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STATE BANK OF PAKISTAN
CONSUMER PROTECTION DEPARTMENT
1.1 CHUNDRIGAR ROAD
KABRACKI
No. CPD/(PAD-1)/24575/5971 /2015 Murch 11,2015

The Presidents / Chief Executives
Al Banky / DFis / MFBs

Duar Slrs/Madam,

UPLOADING INFORMATIO!
RIEVANGES 3

QMM

N ON THE DFFICIAL WEBISTE REGARDING ESTABLISHMENT OF THE
ONER CE N FERERA ) ECRATARIATL PAK A

In order to facllitate the Overseas Pakistanls regarding the resolution of thelr complaintg, the Tlon-
arable Federal Ombudsman of Paklstan, in terms of Section 7 of the Federal Qmbudsman Instiru-
tional Reforma Act, 2013, has established the Grievance Commiszionar Coll in his Secretariat, In this
conrext, all banks/DFls/MFBs are required to generate/establish an Independent sub-link with new
tab on Homepage of their Website titfed “Grlevance Commrissioner Ce!l for Overseay Pakigtanls” for
uploading the information regarding the estublishment of Grievance Cowninisstoner Cell fn Faderal
Ombudsman Secretariat.

The text for sub-tink will be as follows:

“The Honeralle Pederal Ombudsman of Paldstan, My, M. Salman Farugui NI, has estab-
lished the Grievance Commlssioner Cell for Overseas Pakistanls In Federal Ombudsman
Secretariat by appointing Haflz Ahsaan Almad Ihokhar Advocate Supreme court of Paki-
stan, Senlor Advisor Law/Reglstrar as Grlevance Commissloner for Overseas Pakistanis
under Section (7) of the Federal Ombudsman Institutlonal Reforms Act, 2013, to address
the individual and systematic issues of the Dverseas Pakistanls reloted & the Federal
Government Mintstrias, Departments, Organlzations and Agencles,

The detall information for connecting the Secretariat of Federal Ombudsman and Griev.
ance Commlgsioner Cell is as follows:

Hafiz Ahsaan Ahmad Khokhar

Senlor Advisor Low/Reglstrar

Grievance Commissloner for Overseas Palistanls

Haflzabsaan1973@ymall.com, ‘

Land Line Number:  0092-51-9217243

Fax: 0092-51-9217256

Mobtle Number: 0092-300-B487161 .
Federal (Wafaql Mohtasib} Ombudsman Secretarint, 36-Constitutlon Avenue, G-5/2 Is-
lamabad, Pakistan’

You ave, therefore, advised to comply with these instructions an prioriy basis,

Phone: 92-21-09221475, 32453592 UAN: 1) 1-727-111 Faxs 92-21-99212489
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EXTRAORDINARY
PUBLISHED BY AUTHORITY

ISLAMABAD, WEDNESDAY, MARCH ‘20,'2013

PARTI |
- Acts, Ordinances, President’s Orders and Regumtions |
SENATE SECRETARIAT
Islamabad, sze 20th March, 2013

No. F. 9(10)/2013-Legis.—The following Act. of Maﬂls -e-Shoora
(Parliament) received the assent of the President on 20th March, 2013, is hereby
published for general information:—

Act No. XIV or 2013

An Act to make institutional reforms for standardizing and harmonizing
the taw.s- relating to Federal Ombudsmen institution and the matters
ancillary or akin thereto

WHEREAS it is expedient to make mst;tutmnai reforms for standardizing and
harmonizing the laws relating to institution of Federal Ombudsmen and the matters
1 ~neillary or akin thereto:

AND WHEREAS, it is. expedient to enhance effectiveness of the Federal
Ombudsimen to provide speedy and expeditious relief to citizens by redressing their
grievances to promote good governance,

AND WHEREAS, it is necessary that in order to enable the Federal Ombug]smen
to perform their functions efficiently, they should enjoy administrative aod financial
autonomy;

(221)
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Now, THEREFORE, it i§ hereby enacted as follows:—

L.

Short title, extent and commencement.—(1) This Act may be

called the Federal Ombudsmen lnstuutaonal Reforms Act, 2013.

(2)

(3)

2.

It extends to the whole of Pak:stan.
It shall come into Torce at once.

