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PART 1

Introduction of Complaint Handling System in Wafagi Mohtasib

Secretariat

1. Complaint Receipt andRegistration

In essence, the function of the Federal Ombudsman is to provide speedy and free of cost
relief to the citizens aggrieved of maladministration and misuse of authority by federal
government agencies. However, it is only possible through pramgptefficient processing of
complaints. Therefore, complaint handling is the key component of the functions of the Federal
Ombudsman. For the purpose, an elaborate mechanism for complaint handling has been put in
place in the form of Complaint Managementormation System (CMIS). It is an online activity
that facilitates an organized and rapid processing of the complaints throughout the Ombudsman
system that works as follows:

w ‘ Registration ‘

)

Authorized Officer
Admissibility
|
| Admissible | Report from Agency
l / With copy to Complainant
Investigating/Dealing Officer Disposal
& |

CMIS
Not Admissible Hearings on T
Draft Findings || Printing | |appraisal| '\ J

from CMIS

\/— Implementable - |mplementation Wing

| Closed/Rejected |

Implementation

L

Figurel: Complaint Handling Systeifi)
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2. Complaint Management Information System

Online Complaint Management Information System (CMIS) is dbeterpieceof IT
enabled operations in the Wafaqgi Mohtasib Secretariat. This serves as the hub for streamlined
and integrated complaint management proo884lS is multi-Language softwarddere anyone
can input the complaint details as per his own chofcenguageA complainant can lodge a
complaint and know the latest status through CMIS from all ovewtrkl-usinginternet. The
use of CMIS helps in monitoringrogress of the cases as well as in reducing communication
time between the Head Office and the Regional Offices. The implementation module of CMIS
has been an effective tool to monitor the implementation of the findings of the Wafagi Mohtasib
in additionto identifying the late response from the federal agendies.improvement in IT
support has, thus, resulted in increased efficiency and improved performance of the Office of
Wafagi Mohtasib.

A value addition was made in the Investigation Module by wayoi nt r oduci ng 0
Activity Monitoring Modul ed. This modul e helop
process and in updating the latest status of a complaint. Implementation Module was also
improved for online Implementation Monitoring Repor

A Data Centre was established at the Headquarters. The other services include SMS for
complaint tracking while an online complaint status finder is available on the website of the
Wafaqgi Mohtasib Secretariat.

Number of complaints registered through palisystem remained low as compared to
those registered through post or in person. The number of online complaints is, however,
beginning to pick up with the rise in awareness and the usdayfmationTechnology(IT) as it
goes up in the country.

CMIS wasthe first step toward the paperless environment; the cycle of receiving,
finalizing and issuing Findings has been reduced from a few weeks to 24 hours or less in most
cases as well as reducing the cost per complaint. Since the soft launch of Implementdtite
of CMIS the cost on implementable complaint has reduced from average of Rs.15 to Rs.5. The
hearing list (of complaints) is now available to the public on the enhanced website.

The complaint handling record from 1998 onwards and final Findings 3tdyn2007
to-date are now available online database, with plans afoot to bring on database the entire records
and Findings since the establishment of this institution.

Additionally, a training programme for officers and staff has been initiated thaarsdye
towards enhancing their proficiency in the use of CMIS to improve overall efficiency, reliability
and timeliness of this Office.

The CMIS of this Office has been recognized as state of the art system by the other
Ombudsman institutions. This secretariat is providisgistancetechnical support and training
to the other Ombudsman Institutions in the country to enable them adopt the system in their
respective offices.

Every process and action on the complaint is computetiged) theeffective andime-
testedsystem, which autoatically processes the steps takeneach section at different stages.

For this reason, status of complaint remains updated in CMIS to meet the timEédesal
Ombudsman @ice ensuresasttrackcommunicatiorat both ends i.e. Complainant an@éncy
to keep themnformed of the status of the complaistt every stage of the Investigatida).
CMIS sends S8 to complaint on its mobile en

1 Complaint Registration
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1 Hearing of the Complaint
1 Adjournment of the Complaint
1 Disposalof the complaint

This information is also available on our websitedomplainants
On other side for Agency, a paperless communication method has been introduced by
providing the direct linkage of agency through its interface to our CMIS. This linkagew
providing the direct access to the Agemtfour levels. The access levels are
1 Complaints at registration

1 Under Proces€omplaintg(at Investigation
1 Singed- IssuedrFindings ofComplaints
1 Complaints at Implementation

This provideghe fast and paperless communication with complainant and Agency.

