






Annual Report

2019

ii

FTO Federal Tax Ombudsman Pakistan



FTO Federal Tax Ombudsman Pakistan Annual Report

2019

iii



Annual Report

2019

iv

FTO Federal Tax Ombudsman Pakistan

FTO PRESENTED ANNUAL REPORT 2018 TO 
HONORABLE PRESIDENT OF PAKISTAN
Federal Tax Ombudsman, Mr. Mushtaq Ahmad Sukhera, presented Annual Report 2018 
to Dr. Arif Alvi, the Honorable President of Pakistan, on 1st April, 2019, and apprised him 
about performance of the FTO office during 2018. 

The Honorable President appreciated the launching of Complaint Management Information 
System (CMIS), which provides paperless office environment. He admired the FTO’s 
efforts for focused SMS and email campaigns to reach out to taxpayers and developing a 
system for registration of complaints through Android mobile phones and Tablets. He also 
appreciated the video conference system of, FTO for efficient co-ordination and smooth 
functioning to eliminate time and space barriers.

The Honorable President, pointed out the rampant maladministration in the tax 
administration and comparatively low number of complaints, and stressed the need to 
launch a vigorous campaign to create awareness among the taxpayers to benefit from the 
cost free and efficient complaint redressal system of the FTO.

The Honorable President assured his full support to the institution, in the discharge of its 
duties and functions.
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WE BELIEVE AND SERVE

To investigate, diagnose, redress and rectify maladministration

of Tax Functionaries

Mandate

To promote efficient and corruption free tax system

Vision

To protect taxpayers’ rights

Mission

Integrity

Transparency

Values

Efficiency

Fairness
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FOREWORD
Institution of Federal Tax Ombudsman (FTO), was created in the year 2000, through 
“Establishment of the Office of Federal Tax Ombudsman Ordinance, 2000” to provide a 
credible system, capable of providing expeditious and cost free redressal services to the 
persons aggrieved of malpractices of Tax Functionaries. 

1. In the Annual Report 2018, we had envisioned to pursue a course of action leading 
to a clean, transparent and efficient tax administration. Our focus during 2019, 
included emphasis on the following;

• Handling of complaints efficiently;

• Own motion initiatives to improve governance in tax administration;

• Inspections of Tax Offices where complaints of persistent maladministration 
were reported;

• Outreach activities;

• Advising FBR regularly on systemic issues breeding malpractices; and

• Utilizing maximum potential of IT in prompt disposal of complaints and creation 
of paperless flow of business processes.

2. With relentless efforts, this office was able to enhance its performance during 
2019. Due to consistent outreach activities and better efficiency, greater numbers 
of complaints were received. Own Motion initiatives were also taken in a number of 
important cases. This office disposed of 2633 complaints during 2019, compared 
to 1880 during 2018. 

3. This achievement was the reflection of the trust of taxpayers on us and utmost 
dedication/hard work of our team. FTO office appreciates the efforts put up by 
its Secretary, Registrar, Advisors, staff and FBR management in facilitating the 
expeditious redressal of complainants and assures all stakeholders to perform even 
better in future.

(Mushtaq Ahmad Sukhera)

Federal Tax Ombudsman
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HISTORICAL PERSPECTIVE
The concept of Ombudsman has its traces not only in the remote past, but was also 
enshrined in the Holy Qur’an and Islamic history. Taking guidance from the teachings 
of the Holy Qur’an and Sunnah of the Holy Prophet (PBUH), Hazarat Omer Bin Khattab 
(R.A.), the second caliph of Islam, established the office of Qadi-al-Qadat, known as ‘Hisba’. 
It enjoyed complete independence and functional autonomy. During the Abbasids era 
(750-847), a complaint handling institution called “Diwan-al-Mazalim” was established. Its 
function was to examine public complaints against government officials. 

In modern history, the first Ombudsman office was established by the Swedish King Charles 
XII, who observed the merits of this institution during his exile to Turkey in 1713 A.D. In 
Pakistan, the 1973 Constitution provided for the establishment of the office of Federal 
Ombudsman, and accordingly the institution was created through the Establishment of the 
Office of Wafaqi Mohtasib (Ombudsman) Order, 1983 (President’s Order No. 1 of 1983). 

Later on, due to complexity and diversity involved in the tax related complaints, a separate 
institution of Federal Tax Ombudsman was created in year 2000.

Office of the Federal Tax Ombudsman (FTO) is a quasi-judicial forum created under the 
Establishment of Federal Tax ombudsman Ordinance (No XXXV) of 2000 dated August 
11, 2000, with the objective to provide cost free and expeditious complaint redressal 
system against unfair and arbitrary treatment of taxpayers by Tax Functionaries of the 
Revenue Division/Federal Board of Revenue.

The FTO Secretariat comprises its Headquarters at Islamabad and Regional offices at 
Karachi, Lahore, Peshawar, Faisalabad, Multan, Gujranwala and Quetta. 

Since its inception, following honourable persons served as Federal Tax Ombudsmen:

 Mr. Justice (R) Saleem Akhtar (19.09.2000 to 18.09.2004)

 Mr. Justice (R) Munir A. Sheikh (08.12.2004 to 07.12.2008)

 Dr. Muhammad Shoaib Suddle (03.06.2009 to 10.07.2013) 

 Mr. Abdur Rauf Chaudhry (10.07.2013 to 07.09.2017)

 Mr. Mushtaq Ahmad Sukhera (08.09.2017 to date)

Other Ombudsman Institutions in Pakistan include Wafaqi Mohtasib (Ombudsman), Federal 
Insurance Ombudsman, Federal Ombudsperson for Protection Against Harassment of 
Women at Workplaces, Banking Mohtasib Pakistan, Provincial Ombudsmen for Protection 
Against Harassment of Women at Workplaces; Punjab, Sindh and Balochistan, Provincial 
Mohtasibs; Punjab, Sindh, Khyber Pakhtunkhuwa and Balochistan and Ombudsman of 
Azad Jammu & Kashmir. 
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All these Ombudsman institutions collaborate their activities informally, through Forum of 
Pakistan Ombudsmen (FPO). They also have affiliation with Asian Ombudsman Association 
(AOA), International Ombudsman Institute (IOI) and Organization of Islamic Countries 
Ombudsman Association (OICOA). Present Federal Tax Ombudsman Mr. Mushtaq Ahmad 
Sukhera is the President of the Forum of Pakistan Ombudsmen.

Institution of Federal Tax Ombudsman is striving hard to meet the highest standards of 
performance in service delivery expected from it. Pages that follow, contain detailed 
account of performance and activities of this institution during 2019.



HIGHLIGHTS OF
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HIGHLIGHTS OF PERFORMANCE
Highlights of performance of the office of Federal Tax Ombudsman during 2019, with 
comparison to previous year are given as under:

Overview of the Year

Year

Complaints Own Motion 
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2018 1918 241 178 0 01 2338 1880 458
2019 2510 284 202 174 01 3171 2633 538

Complaints disposed of during and after investigation 

Year

Total 
complaints

(Fresh 
+ Carry 

forward)

Complaints disposed of

Total BalanceDuring 
investigation

After 
investigation

2018 2159 224 1651 1875 284
2019 2794 723 1688 2411 383

Complaints accepted, rejected, withdrawn

Year

Total 
complaints

 (Fresh 
+ Carry 

forward)

Accepted Rejected Withdrawn Total Balance

2018 2159 1359 300 216 1875 284
2019 2794 1854 326 231 2411 383
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Recommendations acceptance ratio

Year Complaints/cases 
disposed of

Accepted by FBR and 
Complainants

%age of 
acceptance ratio 

2018 1880 1743 92.71%
2019 2633 2473 93.92%

Recommendations challenged ratio

Year

Co
m
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nt
s/

ca
se

s 
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f Challenged in 

To
ta

l %age of 
Recommendations 

challengedReview Representation

2018 1880 64 73 137 7.29%
2019 2633 65 95 160 6.08%

Recommendations implementation ratio
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Cases requiring
implementation

Recommendations 
implemented

%age of 
Recommendations 

implemented

2018 1880 1789 1603 89.60%
2019 2633 2281 1884 82.59%

Recommendations pending for implementation at the end of the year, 
ratio
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Cases requiring
implementation

Recommendations 
pending for 

implementation

%age of pending 
implementation 

against complaints 
disposed of

2018 1880 1789 186 10.40%
2019 2633 2281 397 17.40%*

*175 cases including 09 Own Motion cases did not mature for implementation till 31.12.2019.
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Amount refunded (in Rs. Millions)

2018 6986.39
2019 5864.94

Average time taken for disposal of complaints

2018 45 days
2019 57 days

Own Motion cases

Year Fresh Carry 
forward Total Disposal Balance

2018 178 0 178 04 174
2019 202 174 376 224 152

Inspections

2018 01
2019 01

Out-reach and Awareness sessions

2018 39
2019 87

Research & Analysis work

Year Reports Budget 
Proposals

Recommendations for 
improving tax administration

2018 1 9 12
2019 2 7 25
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DETAILS OF PERFORMANCE
Throughout the year 2019, office of FTO continued its policy of self assessment and 
benchmarking with a view to improve service delivery. Details of performance of this 
office along with brief analysis is given below:

Complaints (Receipt and Disposal)
Record No. of complaints were registered and disposed of during 2019. A visible increase 
in trend is evident vide Table-1 and its graph.

TABLE-1

Year
Complaints

Total Disposal Balance
Fresh Carried 

forward

2011 1390 189 1579 1402 177
2012 1689 177 1866 1597 269
2013 1889 269 2158 1856 302
2014 1624 302 1926 1548 378
2015 1509 378 1887 1610 282
2016 1768 282 2050 1807 243
2017 1858 243 2101 1860 241
2018 1918 241 2159 1875 284
2019 2510 284 2794 2411 383

 Complaints (Receipt and Disposal)

1579 

1866 

2158 

1926 1887 
2050 2101 2159 

2794 

1402 
1597 
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1548 1610 
1807 1860 1875 

2411 
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2011 2012 2013 2014 2015 2016 2017 2018 2019

Complaints (Receipts & Disposal)  

Total Disposal
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Category-wise number and percentage of fresh complaints
Category-wise break-up of total fresh complaints with percentage is shown below in 
Table-2. It indicates that the complaints in the category of Income Tax constitute 62.94% 
which is more than all other categories of taxes put together.

TABLE-2

Category No. of Complaints %age

Income Tax 1580 62.94%

Sales Tax 639 25.46%

Customs Duty 277 11.04%

F E Duty 14 0.56%

Total 2510 100.00%

Category wise number of Complaints 

Table-3 to Table-6 below, show the types of complaints filed in the categories of Income 
Tax, Sales Tax, Federal Excise Duties and Customs Duties, during 2019.

 

639

 

277

 

14

 

Income Tax Sales Tax Customs Duty F E Duty

1580
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TABLE-3 (Income Tax)

Category No. of 
Complaints %age

Refund related complaints 1172 74.18%

Maladministration; issues in orders, service of notices etc. 225 14.24%

Unnecessary notices 58 3.67%

Others 125 7.91%

Total 1580 100.00%

TABLE-4 (Sales Tax)

Category No. of 
Complaints %age

Refund related complaints 381 59.62%

Maladministration; issues in orders, service of notices, 
registration etc. 210 32.86%

Unnecessary notices 18 2.82%

Others 30 4.69%

Total 639 100.00%

TABLE-5 (Federal Excise Duty)

Category No. of 
Complaints %age

Refund related complaints 1 7.14%

Maladministration; issues in orders, service of notices etc. 6 42.86%

Unnecessary notices 3 21.43%

Others 4 28.57%

Total 14 100.00%
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TABLE-6 (Customs Duty)

Category No. of 
Complaints %age

Refund related complaints 127 45.85%

Maladministration; smuggling and auction matters etc. 52 18.77%

Unnecessary notices 46 16.61%

Others 52 18.77%

Total 277 100.00%

Foregoing position indicates that refund related complaints are the main issue of taxpayers 
in IRS. On the Customs side, maladministration regarding anti-smuggling and auctions is 
the major issue.

Category-wise disposal of complaints
During the year under report, 2510 complaints were received and 284 carried over from 
previous year. While 203 cases were added through own motion action and 174 cases 
were carried over from previous year in the category of OM cases. Out of total of 3171 
complaints/cases, 2633 were disposed of either at initial stage of investigation or after 
completion of investigation. Category-wise break up is given in Table-7, below:

TABLE-7

Type 
of Tax

Complaints Own motion

To
ta

l 
Co

m
pl

ai
nt

s/
ca

se
s

D
is

po
sa

l

Balance
Fresh Carry 

forward Fresh Carry 
forward

I T 1580 185 26 24 1815 1565 250

S T 639 60 169 02 870 622 248
FED 14 01 0 0 15 11 04
CUS 277 38 08 148 471 435 36
Total 2510 284 203 174 3171 2633 538*

*Out of pending balance of 538 cases, 233 complaints were registered in December 2019 and 152 own motion 
cases were under process on 31.12.2019.
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Region-wise distribution of complaints/cases and disposal
Region-wise distribution of cases dealt (fresh receipts, carried forward and own motion) 
is given in the table-8 below:

TABLE-8

Region Total complaints/ 
cases Disposal Balance

Islamabad (including Abbottabad) 235 214 21
Karachi 1105 863 242
Lahore 417 366 51
Peshawar (excluding Abbottabad) 119 106 13
Quetta 278 265 13
Faisalabad 163 140 23
Multan 322 274 48
Gujranwala 532 405 127
Total 3171 2633 538
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Historical trend of Findings/Recommendations challenged
Historical trend of Representations and Review petitions filed against FTO’s 
Recommendations, since 2011 is given below in Table-9:

TABLE-9

Year Total 
Findings

No. of 
Representations 

filed

No. of 
Reviews 

filed

Total orders 
challenged %age

2011 1402 211 53 264 18.83%
2012 1597 153 66 219 13.71%
2013 1856 237 56 293 15.79%
2014 1548 167 72 239 15.44%
2015 1610 117 118 235 14.60%
2016 1807 189 103 292 16.16%
2017 1860 174 48 222 11.94%
2018 1880 73 64 137 07.29%
2019 2633 95 65 160 06.08%

Substantial decrease in percentage of Recommendations challenged indicates the 
qualitative and merit-based disposal of complaints by the FTO.

Findings/Recommendations ChallengedFindings/Recommendations Challenged

18.83%
 

13.71%

 

15.79%  15.44%  14.60% 
16.16% 

11.94% 

7.29% 
6.08%  

7.00%
5.00%

9.00%
11.00%
13.00%
15.00%
17.00%
19.00%
21.00%

2011 2012 2013 2014 2015 2016 2017 2018 2019
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Breakup of Findings/Recommendations challenged
Table-10 below, provides breakup of Representations and Review petitions filed by 
different aggrieved persons during 2018 and 2019:

TABLE-10

Applicant
Representations Review petitions Total

2018 2019 2018 2019 2018 2019

FBR 48 70 2 21 50 91
Taxpayers 25 25 62 44 87 69
Total 73 95 64 65 137 160

Acceptance/rejection ratio of Representations
Ratio of acceptance/rejection of Representations decided by Honorable President of 
Pakistan during 2018 and 2019 is given in Table-11:

TABLE-11

Representations
2018 2019

Total %age Total %age

Accepted 25 37.31% 9 12.50%

Rejected 42 62.69% 60 83.33%

Modified 0 0 1 1.39%

Withdrawn 0 0 2 2.78%

Total 67 100.00% 72 100.00%

Increase in trend of rejection of cases in the Representations decided by the Honourable 
President of Pakistan during 2019 as compared to 2018, reflects the professional 
competence, comprehensive understanding of legal domain and neutrality exercised by 
FTO in disposal of complaints.
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Acceptance/rejection ratio of Review petitions
Acceptance/rejection status of Review petitions decided during 2019 is shown below in 
Table- 12, below:

TABLE-12

Review Petitions
2018 2019

Total %age Total %age

Accepted 2 3.64% 12 19.04%
Rejected 48 87.27% 47 74.60%
Modified 1 1.82% 0 0%
Withdrawn 4 7.27% 4 6.34%

55 100.00% 63 100.00%

Higher rejection ratio of Review petitions filed by the complainants is also manifestation 
of the fact that initial Recommendations were prepared following stipulated laws and 
regulations and no lapse or irregularity was noticed during Review proceedings.