,Definition.—In this Act, unless there is anything repugnant in the

subject or context,

~(a)

(b)

{¢)

3.

for a period of four years and shall not be eligible for any extension of tenure or

»

“Agency” means, the Agency defined in the relevant legislation and
in relation to the Establishment of the Office of Wafagi Mohtasib
(Ombudsman) Order, 1983 (P.O. No.1 of 1983) shall include an Agency
in which the Federal Government has any share, or which has been
licensed or registered by the Federal Government and notified by the
Federal Government in the Official Gazette.

“Ombudsman’’ means an Ombudsman appointed under the relevant
legislation and includes the Ombudsman appoitited under section 21,
“relevant legislation” means, the Office of Wafaqi Mohtasib
(Ombudsman) Order, 1983 (P.O. No.1 of 1983), the Establishment of
the Office of Federal Tax Ombudsman Ordinance, 2000 (XXXV of
2000), the Insurance Ordinance, 2000 (Ordinance No. XXXI1X of
2000), the Banking Companies Ordinance, 1962 (LVII of 1962), and
the Protection against Harassment of Women at the Workplace Act,
2010 (1V of 2010).

Tenure of the Ombudsman.~The Ombudsman shall hold office

re-appointment as Ombudsman under any circumstances:

Provided that the Ombundsman shall continue to hold office after expiry of
his tenure till his successor enters upon the office.

4,

%

Acting Ombudsman.—At any time when the office of Ombudsman

is vacant or he is unable to perform his functions due to any cause the President
shatl appoint an Acting Ombudsman who shall perform functions and exercise powers
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Provided that till such time the Acting Ombudsman is appointed, the Wafaqi
Mohtasib (Ombudsman) shall act as Ombudsman of the concerned office and in
case the Wafaqi Mohtasib is absent or unable to perform functions of his office, the

Federa! Tax Ombudsman shall act as Wafaqi Mohtasib (Ombudsman), in addition
to his own duties.

5. Removal of Ombudsman.—An Ombudsman may be removed from
office through Supreme Judicial Council on the grounds of being incapable of properly
performing duties of his office by reason of physical or mental incapacity or found
to have been guilty of misconduct.

| 6. . Resiénation.mThe Ombudsman may resign his office by writing -
/" ‘der his hand addressed to the President.

7. Grievance Commisstoner—(1) The Ombudsman shall appoint or
designate an officer not below BPS-21 as a Grievance Commissioner in an Agency
against which a large number of complaints are received persistently.

(2) The Grievance Commissioner shall-exercise the powers and perform
the functions as may be specified by the Ombudsman.

8. Oath of office.~An Ombudsman shall take Oath before he enters
upon his office in the form as prescribed in the relevant legislation and in case such
form is not prescribed in the relevant legislation he shall make oath before the

President before he enters upon office in the form set out in the Schedule to this
Act. '

! i
’ 9. Expeditious disposal of complaints.——(1) The Agency shall, if so
required by the Ombudsman submit written comments in a complaint within fifteen

days, and this period may be extended for a further period of seven days on'a
sufficient cause. :

(2) The representative of the Agency shall, if so required by the
Ombudsman, attend the hearing of complaint, or may request in writing for
adjournment with specific reasons, such adjournment if justified shall not be allowed
more than seven days.

(3) Disciplinary action shall be taken by the competent authority if there
is failure in terms of sub-section (1) or sub-section (2).

(4) The Competent authority shall within fifteen days inform the

Cirmkrcdorman akeatt tha antinn taltan an hic ardare ninedere cnhocactian 2N
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(5) The Ombudsman shall dispose of the compiamt within a period of
sixty days.

10. Powers of Ombudsman.—In addition to powers exercised by

Ombudsman under the relevant legislation, he shall also have following powers of a_

civil court, namely;~—
(i) granting temporary injunctions; and
(i) implementation of the recommendations, opders or decisions.

1. Temporary Injunction—~The Ombudsman may stay operation of
the impugned order or decision for a period not exceeding, sixty days.

12. Power to punish for’ contempt.mAn Ombudsman shall have power

to punish for contempt as provided in the Contempt of Court Ordmance, 2003
(V of 2003). )

13. Review.—(1) The Ombudsman shall have‘tbe power to review any
findings, recommendations, order or decision on a review petition made by an
pggrieved party within thirty days of the findings, recommendations, order or decisio,

(2) The Ombudsman shall decide the review petition within forty five
days. ' 4

(3) “In review, the Ombudsman may alter, modify, amend or recall the
recommendation, order or decision.

14. Representation.—(1) Any person or party aggrigved by a decision,
order, findings or recommendations of an Ombudsman may file representation to
the President within thirty days of the decision, order, findings or recommendations.

