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,, O ye who believe; stand out firmly for justice, as witnesses to Allah even 

as against yourselves, or your parents, or your kin and whether it be 

(against) rich or poor: for Allah can best protect both. Follow not lusts (of 

your hearts), lest ye swerve, and if ye distort (justice), verily, Allah is well 

acquainted with all that ye do,, (Surah Al Nisa: verse No 135)
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Muhammad Ali Jinnah
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D.O. No. PO.01 /2022
Dated: Peshawar the, 13/04/2022              

Provincial Ombudsman KP was established under provincial Ombudsman Act ,2010 with the following 

mandate:

            governance.

4 To redress & rectify any injustice done to a citizen, suppress corrupt practices and ensure good  

4 To protect the legitimate rights of the people by discouraging acts of maladministration from the      

My dear, 

 Provincial government Agencies, with the vision to ensure adherence to the Rule of Law.

 The second issue is the shortage of staff due to vacant positions and non-establishment of 

regional offices. In this regard work is under progress. With the establishment of regional offices not 

only the complainant but the representatives of the Government department will not face inconvenience 

of visiting the Head Quarter to pursue their cases.

 It is my privilege to present 11th Annual report,2021 as required under Section 23 of the Khyber 

Pakhtunkhwa Provincial Ombudsman Act, 2010. Like the previous year 2020, this year also faced the 

menace of corona virus resulting in lock down, 50% attendance of staff due to which official business 

suffered badly. Despite these hinderances coupled with some other restraining factors, the team worked 

with zeal and did their best to achieve the set targets. Upon assuming the charge of the present post on 02 

August, 2021, I was confronted with many issues which required urgent attention. The most important 

issue was the huge backlog of old and dormant cases pending since 2013 on account of Amendment 

(2013) in the Act,2010. wherein the power of ombudsman to implement his findings were curtailed. It is 

pertinent to mention here that keeping in view the sufferings of the complainants, and to restore their 

confidence in Government machinery, the matter was discussed with the Chief Secretary, Govt of KP, 

who constituted a committee under the chairmanship of Secretary Law, Parliamentary Affairs & Human 

Rights Department for the implementation of Ombudsman's recommendations. This effort proved 

fruitful. Fortnightly meetings are being held with the  line departments/agencies and a good number of 

cases have been implemented.
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4 To ascertain the root causes of corrupt practices & injustice and to arrange studies or research 

 investigating and reviewing actions of the agencies.

 Although the above referred measures have improved the situation quite a lot, but still a lot is 

needed to be done. With kind and continued support of the Provincial Govt, we will be able to extend 

exemplary justice to the people of  Khyber Pakhtunkhwa at their doorsteps.

4 To effect changes in government policy, procedure & legislation, educating the public, 

  

  In accordance with the given mandate I along with my team embarked on the journey to redress the 

grievances of the people in a just and prompt way. A brief gist of the complaints is that during this year total 

1347 complaints were registered and 382 were carried forward from previous year, thus total 1729 

complaints were to be disposed off out of which 1337 complaints were decided and findings in 39 have 

been implemented. The implementation graph is going downward on account of deletion of 

implementation power. Besides, public has easy and quick access to this office through website, email, 

telephone, cell phone and a mechanism has been devised to facilitate the complainants to get firsthand 

information about the progress in their cases. 

                                                                   With kind regards                                                                                                         

 and make appropriate recommendations to the government for eradication of such malpractices.

 An important and novel aspect of this report is that causes of maladministration of various 

departments have been analyzed and suggestions to improve working environment of the offices   have 

also been incorporated which will provide proper guidance to the head of the departments for bringing 

change and improve service delivery in larger public interest. 

Yours sincerely

(SYED JAMALUD DIN SHAH)
MR. SHAH FARMAN

Governor Khyber Pakhtunkhwa
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Annual Report-2020 is being presented to the honorable Governor Khyber Pakhtunkhwa

Mr. Shah Farman by the provincial Ombudsman Syed Jamal Ud Din Shah here at 

Governor’s House,Peshawar on September 18, 2021.                                   .
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PROVINCIAL OMBUDSMAN'S PROFILE:

 On assuming the charge in the Office as Provincial Ombudsman, Khyber Pakhtunkhwa on 

02/08/2021, Syed Jamal ud Din Shah had rendered over 33 years Provincial Service and has held 

important Administrative as well as field postings like Secretary to Government of Khyber 

Pakhtunkhwa Establishment Department, Secretary to Government of Khyber Pakhtunkhwa Local 

Government, Elections & Rural Development Department, Secretary to Government of Khyber 

Pakhtunkhwa Sports, Culture & Tourism Department. He also held important field positions like 

Divisional Commissioner, Kohat Division Kohat, Commissioner Afghan Refugees, D.G Excise, 

Taxation & Narcotics Control Department, D.C.O District Administration Bannu and Deputy Secretary 

Chief Minister Secretariat Khyber Pakhtunkhwa. His services were also utilized by the Government of 

Khyber Pakhtunkhwa in Political Administration Ex-FATA in five large populated Agencies like 

Assistant Political Agent (APA) District Khyber, South Waziristan, Kurram and Orakzai. Syed Jamal ud 

Din Shah visited many foreign countries in different official capacities. He visited Italy, Korea, Iran, 

Switzerland, Germany, China, Singapore  in connection with important official assignments. 
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 I along with my team shall try our best to promptly redress the grievances of the people of  

Khyber Pakhtunkhwa. Your valuable views and comments on our performance will certainly enable us  

to improve further and serve with more dedication.

