 OF THE PUNJAB

OFFICE OF THE OMBUDSMAN ACT, 1997

| am direcled to enclose herewith a copy of the Order dated 08 08 2024 passed by

the Hon'ble Governor, Punjab, on the representation ciled as subject, for information and further

¥
a" -

ﬂ,

(SYEDA ZEMEB HUSSAIN)

SECTION OFFICER (OMB-I()

necessary action

Secretary,
Board of Intermediate & Secondary Education [BISE),
Lahare

cc.

Copy of Governor's Order is forwarded for information and respective necessary
action to:

1. Secretary, Governmen of the Punjab, Higher Education Department, Lahore
2,~Chairman, Punjab Boards Committee of Chalrmen (PBCC), Lahore

%3, Secretary, Office of the Provincial Ombudsman, Punjab, Lahore
4. Mst Sajida Manzoor Dio Riasat AN, Réio Gevernment Girls High School, Talab

Wala, Tehsil Chunian, District Kasur,
SY EDA{ENEB HUSSAINY

SECTION OFFICER (OMB-11)

d

T
r ;_i_ﬂ-f"
P

Keep record snd forwarded 18
Advisor | Consultant RO KA
for further necessary I actien
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ORDER

| Secretary, | Ms. Sajida Manzoor,
Board of Intermediate & Secondary | Senior Headmistress,
Education (BISE), Lahore. VS | Government Girls High School, Talab Wala,
| | Chunian, District Kasur. |
__{Representationist) o (Respondent] |

‘No. SO{Omb-11)G5/569/2023

This Order will dispose of the representation of Secretary, Board of Intermediate &
Secondary Education (BISE). Lahore, preferred under Section 32 of the Punjab Office of the
Ombudsman Act, 1997, against the order of the Ombudsman Punjab dated 14 11 7023, passed in
Complaint No. POP23KSR0017134.
2. Ms. Sajida Manzoor (Respondent). lodged a complaint before the Ombudsman ihat
she is serving as Senior Headmistress at the Government Gids High School, Talab Wala, Chunian,
District Kasur. The process of registration / enroliment in respect of her school was compleled well in
time. She further stated that examination fee for matriculation examinalion was deposited in time and
all the documents were sent to the BISE Lahore (Representationist Agency) before the due date
through TCS Courier Company. Mareaver. if any documents were misplaced, the Agency should have
timely conveyed the same. however, she was nol informed. Now, the Representationist Agency is not
completing the registration process of the students and pressing for payment of excessive amounl of
fine which the school administration cannot atford. She contended that the studenls and their parents
are worried about the registration process. She requested the Ombudsman to pass directions to the
concerned officials to complele the registration process of the students and waive off the amaunt in ligu
of fine.
3 Deputy Secretary (Finance), Board of Intermediate & Secondary Education (BISE),
Lahore, reported to the Ombudsman thal Punjab Boards Committee of Chairmen (PBCC) issued a
schedule for all the Boards of Intermediate and Secondary Education in Punjab vide its Metification
No 504-3Y/PBCCILHR dated 08.03 2023 for registration | admission in Class 9% for academic year
2023-2025 Submission of online admission, depasition of requisite fee in the bank and provision of
hard copy of the enrollment return was mandatory in this regard. Accordingly, the BISE, Lahore issued

a schedule vide Notification No.100-Registration dated 09.03 2023, for enraliment / admission in Class

97 for academic year 2023-2025. As per schedule, the fast date for online enroliment, submission of
fee and provision of hard copy of the enroliment return to the office of BISE, Lahore was fixed as
15.05 2023 which was later extended to 22 05 2023 o facilitate the principals, students and parents

Despite this, the Respondent failed to submit the enrollment return in ime and submitted the same an
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27.05.2023 1.e, after the notified schedule Accordingly, fine was imposed as per rules on account of
nan-submission of enroliment return in accordance with the notified schedule.

4, The Ombudsman noted in his decision that the Respondent | Headmistress,
Government Girls High School, Talab Wala, Chunian submilted online data as well as requisite fee. in
respect of students of the school, in time and hard copy of the enroliment return was also sent through
TC3 Courier Company within the notified due date, The Ombudsman. therefore, directed the
Chairman, Board of Intermediate & Secondary Education (BISE), Lahare, under Section 11 of the
Punjab Office of the Ombudsman Act, 1997 lo issue the registration cards of the students for year
2023-2025 in time after waiving-off the amount of fine on humanitarian grounds keeping in view the
future and educational career of the students The complaint was disposed of by the Ombudsman,
accordingly

5 The Secretary. BISE, Lshore (Representationist Agency), feeling aggrieved by the
Order of the Ombudsman Punjab, has filed the instant representation, reiterating the Agency’s previous
stance, and, inter alia, staling that despite extending the last date for submission of enroliment return,
the Respondent failed to submit the same as per nolified schedule The Respondent submitted
enrollment return of her insfitution namely Government Girls High School, Talab Wala, Chuman,
District Kasur on 27.052022 ie. alter the notified schedule Accordingly, as per rules, fine was
imposed due lo non-submission of enroliment return well in time. The Representationist Agency has
contended that the Ombudsman may take cognizance of the matter where allegation of
maladministration has been alleged against the Agency, however, neither has the Respondent levelled
any allegation of maladministration in her complaint nor could the Ombudsman establish any
maladminisiration on the pad of Representationst Agency. It has been requested o sel aside the
impuagned Order passed by the Ombudsman <.
& | have gone through the record of the case including written reply / comments of the
Respendent and rejoinder of the Representationist Agency Perusal of the available record reveals that
BISE, Lanhore, vide Notification Mo 100-Registration dated 09.03.2023. notified the schedule for
enroliment [ admission in Class 97 academic year 2023-2025. Las! date for online data enlry.
deposition of requisite fee in the bank and submission of hard copy of enroliment return was fixed as
15.05.2023 which was later extended to 22 05 2023 vide Notification No.850-SY/PBCCILHR dated
15.05.2023. t was mentioned in the above referred nolifications daled 09.03 2023 and 15.05.2023 that
triple fee will be received in respect of those candidates whose enroliment was nol anline, balches

were not farmed and hard copy of the enrollment return was not submitted. If is an admitted fac! that

online enroliment as well as deposition of prescribed fee in respect of the students of Government Girls
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High School, Talab Wala, Chunian, Kasur was imely submitted by the Respondent. Moreover, as per
contention of the Respondent, the enrolment return was also timely submitted in the office of the
Representationist Agency. However, the Agency contacted her after expiry of the scheduled date and
demanded resubmission of the enroliment return on account of misplacement of the same The
Respondent, neverineless, resubmitted the enrollment return on 27.052023 uwpon which the
Representationist Agency imposed fine which is unjustified The stance of the Respondent holds
graund to the extent that if any documenis were found missing along with the letter of the Respondent,
the Agency should have conveyed the same to the Respondent well in time. Moreover, this stale of
affairs dees not amount to late submission of admission as notified by the Punjab Boards Committee of
Chairmen (PBCC) wvide Notification No 504-5Y/PBCCILHR  dated 05032023 and Nof5D-
SYIPBCC/LHR dated 15.05.2023.