Implementation Status
Comparison of implementation status on the Recommendations of FTO during 2019, is 
given below in Table-13:

TABLE-13

Description 2018 2019

Carried forward from previous year 299 186

 Fresh implementable
Complaints 1467 2020
Representations 22 63
Review Petitions 1 12

Total Implementable Recommendations in 2019 1789 2281
Total Recommendations implemented in 2019 1603 1884
Total Recommendations pending at the end of 2019 186 397

As seen from the Table above, Recommendations in 1884 complaints were implemented 
by the FBR during 2019, compared to 1603 during 2018. It may be pointed out that 
normally a time of 45 days is allowed for implementation, while in 175 cases, time allowed 
for implementation did not mature because those were decided during the period between 
mid November and 31st December 2019.
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Refund/Duty Drawback
Intervention of FTO is greatly helpful in expediting settlement in delayed refund/duty 
drawback cases. Table-14, shows the number of refund/duty drawback cases and amount 
disbursed to the complainants during the last five years on the Recommendations of FTO.

TABLE-14

Year No. of Refunds/Duty 
Drawback Claims

Amount of Refund 
(in Rs. Millions)

2015 41 734.80
2016 366 2,672.75
2017 593 3,244.90
2018 711 6,986.39
2019 716 5864.94

Average time taken for disposal of complaints
The FTO Ordinance 2000, provides a time limit of 60 days for disposal of a complaint. 
FTO office strives to dispose of complaints in shortest possible period. Time taken for 
disposal of a complaint is counted from the date of registration of a complaint in the FTO 
office and includes the time taken:

• by the FBR and its field offices for filing of reply/comments;

• by the complainant in case of filing a rejoinder;

• referring the rejoinder to the FBR for further comments;

• proceedings, includes hearings and invistigations;

• drafting of Findings/Recommendations; and

• approval of Recommendations.

Comparative statement of average time taken for disposal of complaints is given in 
Table-15 below:

TABLE-15

Year
Average time taken for disposal of complaints

Working days Total days
2018 34 45
2019 41 57
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INSTITUTION BUILDING
AND VISION FOR 2020

Chapter 3
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INSTITUTION BUILDING AND VISION FOR 2020
Institution of Federal Tax Ombudsman was created to check the maladministration of Tax 
Functionaries. Being a complex work impinging on revenue, this institution had to develop 
a strong and robust capacity.

Following is the brief of measures taken for institution building of this office during 2019.

Information Technology (IT)
There is lot of scope in harnessing the power of IT in the working of FTO office. We have 
already achieved considerable progress in that area, which was reported in the Annual 
Report 2018.

During 2019, Auto email “generation” and “send” service was developed and integrated 
with CMIS software to send emails to communicate with the stakeholders involved in the 
process of complaint disposal. Similarly, SMS service was purchased from a mobile service 
provider and integrated with CMIS software to send SMS messages to stakeholders. As 
a result of periodic in-house software overview, CMIS software was made more user 
friendly. Disaster recovery site was upgraded.

A new mobile interactive website of FTO Secretariat is being developed by MIS section, 
with modern design and functionality. New look & feel, new menu bar, rotating images, 
comprehensive “Contact Us” list, Google map integration for our location and facility of 
translation to Urdu language were introduced. The website is in pre-launch stage under 
Quality Assurance (QA) process.

Monitoring
FTO’s Office had designed and piloted an online monitoring and Monthly Performance 
Review (MPR) system in 2018. With constant improvement during 2019, it was evolved 
into a real-time mechanism of monitoring and performance review, capable of recording 
and reporting moment-by-moment developments in the processing of complaints, and 
tracking delays to arrive at remedial measures through real time feedback to the senior 
management. The Complaint Management Information System (CMIS) also served as a 
database for providing requisite information on all desired aspects of complaint processing 
for MPR. 

First regular MPR meeting through video conferencing was held in March 2018 which 
became a regular feature during 2019. It proved to be an effective tool to monitor and 
review the monthly performance of FTO’s Head and Regional offices. Performance 
review was based on the roles and responsibilities of all the Advisors/officers of FTO 
and concerned FBR officers. It was dove-tailed with prescribed timelines and SMART 
(Specific, Measurable, Acceptable, Relevant and Time-bound) Key Performance Indicators 
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(KPIs), which were part of CMIS database. Mainly, the MPR revolved around the following 
key aspects of the complaint processing at various stages:

 ҋ Compliance of FTO’s directives given during MPR meetings regarding:

•  Status of Advisor-wise cases under investigation.

•  Status of Advisor-wise cases under implementation. 

 ҋ Status of Advisor-wise:

• Fresh institution of complaints (Target v/s Achievement).

• Complaints under investigation after due date (beyond 45 days).

• Own motion cases under investigation.

• Implementation of Recommendations .

• Outreach sessions during the month.

• Using CMIS by Advisors and focal persons of FBR.

The MPR meetings were held regularly on monthly basis. Detailed discussions on monthly 
targets and achievements were held on video link with concerned officers and results of 
proceedings were disseminated to all concerned in the shape of minutes about decisions/
directives of the FTO. With the passage of time, the MPR system was largely considered 
to be the most important mechanism evolved and institutionalized in the FTO’s office, 
proving to be very effective intervention for improvement in the performance of FTO’s 
relief providing mechanism.

Media Management
To strengthen the Public Awareness and Advocacy campaign, Federal Tax Ombudsman 
(FTO) Secretariat launched a multifaceted three-tier awareness media campaign to reach 
out to existing and prospective taxpayers. 

The activities included designing awareness campaign, curating relevant content to reach 
out to the target audience, creating contents for publication (newsletter, press release), 
social media content, webpage content etc., and monitoring and responding to target 
audience through social media and developing blogger outreach activities.

Awareness campaign consisted of different layers. Newsletter of FTO’s Office was published 
on quarterly basis and sent to government offices, Trade Bodies, Chambers of Commerce 
& Industry, Tax Bar Associations and Pakistan Missions abroad. Social networking sites, 
Email and SMS campaign were run to reach existing and potential taxpayers. In this regards, 
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the FTO Office has been regularly sending SMS messages and emails. Press releases were 
disseminated to leading newspapers and news channels to keep the stakeholders abreast 
of activities and success stories of FTO’s office. Pakistan Telecommunication Authority 
(PTA) was requested to disseminate free of cost Urdu SMS messages to all the mobile 
users of Pakistan for awareness among common people regarding mandate and services 
of FTO’s office. 

A free of cost video public service message has been planned to be broadcasted via TV 
channels with the support of PEMRA. 

As part of FTO’s Public Awareness Campaign, hanging boards were designed and placed 
at FBR’s regional and local Tax Offices as well as in the premises of Trade Bodies, Chamber 
of Commerce & Industry and Tax Bar Associations all over Pakistan. 

Own Motion notices (suo-moto action)
Considering the positive impact of investigations/Recommendations  in the own motion 
cases in the year 2018, and in order to contribute positively towards good governance, 
many new own motion investigations  were under taken during the year 2019 in mega 
scandals and systemic issues involving massive corruption and huge revenue losses.

Section 9(1) of the FTO Ordinance empowers FTO to investigate, on his own motion, 
any allegation of maladministration on the part of Revenue Division or any Tax Officials. 
Accordingly, a number of own motion cases, highly important to tax administration, 
involving systemic issues and large revenue losses were initiated. A brief on cases decided 
during 2019 is as under (details of some of such cases are given in the chapter of “Selected 
Findings and Recommendations”):

• Illegal Income Tax exemption claimed under the garb of misdeclared agriculture 
income: Tax on agricultural income falls in the purview of provinces. During an 
own motion investigation, about 6000 cases in the bracket of income over one 
million rupees were identified, in which substantial portion of income was shown 
as agricultural income, on which neither Income Tax to FBR, nor Agricultural Tax 
to the provinces was paid. On the pointation of FTO, the FBR raised demand 
notices involving huge amount of revenue. FBR was asked to develop IT based 
solution for cross checking payment of tax on agricultural income. 

• Smuggling of Iranian origin POL products: Another own motion investigation 
in 143 cases was initiated on reports of open sale of Iranian POL products 
in Balochistan by unlicensed filling stations. It revealed lack of coordination 
by Customs with other law enforcement agencies, connivance, inefficiency, 
negligence and act of omission in failure of exercise of powers by the Customs 
authorities to curb smuggling. Recommendations were sent to FBR to take action 
against illegal petrol pumps and their owners as per law. 
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• Misuse of import-cum-export facility in respect of gold and jewelry: An own 
motion cognizance revealed misuse of import-cum-export facility of gold, 
jewelry and other precious metals, where some exporters of Jewelry failed to 
remit foreign exchange amounting to billions of rupees. Customs Department 
did not take cognizance claiming jurisdictional issue. Prima facie, the scheme, 
regulated through concessionary SROs, issued by the Ministry of Commerce 
did not have any mechanism to check its misuse. Suitable Recommendations 
were sent to FBR and MOC for enforcement of law and corrective actions. 
Recommendation was also sent to FIA, to initiate criminal proceedings against 
the persons involved, in accordance with law.

• Under-realization of FED and ST from cigarette manufacturers: An own motion 
investigation into non-realization of full potential of FED and ST on cigarette 
industry was initiated and it was found out that audits had not resulted in major 
detections of tax evasion. There was no effective monitoring regime. Instructions 
for maintaining record of raw materials, production, sales and invoicing were 
scattered across rules, SROs, STGOs, which rendered, both compliance and 
audits, difficult. A number of Recommendations were sent to FBR for improved 
measures.

• Smuggling and open sale of smuggled vehicles: An own motion investigation 
was initiated against officials of FBR for neglect in discharge of duties on failure 
to check smuggling and sale of vehicles in Balochistan. It was found out that no 
action was taken against the smugglers or the individuals involved, so much so 
that the recoveries made even from showrooms, were shown to have been made 
from unknown individuals. It was also found out that Deptt used to take benefit 
of auction of smuggled vehicles to achieve revenue targets. Recommendations 
were sent to FBR to form a Task Force to check the business of NDP vehicles and 
seize/impound NDP vehicles being plied in Balochistan and regularly conduct 
raids on showrooms.

• Ghost Manufacturers: An own motion investigation was initiated regarding 
sanction of refunds to ghost entities registered as manufacturers, merely for the 
purpose of claiming refund. Those fraudulent entities, not only evaded sales tax 
in respect of imported goods, but were involved in issuance of fake invoices for 
claiming sales tax refund. As the FBR had failed to build robust system whereby 
such fake Registration could had been avoided. It was also found out that the IRIS 
based Sales Tax Registration module failed to timely incorporate the provisions 
of revised Registration Rules. Moreover, modification in the Registration module 
was carried out after nine months of the revision of Sales Tax Registration Rules, 
but evidently no exercise was carried out by the field formations to verify that 
the existing manufacturers were registered in conformity with the provisions of 
revised rules. Recommendations were sent to FBR for recovery of amounts and 
institutional & systemic reforms.
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• Bogus sales tax refunds: An own motion investigation was initiated regarding 
irregularities committed by the FBR field formations in processing and sanctioning 
of bogus sales tax refunds during the period 2011-14, as identified by the 
Directorate General I&I-IR, FBR. It was found out that despite “Red Alerts” issued 
by DG (I&I), the Deptt failed to initiate action against the person(s)/officials(s) 
involved in fake Registration and retrieval of refunds in many cases. Suitable 
Recommendations were sent to FBR to identify the officers/officials, involved 
in processing of such refunds and initiate recovery and criminal proceedings 
against the persons involved.

Inspections
Inspection/Audit is very important tool to check the malpractices and evaluate the 
performance of an office.

In order to check chronic inefficiencies and corrupt practices prevalent in the field tax 
offices, the FTO started inspection of selected offices where persistent complaints of 
poor performances were reported during the year 2018 and it continued in 2019, with 
the sole objective to promote better tax administration.

Adherence to office procedures and state of pendency or timely disposal can be promptly 
gauged through regular inspections. Although there were Directorates of Inspection 
in the hierarchy of FBR, but apparently inspection regime was not working properly. 
Therefore this office invoked powers vested in it under section 17 of the FTO Ordinance 
2000, for conducting special inspection of Tax Offices, where instances of persistent 
maladministration were reported.

Inspection of the office of Commissioner (Appeals) IR, Faisalabad
Acting upon an information about delay in issuance of Orders in Appeals, inspection of 
the office of Commissioner (Appeals) IR, Faisalabad, was carried out in terms of section 
17 of the FTO, Ordinance, 2000. To make it impartial and transparent, CIR (Appeals-III) 
Lahore, nominated by FBR, was included as a member of the Inspection team. 

It was found out that, quality of decisions apart, even for the numerical accuracy there was 
no “In-House Cross Check”, in place. No inspection was ever conducted by supervisory 
office. Results of inspection also revealed that Commissioner (Appeals) Faisalabad, had 
grossly mis-reported disposal of Income Tax and Sales Tax/FED cases from September 
2017 to December 2018 in the Monthly Performance Reports (MPRs) furnished to FBR. 
It was found out that in 945 cases (581 cases of Income Tax and 364 cases of ST/FED), 
involving huge revenue (roughly about Rs 11 billion), hearings had been completed and 
disposal was reported, but actually the Appellate Orders were not issued. In the light of 
said inspection report, FBR initiated serious review and revamping of its internal control 
system to distribute the work load of appeals; resultantly another Commissioner (Appeals) 
was posted at Faisalabad. Inspection team drew the following conclusions:
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• FBR was kept in dark through misleading MPRs;

• Commissioner (Appeals) Faisalabad, mis-reported pendency/back log, involving 
massive revenue; 

• Previously for Commissioners (Appeals) across the country, there was a 
mandatory “Monthly Disposal Register” which contained date of filing of appeal 
and date of service of Order. That register was discontinued by FBR with the 
result that currently there was no quick way to conduct any snap inspection. 
That register needed to be restored;

• The “Appeal Register” contained specific columns for “Institution of Appeal”, and 
“Date of Order”, but did not contain the column of “Date of Hearing” which 
needed to be incorporated in the said register;

• The inspection in the instant case badly exposed FBR’s weak “In-House Cross 
Check” for the reported figures/numbers. It was recommended that Members 
(Legal) FBR must conduct periodical inspections of Appellate formations of both 
Customs and IRS;

• It was found out that the present vertical reporting module needed to be 
replaced with horizontal reporting, whereby MPRs of both, the RTOs and 
Commissioners (Appeals) must be interlinked so as to assist each stakeholder 
and FBR in ascertaining status of actual filing of appeals, disposal and pendency 
at the end of each month; and

• It was found out that FBR had no mechanism to rationalize the workload 
of Commissioners (Appeals); so the need of proper benchmarking was 
recommended.

Inspection of the office of Collector (MCC) Quetta
On receipt of reports against Collector, Model Customs Collectorate (MCC) Quetta, for his 
neglect, inattention, delay, incompetence, inefficiency and ineptitude, in the administration 
or discharge of duties and responsibilities, Federal Tax Ombudsman (FTO) constituted 
an inspection team under section 17 of the Ombudsman Ordinance, 2001. To make it 
impartial and transparent, a senior customs officer, nominated by FBR, was included as 
member of the inspection team. 

A number of discrepancies were noted, some of which are listed below:

• In each Seizure Report, the persons from whom the smuggled vehicles/goods/
POL products were recovered, had been shown as unknown;

• 190 Refund/Duty drawback claims were pending for more than 90 days;
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• There were number of cases in which statutory time of two months for issuance 
of show-cause notice had expired;

• Para 7 of Customs General Order 12/2002 was not complied with, and at the 
time of approval of bid, the Collector failed to take cognizance of that glaring 
omission;

• Although the Valuation Ruling mentioned the measuring unit of cloth as kg, it 
was converted in to meters by applying self-made and unauthenticated formula, 
with probable revenue loss; and

• Officers/officials were not found suitable for the job in Auction Branch and not 
well conversant with the Auction Rules and Procedures. It was also found out 
that a stenographer was assigned the duty of Customs Officer, which was in 
violation of law. 