 Administrative accountability and prevention of abuse of authority is pivotal to good 

governance. Public servants are accountable for performance of their official duties. It is the 

constitutional right of every citizen to file complaint in this office against the injustice or misuse of 

power and authority by a government functionary. It is the duty and responsibility of Ombudsman to 

resolve the public grievances arising out of maladministration by the Government Agencies. It is our 

commitment to deliver free of cost, speedy justice in a manner that is impartial, fair and equitable. 

Through this annual report an attempt is being made to provide information on how to contact this office 

through different means and how an aggrieved person can be helped. It also reflects on the performance 

of the Institution.

OMBUDSMAN'S MESSAGE

OMBUDSMAN KHYBER PAKHTUNKHWA
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OUR MANDATE

  As an independent statutory body established to resolve grievances of the complainants arising 

out of maladministration done by any Govt Agency. It is our mandate to deliver free of cost and speedy 

justice to the people of Khyber Pakhtunkhwa.
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Provincial Ombudsman is mandated under provincial Ombudsman Act, 2010, (section ,27):

 and policy, lack of knowledge regarding applicable rules,  regulations, and procedures ,personal 

l To effect changes in government policy, procedure & legislation, educating the public,          

investigating and reviewing actions of the agencies.

 justification and finally fear /apprehensions of  accountability- are some of the common causes 

 which force  a citizen to register complaints.

CAUSES OF MALADMINISTRATION AND REMEDIES

l To ascertain the root causes of corrupt practices & injustice and to arrange studies or research 

a) Acts of maladministration, absence of Rule of Law, Injustice, corruption, nepotism  ,favoritism, 

 discrimination, misuse of discretionary powers, intentional delay, negligence ,violation of merit 

 bias and ,prejudice, intentional delays ,misplacing and non-maintenance of proper record, delay 

 securities etc.),concealment and non-provision of required data/information, without any 

 It has been noted that problems which came to the surface after analyzing the complaints against 

different agencies, are mostly common in nature and their causes are also nearly common. For the 

purpose of convenience, common causes and remedies are discussed jointly, while rest is reported 

separately.

 in payment(pension, benevolent fund, medical and other admissible allowances, refund of 

b)     Lack of internal monitoring system. Violations are unchecked and no action against violators 

 and make appropriate recommendations to the government for the eradication of such  

malpractices. Keeping the above mandate in view, the investigation officers of this office were  

tasked to document their experiences, knowledge, and observation regarding the root causes of 

complaints against different Government agencies and propose remedies to mitigate those  

causes leading to maladministration. Total 1729 No of complaints were registered this year out  

of which 864 No of complaints were found genuine and based on facts.                       .

 due to beaurocratic and political interference/backing.

 forces the students to register complaints. 20.65% cases /complaints were received against             

education department,6.94% against health, 6.25% against Universities in KP, 5.84% against 

Local Government Department, 5.21% against Police Department 4.57% against Deputy  

Commissioners (District Governments) 3.47% against Public Health Engineering Department 

and remaining from miscellaneous Departments against violation of merit / rules, violation  of 

retired Class-IV employees son quota, deceased employees son quota, invalidated employees 

c)    Lengthy / complicated procedures for award of degrees / certificates in Universities / Board also 

OMBUDSMAN KHYBER PAKHTUNKHWA
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son quota, disabled person quota, non-provision of family pension, GP Fund, arrears etc. Most of 

the complaints in this regard were found genuine after investigation. Unless all of the above 

mentioned causes are removed or at least their effect substantially diminished there will be 

serious threat to good governance resulting in failure of government machinery to ensure quick 

justice and efficient service delivery.

q Internal monitoring system must be made efficient and effective. There should be internal 

reward and punishment mechanism. Head of the department to be accessible, responsible and 

vigilant. It has been observed that failure to monitor the performance of employees on the part of  

head of the deptts lead to mismanagement. The heads take no interest in their official maters . 