7 The available record further reveals that the aforementioned Netifications of the PBCC
prescribed the schedule for admission as well as lale admission fee in case of expiry of due date for
admission. Unequivocally, the formalities of online admissien as well as deposition of prescribed fee
were timely completed by the Respondent in the instant case. The above Motifications were adopted by
the Representationist Agency and additional conditions regarding imposition of late fee were devised
by the Agency whereby late fee at the rate of three times of nommal fee was o be received even in
cases where hard copy of the return was not received within due date_In this regard, it is noted that the
responsibility of submiszion of hard copy of enrollment return to the Representationist Agency lies with
the school and the sludents cannot be heid responsible for this lapse. Moreover, the policy of the
Representationist Agency s ambiguous fo this extent 1e; whether the additional fee | fine will be
charged from the administration of the concerned school or the students. Needless to say, the studenls
of Government institutions cannot afford to pay such heavy fines without any fault on therr part Hence,
the policy of the Representationist Agency regarding imposition of late fee (fine) upon students of the
Govemment owned schools needs o be reviewed / clanfied. Furthermore, the administrative
depariment i.e: School Education Deparment. Gavernment of the Punjab may also be kept on baard in
such instances involving alleged negligence on the part of the administrative heads of the concerned
schools.

8 Keeping in view lhe aforementioned facls of the case, it can safely be inferred ihal,
pnma facie, no fault on the part of students of Government Girls High Schocl, Talab Wala, Chunian,
District Kasur and the Respondent could be established during the enrollment process. Hence,
imposition of late fee fine by the Representationist Agency upon the students on that account holds no
rationale. [t is to be noted that the Notfications dated 06.03.2023 & 15.05.2023 issued by the Punjab
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GOVERNORPFPUNJIAR
Boards Committee of Chairmen (PBCC) provide imposition of late fee fine upon only those students
whose admissions were submitted after the nolified dates. However, the Representationist Agency,
vide Molifications dated 09.03.2023 & 15.05 2023, adopted the schedule prescnbed by PBCC and
exlended |ate fee fine in those cases where online enroliment as well as bank fee was submitted within

due dates but hard copy of the enrallment return could not be provided as per schedule. It is imperatve
to tighlight thal such harsh penalty on the students of Government Schools without any fault on their
part is unjustified at the first instance. Hence, penalty imposed by the Representationist Agency needs
to be rationalized keeping in view the status of the sludents Furthermore, Scheol Education
Department, Government of the Punjab must be taken on beard in cases where hard copies of the
enroliment retums are nol submitted by the respective heads of schools in time. The students cannot
be penalized for any lapse committed by the head of the school. hence. imposition of fine by the
Representationist Agency in the instant case seems unjustifiable. It is alse to be noted thal Article 254
of the Constitution of lslamic Republic of Pakistan guarantees that the State shall provide free and
compulsory education lo all children of the age of five to sixteen years and this act of the
Represenlationist Agency is equal to denial of fundamental right of education to the children studying in
the schoal. It is pertinent to mention that BISE Lahore is not a corporate entity rather a public institution
whase function and purpose should be to serve rather than to extort schools and students. Under [hese
circumstances. the stance of the Represeniationis Agency seems unjustfiable and Order passed by
the Ombudsman does not warrant interference The matter regarding imposition of late fee fine upon
the students ¢ administration of the school is, however, referred to the Secretary, Government of the
Punjab, Higher Education Depariment / Chairman, Punjab Boards Committee of Chairmen (PBCC) for
clarity and for creating an effective coordination mechanism between the stakeholders, A uniform
policy in this regard may be devised, especially in consultation with the School Education Department,
Government of the Punjab. and the same be made applicable across all the Boards of Intermediate &
Secondary Education of Punjab. The policy / mechanism so devised should hold the respective heads
of the Government Schools accountable through their administrative department, rather than students,
for any lapse committed during the perfermance of their responsibility during the enroliment pracess.

9, For what has been stated above, this representation stands dism issed and the Order of
the Ombudsman Punjab is modified in afarementioned terms. Parties to the case be informed,

accordingly

Lahore D8 AUG 2024 ATTESI:
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Chapter

Feedback from Complainants

When their grievances/complaints are redressed by the Office of the
Ombudsman Punjab, complainants usually express their gratitude and
satisfaction about the efficacy of the inexpensive grievance redressal system
of this Office through letters, emails, text/video messages, etc. These kind
expressions of their gratitude serve to strengthen our resolve to further improve
our service delivery procedures. A collection of selected acknowledgement
letters received from the complainants has been included in this Chapter.

I

_—

)
)/

-

HCERTH

- T ee——

January 26, 2024

Major Azam Suleman Khan (R} Mr. Amir Ahmad

Mohtasib Funjab Advisor (LH-5)

Prof Ashfag Ali Khan Road, Ombudsman Office Regional Office
Lahore Lahore

Payment of Our Outstanding lovoice Bi™ 5 Hospital re. Reference Complaint

No. POP23LH50020079 Reg, Date Decerser 13, 2023,

Venerated Sir,

It i.\ with re}:crenrc to your decision on my request regarding payment of our invoice bills of
internet services availed by finoah aspital Lahore, for years. | am overwhelmod with emotivnal
feelings which I wish to express a any gratitude of moral religious obligations.

Inadieed, you are blessed with bl nd of qualities as a human being, integrity, honesly, vision and
wisdom to devide cases refered to you as “Ombudsman Punjab” to provide relief lo the masses
who are subjected to inustice and atrocities of the fovernment functionaries. Surely, it is due !:I:
your class, upbringing and self-motivation to alleviate the miseries of hapless masses of the
country, Decision in our case based on merit, just and equity s classic along with uncountable
cases where yon have provided relief to the affectees of the atrocities of our corrupt judicial
:‘:le:\].-tln and u;)rruplmn of the povernment oificials. Reforence attached culting from a National
Juily's as a documentary evidence of my asserti i i

s i v assertion. “Police, Judiciary among top three most

1wl be unfaie and unjist on ey pat i 1 o 5ok pay my complements on the role of M.
Ahmad your Advisr, Mr, Tanseer and Mr. Saqib RO Lahore (LH-5) for their professional
competence, insight of the essence of the issue to sift and procoss it on meril Lrepeat, itis all due
to your benign leadership of their grooming / traming,

Respectedt Major Shb, | being an over 84 years retired senior government official s unable to find
mare appropriate words to express my gratitude for performing your responsibility in the true
religious perspective and asa "Mohtasib®, Your staff has only demanded from me the reward of
their services o the humanity which is “ remember us in your supplications”

then

God Bless Yy, vour Smil,\- and staff far your woeldly and live horeafter reward
v

Anwar
Director [
Cell Nov ’ﬁ 1242244

preie

B 141143, Stwukcat A5 Roact, sear Jinnah Hospitsl, Lahore.
(4 042-111-700-007. D42 - 3517 109D
R 042 - 201829
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Office of the Ombudsman Punjab,

Regional Office Narowal
Complaint No. POP24NRW0007725

Mr. Capt (R) Atta Muhammad Khan, Advisor Narowal, Punjab, Pakistan
Dear Mr. Khan,

| hope this letter finds you well. | am writing to express my heartfelt appreciation for the tremendous
support and dedication you and your team have shown regarding my recent application. Your office has
truly exemplified diligence and commitment, which has not gone unnoticed.

From the very beginning of my interaction with your office, | have been continually impressed by the
professionalism and compassion displayed, During my hearing, | was particularly struck by your kindness
and the respectful manner in which you treated everyone present. Your approachability and prompt
responses, whenever | contacted your office, have been commendable, and your willingness to go above
and beyond in addressing concerns is greatly appreciated.

