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whose genuine refund of  Rs.2,333/- was rejected by Federal Board of  

Revenue (FBR). Federal Tax Ombudsman (FTO) directed FBR to issue refund. 

FBR preferred representation to the President. The President of  Pakistan upheld 

the decision of  the FTO with the following observation; 

“This must be the most pitiful, shameful, unfairness and 

superfluousness use of bureaucratic authority and denying a 

paltry refund of Rs.2,333/-. The FBR wasted his time, the time 

of its own Department, Federal Tax Ombudsman and President 

of Pakistan. Our heads should hang in shame. The President 

would like to apologise to the senior citizen Mr. Abdul Hamid 

Khan for this inconveniences”. 

Dedicated 

to

MR. ABDUL HAMID KHAN, the complainant  

a senior citizen ( 82 years old pensioner)

DEDICATION

ii



Quaid-e-Azam Muhammad Ali Jinnah
Founder of Pakistan

iii

“I do not believe in taking the right decision, I take a 

decision and make it right.—Think a hundred times 

before you take a decision, but once that decision is 

taken, stand by it as one man.”
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Dr. Arif Alvi

Honorable President
 Islamic Republic of Pakistan
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MESSAGE FROM THE HON’BLE PRESIDENT

he institution of  Federal Tax Ombudsman (FTO) has been created with Tthe core responsibility of  assisting the taxpayers and providing them 

speedy justice against the high-handedness and maladministration of  federal tax 

authorities. Being a “designated neutral”, the FTO office is an effective bridge 

between the taxpayers and tax administering authorities. The institution of  FTO 

has a very efficient system of   Complaints disposal in place with an IT-based 

facilitative approach.

I must appreciate the efforts of  Federal Tax Ombudsman, Dr. Asif  

Mahmood Jah, who has introduced many new initiatives, inter alia, the 

launching of  Mobile Application, FTO portal, digital SMS, FTO YouTube 

Channel, creation of  four (04) additional regional offices at Abbottabad, 

Sargodha, Sukkur, and Sialkot, that would enhance the outreach of  the 

organization to provide justice to the taxpayers of  these areas against the 

maladministration of  tax authorities. The awareness campaign launched by 

the FTO would educate the taxpayers to raise their voice against the 

administrative injustice.

The FTO has played a commendable role since its inception in 2000. During 

the year under report, FTO has disposed of  2867 complaints out of  3371. It is very 

encouraging to state that out of  2867 decisions, 2556 (89.15%) were accepted by 

the Complainants and FBR. While, only in 311 cases (10.85%) either review or 

representation was preferred by the Complainant or FBR. In various complaints 

pertaining to admissibility of  Refunds to the complainants, recommendations for 

processing the Refund cases to the tune of  Rs. 8499.11 million have been made 

and the same are sanctioned by the FBR, accordingly. It is also laudable that the 

average disposal time of  complaints was also reduced from 68.43 days (in 2020) to 

57.29 days (in 2021). It is satisfactory to note that the FTO office undertook 217 

Own Motion investigations in 2021 (in comparison to 18 in 2020) and conducted 

74 outreach and awareness sessions in 2021 as compared to 50 such sessions  in 

2020.
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(Dr. Asif Mahmood Jah)
(Hilal-i-Imtiaz) (Sitara-i-Imtiaz)
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Annual Report - 2021Federal Tax Ombudsman Pakistan

vi



FOREWORD

vii

Annual Report - 2021 Federal Tax Ombudsman Pakistan

 thank the Almighty Allah, the Honourable President and the state of  IPakistan, who reposed their trust in burdening both my shoulders and 

conscience to dispense justice fairly and equitably.  

Ever since, I took oath as Federal Tax Ombudsman on 29 September, 2021, my 

primary focus remained to utilise my vast taxation experience in facilitation of  

the genuine, lawful and just claims of  the taxpayers who serve as backbone of  the 

Moreover, strict disciplinary action was recommended against the inefficient, 

delinquent and corrupt tax officers/officials of  FBR. On the one hand, FTO is 

ensuring speedy disposal of  genuine refund claims, while, on the other hand, it is 

also safeguarding the public exchequer by detecting illegal refund claims through 

own motion investigations as well as Inspection of  the offices of  FBR. The recent 

example is detection of  issuance of  illegal refund amounting to Rs.123.4 million 

to a foreign company. FTO proposed strict disciplinary/criminal action against 

senior officers of  FBR involved in the scam.