The following figure explainsomplainthandlingsystem using CMIS.
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http://192.168.1.7/complaints/Agency/cpsAgencySinged.aspx

Complaint
By Fax, mail, by hand

CR/R&I Section

Y

Online Complaint

Registrar/ Authorized Officer

Complaint No Given by CMIS

For Scrutiny

iAcknowledg:
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Letters

Admissibility
Detailed Investigation
Admissible-Accept for Investigation
Findings Submitted Online—b( ‘ Appraisal Wing | )
——Sand SMS Alert to Complainant
Ombudsman
Report/Comments/Hearing
Send SMS Alert to Complainant
Not Admissible Reply From “{"c"-/( Agency )
Findings Type mplementable Implementation Wing / Impl-0
For Implementation
Rejected/Closure
Implemented Implementation Agency
A J
ot Implemented ——
Fill Form R Fill Form R
y
Consi | to Record
onsign to Rec T —
L pConsign to Recod Record Section

ihgency [Complainant may filed Review/Representation

Figure2: CMIST Complaint Flow Char(2)

3. Multi -Lingual Support in CMIS

It is human nature that he/she wants to know in his/her mother language and understands
better The world is now become a global village and globalization has the great impacts on the
languages for end user in seéire industryalsa Now everyone is trying to get its daily routine
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software inhis or herown language. OIC member state Ombudsman sthdtwr interest to
adopt CMIS on the eve of OIC Ombudsmen conference in Islamabad-2@"28oril 2014.
OmbudsmerandDelegate®f OIC Conferencalso visited the Federal Ombudsman Pakistan on
next day on 38 April 2014. In briefing, some of thenwere asked for the support of other
language i.eArabic andFrench. By the grace of Almighty Allah this dred®come the reality
andwe have achieved the support of other languages in CMIS within short period of one month.
Now CMIS of Federal Ombudsman is mtdnguage supported and accept the language of the
end user choice. CMIS is now accepting any languafgeorld has UTF i.e. Arabic, Urdu,
French, English etdNow nonEnglish Languages can be used in CIMN&ulti-lingual support

can be seen iniure 3 below

WAFAQI MOHTASIB (OMBUDSMAN)'S SECRETARI

MANAGEMENT INFORMATION SYSTEM (MIS)

Authorised Officer STATION: 36-CoNnsTITUTIO
AVENUE, G-5/2, |SLAMABAD
Select Complaint for Updatian CURRENT USER: SOHAI

Home

Sign Off
e Complainant Name Agency Diary Date Admissibility | Admissibility Date
Number
SYED MUHAMMAD SALIM 28/05/2014 Mot 28/05/2014 Waiting Responze,
HOR/O0S0S0/14  cyipapy PROVINCIAL POLICE SINDH 1L00:23AM  Admissible  11:46:54AM  Authorised Offcer
ONL/0001523/14 Noreen Igbal Daughter of  SUL NI SLTD.  27/05/2014 Mot 28/05/2014 Waiting Response,
Muhammad Igbal (SNGAL)cEY o o 5 e 08:51:26 PM Admissible  08:59:27 AM Autherised Officer

INTER PROTERm@® TRDINATION  22/05/2014 Admissible 23/05/2014 Waiting Response,

KHI/O001424/14 - ABDUL HAMEED, (IPC) DIVISION 01:00:09 PM 10:49:09 AM Authorised Officer

Figure3: CMIST Multi-Lingual
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4. Website for Citizens

The website of the Wafaqi Mohtasib Secretariat is operational since 2000 and is the
online interface to the public. Wafaqi MohtasiBecretariat is using this instrument for
information dissemination to the general public or anyone needing information regarding this
office andits working. The main design was updated twice in 2008 and 2013. The website is
connected to the dynamic onli@mplaint Management Information System (CMIS). Links
have been provided for online complaint registration, to know updated status and the hearings
fixed for next 15 days, under the following alpha iconic headings:

O6Make a Compl aintod,

60Check Coampulsabi nt St

6Hearing in next fifteen days®o

This upto-date information is provided from th€MIS, which is used for internal
complaint handling. Other information such as legal framework, Acts, forms and members of
team etc. is also available on the websitecomplaint can now be directly registered-lore
through website without having to visit this office as well as the status of the complaint could be
checked from the website that is linked with CMIS.