Your professional demeanor and compassionate nature set a high standard for public service. It s
indeed a blessing for the people of District Narowal to have an advisor of your Caliber. In a system
where corruption often overshadows merit, your unwavering commitment to integrity and service is
both refreshing and inspiring. You have reinforced my belief in the potential for honest and effective
governance within our district.

| find myself at a loss for words to fully convey my gratitude for your kindness, honesty, and dedication
10 your role. Your effarts have left a lasting positive impact on me and, undoubtedly, on many others in
our community. It is a privilege to have you serving in our district, and your hard work and generosity
will be remembered and appreciated by many.

Once again, thank you so much for your outstanding service. Your exemplary work is a beacon of hope
and integrity in our community.

Warmest regards,

Dr. Mahmood Rigz ~ Wakwood Riay dated (4,07 2024
Newcastle upon Tyne,

United Kingdom

{5V Office of the Ombudsman Punjab
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YWPM i Frometon

ESHub

ENTERPRISES
Date: 09-02-2024

To: Chairman Ombudsman,
Consultant HQ Office of the Ombudsman (Punjab),
Prof Ashfag Ali Khan Road,
Lahore.

Subject: SETTLEMENT REGARDING OUTSTANDING DUES OF BELIING UNDERPASS AND
MARKET UNDERPASS.

1. |Llodged a compliant with Punjab Ombudsman on 19-jan 2023 regarding outstanding d the
above-mentioned project. We completed the above-mentioned project on 18-May-2
then our outstanding dues were not clear despite my repeated request to LDA but | did R
positive answer from LDA regarding my outstanding dues.

outstanding dues owed by LDA. LDA tried their best to avoid the payment on one pre the
other but Mr. Mohsin remained adamant and firm and brought out the actual facts. D
etorts of Mr. Mohsin Rashid | was able to gat my outstanding dues in a very short time. | 2
great full to the Mr. Mohsin Rashid for his efforts, | will always be indebted to him. D
effort that | have able to my long outstanding dues.

4. | would also like to thank chairman for his guidance and persistent efforts in helping mé in
recovering my cutstanding amount | feel privileged to write to you as under your able ﬂlﬂhniy
vmbudsman Punjab is performing far better for the inhabitants, Your service for the general Public
are beyond any doudt and kind consideration public in particular.

5. lwould thank the entire staff of ombudsman for assisting me in recovering long outstanding dues
which was causing mental agony.

Sincerely Yours,

Mehwish Khan
Address

a2

38 - F, Phase 1, Commercial Area
D.H.A, Lahore-Pakistan

P: +82 42 35691991-2

F:+92 42 35691993

E: hubenterprises2003@gmail.com

Office of the Ombudsman Punjab 133
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To,

CHAUDHARY MUMTAZ AHMED DEU .
Consultant

Ombudsman (mohtasib | Punjab

Near Circuit House Sargodha,

Subject!

Respected sir,

Refer to the subject mentioned above my submission are as under;

1 That | have received my result card from Cornelius Law College Sargodha on 17 July 2024.
2, That my issue has been resolved because of your special intention.
3. That | am very thankful to you and your office on the early action on my request.

4. That my best wishes for your office as well as you.

in the view of above, it is requested that in the light of explanation made abave, my complaint should t
closed on the basis of justification.

Regards,

;)€
(MUHAMMAD ARIF CH)
Office No 119, 1" Floor Al Rehman Trade Center

University Road Sargodha
0333-5350507

03-08 2224

1E15] Office of the Ombudsman Punjab
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Chapter

Role of media in addressing public issues

In line with the provisions of the Punjab Office of the Ombudsman Act, 1997, the Media
Wing of the Ombudsman Punjab Office plays an important role in identifying issues
being faced by the general public, as highlighted by media through newspapers, news
channels and social media platforms. The Media Wing monitors the news appearing
on social, print, electronic media and presents the same to the Ombudsman Punjab for
taking own motion cognizance under section 9(1) of the Act ibid. Issues pertaining to
solid waste disposal, repair of streets/roads, non-functional street lights, water
filtration plants and public parks etc. are selected for cognizance and seeking reports
from the concerned Agencies/authorities. Similarly, nonpayment of family pension,
gratuity, leave encashment to widows, illegal unauthorized occupation of Government
lands, non-transfer of properties, non-registration of FIRs and cases against health
and education department including non-provision of medical facilities like CT scans,
MRIs, ultrasounds and medicines and cases of refusal to provide degrees, scholarships
and shortage of academic staff are areas of our focus. During 2024, more than 9644
news items were selected from different media platforms and relief and
compensation was afforded to the pubilic.

Media Wing of the Ombudsman Punjab Office carried out mass awareness campaigns
through in-house channels, FM radio channels, and Radio Pakistan throughout Punjab
by publicising the Helpline 1050 and regional offices in all the districts of Punjab. It is
pertinent to mention that Chairman PEMRA while acceding to our request issued
instructions to all the electronic media channels to issue public messages free of cost,
highlighting the process of registration of complaints for the general public.

Salient features of this mass awareness campaign were visits to the educational
institutions like Punjab University Oriental College, Government Graduate College
Township Lahore where Advisor (Media) along with Senior Registrar delivered lectures
to the students, followed by question-answer sessions, highlighting the role and
functions of this Office. Meetings with renowned columnists, analysts and
anchorpersons were also held in this Office. Consequently, columns were published by
renowned journalists in English and Urdu, covering the mandate and achievements of
this Office. Advisor (Media) called on the Vice Chancellor, University of the Punjab
Lahore and agreed to sign an MOU to ensure collaboration between the
organizations. Advisor (Media) was also invited by Lahore Chamber of Commerce and
Industry where both entities agreed to sign an MOU for resolving the issues of LCCI
members.

It is worth mentioning that renowned anchorperson/editor in chief of daily Pakistan
Mr. Mujeeb-ur-Rehman Shami visited this Office and called on the Ombudsman
Punjab. Mr. Mujeeb-ur-Rehman Shami paid rich tribute to the services of this Office in

resolving grievances of the aggrieved persons.
Office of the Ombudsman Punjab 143
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PAKISTAN TODAY

January 28 2024

The Land worth 2 crore 12 lakhs of government
land was recovered by ombudsman Punjab.

By Staff Repori

|

LAHORE:On the order of the Punjab Ombudsman Major Azam
Suleman Khan (R), a total of 31 kanals of government land worth
more than Rs21.02 million was retrieved. Various complainants from
across the province had filed complaints in this office regarding illegal
farming on government land, encroachment of government pastures
and encroachment on government land.

In this context, the Ombudsman Punjab ordered the relevant
provincial officers to dispose of the said area owned by Sahiwal and
Toba Tek Singh as per the rules of the provincial government.

(£ Office of the Ombudsman Punjab
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The News
16 January 2024

70 students get
scholarships

Our correspondent

LAHCRE
ON the directions of Om-
budsman Punjab, the Pun-
jab Government Servants
Benevolent Fund Board, ed-
ucational scholarships of
Rs3,108,000 were disbursed
to 70 deserving students.
The Ombudsman Pun-
jab, Major Azam Suleman
Khan (Retd), facilitated the
disbursenmttofeducanmml,
scholarships. -
Responding to appli—
cants from various districts
who faced delays in receiv- |
ing scholarships, the Om- |
budsman directed relevant
institutions to release the
pending funds. :
Additionally, various
provincial departments dis-
bursed Rs17.8 million to 14
applicants for overdue ar-
rears on OSD posts. Jobs on 1
OSD posts were also se-

\(:Ltred f?r _them | : A
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PAKISTAN TODAY

February 19, 2024

Ombudsman Punjab Major Azam Suleman
Khan (R) recovers 86 acres of government
land

By Staff Report

On the directions of Ombudsman Punjab Major (Retd} Azam Suleman Khan, 86 acres
of government land warth Rs565 million was retrieved and handed over to the
provincial government.