By the grace of  Allah and blessings of  our Holy Prophet                       , I take 

this opportunity to present Annual Report in respect of  Federal Tax Ombudsman 

(FTO) for the year 2021.

The FTO humbly endeavoured to implement its mandate to provide free, fair 

and speedy justice to the taxpayers. As per its mandate, the FTO office has been 

striving earnestly to redress the grievances of  the taxpayers throughout the year 

2021, as is self  - evident from the recorded statistics of  the large number of  

complainants who reposed their trust in the FTO office and whose just grievances 

were speedily addressed for the year 2021. In the majority of  the cases, due relief  

was provided to the taxpayers to supplement the government's tax friendly 

initiative. Their genuine problems were addressed and all available resources 

utilised to mitigate their sufferings due to red tapism.
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Taxpayers and especially from the major corporate sector wholeheartedly 

appreciated the FTO initiative and intervention in dispensing quick, fair and free 

relief  to them whom they acknowledged as below:

President of  Pakistan Dr. Arif  Alvi, always emphasized the need for more 

outreach programs. After taking oath, the undersigned took whirlwind tours of  

the country in order to create public awareness about the working of  FTO. 

Awareness sessions were conducted with all stake holders including Tax Bars, 

Chambers of  Commerce and Industry, Women Chamber of  Commerce & 

Industry and Trade Bodies. Furthermore, FTO Advisory Committees were 

reconstituted. Eminent persons from all stake holders, as well as, intellectuals 

A large number of  acute as well as chronic problems of  taxpayers were 

informally resolved telephonically or within shortest possible time during the last 

quarter of  the year 2021.

M/s Shahkam Industries (Pvt) Ltd, Lahore, acknowledging the efforts of  

FTO wrote, “We do not have words to thank the innovative and prompt action of  

the Honorable Federal Tax Ombudsman, in ensuring shipment of  consignment 

failing which might have resulted in the cancellation of  LC and subsequent orders 

running in millions of  dollars.” M/s Telenor Pakistan (Pvt) Ltd, Islamabad, also 

acknowledged the prompt action by FTO and wrote, “we would like to thank you 

for speedy resolution in getting the issue resolved. We sincerely express our 

gratitude on the innovative and prompt action of  the Honorable Federal Tax 

Ombudsman in ensuring that our NTN is restored/de-blocked and as a result we 

have been able to resume our import/export operations enabling us to further 

contribute to the national exchequer”.

country's economy. Utilising my tax background, I kick started resorting to 

Section 33 of  the FTO Ordinance, 2000 which provides that “the Federal Tax 

Ombudsman and authorized Staff  Members shall have the authority to 

informally conciliate, amicably resolve, stipulate, settle or ameliorate any 

grievance without written memorandum and without the necessity of  docketing 

any complaint or issuing any official notice”.
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Federal Tax Ombudsman

(Dr. Asif Mahmood Jah)
(Hilal-i-Imtiaz) (Sitara-i-Imtiaz)

FTO YouTube Channel was also started in which interviews of  FTO Advisors, 

retired senior officers of  FBR as well as intellectuals and taxpayers are being aired 

in order to create awareness regarding mandate, working and importance of  FTO 

vis-a-vis taxpayers. As a matter of  fact, the institution of  FTO is a trader friendly 

organization and it acts as Advocate of  genuine taxpayers. By this way, it is 

contributing a lot in ease of  doing business. 

from different walks of  life were inducted as members. FTO facilitation desks 

have been established at important airports and at border Customs stations in 

order to provide necessary and important information and immediate relief  to 

the travellers. One of  the most notable initiatives of  the FTO is to appoint 

Honorary Business Coordinators, who are acting as ambassadors of  FTO office, 

and effectively propagating its message to the taxpayers for disposal and speedy 

justice at their door steps. Four new offices at Sukkur, Sialkot, Abbottabad and 

Sargodha have also been established. During the last quarter of  the year under 

report, relief  in majority of  the cases was provided to the taxpayers. FTO portal, 

Mobile App and 4 digit SMS code (9386) have been launched.

I am personally indebted and grateful to all my colleagues as well as officials 

who pitched in to dot the i’s and cross the t’s during compilation of  this Annual 

Report. May Allah give us more courage, strength and resources to serve 

Pakistan. Long live Pakistan!