Following recommendations were under consideration at the end of year; to be forwarded 
next year:

• Chief Collector of Customs should conduct regular inspection and audit of sub-
ordinate office(s) in his jurisdiction; 

• Instructions to be issued by FBR to all the Collectorates, to streamline the record 
keeping of seizures, adjudications, disposals and litigations in soft and hard form, 
duly certified and inspected by senior officers periodically;

• Sufficient and trained staff to be provided to the Model Customs Collectorate 
Quetta (Appraisement), and Collectorate of Customs (Adjudication). As a short 
term measure, trained staff from other Collectorates to be posted for regular/ 
fixed tenure so as to meet the staff deficiency; 

• The statutory requirements for recording names of the offenders should be 
ensured in letter and spirit in all seizures to create an effective deterrence against 
the smuggling;

• FBR should advise all Collectorates to revamp the auction cells and implement 
the auction rules in letter and spirit. New auctioneers should be appointed after 
every five years to discourage the auction mafia;

• Assessment and auction of vehicles should be made according to the provisions 
of para-7 of CGO 12/2002. A committee of appraisers/ principal appraisers 
headed by Assistant/ Deputy Collector (Auction) to be constituted to ensure 
proper assessment/valuation of the vehicles and goods;

• The vehicles and goods ripe for disposal, should be widely publicized through 
electronic and print media and FBR website to ensure wide participation and 
healthy competition amongst bidders.
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• The Investigation and Prosecution Sections of the field formations should be 
strengthened with induction of additional workforce and proper training be 
imparted to the concerned staff to enhance their professional capacity. A separate 
Directorate General of Investigation and Prosecution be also considered in line 
with the separation of operational and investigation functions of Police;

• Computerized mechanism for listing auto-sanctioning and transfer of rebate on 
real time basis be considered in consultation with State Bank of Pakistan;

• Collector and other officers/ officials of Adjudication be posted at Quetta on 
urgent basis and trained staff to be posted from other stations to ensure timely 
and quality adjudication of the cases; and 

• Suitable changes in the auction rules be considered to discourage the professional 
bidders and to share their data/ information with the concerned formation of 
Inland Revenue on regular basis for developing their tax profile/payments made 
and sources of funding.

Regular Advisory notes to FBR on systemic issues
During 2019, this office identified a number of areas requiring attention for improvement 
in tax administration and forwarded recommendations either as stand-alone advice or 
part of formal Findings and Recommendations to FBR. Details are given in next chapter.

Outreach programs
Enhanced emphasis was laid on disseminating information about functions and services 
of FTO and the simple procedure involved in redressal of grievances of taxpayers through 
more vigorous outreach programs .Details are given in the relevant Chapter.

Way forward and vision for 2020
A lot of progress was made in various areas as stated above. But, yet we have further goals; 
to evolve this Institution as a more credible service delivery organization. To that end, we 
will continue to pursue a course of action leading to a clean, transparent and efficient tax 
administration through improving our own systems as well as by Recommendations to 
FBR, and taking action against maladministration in Revenue Division/FBR under the FTO 
Ordinance 2000.
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INTERACTION WITH FEDERAL BOARD OF 
REVENUE AND BEYOND
Traditionally, the office of FTO used to deal with complaints of maladministration by 
functionaries of FBR for redressal of grievances of aggrieved persons. Since 2018, we 
under took to broaden the scope of activities through own motion initiatives, inspections 
and research work for advising FBR to attend the systemic issues for institutional reforms. 
During 2019, FTO office continued identifying areas requiring attention of FBR, and 
forwarded recommendations either as standalone advice or part of formal Findings and 
Recommendations to FBR. Some of those proposals were also sent to Advisor, to the 
Prime Minister for Finance and the then Minister of State for Revenue. Those included, 
though not limited to the following:

HR strategy 
A number of recommendations covering areas including Training, Accountability, 
Incentivised Promotions and Transfers Policy etc were sent to FBR. Recommendations 
were made for need-based training to cater for updated professional knowledge and skills, 
as well as service oriented attitude of Tax Collectors. Evolving Key Performance Indicators 
(KPIs) for functionaries, need of integrity check and linking those parameters to posting, 
promotion, training abroad, reward and punishment were recommended. Need for across-
the-board internal accountability on maladministration was emphasized.

Trust building to expand the enrollment
Simplification of procedures and evolving SOPs/Check lists in the shape of circulars was 
suggested for transparency and trust building to expand the enrolment of new taxpayers. 
It was recommended that instructions/circulars be compiled in the shape of booklets 
containing guidelines/procedures and made available to taxpayers and on the web site of 
FBR.

Revival of Inspections 
Periodic spot Inspections were most effective tools to assess the state of affairs including 
maladministration, delay and inefficiencies etc in the offices. It was recommended that 
inspections regime of subordinate/field offices by senior officers and Directorates of 
Inspections be made functional and more effective.

IT Automation and Integration
Customs and IRS have valuable database but limited integration. It was recommended 
that FBR should improve integration of its IT systems for full sharing and exchange of 
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data. Moreover the FBR should also develop interface between its database viz a viz 
database of large service providers.

Scanners for non-intrusive inspection 
In order to minimize the chances of mis-declaration or smuggling on the Customs side, 
installing scanners on the exit gates of ports was recommended to add an additional layer 
of non-intrusive check in the process of clearance of imported goods.

Monitoring 
Tax evasion was a universal problem. Provisions of monitoring or tracking by electronic 
or other means have been provided in the Sales Tax Act, 1990. It was advised that FBR 
should develop the requisite capability of remote hosting for monitoring of activities of 
registered persons as required under the law. 

Simplification of contents and filing of Income Tax Returns 
A major problem in filing of Income Tax Returns was its complexity, language barrier and 
mode of filing, especially for small taxpayers. This office recommended the need for 
simplification of Returns in consultation with small taxpayers and making available the 
option of filing the Returns in Urdu. Similarly an option to file the Returns manually was 
also recommended with facility of uploading scanned images and punching of data by the 
functionaries of the respective circles.

Desk and sectoral Audits 
To supplement audit with scrutiny of transactions and activities mentioned in Returns of 
filers in desk audit was emphasized. Apart from the real estate sector; retail, whole sale 
and transport sectors were also recommended to be focused by defining parameters 
for their volumes of business and subjecting them to tax in a transparent manner. To 
discourage tax avoidance by specific industries, special sectoral audits of major industries 
like auto industry, sugar, cement, tiles & sanitary ware and edible oil with standard SOP’s 
for audit was recommended.

Segregation of targets for Withholding and Return based Tax 
Presently, major portion of Income Tax was realized through indirect means. It was advised 
that while a transition to purely Return based tax would take some time, at least the targets 
for indirect mode and Return based mode of collection be segregated and performance of 
Tax Officers should be judged on the basis of collection through real assessments.
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Streamlining the process of Refund claims 
Apart from arbitrary rejection of refund claims without following the due process of law, 
majority of the public grievances pertained to non-processing, late processing or delay in 
grant of refund claims. It was recommended to adopt more proactive approach for speedy 
disposal of refunds and adherence to time lines prescribed for disposal of claims. It was 
also advised to prescribe timelines through legislation, where such limits did not exist. 

Tax withholding Regime for transfer of immoveable properties 
Some shortcomings were detected in the law relating to Advance Tax and CVT (to the 
extent of ICT) on sale or transfer of immovable property. Definition of “person” responsible 
for registering, recording or attesting transfers from local authority, housing authority, 
housing society, cooperative society and Registrar of properties was found insufficient 
as it did not cover internal transfer of properties. Recommendation was sent to FBR for 
expansion in the definition to cover missing links in the law.

Filing of Income Tax Returns by employees of government and 
autonomous bodies 
In order to encourage increase in filing of Returns by employees of government and 
autonomous bodies, it was recommended that FBR to approach the concerned Authorities/
Establishment Division to issue instructions to heads of government Departments, 
autonomous bodies and large scale public sector organizations for obtaining certificate of 
filing of Returns by their employees falling in the tax net, at the end of last date of filing of 
Returns, and link their promotions/increments to filing of Returns.

It was also suggested to devise mechanism in consultation with SECP to ensure that 
business entities registered with SECP, who were non-filers, must file Income Tax Returns 
regularly.

Recommendation was also sent to the FBR that instead of extending the last date for 
filing of Returns, late filing be allowed with certain penalty per month or any part of it, as 
it would be a more revenue-pro measure.
It was also recommended that proper assistance to the Return filers be provided through 
establishment of facilitation centres at convenient places.

Malpractices in Sales Tax Registration 
Some systemic issues of malpractice in tax administration regarding suspicious and 
fraudulent Registration of ghost entities was identified. The issues were analyzed; causes 
highlighted and appropriate recommendations sent to FBR.

It was recommended that in order to combat menace of dummy/benami commercial 
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imports, physical verification of all major commercial importers, especially the non-
corporate entities should be conducted. Stringent check at the time of Registration as 
Commercial Importer, also needed to be put in place.

Tax Functionaries and taxpayers
In a meeting of Advisory Committee, much was said on the point of arbitrariness in 
decisions, using audit as tool of bargain, neglect and delay to attend the refund applications 
and objectionable behavior of Tax Functionaries towards taxpayers (that happens when 
the Tax Functionaries delayed the matters and the taxpayers were compelled to call on 
them for pursuing their case). It was also complained that in-service employees of FBR in 
the field formations were running the consultancy business in taxation matters, resulting 
in conflict of interest. Those observation were conveyed to FBR.

Need for Proactive anti-smuggling efforts
Based on investigation in an own motion case about prevalence of business of Non Duty 
Paid (NDP) vehicles in Baluchistan, Recommendations with suitable guidelines were sent 
to the FBR for proactive anti-smuggling efforts.

Under-invoicing
In terms of valuation of imported goods and under-invoicing, the issue was raised through 
a budget proposal for increasing pitch of penalty, in case of non availability of invoice in 
the container of import consignment. 

Reports on analysis of complaints disposed of by FTO, during 
January to March and April to June, 2019 
Two studies were carried out to analyse and diagnose the problems in tax administration, 
observed in the investigation of complaints disposed of by the FTO during January to 
March 2019 and April to June, 2019. Reports along with appropriate recommendations 
were sent to FBR.

Taxpayer’s Bill of Rights 
In order to protect the rights of taxpayers and reduce trust deficit between FBR and 
taxpayers, a proposal along with detailed recommendations, to legislate “Tax Payers Bill of 
Rights”, sent earlier to FBR, was reminded again.

Environmental concerns
During the visit of FTO to Pakistan International Container Terminal (PICT) Karachi in 
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January, 2018, the FTO observed that about 800 unclaimed containers of hazardous plastic 
waste were lying un-cleared on the port. Therefore, in the national interest, a proposal 
was sent to Ministry of Commerce for disposal of lying waste and putting conditions/
restrictions on further dumping of hazardous plastic waste through unidentified imports. 
Issue was constantly perused during 2019, resultantly FBR disposed off 599 containers in 
consultation with Sindh Environmental Protection Agency (SEPA). Further work on policy 
was in progress in Ministry of Commerce, Ministry of Climate Change and FBR.

Budget proposals sent to FBR
Based on the experience from day to day work and recommendations of the Advisors 
and Advisory Committees, a number of Budget proposals were sent to the FBR. Some of 
those proposals were as follow:

• Introducing a regime of gradual increase in penalty for repeated contraventions 
on importers, for not placing the invoice in the containers;

• Modifying the scheme of tax exemption available to formerly FATA /PATA areas 
of KPK, to be made applicable on the basis of business activity in that area, 
instead of business activity of domicile holder of those areas; 

• Widening the scope of definition of “persons” responsible to collect advance 
/adjustable tax and CVT (to the extent of ICT) to cover all internal transfers 
of property, which were either not placed before the Registrar of properties 
or reported to the concerned Tax Offices, or transfer fee charged by the 
management was not declared to tax authorities;

• Providing mechanism for immediate disabling of the Registration in electronic 
system, pending final de-registration, as soon as the application for de-registration 
was received from a Registered Person;

• Providing time limit in Federal Excise law for issuance of Show Cause Notice on 
seizure of counterfeit cigarettes or beverage and conveyance carrying the seized 
goods; and

• Powers of Appellate authorities did not include jurisdiction over order of blacklisting 
issued under section 21 of the Sales Tax Act, 1990. It was recommended that the 
order of blacklisting should also be made an appealable order. Moreover, since 
the law prescribed that in case show cause notice was not issued within seven 
days of the order of suspension of Registration, the said order of suspension shall 
become void ab-initio. Therefore, it was recommended that the Commissioner 
should issue the formal orders of revocation of suspension if the show cause 
notice was not issued within the prescribed time;
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Improvement in tax administration
• Improvement in tax administration was witnessed on a number of issues, in line 

with advice/recommendations of FTO. Noteworthy actions/measures taken by 
FBR are listed below:

• FBR started developing next version of WeBOC, by the name of WeBOC-Glo to 
eliminate manual processes to ensure maximum transparency;

• Three new Non Intrusive Inspection (NII) containers scanning terminals were 
commissioned at the East and West Wharf of Karachi Port and Bin Qasim Port 
in October 2019;

• Separate Preventive Collectorates were established in Karachi, Peshawar and 
Quetta through legislation in Finance Bill 2019, and joint anti-smuggling support 
mechanism was established with all Law Enforcement Agencies;

• Timeline for refund of earnest/bid money was prescribed under SRO 450(I)/2001; 

• Federal Board of Revenue (FBR) introduced a new system for alternative dispute 
resolution in Jan 2019 to resolve over 31,000 pending cases in various legal 
forums;

• Finance Bill 2019 contained specific proposals whereby connivance of State 
functionaries was declared as criminal activity; 

• FBR started developing a National Single Window for trade to integrate 
regulatory functions of all 37 trade regulatory bodies at a single ICT platform, 
bring down cost of doing business, and help eliminate misuse of Authorizations/ 
NOCs/Exemption Certificates;

• A new version of Risk Management System of WeBOC using latest techniques 
of Business Intelligence Tools was deployed in 2019;

• A letter was written by FBR to Secretaries of various Divisions and Heads of 
autonomous bodies for circulating the instructions to each and every individual 
serving in the Ministry, Division, Attached Departments, Subordinate Offices, 
Corporations, Semi/autonomous organizations etc. under their administrative 
control to file their Returns of income without fail; 

• Plan of a panel audit of Sugar industry was announced to improve tax compliance 
and ensure transparency in reporting mechanism;

• Work on special measures was planned for recovery of Sales Tax dues, from 
sugar mills, in the season;
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• Process of formation of joint committees of representatives of traders and FBR 
for registration of traders, dispute resolution and other functions was announced;

• In order to facilitate exporters and increase competitiveness of country’s exports 
in the international market, the FBR simplified and automated various export 
facilitation regimes. The processing of application, imports, exports, and all 
related functions were made available online. Updated English and Urdu versions 
were also provided on FBR’s website;

• A committee of three Director Generals of Pakistan Customs Service was 
constituted by FBR to study the prevailing valuation system and suggest 
improvement therein; 

• Customs Valuation Rules for import valuation were made available on FBR’s 
website to promote transparency and ease of doing business;

• 2nd Edition of portal ‘IRIS Maloomat’ to assist people and businesses in filing 
their Income Tax Returns for Tax Year 2019 was launched; and

• Instructions were issued to officers, employees and staff of all formations of FBR 
not to interact with businessmen through personal visits, telephone calls, cell 
phone messages or emails, except in cases where duly authorised.
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FTO’S ENGAGEMENTS WITH 
IMPORTANT STAKEHOLDERS

Chapter 5
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FTO’S ENGAGEMENTS WITH IMPORTANT 
STAKEHOLDERS
Federal Tax Ombudsman participated in a number of outreach activities during 2019. 
Following is the synopsis of a few of such activities, undertaken by the FTO, himself.

Federal Tax Ombudsman’s meeting with Karachi Tax Bar 
Association (KTBA) on 8th April, 2019
Federal Tax Ombudsman held a meeting with Karachi Tax Bar Association (KTBA) in the 
regional office Karachi on 8th April, 2019.

The audience was informed about recent efforts to dispose of the complaints expeditiously 
within shortest possible time and addressing the systemic issues of maladministration.

The President KTBA applauded the efforts of the FTO Office to increase trust of the 
taxpayers in the institution. However, he also mentioned that the trust deficit between FBR 
and the taxpayers could not be narrowed if FBR failed to stops harassing the taxpayers.

Federal Tax Ombudsman visited Peshawar on 16.04.2019
Federal Tax Ombudsman held a meeting in the Regional office, Peshawar, with Peshawar Tax 
Bar Association on 16.04.2019 and heard their problems and proposals for improvement 
in tax administration.