According to the ombudsman spokesperson, various complaints from across the
province filed a complaint in the office of the ombudsman regarding the encroachment
of the government land and requested that the govemment land be handed over from
these encroaching mafias. The ombudsman had ordered the relevant provincial
officers to get retrieved the provincial government land from the land grabbers.
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February 26, 2024

On the orders of Ombudsman Punjab
pending dues were paid

By Staff Repor

Lahore: According to the details, on the orders of the Ombudsman Punjab Major
Azam Suleiman Khan (R), Punjab Government Servants created Valent Fund Board,
Secretary Punjab Workers Welfare Board, Secretary Labor and Human Resources
Department Punjab, Welfare Fund Board, District Monitoring Officer Education and
Punjab Social Protection Authority in various districts.

Legal relief of mare than 7.5 million and 58 thousand rupees has been provided to 53
petitioners belonging to the people whose case was pending due to various reasons.

In these cases, relief has been provided by the Office of the Ombudsman Punjab to
the families of the deceased government employees, including the payment of
farewell grant, death grant, monthly grant and marriage grant to the employees and
22 citizens have been given educational grants worth Rs 852,000, Scholarships have
alsa been paid.
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Our correspondent
LAHORE

THE Ombudsman Punjab,
Maj (retd) Azam Suleman
Khan, presented the annual
performance report of the
Office of the Ombudsman
' Punjab for the year 2023 to
Governor Balighur Rehman
in a ceremony held here on
Thursday at Governor's
House,

Additional Chief Secre-
tary Punjab Ahmad Raza
Sarwar and administrative
heads of the Punjab govern-
ment along with advisors
and consultants of the Om-
budsman Office were pres-
ent in the ceremony.

Speaking on this occa-
sion, Governor Punjab Ba-
lighur Rehman said that the
role of provincial ombuds-
man is commendable in re-
dressal of people's com-
plaints related to public
institutions. He said that he
appreciates Ombudsman

Governor praises ombudsman
for redressing public complaints

Punjab for embracing infor- plaints is 35,202, " feation and 1563 mnmlmms

mmwduuﬁuﬁmdfaml- Ombudsman said that as
people. The governor a result of effective action on
lauded the initiatives like public complaints, the com-
complete digitalization of plainants and the govern-
the Ombudsman Punjab of- ment got a total relief of
fice. He said that extending 22.504 billion rupees, out of
the offices of the Punjab which 26,220 kanals of pub-
Ombudsman to various dis- lic and private land worth
tricts and providing maxi- 15.834 billion rupees were
mum relief to the people was handed over, while the total
commendable. value of the relief provided
He said that the decisions to the complainants is 6.669

of the provincial ombuds- billion rupees.
man are written in Urdu  The Ombudsman Punjab
which is easy for people to further said that the number
understand and they do not of complaints received and
need to hire any lawyer for disposed of in the year 2023
it. He said that Ombudsman was more than the number
Office has played an impor- of complaints in any previ-
tant role in giving relief of ous year which is a proof of
billions of rupees to people confidence of the people in
through its decisions. the Office of the Ombuds-
Describing the annual man Punjab, He said that in
performance of the Ombuds- the year 2023, 7212 com-
man Office, Azam Suleman plaints were received against
Khan said that in the year police, 5980 local govern-
2023, a total of 35,139 com- ment, 5678 revenue, 2531
plaints were received, while primary and secondary
the number of resolved com- health care, 1961 school ed-

against district a-::lmmlstra
tion 5
Meanwhile, on the urde:s.
of the Gmbu{ibman Dffice,
119 civilians have also heem
provided jobs in gnvenunent.
departments under Rule 17.&,
of the Punjab Civil Servantsl
(Appointment and Condi-
tions of Employment) Rules,
1974 in the year 2023. .
He said that a review pe—
tition can be submitted to
the Punjab Governor agﬂ.lmt
the decisions of the Office of
the Ombudsman Punjab.
The overall rate of upheld
decisions of the Ombuds-
man Punjab is 99.95 percent,
Azam Suleman Khan
while describing the depatt-
mental performance said
that 541412 of the total
415,345 C(}l’ﬂ]ﬂ&]ﬂtﬂ received
in 27 years from 1996 to 2023
were resolved. which the
total disposal rate of solvin
public problems was 99.
percent. g

h
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March 02, 2024

Ombudsman Punjab presented Annual
Report 2023 to Governor Punjab

8y Staff Report

Lahore: Ombudsman Punjab Major (retd) Azam Suleman Khan presented the annual
performance report of the Office of the Ombudsman Punjab for the year 2023 to
Governor Muhammad Balighur Rehman at a ceremony, held here at Governor's House.
Additional Chief Secretary Punjab Ahmad Raza Sarwar and administrative heads of the
Punjab government, along with advisers and consultants of the Ombudsman Office,
were present at the ceremoeny. Governor Balighur Rehman said the role of provincial
ombudsman is commendable in resolving people's complaints related to public

institutions,

The Ombudsman said the number of complaints received and disposed of in the year
2023 was more than the number of complaints in any previous year, which is a proof of
confidence of people in the Office of the Ombudsman Punjab.
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BUSINESS
RECORDER

Complainants get Rs8.8m dues on
Ombudsman orders

LAHORE: On the orders of Provincial Ombudsman Punjab Major
Azam Suleman Khan (R), various provincial departments,
Secretary Punjab Workers Welfare Fund Lahore, Administrative
Officer Provincial Welfare Fund Board Punjab, Punjab
Government Servants Benevolent Fund Board Lahore, Secretary
Workers Welfare Board Labour and Human Resources
Department has paid pending marriage grant, death grant, farewell
grant of 7.2 million to 36 applicants.

Along with this, with the efforts of Ombudsman Punjab, Additional Director
Grievance Redressal Cell, Punjab Social Protection Lahore, District

Monitoring Officer Education and Punjab Education Sector Reform

Programme, Lahore have paid educational scholarships worth more than 1.6
million to 38 students who received educational scholarships gone.

According to the details, on the orders of the Ombudsman Punjab Major Azam
Sulaiman Khan (R), 38 applicants belonging to different districts requested
that they have contacted their respective institutions several times to get
educational scholarships, but there is no hearing. In this regard, the
Ombudsman of Punjab Major Azam Suleman Khan (R) issued orders to the
relevant institutions to pay the pending educational scholarships to the
%students as soon as possible. Relief has been provided in pending educational
ischolarship applications.

The complainants belonging to different districts thanked the Ombudsman |
Punjab Major Azam Suleman Khan (R) for taking an effective role in resolving ‘
their grievances.
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The News The Nation
19 April 2024 1 April 2024
Over Rs13.6m “State land worth Rs43 *
disbursed among “million recovered on
various applicants ‘Ombudsman orders
E&T&Wi ‘"“5“] “fe‘;]‘*i | LAHORE  (Staff reporter):

cation authorities, municipal

get their legal right.