Before concluding, I sincerely thank my colleagues both working at the staff  

and field duties in the FTO office, whose contribution made the difference to 

ensure the FTO mandate is implemented to the satisfaction of  all stake holders.
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FEDERAL TAX OMBUDSMEN SINCE 2000

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 Ahmed Sukhera

(08.09.2017 to 29.09.2021)

Dr. Asif Mahmood Jah
(Hilal-i-Imtiaz) (Sitara-i-Imtiaz)

(29.09.2021 to date)

x
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Secretary
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Karachi
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Advisor (Sales Tax)

Karachi

xi

Mr. Khaldun Ul Haq
Director General 
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MANDATE, VISION, MISSION & VALUES OF 
FEDERAL TAX OMBUDSMAN

Values

To promote efficient and Corruption Free Tax System

To protect Taxpayers’ Rights through Speedy Justice 

Vision

Mission 

Mandate

To Investigate, Diagnose, Redress and Rectify 

Maladministration of  Tax Functionaries 

Efficiency

Fairness

Integrity

Transparency 
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®  Advisors discharging their duties with independence, honesty, and 

integrity will surely uphold the public trust in the Institution of  FTO. 

Therefore, the investigation process must be conducted to ensure 

fairness, objectivity and transparency. 

®  To discharge this complex and diversified duty of  providing justice to the 

common taxpayers, all the advisors must have the highest level of  

professionalism blended with empathy. The latest and updated knowledge 

of  tax laws, periodical amendments, FBR’s notification/circulars and 

FTO’s decisions gaining finality will help decide the cases in an up-to-mark 

manner. High professional standards are expected from the advisors. 

Departmental representatives may also be familiarized with this 

professional culture. Considerate handling of  complaint proceedings will 

generate and strengthen the public’s trust in the institution of  the FTO.

he institution of  Federal Tax Ombudsman, an oversight agency, was Tcreated to address the public’s grievances in Duty/Tax related matters, 

providing an expeditious and cost-free channel of  relief  to the aggrieved 

entities/persons/taxpayers, complaining maladministration in the ranks & files 

of  Tax Administration. This purpose cannot be achieved without the following 

principles/ guidelines:

®  In order to win the confidence of  the people and to create a Complainant 

Friendly Atmosphere, the complainants must be given a patient 

listening/hearing and be dealt with in a dignified manner to make this 

organization people friendly. All possible and legal ways & means may be 

explored to alleviate the genuine grievances of  complainants. 

®  Normally the issues raised in complaints revolve around various legal 

flaws procedural lapses and regulatory inadequacies in the working of  

the FBR, entailing misuse & abuse of  authority. In order to eliminate 

the element of  corruption or at least minimizing mal-administration 

in a sustainable manner, it is equally important to improve FBR 

PROFESSIONAL CODE OF CONDUCT 
FOR ADVISORS TO THE FTO
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® These instructions are issued so that the FTO, as an institution should 

positively promote good governance by facilitating aggrieved 

taxpayers by minimizing the instances of  mal-administration in Tax 

Administration/ FBR.

working. Advisors are, therefore, expected to increase their 

engagement with the departmental representatives and field 

formations for speedy delivery of  justice particularly informal 

resolution of  disputes under section 33 of  the FTO Ordinance, 2000. 

®  All the advisors are advised to adopt a problem solving approach by 

involving the department in the prompt redressal of  the complaints. As a 

matter of  fact office of  FTO is to act as a bridge between FBR and the 

aggrieved complainants/ taxpayers. For this purpose, the advisors must 

help and support FBR in improving its service delivery.
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Chapter- 1

HIGHLIGHTS OF PERFORMANCE

ighlights of  performance of  the office of  Federal Tax Ombudsman Hduring 2021, with comparison to the previous year, are given as under:

Carry
Forward

Carry
Forward

Complaints

Fresh

Own Motion Cases

Fresh

6
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Amount Refunded (Rs. in Millions)
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Chapter- 2
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Complaints (Receipt and Disposal)

hroughout the year 2021, the office of  FTO continued its policy of  Tbenchmarking with a view to improve service delivery. Details of  the 

performance of  this office along with a brief  analysis are given below:

TABLE-1

Month-wise registration and disposal of  complaints during 2021 is as under:-

DETAILS OF PERFORMANCE
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Category wise break-up of  total fresh complaints with percentage is 

tabulated below. It indicates that the complaints in the category of  Income 

Tax are greater in number (59.06%) which is more than all other categories of  

taxes put together.