5. Processing of the Complainat Federal OmbudsmanSecretariat

Efficient and timely management of complaints is accomplished by following a number
of essential steps.

i Receipt of Complaint: A complaint may be lodged in a number of ways. Complainant
may file it by post, fax or in person. It may alsorbgistered through email or can be filed online
using the direct link to CMIS provided on the website of the Secretariat against
maladministration of Federal Agencies as defined under Article 2(i) & (ii) of P.O. No. 1 of 1983
read with the Federal Ombudsminstitutional Reforms Act, 2013. Upon receipt, the Registrar
processes the complaint on CMIS and allocates a unique complaint number to each case.

ii. Initial Scrutiny. Initial scrutiny is undertaken by the Registrar who determines its
admissibility accordig to the procedure laid down in Articles 2, 9 and 10 of P.O. No. 1 of 1983.
For admitted complaint, acknowledgement is sent to the complainant via CMIS generated letter.
The admissible complaints are marked to the designated Investigation Officer fonatxami

and inquest. Those not admitted are returned to the complainant along with reason- for non
admittance. To dispose of complaints within the stipulated period of 60 days, the complainants
are encouraged to furnish all relevant documents along wittothelaint.

iii . Investigation. The Investigation Officer proceeds with investigation as follows:

1 Call for report from the concerned government Agency
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Receive response from the Agency
Call for rejoinder from the complainant
Conduct hearing

Carry out onsitenspection (if required)

Prepare draft findings

= =2 =4 A4 A -

Submit draft findings for approval of the Honourable Wafagi Mohtasib

The CMIS generates letters to the complainant and the Agency as well as uploads the
status of the complaint which can be seen using gliokided on the website of the Wafaqi
Mohtasib Secretariat.

iv. Final Disposal. After approval of the Honourable Federal Ombudsman, the findings is
conveyed to the complainant for information and to the Agency for information or
implementation, as the case yrze. Under the new Law of 2013, the Ombudsman is required to
settle the case and convey the findings within 60 days. Timeline for disposal of complaint is as
follows in Figure 4 and 5

1 2 3 4 5 6 7
Complaint Sent to
Registration Investigating Sentto
Officer Agency
—
for Report Report .
Received Disposal
from of
Day0 Agency Hearing Complaint Consigned
Proceedings  preparation To
Dayl Day 2-3 of Record
- Appraisal of
Draft Find
rartFindings Findings and
Day 26-30 Approval by
Ombudsman Implementation
Day 30-40
Up-to Day 45
{excluding
Holidays) Day 61-90
| |
| |
Registration Investigation Implementation

Figure4: Timeline for complaint investigation
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1 2 3 4 5 6

Complaint Sent to .
Registration |, estigating  Sentto ReportReceived
Officer Agency From Agency /
— . .
forReport/  Hearing Proceedings at
Hearing Fixed ... Disposal
Sub Division Level of
Pay0 I Complaint Consigned
” Preparation To
Day1l Day 2-3 of Record
# oo Appraisal of
Draft Findings Findings and
Day 4-14 . Approval by
Ombudsman Implementation
Day 15-17
Up-to Day 25
Days as given
| |
| |
Registration Investigation / Hearings at Sub Division Level Implementation
Figure5:  Timeline for complaintnvestigation
V. Review. If the complainant or the Agency is not satisfied with the findings, a review

petition can be filed with the Ombudsman within 30 days of the receipt of findings. The
Ombudsman is required to decide the review within 45 days ofapfcation.This process of
review petition is also merged in CMIS.