. Over 43 kanals of government -

. : . ‘land worth more than Rs43
'$M$E§F§&$T; -million was recovered on the /
partment, rescue 1122 and sorders u_f Punjab Ombuds- -
chairman district benevolent -man Major Azam Suleman-
fund board have disbursed ‘Khan (R). Various complain-~
‘more than Rs13.6 million to ‘ants from across the province -
various applicants in compli- -had lodged complaints with-
ance with the orders of Om- ‘the Ombudsman about illegal -
budsman Punjab Maj (retd) | ‘farming and encroachment on
Azam Suleman Khan. ! government land. They urged
In a statement issued here | ‘the authorities to reclaim the ~
Thursday, the spokesperson ‘land from the encroachers. In -
said that 13 applicants from | ‘this context, Punjab Ombuds--
different districts submitted ‘man Major Azam Suleman’
applications to the Office of 'Khan (R) issued orders to As-~
the Ombudsman Punjab, stat- -sistant Commissioners, Chief”
ing that despite multiple at- ‘Officers Municipal Committee
tempts to obtain family pen- of the province to recover the -
ilt{;lﬁ :lnuﬂﬂfﬂiw ?&d | state land from illegal posses- -
i ‘sion according to the rules of
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13 May 2024 22 October 2024
- ] ?" ‘\
State land State land
worth over worth Rs11.6
- - il R
Rs79 million niillion
retrieved reclaimed
Our correspondent Our correspondent
LAMEGRE
the orders Ornbaacks- -
ﬂn Punjab, ge pProvin- DIFFERENT petitioners
cial government has re- from across the province
trieved the state land Jodged complaints with
warth more than Rs7T9 the office of the Pm;iai.;)
o, Ombudsman regarding il-
According to details, legal occupation of gowv-
total of 10 kanals of gow- ernment lands and public
ermment land worth more pathways.
than 79 million was taken They requested that the
over on the order of the state lands, seized by the
Punjab Ombudsman grabbers, be recovered.
r _Azam Saleman In response, the Office-
‘?-:%L complainants of the Dmmbudﬁ:mtmngglmab
ordered the p ial au-
from across the Pm thorities concerned to re-
N . et claim the lands, which be-
: o m%i sz off HOvVern- longs to the provincial
rent land. ; government, in accor-
l The Ombudsman is- dance with the law. 5
swed instructions Acting on these orders,
\ a total of 120 kanals of
to the relevant provincial
officers that they government lands, worth
should reclaim the area in over Rs11.6 El?iillinn. h:;ti}a
Lahore, Chakwal, been retriewv ACTOSS -
EKasur and Muzaffargarh ferent districts.
owned by the provincial Additionally, through
government as per the the effori= of the Punjab
rales. Ombudsnian, public path-
In this regard, Lahore ways, under illegal occu-
Dievelopment Authority. pation, were also freed
Lahore Addit onal DIIE'C* from the land mafia.
tor General Housing, Moreover, longstand-
;""r‘nﬂ mﬂﬂi:ﬂ' tm' E ing complaints mlmeg ;:n
SR Cosmanis- the transfer of land and is-
w % suance of sale deeds pend-
omdan aimed the ing in government
Ehgull'mmm' T{;iﬂ the mr- offices were resolved in
ket vahie of which is more line with the rules and
tihan 7O million. principles of justice.  _/
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Ms. Ayesha Hamid takes oath of office as the 9th Ombudsman
for the Province of Punjab on 9th October, 2024

Ms. Ayesha Hamid, Ombudsman Punjab participated in the
International Ombudsman Summit from 2nd to 4th December,
2024 at Hong Kong. The participants are photographed in the

Legislative Chamber of Hong Kong.
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Former Ombudsman Punjab presents Annual Report 2023
to the Honourable Governor Punjab on 29th February, 2024

Honourable Governor Punjab & former Ombudsman Punjab address
the audience during the Presentation of Annual Report 2023
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29" FORUM

OF PAKISTAN OMBUDSMAN
(FPO] MEETING

FORUM Janvary 3%, 2024
o

PAKISTAN Moj. lln:?l:;:::n Khon [R)
QMBUDSMAN Omiidssuem Publis

Hosted Ily:' -
am Suleman J8

29th Meeting of the Forum of Pakistan Ombudsmen hosted
by Office of the Ombudsman Punjab on 3rd January, 2024
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Former Ombudsman Punjab calls on the Honourable Chief Minister.
Report on the performance of the institution was presented to the
Honourable Chief Minister Punjab.

Honourable Federal Ombudsperson Ms. Fauzia Vigar calls on the
former Ombudsman Punjab. Annual Report of the Office of
Ombudsman Punjab was presented to the visiting dignitary.
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Former Ombudsman Punjab calls on the Honourable Federal
Ombudsman in his office to bid farewell on completion of his
four years’ tenure as Ombudsman Punjab.

Former Ombudsman Punjab calls on the Honourable Federal Tax
Ombudsman Dr. Asif Mahmood Jah in his office to bid farewell
on completion of his four years’ tenure as Ombudsman Punjab.
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Commissioner Lahore Division Mr. Zaid Bin Magsood calls on the
former Ombudsman Punjab. Overall complaints pertaining
to Lahore Division came under discussion.

Renowned Senior Journalist and Chief Editor Daily “Pakistan”

Mr. Mujeeb ur Rehman Shami calls on the former Ombudsman. The
dignitary was apprised about the aims & objectives and performance
of the institution. A memento was also presented to the
visiting dignitary. Mr. Abdul Basit Khan, Advisor (Media) was also present.
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Lecture at Civil Services Academy

Former Ombudsman Punjab delivers lecture to the PAS officers /
participants of 47th STP at Civil Services Academy, PAS Campus,
Lahore on 25.04.2024.
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FAREWELL Syed Tahir Raza Hamdani, Secretary Ombudsman
Punjab presents memento to bid farewell to Maj. (R) Azam Suleman
Khan (Hilal-i-Imtiaz) on completion of his four years’ tenure as
Ombudsman Punjab
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FAREWELL Syed Tahir Raza Hamdani, Secretary Ombudsman Punjab
posts out as Secretary, Information & Culture Department.
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Ombudsmen of Pakistan alongwith Secretary (FPO), Secretary
(Ombudsman) Punjab, Advisors / Staff on 30th meeting of Forum
of Pakistan Ombudsman at Lahore on 17.12.2024

Honourable Federal Ombudsman of Pakistan, Honourable
Ombudsman Sindh and Mr. Nasim Nawaz, Advisor (HQ),
Ombudsman Punjab, during the 30th meeting of Forum of Pakistan
Ombudsman at Lahore on 17.12.2024
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f Pakistar
an Meet

Mr. Nasim Nawaz, Advisor (HQ), Ombudsman Punjab presenting a shield to
Honourable Federal Tax Ombudsman Pakistan at the conclusion of
30th meeting of Forum of Pakistan Ombudsman, hosted by
Ombudsman Punjab at Lahore on 17.12.2024

v
//

Forum of Pd’ |
Ombudsman '

Mr. Nasim Nawaz, Advisor (HQ), Ombudsman Punjab presented a
shield to Honourable Federal Banking Ombudsman Pakistan at the
conclusion of 30th meeting of Forum of Pakistan Ombudsman,
hosted by Ombudsman Punjab at Lahore on 1712.2024
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]] Head Office