The above graph indicates a sharp rise in the number of  cases disposed of  

during the last quarter of  2021. There is a declining trend in pending cases after 

October, 2021.

Category wise number and Percentage of Fresh Complaints 

Trend chart showing quarterly Receipt and Disposal of  complaints during 2021

Table-2
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Table-4 to 7 below, show the types of  complaints filed in the categories of  

Income Tax, Sales Tax, Federal Excise Duties and Customs Duties, during 

2021.

TABLE-3

Category wise number of Complaints is as under

16



TABLE-4 (Income Tax)

TABLE-5 (Sales Tax)

The foregoing position indicates that refund related complaints are the main issue 

of  taxpayers in IRS. On the Customs side, Refund as well as maladministration 

regarding anti-smuggling and auctions is the major issue.
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TABLE-6 (Federal Excise Duty)

TABLE-7 (Customs Duty)
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Category-wise Disposal of Complaints

During the year under report, 2821 complaints were received and 305 carried 

over from the previous year. While 217 cases were added through Own Motion 

action and 28 cases were carried over from the previous year in the category of  

Own Motion and inspection cases. Out of  the total of  3371 complaints/cases, 

2867 were disposed of  either at the initial stage of  investigation or after 

completion of  investigation. Category-wise break up is given in Table-8, below:

TABLE-8

TABLE-9

Region-wise Distribution of Complaints/ Cases and Disposal

Region-wise distribution of  cases dealt with (fresh receipts, carried forward 

and own motion) is given in the table-9 below:

* Balance complaints are those that were under process within the 60 days 

disposal period.
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Historical trend of  Representations and Review petitions filed against FTO’s 

Recommendations, since 2017 is given below in Table-10:

TABLE-10

Historical Trend of Findings/Recommendations Challenged 

Table-11 below provides a breakup of  Representations and Review petitions 

filed by different aggrieved persons during 2020 and 2021: 

TABLE-11

Breakup of Findings/ Recommendations Challenged

Annual Report - 2021Federal Tax Ombudsman Pakistan

19



Acceptance/Rejection Ratio of Representations

Ratio of  acceptance/rejection of  Representations decided by the Hon’ble 

President of  Pakistan during 2020 and 2021 is given in Table-12:

Table-12 

Acceptance/Upheld Ratio of Review Petitions

TABLE-13

Increase in the trend of  upheld cases in the representations decided by the 

Honourable  President of  Pakistan during 2021 as compared to 2020, reflects the 

professional competence, comprehensive understanding of  legal domain and 

neutrality exercised by FTO in the disposal of  complaints.

Acceptance/Upheld status of  Review petitions decided by Federal Tax 

Ombudsman during 2020-2021 is shown below in Table- 13, below:

Comparison of  implementation status of  2020-2021 is given below in Table-14:

Implementation Status

The Review filing trend in the year 2021, indicates the confidence of  

complainants and FBR in the FTO to Review his own decision. The higher 

rejection ratio of  Review petitions filed by the complainants is also a 

manifestation of  the fact that initial Recommendations were prepared following 

the stipulated laws and regulations and no lapse or irregularity was noticed during 

Review proceedings by the FTO.
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As seen from the Table above, Recommendations in 2238 complaints were 

implemented by the FBR during 2021, compared to 2255 during 2020. It may be 

pointed out that normally a time of  45 days is allowed for implementation, while 

in 204 cases, time allowed for implementation did not mature because those were 

decided during the period between middle of  November and 31December, 2021.

Intervention of  FTO is extremely helpful in expediting settlement in delayed 

refund/ duty drawback cases. Table-15 shows the number of  refund/ duty draw 

back cases and amount disbursed to the complainants during the last seven years 

on the recommendations of  FTO.

Refund/Duty Drawback

TABLE-15
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Average time taken for Disposal of Complaints

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

•          proceedings, include hearings and investigations;

•          drafting of  Findings/Recommendations ; and

•          approval of  Recommendations.