They leave the public at the mercy of their subordinate staff who exploit them. Lodging 

complaints are discouraged nor adequately investigated even if registered. They do not give 

time and personal hearing to an aggrieved person. Most complainants state that after visiting the 

agency time and again they get exhausted and disappointed and when no response is received 

then they knock the door of Ombudsman office. Such a situation lead to unacceptable delays and 

frustration. It is suggested that the head of deptt must take a round of the office, observe public 

handling by their staff, keep meeting days with the public and must know how many complaints 

received and disposed of within a specific time. The Government may issue directions to the 

Secretaries of the different departments to get  report regarding resolution of complaints by the 

respective department on monthly basis regularly. Negligence in this regard should not be 

tolerated and such inefficiency and irresponsibility must be reflected in their dossier and such 

reports be considered at the time of promotion.

q Record keeping is highly neglected. In some cases it is totally missing with the result that the 

complainant is deprived of pension, promotion and other benefits in the absence of record. Lame 

excuses are presented. Record is also not properly maintained. The representatives of the deptt 

requests no of adjournments to collect /trace the record. It is suggested that along with hard files, 

e-file system be introduced to mitigate the sufferings of the public. A focal person well 

conversant with the case be appointed and authorized to produce record before any competent 

forum. It has been observed that during investigation irrelevant representatives are authorized 

and after findings by Ombudsman, the deptt take the plea that the stance of the deptt has not been 

properly presented before the ombudsman. Such practice create complications in the 

Following remedies are suggested to improve service delivery and mitigate the registration of 

complaints against the agencies.

OMBUDSMAN KHYBER PAKHTUNKHWA

ANNUAL REPORT 202108



q It has been observed that head of the department are unaware of the rules / regulations, 

procedures and policies of their deptt .It is suggested that special training courses be arranged  

for the heads of the deptt to make them aware of the rules/laws governing their functioning.

implementation of the decisions. The Provincial government may take this issue seriously and 

pass necessary instructions to set the official affairs in right direction.

q It has also been observed that officers /official are issued clearance certificate and retired at 

superannuation and after their retirement, inquiries audit proceedings are initiated/continued 

against them, their pension etc are with held and they are subjected to financial hardships. The 

provincial government may issue directions to Secretaries of  respective deptts to issue 

directions  that  all liabilities be cleared before issuing NOC to a retiring person.

q It has also been observed that departments do not maintain seniority/merit list   which create 

disputes in the appointment/promotion of employees or their successors. Quota policy is not 

properly followed, rather it is violated under the garb of discretionary powers. Appointments are 

made under political pressure. against merit. sometimes, specially in education sector even 

policy is not clear. According to the statement of their representatives, policy is conveyed in 

meetings verbally. This practice give rise to no of inquiries and litigations. It is suggested that the 

Provincial government may issue directions to concerned Secretaries to ensure observance of 

quota policy in deptts under their control. Strict action may be initiated against those officers  

who are found irresponsible or violators of policy.

q One of the most important issues pointed out by several complainants is the very lengthy / 

complicated procedure for award of Degree in most of the Universities / Institutions in Khyber 

Pakhtunkhwa. One of PhD scholar has raised the issue against Islamia College University, 

Peshawar. The Scholar pointed out that he has completed his PhD degree  one year before but 

due to lengthy process / formalities, he could not receive PhD degree well in time. These lengthy 

procedural formalities not only dishearten the students but also waste precious time of the 

students / scholars. 

OMBUDSMAN KHYBER PAKHTUNKHWA
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REPORT, 2021, SUMMARY

 During the year under report, total 1729 public complaints were registered out of which 1337 

complaints were disposed off, which is the high number of disposals since last three years, leaving a 

balance of 392 Complaints for the next year. Following are some highlights from the period under 

report, i.e. year 2021.

  It has been noticed that high number of public complaints were registered against Elementary & 

Secondary Education Department, Health Department, Public sector Universities in KP, Local Govt. 

Department, Police Department and DCs, it clearly indicates that internal complaint handling system of 

these agencies is far from satisfaction. A number of them lodged complaints relating to their internal 

affairs which were forwarded to their respective heads for further necessary action at their end. 

However, there is a need of improvement in their infrastructure,

DEPARTMENT-WISE MAINTAINABLE COMPLAINTS:

Department / Agency No. of  Admitted Admissibility 
 Complaints  % 
Elementary & Secondary Education Deptt. 357 217 60.78 
Health Department 120 74 61.66 
Universities in KP 108 71 65.74 
L.G and R.D Department 101 61 60.39 
Police Department 90 24 26.66 
Deputy Commissioners (District Governments) 79 40 50.63 
Public Health Engineering Department 60 35 58.33 
Higher Education Department 53 18 33.96 
Communication and Works Department 50 27 54.00 
Revenue and Estate Department 46 08 17.39 
Environment & Forest Department 46 32 69.56 
Agriculture, Fisheries and livestock Department 34 20 58.82 
Irrigation Department 28 18 64.28 
Teaching Hospitals in KP 26 18 69.23 
BISE's & BTE in KP 23 11 47.82 
Accountant General Khyber Pakhtunkhwa 21 15 71.42 
Medical University/ Colleges/ Institutions 20 11 55.00 
Peshawar & other Development Authorities 20 15 75.00 
KP Public Service Commission Peshawar 19 03 15.78 
Establishment & Administration Department 17 09 52.94 
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 Due to proper awareness campaign, the complaints receiving ratio of the following districts is 

good. However, by educating the public about the Institution, further improvement is possible.

DISTRICTS WITH HIGH NUMBER OF COMPLAINTS: 

DISTRICTS WITH LOW NUMBER OF COMPLAINTS:

 Due to lack of awareness, non-existence of Regional Offices, are the reasons for low complaints 

in the following districts. However, awareness campaign about role of Ombudsman, could play a pivotal 

role in further improvement of good administrative justice.