Vi. Representation. If the complainant or the Agency is not satisfied with the findings or
order passed in review, a representation to the President of Pakistan may be filed unded the 20
Law. The President is expected to decide the representation within 90 days of its filing. A retired
judge of the Supreme Court assists the President in processing the representation.

Vil. Implementation of Findings. The Ombudsman Secretariat has Impletagon Interface
on the Complaint Management Information System (CMIS). The implementable findings with

recommendation and timeline/due date for implementation are automatically uploaded on this
interface, as shown in Figure 6
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CMIS - Implementation Process

Implementable Findings

Reminder before 10 Days of Due

»

Date
Implemented
Not implemented o
Implemented
Notimplementzd o Meetings
Implemented
pregreneenrer. g Reference of Defiance to the
President
Implemented residen

Figure6: CMIST Follow up of Implenentation

vii. Defiance of Omb u d s ma nféas Agéheycfalsnton enplenzent the n s .
findings of the Ombudsman, he may either undertake Contempt of Court proceedings or report
defiance to the President of Pakistan for initiating action againgigéecy.
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6. Modernizing and Strengthening the Process of Grievance
RedressalUsing CMIS

For expeditious disposal of complaints within sixty days, Hwnourable Wafaqi
Mohtasib has enforced the timeline of sixty days given FOIR ACT 2013. For this puttp®se,
Federal Ombudsman has taken tyjoes ofspecialinitiatives for speedy redressal of complaints
both at Agency Level and Mohtasib Secretariat Léveksolve the complaints. Tée initiatives
has also strengthened and standardized the process otadmgdiressal. These initiativase

U Dynamic Linkage (Paperless Communication) between Ombudsman Office and Agency
for Complaints Registered at Mohtasib Secretariat
U Internal Complaint Redressatl Agercy Level

6.1. Dynamic Linkage (Paperless Communication) between

Ombudsman Office and Agency

As said above wery process and action on thenwplaint is computerized usinipe
effective and time tested system which automatically processes the steps taken by each section at
different stages. For this reason, stattf complaint remains updated in CMIS to meet the
timelines. Federal Ombudsman Office ensures fast track communication at both ends i.e.
Complainant and Agency his information is also available on our website for complainants.

On other side for Agencya paperless communication method has been introduced by
providing the direct linkage of agency through its interface to our CMIS. This linkage is now
providing the direct access to the Agency at four levels. The access levels are

1 Complaints at registratn

1 Under Process Complaints (at Investigation)
1 Singed- Issued Complaints
1 Complaints at Implementation

This provide the fast and paperless communication with complainant and Agency.

The Rationale and the process of paperless communication using CMIS is explained in
complaint handling system using CMIS.
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Major Paperwork Time Consuming ’ Funds Required

DYNAMIC INTERFACING

Paperless and Fast Communication with :

Provide

Through

Linkage of K-Electric
,PESCO,LESCO ,SSGCL
and SNGPL with
Ombudsman’s Online
CMIS

Provision of Interactive

and Dynamic Interface

to K-Electric,

PESCO,LESCO,SSGCL &

SNGPL in CMIS /

Speedy,

Free of Cost,

Less time consuming
&

Single desk working

FEDERAL OMBUDSMAN

Registration ‘ Get Scanned Copy of Complaint
Instantly

l

Get Notice from Interface
Upload Reply
Get List of Complaintsfor Hearing
View the Status of the complaint

SMS of Hearing to Complainant
View the Status of the complaint

Published hearing list from website

SMS of Disposal
Zm
5
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S5
5
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-

¢ 054
3 a
o
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Figure7:  Rationale of Paperless Office
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The Paperless Communication Module has installed in different major agencies agaings WMS
receiving the large number of complaints as give given below
1 K-Electric(connected 36 Sub Offices through CMIS)

LESCO Lahore (Connected 40 Sub Offices)
SSGC Karachi ( Connected 2 Regions)
SNGPL Lahore (Connected 8 Regions)
PESCO Peshawar (Connected 28 Sifice)
MEPCO Multan (8 sub Offices)

= =4 4 -4 -

Slna s s B sl S Mw

It

Sabge Kralnd V:v,-'.15,;.-,_-ge .