•          by the complainant in case of  filing a rejoinder;

FTO office strives to dispose of  complaints in the 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 include the time taken:

•          referring the rejoinder to the FBR for further comments;

Comparative statement of  average time taken for disposal of  complaints is 

given in Table-16 below:

TABLE-16

Providing Redressal to the Aggrieved Tax payers, is an earnest endeavour to 

boost Taxpayers confidence in the Tax System, that indirectly serves to enhance the 

number of  taxpayers’ through inculcating their trust in the System. With the 

blessing of  Allah, we have been pooling in our share in this national effort. The 

office of  FTO would InShaAllah strive more to raise the performance bar in future.

Chart showing  average time taken for disposal of  complaints 
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Chapter- 3

 Present Federal Tax Ombudsman Dr. Asif  Mahmood Jah) (Hilal-i-Imtiaz)  

(Sitara-i-Imtiaz) (29.09.2021 to date) is also the President of  the Forum of  

Pakistan Ombudsmen and General Secretary of  The Organization of  Islamic 

Countries Ombudsman Association (OICOA).

he “Establishment of  the Office of  Federal Tax Ombudsman Ordinance, T2000”, empowers the Federal Tax Ombudsman to diagnose, investigate, 

redress and rectify any injustice done to a person  against  maladministration of  

the functionaries administering tax laws. To further strengthen the effectiveness 

of  Federal Ombudsmen Institutions, another law, “The Federal Ombudsmen 

Institutional Reforms Act,” was enacted in 2013. This Amendment not only 

enhanced the role of  the Federal Ombudsmen to provide speedy and expeditious 

relief  to the aggrieved citizens and promote good governance, but strengthened 

his powers to monitor the implementation of  his recommendations. 

 Hallmark of  the grievance redressal system of  FTO is the speedy and cost-free 

resolution of  taxpayers’ grievances. Presently the Institution of  Federal Tax 

Ombudsman is striving hard to meet the highest standards of  performance in 

service delivery expected from it.

Institution Building During 2021

 The FTO Secretariat is located in Islamabad, with Regional Offices in 

Karachi, Lahore, Peshawar, Quetta, Faisalabad, Gujranwala, Multan, Sukkur, 

Sargodha, Sialkot and Abbottabad. 

 Created to check the maladministration of  Tax Functionaries, the Institution 

of  Federal Tax Ombudsman has endeavored to enhance its area of  focus while 

exercising the lawful authority. Being a complex work impinging upon revenue, 

this institution kept on developing a robust capacity during 2021.

 The overall performance of  the institutions during the year under report i.e. 

2021, is as under:-

INSTITUTION OF FEDERAL TAX OMBUDSMAN: 
PREVIEW AND VISION FOR 2022
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 During the year under report, 3371 complaints have been filed by the taxpayers 

with FTO Secretariat, with the disposal of  2867 complaints, with an 

impressive disposal rate of  85%. Furthermore, out of  2867 decisions by the 

learned FTO, 2556 (89.15%) were accepted by the Complainants and FBR. 

While, only in 311 cases (10.85%) either review or representation under the 

law was preferred by the Complainant or FBR. In various complaints 

pertaining to the admissibility of  Refunds to the Complainants, 

recommendations for processing the Refund cases to the tune of  Rs. 8,499.110 

million have been made and the same were accordingly sanctioned by FBR. 

Average disposal time of  complaints also reduced from 68.43 days (in 2020) to 

57.29 days (in 2021). FTO office also took 217 Own Motion investigations in 

2021 (in comparison to 18 in 2020) and conducted 74 outreach and awareness 

sessions in 2021 in comparison to 50 such sessions in 2020.
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IMPORTANT INITIATIVES

n the first case the complainant being a regular importer of  “Agricultural ITractors” had filed documents in September for clearance of  30 Agricultural 

Tractors to be used by the farming community. After proper examinations/ 

scrutiny of  the consignment by the authorities released the goods.

However, before it was gated out, the Port Qasim collectorate blocked the 

consignment on 13.10.2021 without any legal cause and justification. The 

complainant approached the Federal Tax Ombudsman and said that he had 

filed 6 GDS in which unnecessary delay was being created by customs 

perhaps to benefits  his competitors whose consignments were earlier 

released although there was no difference between goods imported by the 

complainant and their competitors.

“33 Informal Resolution of  Disputes; Notwithstanding anything contained in this 

Ordinance, the Federal Tax Ombudsman and authorized staff  members shall have 

the authority to informally, conciliate, amicably resolve, stipulate, settle any 

grievance without written memorandum and without the necessity of  docketing any 

complaint or issuing any official notice”.