On the same day, Federal Tax Ombudsman visited Sarhad Chamber of Commerce & 
Industries Peshawar, and apprised the audience about the role of FTO institution in 
combating the maladministration in the Federal Tax Departments. He also stressed that 
timely payment of taxes was a national duty of every citizen.

The Participants expressed their gratitude to FTO for his visit and lauded the FTO 
organization in providing quick relief to the taxpayers against maladministration of Tax 
Functionaries through impartial, fair and cost free mechanism. FTO assured them that his 
institution would further improve service delivery to redress the grievances of taxpayers. 

Meeting of FTO with Lahore Tax Bar Association and Pakistan 
Tax Bar Council on 05.12.2019
A meeting was held by the FTO with Lahore Tax Bar Association and Pakistan Tax Bar Council on 
05.12.2019, in the Regional office, Lahore. 

Participants highlighted the issues faced by their Bar members and taxpayers, and 
welcomed the assurance of FTO in resolving their problems. FTO informed the participants 
about Findings/Recommendations made to the FBR from time to time for improvement in 
system and facilitations of the taxpayers. 
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Visit of FTO to the office of Pakistan Apparel Forum (PAF) on 
26.12.2019 
Federal Tax Ombudsman along with Advisors of the Regional office Karachi visited office 
of the Pakistan Apparel Forum (PAF) Karachi. In his welcome address, the Chairman PAF, 
highly appreciated role of FTO Office in redressing grievances of the taxpayers. He also 
pointed out certain impediments in the issuance of sales tax refund and delay in revision of 
sales tax Returns under section 26 of the Sales Tax Act, 1990. Concerns were also raised 
about non implementation of FASTER System launched by FBR vide SRO 918(I)/2019 
dated 07.08.2019. 

FTO appreciated role of the PAF in generating employment and earning foreign exchange 
for the country. Sharing their concerns, he invited their delegation for another meeting 
with his Advisors to formulate proposals for redressal of their problems. FTO also explained 
the role of his office in diagnosing, investigating, redressing and rectifying injustice done 
to aggrieved persons by the Tax Functionaries. He informed that in his tenure, special 
focus was given to ensure implementation of the FTO findings.

Advisory Committees
Unlike the past precedent of one Advisory Committee, Federal Tax Ombudsman formed 
three Regional Advisory Committees for maximum participation and more lucid discussions 
on problems in the regional context. Primary purpose of Advisory Committees was to 
create a pool of experts for sharing their perspective on taxation and FBR related issues.

1.      Advisory Committee (Hqrs)
Meeting of Advisory Committee (Headquarters) of Federal Tax Ombudsman was 
held on 16th October, 2019 in the conference room of Federal Tax Ombudsman 
Secretariat (Hqrs) Islamabad. It was attended by the team of FTO and several 
members of the Committee.

Federal Tax Ombudsman welcomed the participants and briefly apprised them about 
the purpose of meeting. Thereafter the Advisor (Research) gave a brief presentation 
about the mandate and performance of FTO office. At critical junctures FTO made 
interjections to elaborate points under discussion.

Floor was then opened for seeking proposals/suggestions on the issues relating 
to maladministration and improvement in the functioning of FBR. A number of 
issues were discussed and suggestions made for improvement in the system of tax 
administration, which were sent to FBR as minutes of meeting. Following were the 
salient features:
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i.       Refunds 
Refund issue was found out to be most hard-hitting problem of the taxpayers. 
Most of the discussion revolved around the following:

• Refund amount should not be withheld after two stages of initial appeals in 
favour of taxpayer. Even if the Department opts for reference before the High 
Court;

• Online system for tracking of refund by claimants be put in place by FBR;

• System of adjustment of refund in the next Return be devised to get rid of the 
chronic issue of delayed refund;

• The refund payment system ought to be dove-tailed with magnitude of amount 
as 70-75 percent of refunds fell in the category of up to Rs.100,000/= only, and 
needed automated settlement; and

• Compensation for delayed refunds be ensured as delay has its own cost.

ii.     Assessments
Arbitrary, coercive and malafide assessments was another hard-hitting area for 
taxpayers. According to participants, it was the root cause of all subsequent tax 
maladministration and victimization of business community. They complained that 
there was no accountability for such malpractices and there was dire need of quality 
assessments made by Assessing officers.

iii.    Coercive recoveries from bank accounts
Participants showed great distress about attachment of bank accounts and coercive 
recoveries. They suggested that attachments of A/Cs should be affected only after 
Tribunal’s decision.

iv.   Tax Payers’ Bill of Rights
Participants complained about the maltreatment and harassment, meted out to 
small business holders by Tax Functionaries. FTO told the participants that not only 
their quest for Tax Payers’ Bill of Rights was already taken up with FBR, but this 
office had even sent the outlines of the genuine rights to be incorporated in the 
said Bill of Rights.

v.      Demanding tax in advance and harassment
It was complained that advance tax notices caused harassment and following issues 
were highlighted:
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• An audit of many taxpayers’ accounts would reveal substantial amounts as 
“receivables” comprising mostly of the tax demanded and paid in advance by 
them. It was proposed by the participants that annual tax collection figure 
needed to be analysed in totality i.e. after taking into account, the figures of 
refunds, advances and contingent receivable etc.

• Directorate General of I&I conducted raids and filed FIR on unbridled discretion. 
FBR should take cognizance of such adverse actions. 

vi.     Very short time given for compliance of notices
It was complained that before the year end, very short time was given in the notices 
for demand or audit. Year 2019 was also no exception as such notices were issued 
during the months of May and June.

vii.    PRAL
Some concerns were also voiced about the functioning of PRAL, mainly as under:

• The system has plethora of database, but needed better horizontal integration 
to share the data of one stream of Tax for the need of other stream of Tax; and

• It also needed audit and diagnoses as the system seemed to be manipulatable 
from back end.

viii.  HR and general policies
Much was said on the point of arbitrariness in decisions, using audit as tool of bargain, 
neglect and delay to attend the refund applications and objectionable behavior of 
Tax Functionaries towards taxpayers. They stressed upon making recommendation 
to FBR for ensuring merit based postings in the field.

It was also complained that in-service employees of FBR posted in the field 
formations, were running the back-door consultancy business in taxation matters, 
resulting in conflict of interest and loss of revenue.

2.     Advisory Committee (Central Region)
In order to discuss improvement in tax procedures/administration with the 
stakeholders, meeting of Central Advisory Committee was held in the Regional 
office, Lahore, on 30.12.2019. Participants offered a number of suggestions, some 
of which were as follows:

• Notices should be issued with bar codes and coercive methods of tax recovery 
without following legal procedure should be stopped;



FTO Federal Tax Ombudsman Pakistan Annual Report

2019

39

• Refunds of sales tax should be issued expeditiously as delay effected the exports 
negatively;

• Deliberate delay in implementation of FTO Recommendations should be dealt 
strictly as per law;

• FBR should develop R & D system for identifying facilitative approach in tax 
matters;

• Exercise of Own Motion powers of the FTO should continue for strengthening 
the taxation system;

• CIR (Appeals) should be under ministry of law & Justice;

• Revengeful actions taken by FBR functionaries against complainants, who opted 
to approach office of the FTO, should be stopped effectively; and

• Present system of recruitment, training, compensation, performance evaluation, 
promotion, and accountability in the FBR should be improved.

3.     Advisory Committee (South)
Meeting of the Advisory Committee (South) was held on 31.12.2019 at the Regional 
office, Karachi. Participants offered a number of suggestions, some of which were 
as follows:

• Alternate Dispute Resolution Mechanism (ADRM) should be under the ambit of 
FTO;

• Behaviour of Tax Officials towards importers was highly objectionable; and

• After the examination of goods imported through Gwadar port to Karachi, 
Importers faced different types of checking by the different agencies on the way 
to Karachi. It was proposed that once the container was cleared, a seal should be 
affixed at the port and no interference should be allowed on the way to disturb 
the importers unnecessarily.
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FORUM OF PAKISTAN OMBUDSMEN AND 
INTERNATIONAL OMBUDSMAN ASSOCIATION’S 
ACTIVITIES

FORUM OF PAKISTAN OMBUDSMEN
The Forum of Pakistan Ombudsmen (FPO) was established on April 16, 2011 as a non-
governmental, apolitical, independent and professional forum for Ombudsmen in Pakistan. 
The Forum was established to improve coordination, promote capacity building of the 
Institutions of Ombudsmen and to reach out to Ombudsmen of foreign countries.

Mr. Mushtaq Ahmad Sukhera, Federal Tax Ombudsman is the President of the Forum. 

Activities of Forum of Pakistan Ombudsmen (FPO) during the 
year
Following meetings of FPO took place during 2019:

• 21st meeting of FPO was held on 8th April 2019, at Karachi, which was chaired 
by the President of the Forum, Mr. Mushtaq Ahmad Sukhera, Federal Tax 
Ombudsman;

• 22nd Meeting of FPO was held on 21st June 2019, at Murree, which was chaired by 
the Wafaqi Mohtasib, Mr. Tahir Shahbaz; and

• 23rd Meeting of FPO was held on 6th September 2019 at Nathia Gali, which was 
chaired by the Wafaqi Mohtasib, Mr. Tahir Shahbaz.

A number of issues were discussed during those meetings and appropriate decisions made 
on a wide range of subjects as follows: 

Election Strategy for Boards of Directors of AOA and OICOA 

Deliberations were held on the issue of Voting Rights to 12 institutions of Pakistan, who 
had been the Founding members of the Association. 

Since all the Ombudsman institutions in Pakistan have separate laws/acts and independent 
jurisdictions with financial and administrative autonomy, and all of them happened to be 
the Founding members, no justification or a cogent reason to deprive any of them of the 
Voting Rights was found. 

In the 23rd meeting, members were apprised about clarification that position of Secretary 
General would be held by one of the Pakistan’s Ombudsman Institutions, designated by 
FPO, ex-officio, and election would be held for remaining positions of the Board of OICOA, 
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wherein Pakistan would not contest for any other post; however, all its twelve Institutions 
would have right to vote. As a strategy for seeking support of Turkey on various matters 
related to AOA and OICOA, its Chief Ombudsman was offered Pakistan’s support if he 
agreed to contest election for the president of OICOA; which was informally accepted by 
his Secretary General.

Working of Ombudsman institutions

In the 21st meeting, it was agreed that this Forum (FPO) should be used to enhance 
cooperation among the member institutions in sharing, not only the experiences, but also 
the logistics support. 

Material for e-Newsletter of AOA

Members were apprised on the fortnightly issuance of e-Newsletter by the AOA Secretariat 
on regular basis which was getting popularity among the member (foreign) institutions.

Misc

Members were also apprised on the position of accumulated funds of OICOA and FPO. 

INTERNATIONAL OMBUDSMAN ASSOCIATION
The International Ombudsman Association (IOA) is a member-led, professional association 
committed to support organizational ombuds worldwide. The IOA annual conferences 
served as the premier venue to promote ombuds awareness, increase individual knowledge, 
and enhance professional skills.

2nd Istanbul International Ombudsman Conference
2nd Istanbul International Ombudsman Conference took place on 18-19 November 
2019 under the EU-funded project “Technical Assistance for Empowerment of the Role 
of Ombudsman in the Protection and Promotion of Human Rights”.

The Conference on the main theme “Principles of Good Administration & Ombudsman” 
brought together around 150 participants from 57 countries of different continents, 
representing various national and international Ombudsman Institutions as well as National 
Human Rights Institutions/Centres. 

Starting with the official opening ceremony by the President of the Republic of Turkey 
H.E. Mr. Recep Tayyip Erdoğan, the 2 day-long conference was held under 4 sessions. 
During those sessions, good administration principles from transparency to accountability, 
kindness to equality, non-discrimination to fairness, protection of privacy to responsiveness 
were discussed. Moreover, to what extent, those Principles play a significant role for the 
Ombudsmen as well as for the Human Rights Institutions, were put on the table with 
different country perspectives both in theory and practice. Through the presentations, it 
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was emphasized that it was important to support good administration principles, which 
further strengthen the rule of law, and that the Ombudsmen should work hard to ensure 
the implementation of those Principles.

The Conference provided a unique opportunity to exchange experience, learn international 
and global best practices regarding the role of Ombudsman and consolidate cooperation 
with a view to protect and promote the human rights.

That interaction provided great opportunities to share the knowledge, experience and 
aspirations among the fellow Ombudsman institutions.
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ENGAGMENTS OF FEDERAL TAX OMBUDSMAN
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AWARENESS SESSIONS BY THE ADVISORS



FTO Federal Tax Ombudsman Pakistan Annual Report

2019

47



OUTREACH AND AWARENESS 
ACTIVITIES OF ADVISORS

Chapter 7



FTO Federal Tax Ombudsman Pakistan Annual Report

2019

49

OUTREACH AND AWARENESS ACTIVITIES OF 
ADVISORS
During 2019, FTO’s team of Advisers intensified the outreach and awareness campaign. 
Instances of interaction between FTO’s institution and members of Chambers of Commerce 
and Industry, Traders’ Associations, and Tax Bar Associations etc were increased. A total 
of eighty seven (87) sessions were conducted during 2019 compared to thirty nine (39) 
sessions during 2018. Some of the sessions were attended by more than one advisor to 
interact on all categories of taxes under one roof.

Following are highlights of outreach activities undertaken by Advisors during 2019. 

Head Office, Islamabad
Twelve (12) meetings/sessions were attended by Mr. Aftab Ahmed and Mr. Tariq Ahad 
Nawaz, Advisors in Hqrs office, in connection with outreach and awareness activities:

1. Meeting with Islamabad Chamber of Small Traders and Small Industries on 22.02.2019 
and 21.10.2019.

2. Meeting with Chairman Amson Vaccines & Pharma Pvt. Ltd, Sihala, on 28.03.2019.

3. Meeting with members of Pakistan Poultry Association Islamabad on 24.04.2019.

4. Meeting with former Senior President Pak-Afghan Joint Chamber of Commerce & 
Industry, Peshawar, on 24.09.2019. 

5. Meeting with members of Pakistan Vanaspati manufacturers Association Islamabad, 
on 21.10.2019.

6. Meeting with members of Hajj Organizers Association Islamabad on 24.10.2019.

7. Meeting with Sarhad CC&I, Peshawar, on 06.11.2019.

8. Meeting with members of Anjuman-e-Tajran, Islamabad, on 08.11.2019

9. Meeting with Member of Rawalpindi Income Tax Bar Association on 20.11.2019.

10. Meeting with members of Businessmen Associations, Satellite Town, Rawalpindi on 
30.11.2011.

11. Meeting with Customs Clearing Agents, Peshawar, on 11.12.2019. 

Peshawar
Seventeen (17) meetings/sessions were attended by Mr. Abdul Wadood Khan, Advisor 
Incharge Regional office, Peshawar, in connection with outreach and awareness activities:

12. Meeting with members of Peshawar Tax Bar Association on 12.02.2019.
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13. Meeting with members of Sarhad CC&I on 14.02.2019.

14. Meeting with members of Markazi Tanzeem Anjuman-e-Tajran, Peshawar on 14.03.2019.

15. Meeting with different Trade Bodies at Kohat, on 26.03.2019.

16. Meeting with members of Kohat Tax Bar Association, on 26.03.2019.

17. Meeting with different Trade Bodies at Bannu, on 27.03.2019.

18. Meeting with members of Bannu Tax Bar Association, on 27.03.2019.

19. Meeting with different Trade Bodies/D.I Tax Bar Association at Dera Ismail Khan, on 
28.03.2019.

20. Meeting of FTO with SCC&I Peshawar, on 16.04.2019.

21. Meeting with members of Nowshera Tanzeem-e-Tajran on 02.10.2019.

22. Meeting with members of Mardan CC&I, on 08.10.2019.

23. Meeting with members of Mardan Small Traders and Small Industry, on 8.10.2019.

24. Meeting with members of Sarhad Chambers of Commerce and Industry on 06.11.2019.

25. Meeting with Charsadda Tanzeem-e-Anjuman-tajran on 07.11.2019.

26. Meeting with members of Industrialist’s Association Peshawar on 27.11.2019.

27. Meeting with Custom Clearing Agents Peshawar on 11.12.2019.

28. Meeting with Faculty of University of Peshawar on 17.12.2019.

Regional Office, Lahore
Following twenty (20) meetings/sessions were attended by Mr. Mian Munawar Ghafoor 
and Mr. Khawaja Umar Mehdi, Advisors, Regional office, Lahore, in connection with 
outreach and awareness activities:

29. Meeting with Trade Bodies and Union of Tax Bar Association at Mandi Bahauddin on 
20.02.2019.

30. Meeting with Trade Bodies and Union of Tax Bar Association at Khushab/ Joharabad 
on 21.02.2019.

31. Meeting with Trade Bodies and Union of Tax Bar Association at Bhakkar on 22.02.2019.

32. Meeting with members of Central Advisory Committee at FTO Regional office, Lahore, 
on 26.02.2019.

33. Meeting with members of Trade Bodies of District Nankana Sahab on 21.03.2019.

34. Meeting with members of Tax Consultant Practitioners and member of Professional 
Accounting Bodies (PIPFA, ICAP and ICMAP) on 22.03.2019.
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35. Meeting with members of Sheikhupura CC&I on 16.04.2019.