Ao ¥ 36508 60

f e s SUSKE o Frast cald £ P TR Bk o 6

SF St 2 P L i

~.’f—~";=ﬁ"\.‘.;’-').’.'of."'-l-ﬁ’;f.—)“'-J:’"i.;"v)j" E
Figure8: Inauguration of Dynamic interfacing at LESCO

Presentation on Paperless Office (Complaints at Mohtasib)
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FEDERAL OVIUDSMAN

Linkage of PESCO to
Complaint Management Information System (CMIS)

A step forward toward the Paperless Office

Sohail Ahmad Phatak
WAFAQI MOHTASIB (OMBUDSMAN) OF PAKISTAN

(@) BACKGROUND 5

COMPLAINTS AGAINST
PESCO IN WAFAQI MOHTASIB

Years WMS  Workload Disposal Pendency
2013- Peshawar 20,065 19,883 182
2016

DI. Khan 4,022 3821 201

Islamabad 1028 1,012 16

SWAT 162 159 3

BACKGROUND

COMPLAINTS AGAINST
PESCO IN WAFAQI MOHTASIB in Year 2016

Years load Disposal Pendency

2016 Peshawar 1256 1,074 182

DI. Khan 887 672 201
Islamabad 99 83 16
SWAT

8

BACKGROUND

Paperless and Fast Commumcauon vm‘in

Provide Through

Linkage of K-Electric
PESCO and SSGCL
with Ombudsman’s

Speedy,
Free of Cost,

$ Online CMIS
Less time consuming Provision of Interactive
& and Dynamic Interface

to K-Electric, PESCO &

Single desk working SSGCL in CMIS /
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View the Status of the complaint
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SMSof Disposal
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< Save the Cost

AWafaqi Mohtasib < Save time

10R.0s and 90 Tehsil Office |
j ** Speedy Redressal

** Technology Sharing

— YA\ . Al
@ WAFAQI MOHTASIB (OMBUDSMAN)'S SECRETARIAT & 3 fom v My & i ORWARS . =
- c— MAMAGEMENT DNFORMATION SYSTEM (MIS) O

e e <+ Focal Persons appointments for Center and Regions
K Elockic Kasaehl | - a
e Gt Mt * IT Facilitation

- ++ Get Notice etc using CMIS
b
i + Attachment of the Reply in CMIS
o
= <+ Get Finding from CMIS
Jessostn . Qlster BoATX bt

o o AN AR, — -y NOANL WK day 4 DEmNE P 5 2 &
= T i o i ++ New Scanners required for scanning

O hws BCIREWEG LK .w-xnam:ni,:é oan e ++ Training of the Staff

—-—— 000000 - 000 0
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6.2. Internal Complaint Redressal at Agency Level

The Federal Ombudsman has taken two spédihtives to resolve the complaints at
department level. The congpht may file a complaint directly to the Agenayhich should be
resolved within the stipulated time. These two initiatives are

U Instant Complaint Resolutiadechanism for Agency
U Oversea Complaint Resolution Mechanism for overseas Pakistanis

Figure9: Internal Complaint Resolution

6.2.1. Instant Complaint Resolution Mechanism ©r Agency

(Resolution within 30 Days)

There are 42 different Federal divisions and around 186 attached departments in Federal
Government, which are, comes under the definition of Agency defined in P.O. 1 of 1983. There
is always request from the agencylore ar i ng fii f Cc 0 mp lealierrva oould appr o
resol ve it dnstant Gompiaintl Resoletibondd¢hanism is also called the internal
complaint resolutio for the agencies. The purpostthis initiativeto enhancege he Agency 0 ¢
response and promptness in grievance redresgal@atn level. For this purge, all the federal
departmentsvere asked to nominate the focal person for grievance redressal along with a
specified space called complaint cell. In the compliance, the most of the federal department had
established the cortgint cell at their respective department. During the execution of this project,
it had found that most of the agencies has no such type of complaint resolution mechanism. This
sweltering situation urged us to make separate instant complaint resolutiate modCMIS,
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