 A. Informal Resolution of the Disputes US 33 of FTO Ordinance, 2000

n order to redress the grievances of  the taxpayers on the priority basis, right Iafter taking the oath of  office Federal Tax Ombudsman has taken the 

initiative and directed all the Advisors to decide the immediate nature cases under 

Section 33 of  the FTO Ordinance, 2000, which reads as under:

 All Advisors of  the FTO Regional Offices have started with dealing specific 

immediate cases to make utilization of  the available provision under Section 33 

of  the FTO Ordinance, 2000 for informal resolution of  the disputes. In this way, 

cases of  urgent nature are being resolved within hours providing the 

complainants with a sigh of  relief. Two representative cases where immediate 

redressal was provided are reproduced below:

Following is a summary of  significant measures taken to improve the performance 

of  the institution of  the Federal Tax Ombudsman:

Federal Tax ombudsman Dr. Asif  Mahmood Jah, provided prompt redressal 

to the importer of  agricultural tractors, directing the Port Qasim collectorate 

to release the held-up consignment of  Agricultural Tractors within hours of  

the complaint.
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  Despite the COVID-19 pandemic, where many institutions all over the world 

switched to online operations, the Federal Tax Ombudsman Secretariat also used 

IT platforms and onsite visits for public awareness and advocacy campaigns.

Media Management

In another case, The complainant was aggrieved on FBR’S decision to include 

her in the Tier-1 Retailers although that she had not conducted any business 

ever since her registration and that she has already notified to the FBR 

 The activities included conducting awareness campaigns, creating relevant 

 Realising the difficulties being faced by the taxpayers belonging to cities for 

from the Business hubs FTO office has established four (04) new regional offices at 

Abbottabad, Sargodha, Sukkur and Sialkot. This one step has given confidence to 

the businessmen in middle level business centers and remote locations. 

It was observed by the FTO that the issue raised resolved around small 

technical hiccups, therefore, instead of  resorting to formal investigation 

proceeding’s under FTO Ordinance, 2000, provisions of  section 33  were 

invoked for instant  resolutions and relief. 

FTO Outreach Programs

After authorization by the FTO, advisor Incharge, Regional Office, Lahore 

acting swiftly approached the concerned RTO to ascertain the factual 

position. In response the concerned tax authorities verified the veracity of  

complainant’s claim. The case was excluded from Tier -1, Retailers by CIR 

–ZONE –IV, RTO Lahore. Thus the genuine issue was resolved within 02 

working days. The petitioner’s lawyer confirmed that the issue stands resolved 

and appreciated the quick and informal mechanism adopted by the FTO 

secretariat which bye-passes lengthy investigation proceedings. 

 In 2021, a vigorous outreach campaign was undertaken by the Federal Tax 

Ombudsman supplemented by all Regional Advisors all over the Country.  FTO 

himself  held almost door to door meetings with all Chambers of  Commerce & 

Associations in the country. Advisors were assigned to disseminate the message 

of  access to the FTO office for justice & redressal of  grievances. Special Business 

Advisors hailing from the Chambers of  Commerce and Industry have been 

appointed at the FTO Headquarters and Regional Offices. This initiative has not 

only gained wide public recognition but at the same time, these steps are proving 

to be a guideline for other similar institutions to follow.

B. New FTO Offices at Remote Locations and Facilitation Desks
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Monitoring

content to reach out to the target audience, creating content for publication 

(newsletters, press releases), social media and webpage content and monitoring 

and responding to the target audience through social media.

 Capitalizing upon the significance of  digital medium of  communication, the 

existing and potential taxpayers were reached out through e-mails, SMS texts and 

social networking websites. The availability of  the facility of  filing online 

complaints on the website of  the FTO Office and dedicated android application 

‘Wafaqi Tax Mohtasib (FTO) Mobile App’ on Google Play Store are the 

measures that have increased the easy accessibility of  the public to the FTO office. 

In the year 2021, 811 applications were received online and 16 through mobile 

application. Mobile application was hit 55375 times on Google Play Store.

 Advertising Agencies were appointed for launching awareness campaigns 

through print, electronic and social media. An Official Documentary had been 

made for the public awareness.

 FTO gave equal importance to the traditional means of  disseminating 

information through press releases to leading newspapers and TV news channels 

to keep the general public abreast of  activities and success stories of  the FTO 

Institution. The awareness campaign continued during 2021, by placing 

information boards in the offices of  various CC&Is, TBAs, FBR and its field 

offices and the branches of  commercial banks in nine major cities of   Pakistan.