36. Meeting with Tax Consultants/Practitioners and members of Professional Accounting 
Body on 25.04.2019.

37. Meeting with office bearers and members of Traders Federation at Kasur on 
25.04.2019.

38. Meeting with office bearers and members of Bar Association, Ferozwala District 
Sheikhupura, on 12.06.2019.

39. Meeting with members of Customs Clearing Agents Lahore, on 26.06.2019.

40. Meeting with members of Sheikhupura CC&I on 29.10.2019.

41. Meeting with REDA, DHA Lahore on 26.06.2019.

42. Meeting with members of Customs Clearing Agent Association, Lahore, on 31.10.2019.

43. Meeting with office bearers and members of Lahore CC&I on 25.11.2019.

44. Meeting with Chief Commissioner, CRTO, RTO-II and LTU, Lahore, on 28.11.2019.

45. Meeting with office Bearers and members of FPCCI, Lahore, on 03.12.2019.

46. Meeting with members of Lahore Tax Bar Association/Pakistan Bar Council, Lahore, 
on 05.12.2019.

47. Meeting with members of ITP’s and Chartered Accountants, Lahore, on 12.12.2019.

48. Meeting with members of Central Advisory Committee, Lahore on 30.12.2019.

Regional Office, Faisalabad
Ten (10) meetings/sessions were attended by Mr. Tauqeer Akbar, Advisor Incharge Regional 
office, Faisalabad, in connection with outreach and awareness activities:

49. Meeting with Faisalabad Tax Bar Association on 25.02.2019.

50. Meeting with members of Faisalabad Chamber of Small Traders and Industry on 
26.03.2019.

51. Meeting with members of All Pakistan Textile Mills Association on 24.04.2019.

52. Meeting with members of Sargodha Tax Bar Association, on 29.04.2019.

53. Meeting with members of Real Estate Dealers Association, DHA Lahore, on 
28.06.2019.

54. Meeting with members of All Pakistan Sizing Industries Association Faisalabad, on 
20.08.2019.

55. Meeting with members of Anjuman-e-Tajran, Tandianwala, on 16.10.2019.
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56. Meeting with members of Anjuman-e-Tajran, Samundri, on 16.10.2019

57. Meeting with Faisalabad Dyes and Chemical Merchants Association, on 18.11.2019.

58. Meeting with Anjuman-e-Tajran Chak Jhumra, Faisalabad, on 18.12.2019.

Regional Office, Gujranwala
Three (3) meetings/sessions were attended by Mr. Abd ur Rehman Dogar, Advisor Incharge 
Regional office, Gujranwala in connection with outreach and awareness activities:

59. Meeting with members of Narowal Tax Bar Association and various Tax Bodies, on 
25.02.2019.

60. Meeting with members of Kharian Tax Bar Association and various Tax Bodies, on 
26.02.2019.

61. Meeting with members of Daska Tax Bar Association & Tax Bodies, on 29.04.2019.

Regional Office, Multan
Mr. Saleem Raza Asif, Advisor Incharge Regional office, Multan, attended ten (10) meetings/
sessions in connection with outreach and awareness activities:

62. Meeting with office bearers of Regional Tax Bar Association Bahawalpur, on 
18.01.2019.

63. Meeting with members of Multan CC&I Rahim Yar Khan, on 11.02.2019.

64. Meeting with Tax Bar Association, Rahim Yar Khan, on 12.02.2019.

65. Meeting with Traders of Grain Market, Multan, on 10.04.2019.

66. Meeting with office bearers of Regional Tax Bar Association, Bahawalpur, on 
18.04.2019.

67. Meeting with Steel Merchants, Nishat Road, Multan, on 20.08.2019.

68. Meeting with faculty members and Administrative staff of Ghazi University Dera 
Ghazi Khan, on 22.10.2019.

69. Meeting with faculty members of MNS University of Agriculture, Multan, on 
23.10.2019.

70. Meeting with faculty members of University of Education Multan, on 13.11.2019.

71. Meeting with faculty members of Govt. Emerson College Multan, on 27.11.2019.

Regional Office, Karachi 
Mr. Shahid Ahmad, Mr. Manzoor Hussain Kureshi and Syed Ayaz Mahmood, Advisors 
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Regional office, Karachi, attended twenty (20) meetings/sessions in connection with 
outreach and awareness activities:

72. Visit to North Karachi Association of Trade & Industry on 16.01.2019.

73. Visit to Shaheed Benazir CC&I Nawab Shah, on 14.01.2019.

74. Meeting with CC&I Hayderabad, on 04.02.2019.

75. Visit to Federal B Area Association of Trade & Industry Karachi, on 26.02.2019.

76. Meeting with members of Hyderabad Chamber of Small Trader and Small Industry, 
on 11.03.2019.

77. Meeting with members of Pakistan Apparel Forum Karachi, on 14.03.2019.

78. Meeting with members of Sukkur Chamber of Small Traders & Small Industry, on 
25.03.2019.

79. Meeting with office bearers of Karachi Tax Bar Association, on 08.04.2019.

80. Meeting with members of Pakistan Leather Garments Manufacturers and Exporters 
Association Karachi, on 02.05.2019.

81. Meeting with members of Pakistan Bedwear Exporters Association, on 21.05.2019.

82. Meeting with members of Pakistan Knitwear & Sweater Exporters Association Karachi, 
on 27.06.2019.

83. Meeting with members of Hyderabad Tax Bar Association, on 26.08.2019.

84. Meeting with office bearers of Overseas Investors CC&I (OICCI) on 16.10.2019 at 
Regional office, Karachi. 

85. Meeting with members of All Pakistan Customs Agents Association, Karachi, on 
01.11.2019.

86. Meeting with office bearers of Union of small & Medium Enterprises, Karachi, on 
10.12.2019.

87. Meeting with members of Larkana Tax Bar Association, on 02.10.2019.

88. Meeting with members of Larkana CC&I, on 07.10.2019.

89. Meeting with members of Pakistan Pharmaceutical Manufacturers Association 
Karachi, on 05.12.2019.

90. Meeting with chairman and members of Taxation Committee of Karachi CC&I, on 
09.12.2019.

91. Meeting with Patron-in-Chief & members of Leather Garments Manufacturers and 
Exporters Association Karachi, on 31.12.2019.
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Regional Office, Quetta
Mr. Justice (R) Muhammad Nadir Khan, Advisors Incharge Regional office Quetta, attended 
three (3) meetings/sessions in connection with outreach and awareness activities:

92. Meeting with members of Lasbella CC&I, Quetta, on 17.01.2019.

93. Meeting with members of Balochistan Tax Bar Association, on 27.03.2019.

94. Meeting with members of Chaman CC&I, on 09.04.2019.
During those sessions, information, leaflets, brochures and hand-outs, highlighting mandate 
and services of the FTO office were distributed/disseminated among the participants. 
They were apprised of the opportunities provided by the office of FTO to all the taxpayers 
for raising their concerns and redressal of their grievances. 

Important areas of maladministration and exclusions from the jurisdiction of FTO forum 
were also explained to the participants. They were encouraged to identify the specific 
instances of maladministration, so that not only remedial action could be taken in the 
matter, but also action be taken against the delinquents.

Recommendations of FTO to FBR also reflected the insight gained through those programs.

Most pressing issues echoed in those sessions fell in the following categories, and were 
referred to FBR from time to time for necessary action and improvement:

• Inaction or delays on applications of refunds;

• Prolonged and repeated hearings and notices with delays in finalizing assessments 
and other actions;

• Incompetence led actions, which were not consistent to prescribed procedures;

• Indifferent and non-cooperative attitude towards the problems of taxpayers;

• Harassment of taxpayers, if they filed a complaint with FTO;

• Repeated demand of documents already submitted with Refund claims;

• Need for simplification of procedures and Returns; and

• Problems and delays in Registration, De-registration and Blacklisting.

Advisors also emphasized that the State could not be run without taxes; therefore there 
was a need to expand the tax net. However, improvement in tax system was also required. 
They invited the audience to approach FTO office for redressal of their genuine grievances 
stemming from excesses of the Tax Officials.

A great zeal of interest was always witnessed among participants, because the idea of free 
of cost and speedy justice was new to many of them. They sincerely appreciated those 
sessions and showed confidence in the institution of FTO.
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SELECTED FINDINGS AND 
RECOMMENDATIONS
Complaint redressal mechanism of FTO provides relief to the public and existing/
prospective taxpayers, aggrieved from maladministration of Tax officials. FTO Ordinance 
also empowers FTO to take own motion cognizance of maladministration. An account 
of a few Findings/Recommendations issued during 2019, is given below for the benefit/
guidance of public/taxpayers and FBR officials.

Own Motion No. 0002/OM/2018
Dated: 23.01.2018 HQs, Islamabad

An Own Motion investigation was initiated on general complaints that the Revenue 
Division/FBR and its field formations were not realizing full potential of Federal Excise 
Duty and Sales Tax, from majority of cigarette manufacturers, either by failing to conduct 
proper audit of those units or ensuring accountal of production of those units in their 
official record by using monitoring provisions of sections 45 and 45A of the Federal Excise 
Act, 2005 read with sections 40B and 40C of the Sales Tax Act, 1990.

Investigation in effectiveness of monitoring and audit provisions of relevant laws for 
collection of government revenues revealed that audits had not resulted in major tax 
detections. Therefore cases for normal audit of manufacturing units needed to be selected 
by the FBR and its field formations after desk audit of data of those units in the form of 
periodic Returns and statements prescribed by it (FBR) under various tax laws/rules.

Moreover, despite the provision of snap monitoring of production of the cigarette units, 
under section 40B of the Sales Tax Act, 1990 read with section 45 of Federal Excise 
Act, 2005 since 2016-17, revenue from cigarette sector has considerably declined. The 
negative trend appeared to be triggered by the following:

a. Departmental action under section 40B of ST Act, 1990, read with section 45 of 
FED Act, 2005, had been diluted to mere physical presence of FBR staff at the 
manufacturing premises of the small cigarette manufacturers, without access to the 
record of production, sale of goods and stock position. 

b. Posting of FBR officials at manufacturing premises without checking their integrity 
and competence, went counter to the interest of revenue. In some cases, it practically 
amounted to certification/stamping the evasion. 

c. Even the monitoring regime was confined to the small KPK cigarette manufacturing 
units. Large units run by multinationals were not covered under the said regime.

d. In order to provide electronic monitoring and tracking in both the Sales Tax Act, 
1990, and Federal Excise Act, 2005, new sections 40C and 45A were inserted, 
respectively vide Finance Act, 2013. Unfortunately, after lapse of more than five 
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years, those provisions remained dormant and electronic monitoring system was 
yet to see the light of day. 

e. Instructions for maintaining record of raw materials, production, sales and invoicing 
were scattered across rules, SROs, STGOs, which rendered both compliance and 
audits, difficult.

3. In view of supra, FBR was recommended to:-

(i)  introduce electronic record keeping and real time data exchange 
between manufacturers of Cigarettes and FBR formations till 
electronic monitoring, tracking and tracing system is operationalized;

(ii)  develop a special, focused and across the board monitoring and 
enforcement regime for high revenue yielding sectors like cigarette, 
cement, sugar, beverages and fertilizers. In these major sectors rules 
for record keeping of raw material, production, storage, compliance 
and monitoring be re-aligned with classic mode of Central Excise, 
and implemented in IT based system;

(iii)  form a dedicated enforcement IT team focused on evasion in tobacco/
cigarettes and other evasion prone sectors; entrusted with suitable 
powers to intervene across the jurisdiction, promptly;

(iv)  extend the procedure prescribed for monitoring Green Leaf Threshing 
(GLT) units under rules notified vide SRO 1149(i)2018 dated 
18.09.2018 to cigarettes manufacturers as well;

(v)  license for introducing electronic monitoring, tracking and tracing 
system in respect of Tobacco products in terms of SRO 250(1)/2019 
dated 26-02-2019 has recently been issued to National Radio 
Telecommunication Corporation (NRTC). Close liaison should be 
maintained with NRTC for placing the requisite system at all relevant 
Units expeditiously;

(vi)  prescribe standard operating procedures for the staff posted to 
manufacturing units under Section 40(b) of the ST Act, and Section 
45 of the FE Act, 2005;

(vii)  assign higher weightage to integrity and competence in defining 
parameters for selection of staff to be posted to manufacturing units 
under Section 40(b) of the Sales Tax Act and 45 of the Federal Excise 
Act 2005 and define performance indicators for monitoring their 
performance;

(viii) consolidate rules, SROs prescribing procedures and general orders 
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to ensure transparency and facilitation of registered persons in 
compliance;

(ix)  take effective enforcement measures including: coordinated profiling 
of smugglers, targeting of routes, warehouses and transport of 
smuggled cigarettes to check the smuggling of cigarettes from abroad 
and in the guise of local manufacturing;

(x)  request the AJK Government to adopt similar electronic system for 
record keeping and exchange of data as would be developed by FBR;

(xi)  sign MOU with AJK Government to work out a mutually agreed 
procedure for cigarettes manufactured in AJK including live electronic 
exchange of clearance data of the consignments destined to the tariff 
areas of Pakistan so as to ensure that only duty paid cigarettes enter 
areas of Pakistan. 

Own Motion No. 0004/OM/2018
Dated: 15.02.2018 R.O. Quetta

An Own Motion investigation was initiated to investigate on the complaints against show 
rooms, dealing in Non Customs Paid (NCP) smuggled vehicles on main roads of Quetta 
and further smuggling to other parts of the country.

During the investigation, data provided by MCC Quetta and Directorate of Intelligence 
showed that 871 vehicles valuing approximately Rs. 900 million and 969 vehicles valuing 
about Rs.1,000 million were seized in Balochistan during 2017-18 and first six months of 
2018-19 respectively. That was sign of a steep increase in seizures during just six months 
of 2018-19 against the baseline of whole 2017-18, indicating that influx of NDP vehicles 
was increasing due to lack of deterrence, as no action was taken against the smugglers 
or the individuals involved, which was encouraging smuggling and illegal business of NDP 
vehicles. It was also observed that in all cases, the accused were stated to be unknown; so 
much so, that the recoveries made from showrooms were also shown to have been made 
from unknown individuals. The reports submitted by the Deptt highlighting the revenue 
collected from auction of seized NDP vehicles indicated that the Deptt was encouraging 
the illegal business of vehicles smuggling. The senior hierarchy shut its eyes and let the 
illegal business flourish in the garb of revenue collection to meet the targets. 

All stake holders including MCC Quetta, MCC Gwadar, Dte Gen of I&I, Police, FC, and 
other LEAs including Chief Secretary and Secretary, Home and Tribal Affairs Department 
were consulted. It was found out that the local administration had offered full cooperation 
for raids on showrooms and snap checking. But the Deptt remained dormant, indicating 
that the Customs officials collusively did not want to take legal action against the smugglers 
and owners of the showrooms for ulterior motive. Thus, failure in exercise of powers 



FTO Federal Tax Ombudsman Pakistan Annual Report

2019

59

for corrupt motives, inefficiency, inattention and neglect in the discharge of duties was 
evident.

Providing protection to offenders also reflected ineptitude in the discharge of duties 
and responsibilities by the officers/officials of the Deptt, falling within the ambit of 
maladministration, as defined under section 2(3)(i)(d)&(ii) of the FTO Ordinance.