District  No. of Complaints %age 

Peshawar 316 18.28  

Abbottabad 172 9.95  

Mardan 102 5.90  

Bannu 101 5.84  

Haripur 98 5.67  

Karak 90 5.21  

Kohat 84 4.86  

Mansehra 78 4.51  

Nowshera 70 4.05  

Charsadda 61 3.53  

Swabi 59 3.41  

Lakki Marwat 58 3.35  

D.I.Khan 52 3.01  

Kurram 44 2.54  

 

District  No. of Complaints %age 

Dir (Lower/Upper) 42 2.43  

Swat 34 1.97  

Khyber 28 1.62  
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OMBUDSMAN KHYBER PAKHTUNKHWA

IMPLEMENTATION-WISE PROGRESS OF DEPARTMENTS / AGENCIES 

(RECOMMENDATION STATUS):

Malakand 27 1.56  

North / South Waziristan 25 1.45  

Battagram 22 1.27  

Mohmand / Bajaur 21 1.21  

Tank 17 0.98  

Hangu 11 0.64  

Buner 11 0.64  

Chitral 9 0.52  

Orakzai 6 0.35  

Shangla 4 0.23  

Kohistan 4 0.23  

Torghar 1 0.06  

 

Department  Total Recomm. Implemented Pending % Progress 
Elementary & Second. Education 272 62 210 22.79 
Health Department 89 16 73 17.97 
Local Govt. & R.D Department 83 10 73 12.04 
Universities in KP 81 16 65 19.75 
C & W Department 68 09 59 13.23 
Police Department 48 06 42 12.50 
Districts Government (DCs) 44 7 37 15.90 
PHE Department 30 04 26 13.33 
PDA & Other Development 
Authorities in KP 

30 4 26 13.33 

Teaching Hospitals (MTI) in KP 27 04 23 14.81 
Medical Colleges / Institutions 26 09 17 34.61 
Higher Education  26 05 21 19.23 
Accountant General, KP 25 06 19 24.00 
Irrigation Department 24 1 23 04.16 
Environment, Forest & WL 20 02 18 10.00 
Workers Welfare Board 19 02 17 10.52 
Zakat, Ushr & Social Welfare 19 0 19 00 
BISEs & BTE in KP  15 04 11 26.66 
Revenue & Estate Deptt. 15 03 12 20.00 
P.D.M.A 13 02 11 15.38 
Finance Department 12 05 07 41.66 
Industries, Commerce & Tech 11 02 09 18.18 
 

ANNUAL REPORT 202112



 In order to implement the pending recommendations issued by the Ombudsman since 2013, the 

Provincial Government constituted a committee under the chairmanship of Secretary to Govt of Khyber 

Pakhtunkhwa, Law, Parliamentary Affairs & Human Rights Department. The Committee has conducted 

three successive meetings so far in which implementation reports from the following departments were 

sought. The progress of the committee regarding un-implemented cases discussed so far during these 

meetings is given as under:

PROGRESS OF THE IMPLEMENTATION COMMITTEE CONSTITUTED BY 

THE GOVERNMENT 

During the year under report, systemic issues affecting common citizens were studied followed by 

practicable and pragmatic recommendations made to the government in the areas, which impacted 

larger number of people i.e. pension benefits, violation in merit, health issues, drinking water issues, etc. 

PHE Department, C & W, PDA, Police, Environment, Workers Welfare Board, Local Govt Department, 

Zakat, Ushr & Social Welfare and Irrigation Department has the lowest progress in implementation of 

recommendations i.e below 15%. 

Department  Total Recomm. Implemented Pending % Progress 

Administration Department 08 07 01 87.50 

Mines & Mineral Dev Deptt 08 05 03 62.50 

Excise & Taxation Department 06 06 0 100 

Agriculture Department 06 06 0 100 

Livestock & Dairy Devel Deptt 05 05 0 100 

Transport Department 04 04 0 100 

Population Welfare Departt 03 02 01 66.66 

Home & TA Department 03 03 0 100 

KP Highway Authority 03 02 01 66.66 

KP Public Service Commission 02 02 0 100 

Labour Department 01 01 0 100 

EOBI 01 01 0 100 

Total 50 44 06 88.00 
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OMBUDSMAN KHYBER PAKHTUNKHWA

 Provincial Ombudsman is mandated under Provincial Ombudsman Act, 2010 for provision of 

speedy and inexpensive relief to aggrieved persons through a unique, simple and fast track complaint 

redressal mechanism.  Mostly the regions under the jurisdiction are located in far-flung inaccessible 

areas, which created difficulties in communicating the message of this Office to these backward areas of 

the Province. There was a dire need to start an awareness campaign for the general public about the role 

and importance of the Provincial Ombudsman and that how can they get benefit from this Institution free 

of cost.

PHASE-01:  PRINTING AND SHARING OF AWARENESS MATERIALS.

Awareness Campaign & Mass Media.