  Despite Covid 19 outbreak, a record number of  74 outreach sessions were 

conducted during 2021. In order to enhance the presence of  the footprint in 

electronic media  press  releases on all significant findings by the Federal Tax 

Ombudsman and the President of  Pakistan were circulated. FTO’s presence in 

social media which includes Facebook, Twitter gained huge popularity among 

followers by redressing their tax grievances justly and promptly. As a result, the 

social media presence has enhanced significantly during the year 2021. 

 Continuing with this multi-layered awareness program, the quarterly 

published e-newsletters of  FTO organization was made a monthly feature. It is 

now being regularly circulated to government offices, trade bodies, Chambers of  

Commerce & Industry (CC&I), Tax Bar Associations (TBAs) and Pakistani 

Missions abroad. Upon the directions of  the Honourable President, copies of  

Annual Report 2020 were additionally shared by the office of  FTO with the 

members of  Parliament and Provincial Assemblies.

 FTO’s Office had designed and piloted an online Monthly Performance 

Review (MPR) system in early 2018. With constant improvement since then, it 
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 During regular monthly performance report meetings held at the end of  every 

month, detailed discussions on monthly targets and achievements were held on 

video link with concerned officers and results of  proceedings were also 

disseminated to all concerned in the shape of  written minutes about decisions/ 

directives of  the FTO.

Regular MPR system is an important tool in the FTO office for timely and 

effective intervention for improvement in the performance of  FTO’s relief  

providing mechanism. Performance of  each office is also personally monitored 

and checked by the FTO on daily basis through an online live dashboard.

Monthly Performance Meetings by the FTO

has now evolved into a complete IT solution for monitoring and performance 

review. It has the capability 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. This 

self-contained part and parcel of  a comprehensive “Complaint Management 

Information System (CMIS)” also serves as a database and Management 

Information System (MIS) to provide information on all required aspects of  

complaints processing for MPR.

•       Status of  Advisor-wise cases under investigation, implementation and 
pending beyond internal due date i.e 45 days after registration of  
complaints

•     Status of  Advisor-wise fresh institution of  complaints (Target vs. 
Achievement)

•     Advisor wise status of  Own Motion cases under investigation and 
implementation

•           Compliance with the FTO directives given during the MPR meetings

•           Advisor wise cases under implementation

 We had already achieved considerable progress in the area of  IT, which was 
reported in the Annual Report 2020. Yet there was still a lot of  scope in further 
harnessing the power of  IT in the working of  the FTO office. In 2021, the 

 Performance review is based on the achievements and responsibilities of  all the 

Advisors/Officers of  FTO and concerned focal persons of  FBR. It was dove 

tailed with prescribed timelines and SMART (Specific, Measurable, Acceptable, 

Relevant and Time-bound) Key Performance Indicators (KPIs) based on CMIS 

database and revolved around the following indicators: 

Information Technology 
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We intend to expand the receipt of  complaints through online means up to at 

least 50% of  the incoming traffic during the year 2022. 

Geographical Locations for Hearing of Complaints:

Complaints are heard at the FTO HQ at Islamabad and Regional offices at 

Karachi, Lahore, Gujranwala, Multan, Faisalabad, Quetta, and Peshawar, 

• Developed a monitoring dashboard aided with graphical 
representations of  data for Hon’ble FTO to monitor daily progress in 
CMIS.

following progress was achieved:

• Updation in CMIS software has been made to accommodate 
complaints that fall under informal resolution of  complaints under 
section 33 of  the FTO ordinance.

• Urdu version of  FTOs website has been developed. It is now live and 
running.

• Communication with the complainant through short code SMS 
service is in progress. In this regard, PTA has approved the mobile 
Short Code 9386.

• An internal software audit activity has been added to improve CMIS 
functionality and reporting.

Online Filing of Complaints through Android Application:

The procedure for filing and tracking online complaints is as under:

• Search with “Wafaqi Tax Mohtasib” or “FTO” or “FTO CMIS” 
Mobile App in PlayStore.

• Install Wafaqi Tax Mohtasib  MobileApp.

• Development of  a new version of  the Android mobile application is in 
progress in coordination with PRAL.