Accordingly, it was Recommended to FBR to direct Chief Collector (Enforcement) Quetta 
to form Task Force,

(i)  for action against smuggling of NDP vehicles;

(ii)  to seize/impound NDP vehicles being plied in Balochistan; and

(iii)  regularly conduct raids on showrooms.

(iv)  examine seizure reports made from Jan-2018 and onward and take 
appropriate disciplinary action against officers/officials, where 
violation of law as recorded in the forgoing paras had been committed; 

(v) to ensure that all seizures in future be made complying legal 
requirements, including criminal prosecution against the persons/
owners of the show rooms from whom the NDP are recovered as 
provided for in the Customs Act, 1969 read with the Prevention of 
Smuggling Act, 1977.

The Department filed Representation before the Honourable President of Pakistan, which 
was rejected in the following terms:

 “It is worth mentioning that by taking up the matter in suo 
moto jurisdiction the learned FTO did not commit any wrong, 
rather the action is recommendatory, suggestive of reforms for 
the improvement of system and workability. It is meant to curb 
the menace of tax evasion and wrong doings. The tax !revenue 
collection functionaries of the state should take necessary steps to 
implement such recommendations wholeheartedly to improve its 
functioning and augment revenue collection. The implementation 
of the reformatory recommendations and efforts in that directions 
can yield positive results. There is no justification made out to upset 
the recommendations of the learned FTO, nor there is any ground for 
interference with the aforementioned directions.”

 Accordingly, Hon’ble President had been pleased to (a) reject the 
instant Representation of the Collector Customs, MCC Quetta and to 
(b) uphold the impugned recommendations of the learned FTO.
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OWN MOTION NO.0008/2018 
Dated: 09.03.2018 R.O. Karachi

An own motion investigation of systemic maladministration was initiated, based on a 
news item published in the Daily Dawn dated 4th March 2018, regarding ghost entities 
registered as manufacturers with fictitious addresses, for the purpose of tax evasion by 
claiming benefit of SRO 1125(I)/2011 dated 31.12.2011. Those fraudulent entities not 
only evaded Sales Tax, in respect of imported fabrics but were also involved in issuance 
of fake invoices for claiming Sales Tax refund as the FBR had failed to build robust system 
whereby such fake registration could had been avoided. Once those fraudsters were 
registered as ‘manufacturers’ by the Local Registration Office of the RTO concerned, 
the benefit of SRO 1125(I)/2011 dated 31.12.2011 was extended by the Customs 
Department at the time of import on the basis of profile available on FBR’s website. The 
Risk associated in the registration of ‘manufacturer’ by the Inland Revenue (IR) appeared 
to be flawed.

During investigation it was found out that the review of Sales Tax Registration Rules 
and risk score weightage assigned to the risk parameters employed in the registration 
process led to misuse of ‘manufacturer’ status by registered persons for the purpose of 
tax evasion. It was also found that the IRIS based Sales Tax Registration module failed 
to timely incorporate the provisions of revised Registration Rules. The requisite changes 
in IRIS were incorporated after nine months of issuance of SRO 227 (I)/2016 dated 
21st March, 2016 thereby providing opportunity to the unscrupulous elements to take 
advantage of the weaknesses in the registration procedure of the Sales Tax Department. 
Moreover, although the modification in the registration module was carried out after 
nine months of the revision of Sales Tax Registration Rules, but evidently no exercise 
was carried out by the field formations to verify that the existing manufacturers were 
registered in conformity with the provisions of revised rules. 

Scrutiny of the registration profile of M/S ARAN MART INTERNATIONAL revealed that 
it was initially registered as importer/exporter/service provider, but added ‘manufacture’ 
activity after Sales Tax Registration Rules, were revised on 30th June, 2015, and imported 
fabrics including shirting and suiting fabrics, polyester printed fabric, viscose shirting fabric 
and woven dyed printed cotton premium lawn fabric worth Rs.1.272 billion during the 
period December 2015 to February 2017 under SRO 1125(I)/2011 dated 31.12.2011. 
During the course of time, FBR provided list of units registered as ‘manufacturers’ without 
physical verification and before incorporation of risk engine in IRIS on 30.09.2018, with 
directions to field formations to conduct physical verification of manufacturing status and 
premises in all such cases. The RTO-II, Karachi carried out physical verification but the 
said registered person was not found available at the registered address. Commissioner-
IR, Zone-II, RTO-II, Karachi suspended his Sales Tax Registration (STR) on 26.01.2017 
and uploaded the suspension order on the system on the same day. After uploading 
of suspension order on FBR system i.e. from 26.10.2017, goods imported should not 
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have been cleared by Customs authorities. But the Customs authorities allowed imports 
valuing Rs.119.46 million even after suspension of STR. The field formations had failed 
to exercise due vigil, physical verification of premises and biometric verification. For that 
laxity, the Registered Person (RP) after enjoying unlawful benefit was not traceable. 

In another case registration of a Registered person (RP), initially Registered as manufacturer, 
importer and exporter of textile goods on 20.10.1994, was suspended on 20.10.2017 
on the charge of tax fraud and misuse of benefit allowed by SRO 1125(I)/2011. The 
registration was however, restored on 13.12.2017 in compliance of Hon’ble High Court 
of Sindh Order dated 07.12.2017 in CP No.D-8007/2017.

During the period from July 2015 to June 2016, the RP M/S VENUS & CO. imported 
fabrics of Rs.738.458 million whereas sales/ supplies were shown at Rs. 623.637 million, 
out of which supplies of Rs. 577.649 million (i.e. 92.62% of total supplies) were made to 
blacklisted units. After amendment in SRO 1125(I)/2011 vide SRO 584(I)/2011 dated 
01.07.2017, the RP imported finished fabrics including shirting and suiting fabric and 
polyester printed fabric worth of Rs. 409.988 million as ‘manufacturer’ at zero percent 
Sales Tax but no manufacturing process of finished fabrics was carried out and the same 
was declared to be sold to other registered manufacturers. The Deptt carried out inquiry 
of the buyers and found out that no payment was made by the said buyers on subsequent 
stage, despite the fact that the RP was required to charge and pay Sales Tax on supply of 
finished fabrics. A Show Cause Notice dated 18.05.2018 was issued and an amount of 
Rs.32.799 million on account of sales tax and Rs.8.700 million as further tax was adjudged 
to be payable vide Order No.195/2018 dated 06.08.2018. However the fact remained 
that the concerned field formations failed to monitor their transactions and took belated 
action for short levied government dues.

Following Recommendations were made:

A. Case Specific Recommendations:

(i)  FBR to direct the Directorate General (I&I)-IR to:

a. conduct detailed investigation to find out real owners of M/s 
Aran Mart International by interalia utilizing information 
available in customs clearance documents and instruments 
used for payment of import duties and taxes; 

b. recover the amount of illegal concessions availed by M/s. Aran 
Mart International under the law/rules;  

c. ascertain IR staff responsible for approving “manufacturer 
status” of M/s Aran Mart International either through collusion 
or failure to take precautionary measures for protection of 
government revenue for taking disciplinary action under E & 
D Rules and for recovery under the law/rules; and 
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d. initiate criminal proceedings against the owners of M/s. 
Aran Mart International  along with those delinquent 
tax functionaries who deliberately and with ulterior motive 
connived to approve the ‘manufacturer’ status of M/s. Aran 
Mart International.

(ii) direct the Chief Commissioner-IR, Corporate RTO Karachi to recover 
from M/s. Venus & Co sales tax amounting to Rs.32.799 million 
and further tax of Rs.8.700 million assessed by the Deptt vide order 
No.195/2018 dated 06.08.2018;

(iii)  direct the Directorate of I&I (Customs) to investigate and fix 
responsibility of clearance of imports after suspension of STR of the 
M/s. Aran Mart International. 

 B. Institutional & Systemic Reforms:

 FBR to:

(i)  develop a comprehensive risk management framework in the working 
of IRIS based Sales Tax Registration Rules and revisit the approved 
risk engine and scores to mitigate the possibility of any misuse of 
“manufacturer status” by the registered persons;

(ii)  arrange audit of all ‘manufacturers’ who availed the benefit of SRO 
1125(I)/2011 to find out whether “manufacturer status” was granted 
after fulfilment of requisite conditions and in cases of irregular 
approvals of “manufacturer status” fix responsibility on the dealing 
staff for proceedings under E&D Rules and take necessary measures 
under law/rules for recovery of losses caused to government revenues;

(iii) direct PRAL and Directorate of Reforms and Automation (Customs) to 
develop and implement system/software for live data synchronization 
with WeBOC regarding sales tax registration to ensure that blacklisted 
and suspended RPs are not able to import and get undue benefit of 
SRO 1125(I)/2011; and 

(iv) to direct all Commissioners to conduct half yearly physical verification 
of all units registered in their jurisdiction as ‘manufacturer’ to verify 
existence of manufacturing facility of all such units. 

OWN MOTION NO.0011/OM/2018  
Dated: 19.10.2018 R.O. Karachi

An own motion investigation of systemic maladministration, was initiated, based on a news 
item published in the Daily Dawn dated 11th June, 2018 regarding misuse of import-cum-
export facility in respect of gold, jewellery and other precious metals at various Customs 
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Stations, where some exporters of Jewellery failed to remit foreign exchange and Customs 
Deptt did not take cognizance in the matter due to jurisdictional issue. Prima facie, the 
FBR did not put in place institutional mechanism to stop abuse of scheme regulated 
through concessionary SROs issued by the Ministry of Commerce.

The import or export of precious metals, gemstones and jewellery made up of precious 
metals, gemstones was allowed under Entrustment Scheme and Self consignment Scheme, 
which are described below:

Entrustment Scheme

That scheme provided for export of jewellery against imported gold supplied as partial 
advance payment by the foreign buyer to be used in the manufacture of jewellery to be 
exported. The exporter was required to export eligible and authorized items within 120 
days from the date of import. 

Self consignment Scheme

Under Self consignment Scheme export of gold jewellery was to be made from locally 
procured gold and gemstones and sale proceeds were required to be realized in foreign 
exchange within 120 days from the date of export through normal banking channels.

During the investigation, following irregularities were observed: 

(i) No export of gold jewellery against imported gold: 22 cases of 10 
importers/exporters involving Rs. 1.360 billion;

(ii) Export of gold jewellery against Fake Form-E: 349 cases of 5 
importers/exporters involving Rs. 23.656 billion;

(iii) Non-realization of Export Proceeds: 778 cases of 25 importers/
exporters involving Rs. 18.232 billion; and 

(iv) Failure to export gold jewellery against imported gold: 58 cases of 3 
importers/exporters involving Rs. 6.694 billion. 

The above information revealed the misuse of import-cum-export facility during the 
period July 2011 to June 2014 and resultantly the incentive scheme instead of earning 
foreign exchange became source for draining out reserves of gold and other precious 
metals from the country. 

The data provided by the State Bank of Pakistan (SBP) regarding realization against 
exports of precious metals, jewellery and gemstones as reported by commercial banks 
under International Transactions Reporting System indicated that there was gap between 
the value of imports and value of exports and lack of data synchronization relating to data 
provided by Trade Development Authority of Pakistan (TDAP) and SBP, as TDAP failed to 
put in place any mechanism of monitoring and reporting exports and imports taking place 
under SRO 760(I)/2013 dated 02.09.2013. In the absence of authentic and complete data 
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of import and exports under the said SRO, no meaningful analysis could be carried out. 
It was, therefore, imperative that the Ministry of Commerce might consider conducting 
impact analysis of the incentive scheme as provided under the Import and Export of Gold, 
Gold Jewellery and Gemstones Order, 2001 and Import and Export of Precious Metals 
Jewellery and Gemstones Order, 2013.

Similarly some weaknesses were noticed in the scheme notified vide SRO 760(I)2013 
dated 02.09.2013, which needed to be revisited to provide for a performance based 
quota scheme for import of gold, authentication of passbook entries by TDAP, only if all 
timelines were being met, including realization of foreign exchange of previous exports 
and clearly spelled out penal clauses for defaulters, along with reporting mechanism to 
the concerned adjudicating authority. 

It was also found out that Failure of the Dept’l officer(s) to take timely action under section 
156(1) and (14A) of the Customs Act, 1969 read with Export Control Act, 1950, and 
failure to exercise due precaution in the discharge of their duties and responsibilities 
resulting in massive loss of revenue to the national exchequer, was a sheer negligence, 
ineptitude, incompetence and inefficiency, which was tantamount to maladministration.

It was Recommended that:  

   (a) FBR to:

(i)  direct the Chief Collectors (North), (Central), and (Enforcement) South 
to initiate departmental enquiry to ascertain the Officers/Officials 
and take disciplinary action against those found involved in illegal/
inadmissible imports/exports in violation of SRO 266(I)/2001 and 
SRO 760(I)/2013;

(ii)  ask the Collectors concerned to initiate recovery proceedings in 
accordance with law to recover the adjudged amount;

(iii)  request Ministry of Commerce to constitute a committee comprising 
of representatives from SBP, FBR and TDAP to review SRO 
760(I)2013 dated 02.09.2013 and proposed amendments to plug in 
the loopholes in the procedure to obviate chances of misuse /abuse 
in future; and

 (b) The Ministry of Commerce to:-

(i)  get a study conducted to measure impact analysis of the incentive 
scheme as provided for under the Import and Export of Gold, Gold 
Jewellery and Gemstones Order, 2001 and Import and Export of 
Precious Metals Jewellery and Gemstones Order, 2013;
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(ii)  examine the proposal to prescribe bank guarantee against import 
value of precious metal instead of one percent cash margin and make 
necessary amendment in the Import and Export of Precious Metals 
Jewellery and Gemstones Order, 2013 notified vide SRO 760(I)/2013 
dated 02.09.2013;

(c) The Director General FIA to conduct inquiry against all concerned 
Departments/Agencies and initiate criminal proceedings against 
those found involved, in accordance with law.

The Department filed Representation before the Honourable President of Pakistan, which 
was rejected in the following terms:

 “It has been observed that by taking up the matter in suo moto 
jurisdiction the learned FTO did not commit any wrong, rather the step 
is laudable, suggestive of reforms and improvements of the system 
and workability. It is meant to curb the menace of tax evasion and 
wrong doings. The tax /revenue collection functionaries of the state 
should take necessary steps to implement such recommendations 
wholeheartedly to improve its functioning and revenue collection. 
It appears that certain steps are underway to implement the 
reformatory recommendations and efforts in the directions can 
yield positive results. There is no justification made out to upset the 
recommendations of the learned FTO, nor there is any ground for 
interference with the aforementioned directions.

 Accordingly, Hon’ble President has been pleased to reject the 
representations of the FBR-Agency with the observations Para 19 
above.”

Own Motion 0156/2018 to 0179/OM/2018  
142 own motion investigations were initiated against connivance, inefficiency, negligence 
and acts of omission involving failure of exercise of powers for corrupt motives, by officials 
of FBR/Customs Department regarding open sale of smuggled Iranian Petroleum Products 
through unlicensed filling stations with sign boards. In all of the above mentioned own 
motion investigations, common question of law and facts were involved, hence those 
were disposed of by a single consolidated order.

In response to the statutory notice, Collector MCC Quetta submitted that the Collectorate 
has chalked out a plan for closure of such petrol pumps and had assigned the task to the 
concerned staff. It was also informed that the Collectorate had also requested the Deputy 
Inspector General, Frontier Corps Balochistan (North), the Deputy Inspector General of 
Police (Operations), Balochistan Police, Quetta Range and the Commissioner, Quetta 
Division, for necessary assistance in closure of said petrol pumps.
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The comments submitted by the Deptt reflected that the factum of establishment of 
illegal petrol pumps and sale of smuggled petroleum products on those petrol pumps was 
not denied. Rather the same was admitted as the Deptt sought 45 days to shut-down 
the illegal petrol pumps. However, no justification was advanced for failure to initiate 
action before taking of cognizance by this forum, against illegal petrol pumps involved 
in the business of smuggled petroleum products. That reflected inefficiency, negligence, 
connivance and act of omission involving failure of exercise of powers for corrupt motives 
by the Dept’l officials, encouraging illegal business of smuggled petroleum products, which 
was tantamount to maladministration.