 In collaboration of the International Ombudsman Institute (IOI), this Secretariat started 

awareness campaign. The awareness campaign would be carried on within the 06 Newly Merged 

Districts (erstwhile FATA) as well as backward Districts of the Province including Districts of Chitral, 

Battagram, Kohistan, Tank and Torghar. This awareness program was divided into the following two 

phases:

 The field visits were not possible on account of restriction / ban by the Provincial Government on 

social / official gathering due to Covid-19, therefore, Banners, News Letters, Brochures and Panaflexs 

were printed and disseminated / distributed amongst the public and also sent to the Chief Minister, 

Khyber Pakhtunkhwa, Governor of the Province, all Ministers, Secretaries of the Departments, 

Divisional Commissioners, Deputy Commissioners and notable dignotrics / personalities in the 

Province. We received a very positive response of this activity. The Deputy Commissioners circulated 

these informative materials to their subordinate Officers and lower tiers / formations for displaying the 

same on public notice boards and conspicuous places like Mosques, Patwaris and Village Council 

Offices, etc.
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For achieving extended desired results, letters were also issued to Higher Education Department and all 

Divisional Commissioners for nomination of Focal Persons and target Institutions in areas under their 

jurisdiction for better communication, coordination and to extend facilitation / cooperation to the 

Awareness Campaign Teams. In response, All the Deputy Commissioners shared details of the Officers 

nominated as Focal Persons.

PHASE-02:  FIELD VISITS.

The Hon'ble Minister Law, Khyber Pakhtunkhwa was also requested to attend the awareness campaign 

for indicating the intention of good governance by the Provincial Government and to inaugurate the 

opening ceremony of the awareness campaign. His presence at the ceremony was appreciated by the 

general public, considering the campaign to be launched for developing awareness of the Institution by 

the Government itself. His speech regarding the Ombudsman Office was a sign of ensuring good 

governance and the mission to redress public grievances at their door step.

After Successful completion of first phase, the Ombudsman constituted field visiting teams for visiting 

awareness campaign in Newly Merged Districts. Government Degree College Ekkaghund, District 

Mohmand was selected for the opening ceremony of Awareness Campaign. In this context, letters were 

issued to the Principal of the concerned College and Deputy Commissioner Mohmand District for 

making all necessary arrangements.

 (International Ombudsman Institute)(IOI)

Ó#Ö6JéZ

Zzgl

 (International Ombudsman Institute)(IOI)

Å

Ó#Ö6JéZ
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3. The two needs of digitization and capacity building would normally be Resource Constraints: 

seen as a routine activity, but paucity of resources turns them into serious challenges. Third world 

economics are usually marked by resource constraint and face competitive demands by the public sector 

institution for financial allocations. The funds allocated mostly fall short of the requirements. The 

imbalance makes it incumbent upon the office to neutralize it through strict management and optimum 

utilization of the available resources in order to save the institutional performance from adverse effects.

4.  But of all, compliance and execution of recommendations on Compliance and Execution:

complaints pose a daunting challenge to Ombudsman. Being a quasi-Judicial forum, his 

recommendations are anything but Judicial decrees, hence the execution problem. Non-compliance and 

lack of execution of recommendations compromise his authority and cause resentment among the 

complainants. There is a tendency of Government to curb and curtail the Jurisdiction of an Ombudsman. 

For example in the case of my office, the Government withdrew the powers initially vested in the 

Ombudsman to execute recommendations on his own. In the absence of statutory powers to impose 

penalty for non-compliance the contempt proceedings also appear futile, counterproductive and self-

defeating.

It is pertinent to mention here that in order to ensure the financial autonomy and independence of the 

Ombudsman office, single line budget on the pattern of other Ombudsman institutions may be allocated 

OMBUDSMAN – ISSUES / IMPEDIMENTS.

Ombudsman offices is making day and night effort to resolve public grievances but still there are 

challenges which create hindrance in smooth functioning and achieving the mandate. 

5. Budget and Financial Autonomy: 

2.  There is a dire need for capacity building of staff engaged in the conduct of Capacity Building:

investigations, report writing, drafting of recommendations and so on. They need to be drilled in 

effective writing, equipped with solid ICT skills and flawless investigation techniques.

1.  The information technology has revolutionized the world and Digitization of records:

organization working with unknown capacity by virtue of automation. Digitization of records and use of 

information and communication Technology (ICT), not only boosts efficiency of the staff but ensure 

flawless record keeping for maintenance. Yet switch over to the use of technology is incomplete. In most 

cases it is at the rudimentary stage. Online working is still for away.

OMBUDSMAN KHYBER PAKHTUNKHWA
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commensurate to its needs and head-wise or budget wise distribution as well as re-appropriation from 

one head to another. To run day to day business and to manage orderly the affairs of the office of 

Ombudsman the Government is usually reluctant to provide demanded funds.

6.  The Agencies are non-responsive in several matters which Delayed response from Agencies:

hamper the process of investigation in the complaint. Hearings fixed in several occasions to know the 

view points of the Agencies have to be adjourned due to non-attendance of representatives of the 

Agencies thus causing unnecessary delay in disposal of the complaints.