(2) The operation of the impugned order, decision, findings or
recommengiation shall remain suspended for penod of sixty days, if the representatlon
is made as per sub-section (1)!

(3) The representation shall be addressed directly to the President and
not through any Ministry, Division or Department.

(4) The representation shall be processed in the office of the President
by a person who had been or is qualified to be a judge of the Supreme Court or has
been Wafaqi Mohtasib or Federal Tax Ombudsman.

Y Thae raneacantatioan chall he decteded within ninety dave

F.006-010
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15. Personal hearing.—It shall not be necessary for the President or
the Ombudsman to give personal hearing to the parties and the matter may be
decided on the basis of available record and written comments filed by the Agency.

16. Supply of copies.—The Ombudsman shall su‘pply free of cost copies
of the findings and recommendations to the parties within fifteen days of the decision.

17. Administrative and financial powers of Ombudsman.—(1) The
Ombudsman shall be the Chief Executive and Principal Accounting Officer of the
Office and shall enjoy complete administrative and financial autonomy,

(2) The remuneration payable to the Ombudsmian and the administrative

& Jenses of the office shall be an expenditure charged upon Federal Consolldated
Fund.

(3) The Ombudsman shall have full powers to create new posté and abolish
old posts, to change nomenclature and upgrade or downgrade any post provided the
expenditure is met from within the allocated budget of the office of Ombudsman.

(4) The Ombudsman shall have full powers to re-appropriate funds from
one head of account to another head of account and to sanction expenditure on any
item from within the allocated budget.

(5) The Ombudsman may delegate any of his financial powers to a
member of the staff not below BPS-21 or equivalent: ' -

{
- Provided that approval of the Ombudsman shall be obtained by the delegatee
for exercise of powers under sub-section (3) and for re-appropriation of funds
under sub-section (4), before implementation thereof.

18. Bar of jurisdiction.—No court or authority shall have jurisdiction to
entertain & matter which falls within the Jurisdiction of an Ombudsman nor any
court or authority shall assume jurisdiction in respect of any matter pending with or
decided by an Ombudsman. o

19. No additional responsibility. -——Except as provided in section 4, the
Ombudsman shall not—

(a) hold any other office of profit in the service of Pakistan; or

(b) occupy any other position carrying the right to remuneration for

F.007-010
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rendering of services.
20. Holding office of profit after expiry of tenure.—The Ombudsman
shall not hold any office of profit in the service of Pakistan, other than a judicial or
quasi-judicial office, before the expiration of two years after he has ceased to hold -
office nor shall he be éligible, during the tenure of office and for a period of two
years thereafter, for election as a member of Parliament or a Provincial:Assembly
or any local body or take part in any political activity. ' '

21. Miscellaneous.—A woman, with an experigénce of atleast ten years
in the matters relating to protection of womien against harassment shall also be
eligible to be appointed by the President as Ombudsman under the Protection against
Harassment of Women at the Workplace Act, 2010 (IV of 2010).

22. Powerto make rules.—The Federal Government may, by natification
in the Official Gazette, make rules to carry out the purposes of this Act.

23. Removal of difficulties.—If any difficulty arises.in giving effect to
any provision of this Act, the President may make such Order, as may appear to
him to be necessary or expedient for the purpose of removing the difficulty.

24. Overriding effect.—(1) The Provisions of this Act sha}i have effect
notwithstanding anything contained in any other law for the time being in force.

(2) In case there is a conflict between the provisions of this Act and the

relevant legislation, the provisions of this Act to the exient of inconsistency, shall
~ prevail, -

THE SCHEDULE
[See section 8]

Ly resreimensnvemiasseeniesenneeons 0 solemnly swear that T will bear true faith
and allegiance to Pakistan; .

THAt 85 cevvverfeverorerneene crr”Ombudsman, T will discharge my duties and
perforih my functions honestly, to the best of my ability, faithfully in accordance

writh tha lawre Af tha Telamins Danohlinc nf Palrtietan and urithont faar eve Faven » affertinn
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orill-will; , o
That I will not allow my personal interest to influence my official conduct
or my official decisions;

And that 1 will not directly or indirectly communicate, or reveal to any
person any matter which shall be brought under my consideration, or shail become
known to me, as Ombudsman, except as may be required for the due discharge of
my duties as Ombudsman. -

May Allah Almighty help and gufde me (Ameen).

+

-

IFTIKHAR ULLAH BABAR,

Secretary.



12-AUG-2020 11:37 FROM T nauman F.010-010

TOTAL P.0O10