Ayesha Hamid

Honourable Ombudsman Punjab

Office of the Ombudsman Punjab
Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
Email: obd.ombp@ombudsmanpunjab.gov.pk

042-99211773, 99213710 (Off), 042-99212499 (Fax)

Kaiser Saleem (PAS)
Secretary

Office of the Ombudsman Punjab,
Head Office, Prof. Ashfaq Ali Khan, Lahore.
Email: obd.sec@ombudsmanpunjab.gov.pk
042-99211783 (Off), 042-99212069 (Fax)

Nasim Nawaz (PAS)
Advisor (Headquarter)

Office of the Ombudsman Punjab,

Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
Email: obd.adv.hg@ombudsmanpunjab.gov.pk
042-99211784 (Off)

Arif Anwar Baloch (PAS)
Advisor (Inspection & Monitoring) /(General)/CPCC

Office of the Ombudsman Punjab

Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
Email: obd.adv.ins.mon@ombudsmanpunjab.gov.pk
042-99214236 (Off)
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Asif Igbal Chaudhary (PMS)
Advisor (Coordination-I)

Office of the Ombudsman Punjab
Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
Email: obd.adv.cord@ombudsmanpunjab.gov.pk
042-99213867 (Off)

Tarig Mahmood (PCS)
Advisor (Implementation-I)

Office of the Ombudsman Punjab
Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
Email: obd.adv.imp@ombudsmanpunjab.gov.pk
042-99214235 (Off)

Dr. Masood Saleem (PSP)
Adyvisor (Implementation-II)

Office of the Ombudsman Punjab

Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
Email: obd.adv.imp.2@ombudsmanpunjab.gov.pk
042-99214236 (Off)

Dr. Muhammad Ajmal Khan (PAS)
Advisor (Implementation-lil)

Office of the Ombudsman Punjab
Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
042-99214185 (Off)
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Muhammad Anwar Rashid (PMS)
Adyvisor (Implementation-1V)

Office of the Ombudsman Punjab
Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
Email: obd.adv.ro.lgl@ombudsmanpunjab.gov.pk
042-99211781 (Off)

Muhammad Nasir Jamal Pasha (Medical Service)
Adyvisor (Health Services Monitoring)

Office of the Ombudsman Punjab
Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
E-mail: obd.adv.hs.mon@ombudsmanpunjab.gov.pk
042-99213964 (Off)

Malik Khizar Hayat Khan (D&SJ)
Adyvisor (Legal)

Office of the Ombudsman Punjab
Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
Email: obd.adv.ro.lgl@ombudsmanpunjab.gov.pk
042-99211406 (Off)

Mian Mohsin Rashid (PMS)
Consultant (Headquarter)/Focal Person Overseas
Pakistanis

Office of the Ombudsman Punjab
Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
Email: obd.cons.hg@ombudsmanpunjav.gov.pk
042-99211791 (Off)
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Sami Ullah
Consultant (Finance & Procurement)/
(IT Infrastructure & Development)

Office of the Ombudsman Punjab
Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
E-mail: obd.adv.fp@ombudsmanpunjab.gov.pk
042-99211404 (Off)

Dur E Shahwar
Director (Admin & Finance)

INCHARGE OF ADMIN & FINANCE WING

Office of the Ombudsman Punjab

Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
E-mail: obd.accts.officer@ombudsmanpunjab.gov.pk
042-99210961, 99213735, 99211776 (Off)

Shahid Abbas
Senior Registrar

INCHARGE OF REGISTRAR WING

Office of the Ombudsman Punjab

Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
E-mail: obd.reg@ombudsmanpunjab.gov.pk
042-99211782, 99211780 (Off)

Muhammad Omer Saeed
Deputy Director (Admin & Transport)

Office of the Ombudsman Punjab

Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
E-mail: omersaeed86@hotmail.com
042-99211759 (Off)
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Saad Ahmad
Deputy Director (ITID)

Office of the Ombudsman Punjab
Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
INCHARGE OF IT DEVELOPMENT & INFRASTRUCTURE WING
E-mail: obd.ne.itid@ombudsmanpunjab.gov.pk
042-99212616 (Off)

Mian Muhammad Mohsin
Personal Staff Officer to Ombudsman

Office of the Ombudsman Punjab
Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
E-mail: mianmmohsin@hotmail.com
042-99213710 (Off)

Sidra Arshad
Deputy Director (Procurement & Development)

INCHARGE LOGISTICS WING
Office of the Ombudsman Punjab

Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
E-mail: obd.po@ombudsmanpunjab.gov.pk
042-99212503,99213711 (OFF)

Noor Ul Ain Zafar
Deputy Director (Implementation & Coordination)

INCHARGE IMPLEMENTATION & COORDINATION WING
Office of the Ombudsman Punjab

Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
E-mail: noorulaintra@gmail.com

042-99212490 (Off)
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Afzaal Waris
MIS Expert

Office of the Ombudsman Punjab
Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
E-mail: obd.mis.itid@ombudsmanpunjab.gov.pk,
afzaalwarisO7@gmail.com

042-99211775 (Off)

Nadeem Hassan Gohar
Liaison Associate cum Coordinator to Advisor (HQ)

Office of the Ombudsman Punjab
Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
Email: nhgohar@yahoo.com

042-99212502(Ph)

Sabir Kabir
Liaison Associate cum Coordinator to Advisor (C-I1)

Office of the Ombudsman Punjab

Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
Email: sabir.kabir@gmail.com

042-99213867 (Off)

Muhammad Yamin Bajwa
Assistant Director Coordination to Ombudsman

Office of the Ombudsman Punjab
Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
E-mail: mybajwa@live.com

042-99211773 (Off)
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Faisal Butt
PSO to Secretary, Ombudsman

Office of the Ombudsman Punjab

Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
E-mail: faisalbuttt@gmail.com

042-99212069 (Off)

Adil Asghar
Liaison Associate cum Coordinator to Advisor (HSM)

Office of the Ombudsman Punjab
Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
E-mail: adilasghar.mediacoordinator@gmail.com
042-99211405 (Off)

Umar Tahir
Assistant Director (Coordination For Overseas Pakistanis)

Office of the Ombudsman Punjab

Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
E-mail: umar6847@gmail.com

042-99211791 (Off)

Syed Sibit-e-Haider
Assistant Director (Media)

Office of the Ombudsman Punjab
Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
E-mail: sibtehaider@gmail.com
042-99210428(0Off)

Muhammad Tariq Rashid
Assistant Director (Legal Wing)

Office of the Ombudsman Punjab

Head Office, Prof. Ashfaq Ali Khan Road, Lahore.
E-mail: rajatarigrashid@gmail.com
042-99211782 (Off)
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Research & Development Wing

Mian Waheed Ud Din (PAS)
Senior Advisor (Research-1)

Office of the Ombudsman Punjab
Floor-8, Room-4, Arfa Software Technology Park 346-B,
Ferozepur Road, Lahore.

042-99233259 (Off)

Dr. Pervez Ahmad Khan (PAS)
Advisor (Research-II)

Office of the Ombudsman Punjab

Floor-8, Room-4, Arfa Software Technology Park 346-B,
Ferozepur Road, Lahore.

042-042-99233260 99233261 (Off)

Dr. Nayyar Igbal (PAS)
Consultant (Research-lil)

Office of the Ombudsman Punjab
Floor-8, Room-4, Arfa Software Technology Park 346-B,
Ferozepur Road, Lahore.