7.  Office accommodation is another problem which faces the Provincial Accommodation:

Ombudsman Khyber Pakhtunkhwa. The present office is a rented building with a monthly rent of Rs. 

6,44,202/- per month and does not have enough rooms to accommodate the members and staff of the 

office in an adequate manner. 

8.  One of the major legal problems facing the Ombudsman is restoration of the Legal Problems:

Provincial Ombudsman Act, 2010 in its original form, for which proposed amendment bill is already 

sent to Law Department on 07/06/2018.

9.  Lack of awareness campaign in backward areas of the Province, especially in newly Awareness:

merged districts (NMDs) (erstwhile FATA) is mandatory for better improvement in administrative 

justice in the Province.

10.  The Provincial Government Establishment as well as functionalization of Regional Offices:

has already sanctioned three Regional Offices at Abbottabad, Swat and D.I.Khan. However, they have 

not established and needs functionalization as public is asking about regional offices. Further, these 

regional Offices needs to be extended to all Divisions so that grievance redressal facility may be 

provided at doorstep of common people.
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STATISTICAL ANALYSIS 

OF COMPLAINTS





OMBUDSMAN KHYBER PAKHTUNKHWA

HIGHLIGHTS OF STATISTICAL ANALYSIS OF COMPLAINTS

 

PENDING COMPLAINTS OF 2020 382 

COMPLAINTS RECEIVED DURING, 2021 1347 

TOTAL COMPLAINTS FOR DISPOSAL DURING 2021 1729 

MAINTAINABLE COMPLAINTS DURING 2021 864 

NONMAINTAINABLE COMPLAINTS DURING 2021 865 

COMPLAINTS DECIDED AFTER INVESTIGATION TILL 31-12-2021 472 

COMPLAINTS UNDER INVESTIGATION ON 31-12-2021 392 

COMPLAINTS DECIDED IN FAVOUR OF COMPLAINANTS 223 

COMPLAINTS HAVING NO CASE OF MALADMINISTRATION 147 

OUTSIDE JURISDICTION  89 

COMPLAINTS WITHDRAWN / NOT PRESSED  13 

SENT TO WAFAQI AND OTHER MOHTASIB DURING 2021 127 

SENT TO CONCERNED DEPARTMENTS FOR APPROPRIATE ACTION 210 

RECOMMENDATIONS ISSUED DURING 2021 100 

RECOMMENDATIONS IMPLEMENTED DURING 2021 39 
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OMBUDSMAN KHYBER PAKHTUNKHWA

Month Month Month

Pending complaints of year, 2020 382
January 122 9.06

February 122 9.06
March 120 8.91
April 98 7.28
May 58 4.31
June 105 7.80
July 91 6.76
August 155 11.51

September 141 10.47
October 115 8.54
November 114 8.46
December 106 7.87

Total 1729 100.00

MONTH WISE BREAKUP OF COMPLAINTS
 FOR THE YEAR 2021
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MONTH WISE BREAKUP OF COMPLAINTS
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OMBUDSMAN KHYBER PAKHTUNKHWA

Agency / Department Number of Complaints% age 

Elementary & Secondary Education Deptt. 357 20.65

Wafaqi  and other Mohtasib 127 7.35

Health Department 120 6.94

Universities in KP 108 6.25

L.G and R.D Department 101 5.84

Police Department 90 5.21

Deputy Commissioners (District Governments) 79 4.57

Private Parties 79 4.57

Public Health Engineering Department 60 3.47

Higher Education Department 53 3.07

Communication and Works Department 50 2.89

Miscellaneous 48 2.78

Revenue and Estate Department 46 2.66

Environment & Forest Department 46 2.66

Agriculture, Fisheries and livestock Department 34 1.97

Irrigation Department 28 1.62

Teaching Hospitals in KP 26 1.50

BISE's & BTE in KP 23 1.33

Accountant General Khyber Pakhtunkhwa 21 1.21

Medical University/Colleges/Institutions 20 1.16

Peshawar & other Development Authorities 20 1.16

KP Public Service Commission Peshawar 19 1.10

Establishment & Administration Department 17 0.98

Home and Tribal Affairs Department 15 0.87

Rescue 1122 and F.C 14 0.81

Zakat, Ushr & Social Welfare Department 13 0.75

Food Department and Halal Food Authority 11 0.64

Excise and Taxation Department 11 0.64

Industries, Commerce & Technical Edu: Department 11 0.64

Private School Regularity Authority (PSRA) 10 0.58

Water and Sanitation Services Peshawar (WSSP) 8 0.46

Khyber / HBL / ABL etc Banks 8 0.46

Labour Department 7 0.40

Sports, Culture and Tourism Department 7 0.40

NTS / FTS / ETEA (Testing Agencies) 6 0.35

Workers Welfare Board 6 0.35

Employees Old Age Benefits Institute 6 0.35

Provincial Disaster Management Authority 5 0.29

Population Welfare Department 5 0.29
Energy & Power Department 5 0.29

Transport Department 5 0.29

Finance Department 4 0.23

Total 1729 100.00

AGENCY/DEPARTMENT WISE BREAKUP OF COMPLAINTS RECEIVED DURING 2021

ANNUAL REPORT 202122



OMBUDSMAN KHYBER PAKHTUNKHWA

AGENCY/DEPARTMENT WISE BREAKUP
 OF COMPLAINTS RECEIVED DURING 2021
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S.No. DISTRICTS Number of Complaints % age 