Accordingly it was Recommended that:

   FBR to:

(i)  direct the Collector, MCC, Quetta to take action against illegal petrol 
pumps involved in the business of smuggled petroleum products and 
shut-down the same;

(ii)  initiate legal proceedings against the owners of the illegal petrol 
pumps as per law; and

(iii)  to take appropriate measures to eliminate possibility of establishment 
of illegal petrol pumps for the sale of smuggled petroleum products in 
future.

Own Motion No. 0046/OM/2019  
Dated: 08.03.2019 R.O. Karachi

A number of own motion investigations, including above were initiated to investigate 
irregularities committed by the FBR field formations in processing and sanctioning of bogus 
Sales Tax refunds during the period 2011-14, as identified by the Directorate General 
I&I-IR, FBR. “Red Alerts” in such cases were issued to the field formations concerned, 
but neither any action was initiated against the fake claimants and their connivers in the 
Deptt, who were involved in bogus registration, processing and sanctioning of fraudulent 
refunds and issuance of refund cheques, nor any action was proposed against the related 
officers/officials of bank branches concerned and PRAL management.

Back ground of the cases was that a country wide investigation against issuance of bogus 
refunds was carried out by the Directorate General I&I-IR FBR. After painstaking exercise, 
the I&I-IR unearthed dubious cases, where fake RPs registered with the connivance of 
the staff claimed refunds on the basis of fake and flying vouchers and in many cases 
got away with fraudulent refunds. Unfortunately, the Deptt did not realize the gravity of 
the situation and except blacklisting the status of the Registered Person (RPs), no effort 
appeared to had been made for retrieving loss of revenue. The Deptt also did not make 
any effort to unearth the culprits from within and out side, as to who were involved and 
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connived in the Sales Tax Registration of the fake RPs. Obviously, the registration and 
issuance of refunds, was not a simple task but a team work, involving not only the main 
beneficiaries, but also having connivers in the Deptt and bank officials, who opened the 
bank accounts through which refund cheques were drawn. 

With minor variations of details from case to case, the broad picture that emerged showed 
that:

(i)  Registered Persons (RPs) claimed refunds on inputs declaring 
purchases from fake Units;

(ii)  Fake and flying invoices were used for claiming input tax refunds;

(iii)  In some cases output tax was charged by suppliers on the basis of fake 
imports as confirmed by the Customs Authorities;

(iv)  In some cases Input tax was claimed on purchase of goods having 
no relevance to the RP’s business activity; and

(v)  In some cases ratio of refund to sales was abnormally high.

RPs made supplies to unregistered or black listed persons at Zero rate whereas, according 
to SRO 283 dated 1.04.2011, the unit was required to deposit sales tax @ 5%. Red Alert 
issued by the Directorate General I&I-IR FBR contained the following recommendations:

(i)  The legitimacy of refund of the units be scrutinized in the light of 
above observations, and any other facts available with the office. 
The statutory proceedings be initiated against the unit for claiming 
bogus refund, if deemed fit; and

(ii)  Proceedings for recovery of illegal refund, aggregating to Rs 5.458 million, 
already issued in the light of above findings, be initiated.

Gist of comments of the Department, with some variation on case to case basis, revolved 
around the following:

(i)  Although the unit was black listed but due to change of Jurisdiction, 
while transferring the RP’s case record, the defunct RTOs did not 
send copy of the Red Alert letter; and 

(ii)  Refunds claimed by RPs had not been issued and till to date or its 
status is blacklisted.

Thus in most of the cases, the officers of the Department had tried to absolve themselves 
from the responsibility by simply stating that Red Alert letter was not in the record received 
from the defunct RTOs. Their deliberate silence regarding failure to retrieve huge loss of 
revenue and not initiating action against the culprits was very strange. 



Annual Report

2019

68

FTO Federal Tax Ombudsman Pakistan

Those were evidently the cases of gross maladministration where, except blacklisting the 
RP, the Deptt had failed to initiate proceedings for retrieval of bogus refunds amounting to 
millions of rupees. The culprits who were involved in registering the fake RP and issuance 
of refund cheques were also not taken to task. Sadly, even after taking this cognizance, 
the Deptt seemed not or disinterested to take any action in that regard. It also sounded 
strange that the Directorate General I&I-R FBR, and its field offices, who after conducting 
such laudable effort of detecting fraudulent activities, issued letters of Red Alerts to the 
field formations, but did not pursue the matter to its fruition. 

It was found out that failure of the Deptt to initiate action against the person (s)/officials(s) 
involved in the registration of fake RP and retrieval of refunded amount, already issued 
prior to issuance of Red Alert, was tantamount to maladministration in terms of section 
2(3)(i)(d) and (ii) of the FTO Ordinance.

Following Recommendations were issued:

   FBR to:

(i)  direct the Chief Commissioner-IR, RTO-III, Karachi to investigate and 
indentify the officials involved in registration of fake RP and initiate 
disciplinary/criminal action against those found involved; 

(ii)  identify the officers/officials who were involved in processing on 
the basis of fake and flying vouchers and issuing refund of sales tax 
pertaining to tax period January and February 2012, amounting to 
Rs.5.458 million and take appropriate criminal/disciplinary action 
against them; and

(iii)  initiate appropriate action including criminal proceedings leading 
to prosecution of RP and recovery of amount of Rs.5.458 million, 
swindled from public exchequer. 

Own Motion No. 0167/OM/2018  
Dated: 13.12.2018 R.O. Karachi 

A number of Own Motion (OM) investigations were initiated against systemic 
maladministration of the Department, which resulted in acceptance of exempt income 
declared by the taxpayers on account of agriculture income. 

The investigation revealed that during the period relevant to Tax Years 2016 and 2017, 8390 
taxpayers had declared agriculture income in their Returns filed in various field formations. 
But actually the Agriculture Income Tax was paid in 2330 cases only, leaving 6139 cases, 
where no Agriculture Income Tax was paid to the Provincial governments. The investigation 
reflected that the agriculture income declared in those cases stood accepted by the officer(s) 
concerned as such, without any probe and establishing whether the claimant of agricultural 
income paid Agriculture Income Tax, under the relevant provincial laws.
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As per provisions of section 111 of the Income Tax Ordinance, 2001 (IT Ordinance), 
only that agriculture income was to be accepted as exempt from Income Tax, on which 
provincial Agricultural Income Tax had been paid, otherwise such income was liable to 
be taxed under the head “income from other sources” with consequential penalty under 
section 182 of the Income Tax Ordinance, 2001. That aspect, prima facie, had not been 
looked into, and whatever was declared under the head agricultural income in the Returns, 
was accepted under the Universal Self Assessment Scheme (USAS). Similarly, in some 
cases income on account of forestry, fish farming etc., which was not covered under the 
definition of agricultural income, had also been accepted as agricultural income. Thus 
serious negligence and inefficiency on the part of Deptt in the discharge of duties and 
responsibilities were evident.

In response to statutory notices, the Department informed that the list provided by FTO 
was forwarded to the field formations for scrutiny of Returns in view of the directions of 
FTO office. Preliminary objection regarding bar of jurisdiction under section 9(2)(b) of the 
FTO Ordinance, was also raised by some formations.

During the investigation, with minor variation from case to case basis, it was reported that: 

(i)  Show Cause Notices under section 122(5A) read with section 122(9) of the 
Ordinance, for Tax Years 2016 and 2017 were issued in all cases where the 
taxpayers had claimed exemption on account of agriculture income for Tax 
Years 2016 and 2017 but failed to adduce any evidence;

(ii)  Proceedings in the case of 620 taxpayers had been completed under Section 
122(5A) of the Ordinance;

(iii)  Orders in 26 cases had already been passed;

(iv)  132 cases pertained to other RTOs than the respondent RTO and cases were 
sent to respective RTOs;

(v)  In 29 cases addresses were incomplete and matter was being looked into;

(vi)  payment of tax on agricultural income stood verified through the tax payment 
challans in 23 cases;

(vii) As the law amended through Finance Act 2013, was also applicable with effect 
from Tax Year 2014, therefore, similar proceedings had also been initiated to 
the taxpayers who had claimed exemption on account of agriculture income 
for Tax Years 2014 and 2015; and

(viii)  Verification proceedings will be completed and amended orders for Tax 
Years 2014 to 2017 will be passed  expeditiously, as per law in remaining 
cases, where taxpayers failed to substantiate their claims of exemption.
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It was observed that only after initiation of the own motion proceedings, the Deptt had 
issued statutory notices to the taxpayers who had declared agricultural income as exempt 
from tax for Tax Years 2014 to 2017. The above amended assessments had also been 
passed after initiation of Own Motion proceedings. It was duty of the Tax official(s) for timely 
action to safeguard the interest of revenue, especially when the amended assessments 
were subject to statutory time limitations, by ensuring that exemption claimed on account 
of agriculture income was allowed after proper verification in terms of Proviso to section 
111(1)(d)(ii) of the IT Ordinance, which had not been performed. Thus, negligence and 
inefficiency on the part of the Deptt’l officer(s) in discharge of duties and responsibilities 
were evident. 

It was also observed that while FBR had already implemented comprehensive stream of 
IT based e-filing of Tax Returns, but there was no auto-check system in place to verify 
the payment of taxes made by the taxpayers to the authorities other than FBR. That 
systemic anomaly was further strengthened by the Departmental lethargy, resulting into 
continuous loss of State revenue. 

As regards the preliminary objection raised by the Deptt under section 9(2)(b) of the FTO 
Ordinance, the same was found misconceived as the matter related to the negligence 
and inefficiency on the part of the Deptt to verify claim of the taxpayers’ disclosures on 
account of agriculture income for Tax Years 2016 and 2017; and not to any assessment or 
determination of tax liability in respect of which, legal remedies of appeal or review were 
available to the taxpayers. It was found out that negligence and inefficiency on part of 
the Departmental officer(s) in discharge of duties and responsibilities was tantamount to 
maladministration in terms of section 2(3)(ii) of the FTO Ordinance. 

Accordingly it was Recommended that: 

   FBR to: 

(i)  develop and implement an IT based solution whereby all claims of tax 
paid by FBR’s taxpayers to the provincial authorities against exempt 
Agri-Income should be cross-checked on real time basis. System 
generated communications (without any human interface) asking for 
evidence of payment of Agri-Income Tax may be used prior to any 
formal amendment in deemed assessments under USAS; and

(ii)  direct the Concerned Chief Commissioner-IR to complete the 
verification process and pass appropriate amended orders in respect 
of taxpayers who have claimed exemption on account of agriculture 
income for Tax Years 2014, 2015, 2016 and 2017, but failed to 
provide supporting evidence, as per law.

The Department filed Representation before the Honourable President of Pakistan, which 
was rejected in the following terms:
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 “ It may be observed that by taking up the matter in suo moto 
jurisdiction the learned FTO did not commit any wrong, rather the 
step is laudable to reform and improve the system and workability 
to curb the menace of tax evasion. The tax /revenue collection 
functionaries of the state should implement such recommendations 
wholeheartedly to improve its functioning. It appears that certain 
steps are underway to implement the reformatory recommendations 
and efforts in that directions can yield positive results. There is no 
justification made out to upset the recommendations of learned FTO, 
nor there is any ground for interference.

 Accordingly, Hon’ble President has been pleased to (a) reject the 
instant Representation of the FBR and to (b) uphold the impugned 
recommendations of the learned FTO, with the above observations.”
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Chapter 09
SELECTED DECISIONS 
OF THE HONORABLE 
PRESIDENT OF PAKISTAN ON 
REPRESENTATIONS
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SELECTED DECISIONS OF THE 
HONORABLE PRESIDENT OF PAKISTAN ON 
REPRESENTATIONS
According to section 32 of the FTO Ordinance, the Revenue Division or any person 
aggrieved by a Recommendation of the Federal Tax Ombudsman may, within thirty days 
of the Recommendation, make a Representation to the President, who may pass such 
order thereon as he may deem fit.

An account of some decisions by the Honourable President Of Pakistan on the 
Representations filed by the FBR or complainants is given below:

COMPLAINT NO. 963/KHI/IT/2018  
A complaint was filed against RTO-II, Karachi for non implementation of order of appellate 
Tribunal Inland Revenue (ATIR), with consequential delay in issuance of refund for Tax 
Years 2007 and 2008. The Department in its reply stated that the Hon’ble High Court 
Sindh had dismissed a reference application in the said case for non prosecution as the 
Department could not plead the case due to frequent jurisdictional changes, so another 
miscellaneous application was being filed. It was averred that after filing of the reference 
application, the matter would become sub-judice. Hence, the complaint may be rejected. 

After investigation, FTO issued the following findings:

 “The Complainant contended that the Hon’ble High Court Sindh, 
has rejected reference application vide order dated 06.03.2017 i.e. 
almost 1 and ½ years ago. The Complainant thereafter made repeated 
efforts but failed to evoke any response from the department. It is 
after filing of the instant complainant, the department instead of 
allowing appeal effect has shown intention of filing another reference 
application which on the face of it appears to be an effort, only to 
withhold refund of the Complainant, for Tax Years 2007 and 2008.

 During hearing, the DR considering the above facts undertook to 
allow effect to the ATIRs order dated 06.10.2015 within 30 days, as 
per law. Accordingly the department is directed to report compliance 
within 45 days”.

The Department filed Representation before the Honourable President mainly on the 
following grounds:

The Honorable Federal Tax Ombudsman without taking into account that the tax deduction 
under section 153(1)(b) of the Income Tax Ordinance, 2001, was final discharge of liability,

Federal Tax Ombudsman is pressing hard for implementation of the recommendations, 
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whereas, the Department is unable to process/issue the refund, being sub-judice before 
the Honorable Sindh High Court.

The Representation was rejected in the following terms:

 “Needless to be mentioned that this representation has been filed by 
Agency repeating the contents of the pleadings already made before 
the learned FTO. Nothing turns on the same as it fails to answer the 
reasoning of learned FTO and not even contain denial of the factual 
observations for his impugned decision. No grounds stand made out 
for interference with the decision of the FTO. Undoubtedly FTO’s 
decision is based on sound reasoning and supported by the law. 
Thus, the representation is devoid of any merits and is liable to be 
rejected. FTO impugned findings/ recommendations do not warrant 
any interference. Consequently FTO findings are sustainable and 
unexceptional having no illegality or improbability.

 Accordingly, Hon’ble President has been pleased to (a) reject the 
instant Representation of FBR-Agency and to (b) uphold the impugned 
findings/recommendations of FTO, subject to the observations as 
mentioned supra. Compliance to be reported to the FTO within 30 
days of the receipt of this order.”

COMPLAINT NO. 362/GWL/IT/2019  
A complaint was filed against RTO Sialkot, about the ex-parte proceedings followed by the 
recovery proceedings and despite repeated efforts, no response to the application of the 
complainant requesting the Commissioner-IR Gujrat to cancel the impugned order under 
section 122A of the Income Tax Ordinance, 2001. After investigation of the case, the FTO 
issued following Recommendations:

   “The FBR to:

(i)  direct the Commissioner-IR, Gujrat Zone to dispose of request of 
the Complainant for revision dated 26.12.2018, under Section 
122A of the Income Tax Ordinance, 2001, after providing adequate 
opportunity of hearing, to the complainant, as per law: and

(ii)  Report compliance within 45 days.”

The Department filed Representation before the Honourable President of Pakistan, which 
was rejected in the following terms:

 It is born out from the record that before passing the order complained 
of no effort was made to ascertain the due service of the notices 
nor the assessee was present /represented before the officer. The 
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application filed before the commissioner also remained unprocessed 
and un-responded. Such inaction and process had attracted the 
jurisdiction of the learned FTO, thus objection as to availability of 
legal remedy looses its significance. In the circumstances the learned 
FTO has made the recommendations which are merely to the extent, 
directing the Commissioner-JR. Gujrat Zone to dispose of request of 
the complainant for revision dated 26.12.2018 under Section 122A 
of the Ordinance, after providing adequate opportunity of hearing 
to the complainant as per law. The order is aimed at to satisfy the 
mandate of law and in accord with the principles of natural justice. It 
is the Agency to decide the matter as per law. In the circumstances, 
the recommendations of the learned FTO are in accord with law and 
the Agency has unjustifiably filed this representation. Needless to 
state that the mention of Section 122A of the Income Tax Ordinance, 
2001, even if is ignored, the learned FTO otherwise could pass an 
order of the nature. In the circumstances, the representation is liable 
to be rejected. No justification has been made out to upset the 
recommendations of the learned FTO.