042-99233262(0Off)

Mukaram Ali Khan
Director Research

Office of the Ombudsman Punjab
Floor-8, Room-4, Arfa Software Technology Park 346-B,
Ferozepur Road, Lahore.

042-99233265 (Off)

Tarig Haomeed Bhatti
Research Associate

Office of the Ombudsman Punjab
Floor-8, Room-4, Arfa Software Technology Park 346-B,
Ferozepur Road, Lahore.

042-99233265 (Off)
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Regional Offices

Javed Akbar Bhatti (PAS),
Advisor (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, adv.lh2@gmail.com
042-99233341,40 (Off)

Muhammad Ashraf (PAS),
Consultant (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, adv.lhi@gmail.com
042-99233342 (Off)

Syed Amar Shafiq (PMS)
Adyvisor (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, adv.lh3@gmail.com
042-99233345 (Off)

Dr. Moeen Masood (PSP)
Adyvisor (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,

042-99233346 (Off)
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Dr. Aamer Ahmed (PAS)

Adyvisor (Lh-5)

Office of the Ombudsman Punjab
Regional Office, 53-A, Garden Block, Near Raja Market, Garden
Town, Lahore.

E-mail: lahore@ombudsmanpunjab.gov.pk,
advisorlahore58@gmail.com

042-99233343 (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)

Malik Muhammad Aslam (PMS)
Advisor Regional Office Nankana Sahib

Office of the Ombudsman Punjab

Regional Office, House No. Y-203 Main Housing Colony Road,
Nankana Sahib.

E-mail: nankana.sahib@ombudsmanpunjab.gov.pk
056-2876633 (Off)
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Fazal Abbas (PMS)
Consultant Regional Office Gujranwala-I

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

E-mail: gujranwala@ombudsmanpunjab.gov.pk

055-9200170 (Off)

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)
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Capt. (R) Atta Muhammad Khan (PAS)
Advisor Regional Office Narowal

Office of the Ombudsman Punjab
Regional Office, Social Welfare Complex, Near Al-Raheem
Garden Phase Il,New Lahore Road, Narowal.

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

Muhammad Rafiq (D&SJ)
Consultant Regional Office Gujrat

Office of the Ombudsman Punjab

Regional Office, DC Complex, Old AC Office, 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)

Ch. Khalid Mahmood (Police Service)
Consultant 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
051-9292793 (Off)
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Muhammad Hashim Popalzal
Advisor Regional Office Murree

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

051-9292793 (Off)

Ashfag Ahmad 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)

Ashfaq Ahmad Rana (D&SJ)
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)

Eshan Tufail (PSP)
Advisor Regional Office Rawalpindi-II

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)
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Eshan Tufail (PSP)
Advisor Regional Office Attock

Office of the Ombudsman Punjab
Regional Office, 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-lii

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.

054-3695015 (Off)
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Ch. Mumtaz Ahmad Dev (PSP)
Consultant Regional Office Sargodha

Office of the Ombudsman Punjab
Regional Office, Near Circuit House, 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)

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
Consultant Regional Office Mianwali

Office of the Ombudsman Punjab

Regional Office, Zilla Council Chowk Near District
Accounts, Office, 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)

Aslam Hayat Sial (PMS)
Consultant 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)

Syed Mubashir Hussain (PMS)
Advisor Regional Office Faisalabad-II

Office of the Ombudsman Punjab
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-lll

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 Almas
Adyvisor Regional Office Toba Tek Singh

Office of the Ombudsman Punjab

Regional Office, Social Welfare Building, Jhang Road, TT Singh.
E-mail: t.t.sing@ombudsmanpunjab.gov.pk

046-2513838 (Off)

Rana Masood Akthar (D&SJ)
Consultant Regional Office Sahiwal

Office of the Ombudsman Punjab

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

Rana Masood Akthar (D&SJ)
Consultant 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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Imtiaz Nazir (PCS/PMS)
Advisor Regional Office Pakpattan

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

Imtiaz Nazir (PCS/PMS)
Adyvisor 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)
Consultant Regional Office Multan

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)

Tanwir Igbal Tabassum (PCS/PMS)
Consultant Regional Office Vehari

Office of the Ombudsman Punjab

Regional Office, 51-H, Opposite Gymkhana Club Vehari.
E-mail: vehari@ombudsmanpunjab.gov.pk
067-3603142 (Off)
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Tanwir Igbal 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, D.G. Khan.
E-mail: d.g.khan@ombudsmanpunjab.gov.pk
064-9330214 (Off)

Muhammad Saleem (D&SJ)
Advisor 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)

Muhammad Amir (PMS)
Advisor Regional Office Layyah

Office of the Ombudsman Punjab

Regional Office, Market Committee Complex,
College Road, Layyah.

E-mail: layyah@ombudsmanpunjab.gov.pk
0606-920039 (Off)
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Muhammad Amir (PMS)
Advisor Regional Offices Kot Addu and Taunsa

Office of the Ombudsman Punjab
Regional Office, Market Committee Complex, College Road,
Layyah.

E-mail: layyah@ombudsmanpunjab.gov.pk

0606-920039 (Off)

Ali Akbar (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)

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)

Nadeem Sarwar (PMS)
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)
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Nadeem Sarwar (PMS)
Advisor Regional Office Lodhran

Office of the Ombudsman Punjab

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

FOR COMPLAINT REGISTRATION & STATUS

DOWNLOAD THE APP

Tt et e

OMBUDSMAN PUNJAB
(OPMIS)

FOR COMPLAINTS

HELPLINE
1050

2

JUSTICE AT DOORSTEP &%j
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Chapter

Frequently Asked Questions (FAQS).
Act & Regulations

What is an Agency?

“Agency” means a Department, Commission or Office of the Provincial
Government or a statutory corporation or other institution established or
controlled by the Provincial Government but does not include the High Court
and courts working under the supervision and control of the High Court, and the
Provincial Assembly of the Punjab and its Secretariat.

Ref: (Section 2 (1) of Act X, 1997)

What is ‘Maladministration’?

‘Maladministration’ includes: -

a decision, process, recommendation, act or omission or
commission which: -
is contrary to law, rules or regulations or is a departure from
established practice or procedure, unless it is bonafide and for
valid reasons; or
is perverse, arbitrary or unreasonable, unjust biased, oppressive,
or discriminatory; or
is based on irrelevant grounds; or
involves the exercise of powers or the failure or refusal
to do so, for corrupt or improper motives, such as, bribery,
jobbery, favouritism, nepotism and administrative excesses; and

neglect, inattention, delay, incompetence, inefficiency and
ineptitude, in the administration or discharge of duties and
responsibilities. Ref: (Section 2 (2) Act X, 1997)

Does the complainant have to appearin person
during investigation of complaint?

No. The law permits a complainant to be represented by someone but the
representative must have a written authorization for this purpose. Even
otherwise the complainants are not required to be present on each date of
hearing. Only at the time of joint hearing the complainants are required to be
present, for which notice is issued to them.
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What are the jurisdiction, functions and powers
of the Ombudsman?