1 Peshawar 316 18.28

2 Abbottabad 172 9.95

3 Mardan 102 5.90

4 Bannu 101 5.84

5 Haripur 98 5.67

6 Karak 90 5.21

7 Kohat 84 4.86

8 Mansehra 78 4.51

9 Nowshera 70 4.05

10 Charsadda 61 3.53

11 Swabi 59 3.41

12 Lakki Marwat 58 3.35

13 D.I.Khan 52 3.01

14 Kurram 44 2.54

15 Dir (Lower/Upper) 42 2.43

16 Swat 34 1.97

17 Districts of other Provinces 32 1.85

18 Islamabad / Rawalpindi 30 1.74

19 Khyber 28 1.62

20 Malakand 27 1.56

21 North / South Waziristan 25 1.45

22 Battagram 22 1.27

23 Mohmand / Bajaour 21 1.21

24 Anonymous 20 1.16

25 Tank 17 0.98

26 Hangu 11 0.64

27 Buner 11 0.64

28 Chitral 9 0.52

29 Orakzai 6 0.35

30 Shangla 4 0.23

31 Kohistan 4 0.23

32 Torghar 1 0.06

Total 1729 100.00

DISTRICT WISE BREAKUP OF COMPLAINTS 
DURING 2021

OMBUDSMAN KHYBER PAKHTUNKHWA
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DISTRICT WISE BREAKUP OF COMPLAINTS 
DURING 2021
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OMBUDSMAN KHYBER PAKHTUNKHWA

SUBJECT WISE BREAKUP OF COMPLAINSTS
 RECEIVED DURING 2021

S.NO SUBJECT COMPLAINTS %age

1 Request for action 225 13.01

2 Violation of Merit / Rules 150 8.68

3 Appointment against Retired Class-IV Son's quota 124 7.17

4 Appointment against Deceased Son's Quota 111 6.42

5 Re-instatement/Transfer /Regularization Service 107 6.19

6 Allegation Amongst Private Parties / General Nature 92 5.32

7 Request for payment of outstanding Dues 81 4.68

8 Miscelenious complaints 78 4.51

9 Delay/Release of Salary/GP Fund/B.F/G.Insurance 75 4.34

10 Non-payment/Delay/Increase of Pension/LPR 68 3.93

11 Delay/Illegal/Non-issuance of Appointment Orders 54 3.12

12 Compensation/ Death Grant/Financial Assistance 45 2.60

13 Illegal Transfer/Occupation/Encroachment of Land 40 2.31

14 Request for Upgradation / Promotion / Seniority 38 2.20

15 Appeal for Justice / Inquiry 38 2.20

16 Appointment Disable Quota / In Lieu of Land 37 2.14

17 Request for Correction of WSSP/Electricity/ Gas Bill 28 1.62

18 Poor Drainage System/Water Supply Scheme 25 1.45

19 Reimbursement of Medical Bills / TA-DA 25 1.45

20 Request for legal share in property 25 1.45

21 Request for payment of Arrears/Increment/Fee 24 1.39

22 Abuse of powers / Non-registration of FIR 24 1.39

23 Allotment / Clearence of Plot/Residential Accomod: 22 1.27

24 Request for re-checking of papers / marks 17 0.98

25 Delay in the Construction of Schools, Roads, etc 16 0.93

26 Request for provision of information 16 0.93

27 Dely/ Non-granting of  Admission/Degree/DMC 15 0.87

28 Allegations of corruption / Fraud case 15 0.87

29 Non-issuance of interview call letters / NOC 15 0.87

30 Request for Fee Refund/ Scholarship 13 0.75

31 Correction /Provision of Certificates 12 0.69

32 Request for correction of merit list /date of birth 11 0.64

33 Request for establishment of School / Dispensary 10 0.58

34 Negligence on Part of Agencies 9 0.52

35 Request for correction of revenue record 9 0.52

36 Irrigularities / delay in recruitment process 8 0.46

37 Request for remission of fine 8 0.46

38 Non-acceptance of Diploma 7 0.40

39 Request for retirement grant / on medical ground 6 0.35

40 Harrasement Cases 6 0.35

1729 100.00TOTAL
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OMBUDSMAN KHYBER PAKHTUNKHWA

SUBJECT WISE BREAKUP OF COMPLAINSTS
 RECEIVED DURING 2021
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OMBUDSMAN KHYBER PAKHTUNKHWA