 Accordingly, Hon’ble President has been pleased to (a) reject the 
instant Representation of FBR-Agency and to(b) uphold the impugned 
recommendations of the learned FTO.

COMPLAINT NO. 1510/FSD/ST/2018  
A complaint was filed against RTO Faisalabad, about non issuance of Sales Tax refund 
amounting to Rs.142.126 million, despite partial relief by CIR (Appeals) and latter on, 
even after setting-aside the O-i-O by ATIR with the direction to the Deptt to process 
claims. After investigation and assurance of DR about issuance of due refund within two 
weeks as per law, the FTO issued following Recommendations:

 “During processing of the complaint on 27.12.2018 the DR 
committed to issue due refund within two weeks as provided under 
the law. This assurance is considered as an undertaking to dispose of 
the refund claims hence no need to go into the details of para-wise 
comments. The AR showed his satisfaction on the assurance given by 
the DR and agreed to the stated arrangement being appropriate way 
of redressal of Complainant’s grievance.

 Accordingly, the complaint stands disposed of in the above terms. 
The department is directed to dispose of refund claim as per law and 
report compliance within 45 days.”

FBR preferred a Representation before the Honourable President of Pakistan, praying that 
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the recommendations / directions of Honourable FTO as contained in the decision dated 
24.01.2019 may be set-aside. However the Honourable President of Pakistan rejected 
the Representation, in the following terms: 

 “A thorough perusal of record and examination of all documents 
on record has been undertaken. During the course of hearing, 
the Departmental Representative (DR) has pointed Out that the 
findings of FTO indicating that “During Processing of the complaint 
on 27.12.2018 the DR committed to issue due refund within two 
weeks as provided under the law. This assurance is considered as 
an undertaking to dispose of the refund claims hence no need to 
go into the details of para-wise comments are incorrect as no such 
understanding/assurance was given by the DR nor authorized by the 
Agency. However except this bald assertion there is nothing, to rebut 
the observations of the FTO. Even no affidavit of the DR has been 
filed to controvert the observations of the FTO.

 Be that as it may the learned FTO has made recommendations which 
are only to the extent that the DR committed to issue due refund 
within two weeks as provided under the law. It is just an order 
wherein the Agency has to decide the issue as per law. The Agency 
has to process the matter in accordance with law, and the judicial 
orders. The stance that the matter is pending before the Hon’ble 
Supreme Court of Pakistan, where there is no restraining order does 
not preclude the Agency to implement the order of the learned 
High Court, subject to the final decision by the apex court. Thus the 
findings of the learned FTO are well justified and the Agency has filed 
this representation without a valid justification. In the circumstances, 
this representation is liable to be rejected.

 Accordingly Hon’ble President has been pleased to (a) reject the 
instant Representation of FBR and to (b) uphold the impugned 
findings/recommendations of the learned FTO.”

COMPLAINT NO. 1650/KH1/IT/2018  
A complaint was filed against CRTO Karachi, about rejection of request of complainant 
for condonation of delay in submission of “Statement of Amnesty” under Voluntary 
Declaration of Domestic Assets Act, 2018 due to some “system error”. The complainant 
also averred that in the meanwhile he had also approached the Member-IR (Operations) 
FBR, requesting condonation of delay but the matter was still pending. After investigation 
of the case, the FTO issued following Findings/ Recommendations:
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“Findings:

 Delay in disposing of request for condonation were tantamount to 
maladministration in terms of Section 2(3)(ii) of the FTO Ordinance.

Recommendations: 

FBR to:

(i)  Direct the Member-IR Operation to dispose of request of the 
complainant for condonation of delay,

 as per law; and

(ii)  Report compliance within 45 days.”

FBR preferred a Representation before the Honourable President of Pakistan, The matter 
was fixed for 07.05.2019 and both parties were heard and the Representation was 
rejected in the following terms:

 “During the course of proceedings, it has been reiterated by 
the departmental representative that applications made by the 
complainant for condonation of delay in filing the statement under 
the amnesty scheme had already been rejected. It is, however, 
pointed out that application of the complainant moved before the 
Member-IR Operation, Islamabad dated 12.09.2018 had remained 
un-responded. It was in that context that the learned FTO issued the 
recommendations to the Agency directing the Member to dispose 
of the request of the complainant as per law. No direction of a 
positive nature has been issued by the FTO as to in what way the 
application will be disposed of. It was, however, the duty of the State 
functionaries to dispose of the matter in accordance with law. In such 
view of the matter there is nothing wrong with the direction issued by 
the learned FTO. The representation in the context is misconceived 
and is liable to be rejected accordingly.

 After perusal of the case the Hon’ble President has been pleased to order 
that the representation is rejected and the orders of the FTO are upheld.

 Accordingly, Hon’ble President has been pleased to reject the instant 
representation.”

COMPLAINT NO. 717/ISB/IT/2018  
A complaint was filed against LTU, Islamabad about failure to issue refund for some Tax 
Years and not allowing appeal effect to the ATIR’s order fully. After investigation of the 
case the FTO issued the following Findings/Recommendations:
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 “FBR to direct:

(i) The Commissioner-IR concerned to allow appeal effect to the ATIR’s 
order dated 24.09.2014 for tax years 2004, 2007, 2008, 2009 and 
2011 and issue refund for tax years 2005 and 2006, as per law;

(ii) Report compliance within 45 days.”

FBR preferred a Representation before the Honourable President of Pakistan on the 
following grounds:

1.  In terms of section 9(2)(ii) of the FTO Ordinance, 2000, the FTO does not have 
jurisdiction to inquire into matters which relate to the assessment of income or 
wealth, determination of liability or tax duty, interpretation of law etc.

2.  The taxpayer has filed Writ Petition No.3669/2012 dated 24.10.20 12 before 
Islamabad High Court for the subject tax years which is still pending.

The representation was examined in President Secretariat and it was noted that:

 “after perusal of record, examination of all documents and detailed 
hearing, it has been noted that the date of complaint filed before the 
FTO was 10.5.2018. Whereas date of writ petition No.3669/2012 
before Islamabad High Court was 24.10.2012. It is relevant to point 
out that section 9(2(a) of the FTO Ordinance 2000 provides that FTO 
shall not have jurisdiction to investigate or inquire into matters which 
are sub-judice before a court of competent jurisdiction or tribunal or 
board of authority on the date of the receipt of a complaint, reference 
or motion by him.

 In such circumstances, where remedy of appeal was available 
FTO could not interfere with the matter of assessment of tax and 
interpretation of law as well as issue sub-judice in the court of 
law. Thus FTO having gone beyond the scope and powers, the 
impugned findings are not sustainable. Consequently, the Agency’s 
representation is liable to be accepted. However, the complainant 
can seek remedy available to him from the relevant forums under the 
law.”

Thereafter, paras 19 and 20 of the Order contained the following:

19. The office of the Consultant Legal Affairs (CLA) proposed that the Honourable 
President may therefore, be pleased to (a) accept the Representation of FBR-Agency and 
to (b) set aside the impugned findings/recommendations of FTO.

20. After perusal of the case as above, the Honourable President has, however, been 
pleased to pass following orders:-
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 “The FTO’s recommendation must be implemented but subsequent 
to the withdrawal by the complainant of its writ petition 3669/2012. 
If the Islamabad High Court passes any other order with reference to 
said petition that shall be followed”.

COMPLAINT NO. 0801/KHI/ST/2018  
A complaint was filed against CRTO Karachi, about failing to process ten (10) Sales Tax 
refund claims of Rs. 2.666 million and twenty eight deferred claims of Rs. 1.854 million, 
filed by the complainant for various tax periods from April 2016 to October 2017 and 
from October 2014 to December 2017 respectively. After investigation of the case, the 
FTO issued following Findings/Recommendations:

“FBR to direct:

(i)  The Commissioner-IR, Zone-VI, Corporate RTO, Karachi to settle 10 
fresh and 28 deferred sales tax refund claims of the Complainant 
expeditiously, as per law; and

(ii)  Report compliance within 45 days”.

FBR preferred a Representation before the Honourable President of Pakistan on, interalia, the grounds 
that the FTO had violated section 10(3) by entertaining application of claims beyond six months. 
According to the Department, FTO could not entertain application after lapse of six months, on the 
ground that Registered Person had approached the Department but failed to get response.

The representation was rejected in the following terms:

 “As far as FTO impugned recommendations are concerned, it has been 
noted that it is crystal cleared that FTO has made recommendations 
which are only to the extent to direct the Commissioner-IR. Zone-VI, 
Corporate RTO, Karachi to settle 10 fresh and 28 deferred sales tax 
refund claims of the Complainant expeditiously, as per law: within 45 
days. It is just a harmless order and only the Agency has to decide the 
issue as per law which was never denied in its written reply even by the 
Agency. The Agency has full powers to decide the issue either way, on 
merits and in accordance with the provisions of law. Thus the findings of 
the learned FTO are quite sustainable and the Agency has unnecessarily 
filed this representation. In such circumstances, this representation is 
liable to be rejected having no merits and the recommendations/findings 
of FTO are sustainable and maintainable being unexceptional in nature.

 Accordingly, the President has been pleased to reject the instant 
representation of the FBR-Agency and the impugned orders of learned 
FTO are upheld with essential modification as mentioned supra.”
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Chapter 10
PUBLIC 
RECOGNITION 
FEEDBACK AND 
MEDIA COVERAGE
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PUBLIC RECOGNITION AND FEEDBACK AND 
MEDIA COVERAGE
Over the period of time, FTO institutions has emerged as a trusted oversight body against 
maladministration of the Tax Functionaries. This office receives regularly letters of thanks 
from taxpayers, whose grievances were redressed. The work of Federal Tax Ombudsman 
was also lauded in the print and electronic media. Some of those letters, frames of 
electronic media and News clippings are reproduced as under:
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ELECTRONIC MEDIA COVERAGE
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PRESS COVERAGE
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COMPLAINT FILING PROCEDURE
The complaint filing procedure is very simple. Complaint can be filed personally or 
through courier service, email, online, Android Application (Wafaqi Tax Mohtasib) and fax. 
Complainant may file a complaint on Form “A” available free of cost in the Head office 
and Regional offices and website [www.fto.gov.pk]. HYPERLINK “http://www.fto.gov.pk/”. 
Form “A” also contains the solemn affirmation of the complainant for the following:

(i)  That previously no complaint on the subject was filed;

(ii)  That a Representation to a senior officer of the Revenue Division 
or any of its Collectorates/RTOs in respect of the allegations 
contained in the complaint was filed, but either or no reply thereto 
was given within a reasonable time or the application was unjustly 
turned down; or

(iii)  No representation was filed.

(iv)  That the matter is not subjudice before any court of competent 
jurisdiction, tribunal, board or authority.

The jurisdiction of the Head office and Regional offices is specified in the Schedule of FTO 
Investigation and Disposal of Complaints Regulations, 2001. The FTO may direct that a 
complaint falling within the territorial jurisdiction of one Regional office be investigated at 
any other Regional office, or the Head office.

The complainant is assisted in filing the complaint by the FTO staff, if such assistance is 
requested.

Online filing of complaints
The procedure for filing and tracking on line complaints is as under:

• Open FTO website www.fto.gov.pk;

• Click on Online Complaint System;

• Click on File a New Complaint or Track Already Filed Complaint;

• Fill in the required fields/data and click on Save button;

Online filing of complaints through Android Application
 The procedure for filing and tracking on line complaints is as under:

• Search “ Wafaqi Tax Mohtasib(FTO) Mobile App in play Store.
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• Install “Wafaqi Tax Mohtasib(FTO) Mobile App.

• Click on File a New Complaint or Track Already Filed Complaint.

Who can file a complaint?
Any person aggrieved by maladministration of any functionary of the Revenue Division/
FBR may file a complaint. Definition of maladministration has been provided in section 
2(3) of the Establishment of the Office of Federal Tax Ombudsman Ordinance, 2000, 
according to which “maladministration” includes,-

(i)  a decision, process recommendation, act of omission or commission 
which;

a. is contrary to law, rules or regulations or is a departure from established 
practice or procedure, unless it is bona fide and for valid reasons; is perverse, 
arbitrary or unreasonable, unjust, biased, oppressive, or discriminatory;

b. is based on irrelevant grounds; or

c. 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;

(ii)  neglect, inattention, delay, incompetence, inefficiency and 
ineptitude, in the administration or discharge of duties and 
responsibilities;

(iii)  repeated notices, unnecessary attendance or prolonged hearings 
while deciding cases involving -

a. assessment of income or wealth;

b. determination of liability of tax or duty;

c. classification or valuation of goods;

d. settlement of claims of refund, rebate or duty drawback; or

e. determination of fiscal and tax concessions or exemptions;

(iv)  willful errors in the determination of refunds, rebates or duty 
drawbacks;

(v)  deliberate withholding or non-payment of refunds, rebates or duty 
drawbacks already determined by the competent authority;
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(vi)  coercive methods of tax recovery in cases where default in payment 
of tax or duty is not apparent from record; and

(vii)  avoidance of disciplinary action against an officer or official whose 
order of assessment or valuation is held by a competent appellate 
authority to be vindictive, capricious, biased or patently illegal.

Cognizance can also be taken by the FTO on receipt of reference from the:

1. Hon’ble President of Pakistan; 2. Senate;

3. Hon’ble Supreme Court of Pakistan; 4. National Assembly;

5. Hon’ble High Courts; and 6. Own Motion.

Geographical locations for hearing of complaints
Complaints are heard at the FTO HQ at Islamabad, Regional offices at Karachi, Lahore, 
Gujranwala, Multan, Faisalabad, Quetta, and Peshawar. The same can be heard through 
video link as well.

Acknowledgment of complaints
All the complaints are promptly acknowledged by the FTO HQs and its Regional offices 
online, email, by courier service or by hand, as the case may be. The deficiencies of 
requisite documents, if any, are intimated to the complainants. Para-wise comments of the 
FBR or its field formations are obtained and forwarded to the complainant to enable him 
to file rejoinder and prepare his case. During hearing of the complaint, fair opportunity is 
provided to the complainant as well as the agency, so that the complaint could be disposed 
off in the light of laws, rules and regulations and no injustice is done to either side.
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Regional Office Peshawar
House No. 9AB/2, Old Jamrud Road, University Town, Peshawar.
Tel: 091-9224200 Fax: 091-9224201
E-mail: adminpwr@fto.gov.pk

Regional Office Lahore
Bungalow No.186-A Scotch Corner, Upper Mall, Lahore.
Tel: 042-99201894 Fax: 042-99201893
E-mail: ftolhr@fto.gov.pk

Regional Office Karachi
4th Floor, Shaheen Complex, M.R Kayani Road, Karachi.
Tel: 021-99213586-9 Fax: 021-99213583
E-mail: ftokhi@fto.gov.pk

Federal Tax Ombudsman Secretariat Headquarter Islamabad,
5-A, Constitution Avenue, Islamabad.
Tel: 051-9212316, 051-9216141, 9212437 Fax: 051-9205553, 9212330
E-mail: info@fto.gov.pk Web: www.fto.gov.pk

Regional Office Faisalabad
House No. 35, Canal Park, East Canal Road, Faisalabad.
Tel: 041-9230241 Fax: 041-9230244
E-mail: ftofaisalabad@gmail.com

Regional Office Multan
House No.04, Street 06, Income Tax Colony, Bosan Road, Multan.
Tel: 061-9330448 Fax: 061-9330449
E-mail: ftomultan@gmail.com

Regional Office Gujranwala
House No.06, Street 01, Climax Town, Near FECO Industries,
G.T. Road, Gujranwala.
Tel: 055-9330590 Fax: 055-9330589
E-mail: fto.gwl@gmail.com

Regional Office Quetta
1st Floor, Mashriq Plaza Opposite FC HQ, Hali Road, Quetta.
Tel: 081-9202653 Fax: 081-9202841
E-mail: ftoqta@fto.gov.pk

HOW TO CONTACT US
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https://www.facebook.com/ftopakistan

https://twitter.com/TaxOmbudsman

Tax Mohtasib

03330544460

info@fto.gov.pk

http://www.fto.gov.pk

Annual Report

2019

96

FTO Federal Tax Ombudsman Pakistan