1) The Ombudsman may on a complaint by any aggrieved person, on a
reference by the Government or the Provincial Assembly, or 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:
Provided that the Ombudsman shall not have any jurisdiction to investigate or
inquire into any matters which: -

Q) are subjudice before a Court of competent jurisdiction on the

date of the receipt of a complaint, reference or motion by him or
b) relate to the external affairs of Pakistan or the relations or
dealings of Pakistan with any foreign state or Government; or

c) relate to, or are connected with, the defence of Pakistan or any part
thereof, the Military, Naval and Air Forces of Pakistan, or the matters covered by
the laws relating to those forces.
2)  Notwithstanding anything contained in subsection (1) above, the
Ombudsman shall not entertain for investigation any complaint by or on behalf
of a public servant or functionary concerning any matters relating to the Agency
in which he is, or has been, working, in respect of any personal grievance relating
to his service therein.
3) For carrying out the objectives of the Punjab Office of the Ombudsman
Act, 1997 and, in particular for ascertaining the root causes of corrupt practices
and injustice, the Ombudsman may arrange for studies to be made or research
to be conducted and may recommend appropriate steps for their eradication.
Ref: (Section 9 of Act X, 1997)

Who can lodge complaints in the office?

Any person aggrieved of maladministration committed by an Agency of the
Punjab Government (Exceptions are mentioned separately in answer to the next
question) can lodge a complaint. In addition, the Ombudsman undertakes
investigation on a reference by the Government or the Provincial Assembly, or 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 into any allegation of
maladministration of an Agency or any of its officers or employees.

How long does it take for a complaint to
be decided?

All possible efforts are made to undertake and complete the investigation
without undue delay. The Office monitors the performance targets for different
Investigating Officers. It takes a maximum period of about 45 days to complete
investigation (with some complex cases taking longer) but many complaints are
disposed of much earlier.
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Against which Departments can the Ombudsman
Punjab entertain complaints?

The Ombudsman can entertain complaints against an Agency which means a
Department, Commission or office of the Government of the Punjab or a
statutory corporation or other institutions established or controlled by it but does
NOT include: — the High Court and courts working under the supervision and
control of the High Court, and the Provincial Assembly of the Punjab and its
Secretariat. (Section 2 of Act X, 1997).

Can a Government servant also approach the
Office of the Ombudsman for redressal of his
grievances against his own or any other
Department?

A government servant can approach the office of the Ombudsman for redressal
of his grievances against any other department. However, this Office cannot
entertain complaint by or on behalf of a public servant or functionary concerning
any matters relating to the Agency in which he is, or has been, working, in respect
of any personal grievance relating to his service therein. The process of
recruitment and recommendation for appointment, if it involves
maladministration, can also be challenged.

Procedure/Complaint Management Framework

Will the Provincial Ombudsman investigate
anonymous complaints?

No. The Provincial Ombudsman does not undertake an investigation into
anonymous or pseudonymous complaints.

Can someone else make a complaint on my
behalf?

Yes. The complaint can be made on behalf of aggrieved person through his/her
Representative.

How can | make a complaint?

Complaints can be made to our Head Office or any of the Regional Offices:

. 4. Online on

8. Helpline

1050

5. By Fax 6. By Mobile app 7. e-FOAS

Complaints can be made in English or Urdu.
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How much does it cost to make a complaint?

Free of Cost, no amount needs to be paid during all the process of complaint.

What should | include in my complaint?

Keep it simple and stick to the facts. Be as specific as possible about dates,
names and other important details. There should be enough information for the
Provincial Ombudsman to understand the circumstances of your complaint and
decide how to deal with it. When writing your complaint, think about:

a) What happened?

b) Where did the events take place?

c) When (time and date)?

d) Who was involved? Names, designations of officers or staff.

e) Do you have any documents which may be relevant? If so, you may
supply copies with your complaint.

f) Have you taken any action already in relation to your complaint?
What happened?

g) What action or outcome would you like to see as a result of your
complaint.

What happens after | make a complaint?

All complaints made to the Provincial Ombudsman are first screened to see if
they fall within our jurisdiction. If not, the complainant will be informed as to why
the Provincial Ombudsman will not entertain his complaint. If the complaint
falls within our jurisdiction, we will process it as per our defined procedures.

What can | expect from the Provincial Ombudsman?

We aim to redress grievances as fairly and quickly as possible and to deal with
the complainant respectfully.

How can complaints be filed before the Ombudsman?

Complaint on a plain paper supported by an affidavit along with copy of the
National Identity Card may be presented either personally in the office of the
Registrar at the Head Office or in any Regional Office depending upon the
district to which the complainant belongs. The complaint can also be sent by
post, Fax or E-mail.

Website: https:/www.ombudsmanpunjab.gov.pk/

Mobile App: Ombudsman Punjab/OPMIS in Google Play Store & Apple App Store
Helpline:1050

What happens next?

If the Provincial Ombudsman admits your complaint, an investigation is
initiated. You and the agency complained against will both be given equal
opportunities to present your side of the story. After this investigation is
completed, the Provincial Ombudsman gives his decision on the complaint.
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If he finds the agency has treated you fairly and in accordance with law, he will
deny your request. In case he finds the agency guilty of maladministration, he will
send his recommendations to the agency, specifying action to be taken within a
defined time period.

Does a complaint filed in the Office of the Ombudsman
cost anything?

The complainant does not incur any cost, either for filing a complaint before the
Ombudsman or during its investigation. The complaint can be made on a simple
piece of paper. There are no charges for providing an attested copy of the
Ombudsman’s order.

What type of evidence is required to prove the allegations
contained in the complaint?

The complainant can produce original documents to support his/her claim or
attested copies of the same. Affidavit by the witnesses, duly attested.

Can an aggrieved person approach the Ombudsman even
if a similar complaint has already been decided by some
other court or is still pending adjudication before a court?

The aggrieved person cannot approach the Office of the Ombudsman for
redressal of any grievance in respect of which a suit/plaint is pending
adjudication in any court of competent jurisdiction. The complaint which has
already been adjudicated by a competent court cannot be entertained by this
Office.

Does the Ombudsman deal individually with each case?

A number of investigating officers are working in the Head Office and in Regional
Offices too, who assist the Ombudsman in the investigation of complaints and
submit their draft findings. The Ombudsman then considers in detail the facts of
each case, relevant record and the assertions of the parties. He may give
personal hearing to the parties to hear their point of view, if so required, and then
passes the final orders.

What legal remedy is available to a person aggrieved by
a decision of the Ombudsman?

Section 32 of the Punjab Office of the Ombudsman Act, 1997 provides that a
representation to the Governor may be filed by any aggrieved person against
the decision or order of the Ombudsman. This representation has to be filed
within 30 days of the decision or order.

What is the Complaint Handling Procedure?

The following procedure is followed in handling the complaints:- the day-to-day
working of the Office, does not invoke strict/orthodox procedural formalities.
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A complainant can file his complaint either by post/e-mail, mobile app, helpline,
through the website or in person as per his/her convenience. The format of the
complaint is not strictly laid down.

It is normally registered on the day of its receipt and notice issued to the agency
for submission of a report.

There is no court fee. Likewise, the appearance of counsels is also not required
although the complainant has the right to be represented.

A complaint is required to comprise the following:

The complaint is on plain paper, with a copy of the C.N.I.C. and an affidavit on a
plain paper regarding the veracity of the contents and a statement that the
complaint is not subjudice. The complainants are advised/approached to
arrange the required documents in case any are missing. In case of any difficulty,
the complainants have free access to the Honourable Ombudsman, the
Secretary, Investigating Officers etc.
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Ensuring justice, accountability, and citizens' rights
for a fair Punjab