STATUS WISE BREAKUP OF COMPLAINSTS
 RECEIVED DURING 2021

S.NO STATUS %age

Admitted Rejected Total

1 Male 740 722 1462 84.56

2 Female 124 123 247 14.29

3 Anonymous 0 20 20 1.16

864 865 1729 100.00Total

COMPLAINTS
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OMBUDSMAN KHYBER PAKHTUNKHWA

STATUS WISE BREAKUP OF COMPLAINSTS
 RECEIVED DURING 2021

Male, 1462 

Female, 247 

Anonymous, 20 
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OMBUDSMAN KHYBER PAKHTUNKHWA

BREAKUP OF MAINTAINABLE AND NON-MAINTAINABLE 
COMPLAINTS FOR THE YEAR 2021

S.NO CATEGORY 
NUMBER OF 

COMPLAINTS
% Age

1 Admitted for investigation 864 49.97

2 Incomplete Complaints 134 7.75

3 Sent to Wafaqi and other Ombudsman 127 7.35

4 Sent for appropriate action to Agencies 210 12.15

5 Rejected complaints 394 22.79

1729 100.00Total
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OMBUDSMAN KHYBER PAKHTUNKHWA

BREAKUP OF MAINTAINABLE AND NON-MAINTAINABLE 
COMPLAINTS FOR THE YEAR 2021
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OMBUDSMAN KHYBER PAKHTUNKHWA

S.NO ADMITTED COMPLAINTS 
NO OF 

COMPLAINTS
% age

1.       

 
Complaints disposed of after investigation 472 54.63

2.       

 
Complaints under investigation on 31/12/2021 392 45.37

864 100.00Total

ADMITTED COMPLAINTS DURING 2021
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Complaints disposed of after
investigation

Complaints under
investigation on 31/12/2021

OMBUDSMAN KHYBER PAKHTUNKHWA

ADMITTED COMPLAINTS DURING 2021
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OMBUDSMAN KHYBER PAKHTUNKHWA

BREAKUP OF COMPLAINTS DECIDED 
AFTER INVESTIGATION

S.No Category of Complaints
Number of 

Complaints
% Age

1
Complaints decided in favour of complainants

223 47.25

2
Complaints having no maladministration

147 31.14

3
Outside jurisdiction

89 18.86

4
Complaints withdrawn / not pressed

13 2.75

472 100.00Total
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BREAKUP OF COMPLAINTS DECIDED 
AFTER INVESTIGATION
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OMBUDSMAN KHYBER PAKHTUNKHWA

BREAK UP OF NON-MAINTAINABLE COMPLAINTS
 RECEIVED DURING 2021

S.NO NATURE/CATEGORY/AGENCY COMPLAINTS %age

1 Sent to Wafaqi and other Mohtasib 127 14.68

2 Service matters 69 7.98

3 Time barred 25 2.89

4 Private matters and general request 92 10.64

5 Sent to Agencies for appropriate action 210 24.28

6 Subjudice / adjudicated by courts 15 1.73

7 Anonymous 20 2.31

8 Incomplete complaints 134 15.49

9 Dublicate complaints 14 1.62

10 Concerning policy matter 28 3.24

11 No jurisdiction 131 15.14

865 100.00TOTAL
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OMBUDSMAN KHYBER PAKHTUNKHWA

REJECTED/NON-MAINTAINABLE COMPLAINTS
 RECEIVED DURING 2021

37ANNUAL REPORT 2021



OMBUDSMAN KHYBER PAKHTUNKHWA

DISPOSAL OF COMPLAINTS DURING 2021

S.No Description of Complaints
No of 

Complaints

1 Complaints disposed of in limine 865

2 Complaints disposed of after investigation 472

3 Complaints under investigation 392

1729Total
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DISPOSAL OF COMPLAINTS DURING 2021
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OMBUDSMAN KHYBER PAKHTUNKHWA

IMPLEMENTATION STATUS OF COMPLAINTS 
TILL DECEMBER 2021

Year

Previous 

Year 

Balance

Current 

Recommendations

Total 

Recommendations 

(Previous + 

Current)

Recommendati

ons 

Implemented

Balance

341

2017 341 75 416 12 404

2018 404 177 581 18 563

2019 563 220 783 33 750

2020 750 117 867 33 834

2021 834 100 934 39 895

895Total Pending Recommendations
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OMBUDSMAN KHYBER PAKHTUNKHWA

IMPLEMENTATION STATUS OF COMPLAINTS 
TILL DECEMBER 2021
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OMBUDSMAN KHYBER PAKHTUNKHWA

YEAR WISE BREAKUP OF COMPLAINSTS

S.NO YEAR %age

Previous Year 

Balance
Admitted Rejected Total

1 2011 0 249 283 532 3.83
2 2012 71 583 251 905 6.52
3 2013 217 333 431 981 7.07
4 2014 103 659 491 1253 9.02
5 2015 253 522 439 1214 8.74
6 2016 418 615 584 1617 11.65
7 2017 304 480 486 1270 9.15
8 2018 394 445 396 1235 8.89
9 2019 244 637 497 1378 9.92

10 2020 292 749 730 1771 12.75
11 2021 382 482 865 1729 12.45

2678 5754 5453 13885 100.00Total

COMPLAINTS
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YEAR WISE BREAKUP OF COMPLAINSTS
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