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

Table below shows the mode or receiving complaints in CMIS it indicates how 

the complaints have started pouring in through media and online inlets.

MODE  No. of Complaints  %age  
Through R&I  Branch / Post   1994   70.69%  
Online   811   28.75%  
Mobile App.   16  0.56%  
TOTAL   2821   100.00%  
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Way Forward and Vision For 2022

Sargodha, Abbottabad, Sukkur, Sialkot. The same can be heard through video 

link at any of  the above stations as well.

Evidently as narrated above, performance in many areas showed significant 

improvement despite limitations posed by Covid-19. We aim to continue 

pursuing the course of  action leading to ultimate goal of  a clean, transparent and  

efficient Tax Administration through further improving our systems as well as by 

recommendations to the FBR and taking action against maladministration 

through dispute resolution on immediate basis under Section 33, Own Motion  

initiatives and Inspections.

 We also look forward to engage business entrepreneurs and academic 

institutions to increase awareness about FTO services and expand the outreach 

of  the FTO to general masses, with the aim of  supporting to create a fair just and 

equitable tax system.  

 We have set the target of  reducing the time from 60 to 6 days for complaint 

redressal. We intend to continue with the Own Motion Initiatives, Inspections, 

Special Reports and outreach activities. Adjustments and additions in the team of  

Advisors have been made purely on the criterion of  competence, history of  hard 

work and integrity. We hope to enter into a new era of  enhanced performance and 

interaction with FBR for better Tax Administration.

Annual Report - 2021Federal Tax Ombudsman Pakistan
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uring the presentation on Annual Performance Report, on 26.3.21 of  Dthe office of  Federal Tax Ombudsman, the Hon’ble President of  

Pakistan directed to hold Seminar for Awareness of  the Taxpayers on the Role/ 

Functions and performance of  the Federal Tax Ombudsman Office. In pursuance 

of  the directive, Federal Tax Ombudsman’s office conducted three national level 

seminars at Karachi Lahore and Islamabad to create awareness amongst the 

taxpayers about role/functions and the performance of  the organization. Despite 

Covid, these awareness seminars were attended by a large number of  taxpayers, 

Association officeholders, Business Community and tax officials. To facilitate 

and educate people about tax matters, to influence their attitudes, behaviours and 

beliefs towards the achievement of  a defined purpose or goal of  Federal Tax 

Ombudsman, similar awareness sessions were carried out by FTO Regional 

Offices during the Calendar year 2021.

Hon’ble President also appreciated the performance of  the Federal Tax 

Ombudsman office to facilitate taxpayers and ensure speedy redressal of  their 

grievances. He said the Prime Minister has appointed someone with experience 

in taxation as Federal Tax Ombudsman and he hoped that Dr. Asif  Mahmood 

Jah would make no stone unturned to ensure redressal of  grievances of  the 

taxpayers.

A. Public Awareness Seminar in Lahore

Synopsis of FTO Awareness and Outreach Activities at Major 
Business Hubs in Pakistan 

In the second seminar attended by a galaxy of  eminent taxpayers, the chief  

guest was President Dr. Arif  Alvi. The President stressed that implementation of  

reforms in the tax system is vital to ensure the economic stability of  the country. 

Payment of  taxes is essential for country's development as tax theft adversely 

impacts the national economy.  However, the President said use of  modern 

technology ensuring accuracy and justice in tax collection system was essential  

to seek the trust of  the taxpayers.

MEASURES TO ENHANCE OUTREACH AND 
AWARENESS OF THE OFFICE OF THE FTO

34



Annual Report - 2021Federal Tax Ombudsman Pakistan

C. Public Awareness Seminar in Karachi 1st September, 2021

The Second Public Awareness Seminar was held at Karachi on the 1st of  

September 2021. Honourable President Dr. Arif  Alvi was the chief  guest at 

Governor House Karachi. 

The Federal Tax Ombudsman’s Office held two Public Awareness Seminars at 

the Governor House Lahore with Punjab Governor Chaudhry Muhammad 

Sarwar as the special guest for awareness session on 30th October, 2021 and the 

second seminar was graced by Honourable President Dr. Arif  Alvi as a chief  

guest on 3rd of  February, 2022.

The first public awareness seminar on Federal Tax Ombudsman (FTO) was 

held at the Aiwan-e-Sadr on 30th July, 2021. The Hon’ble President, Dr. Arif  Alvi 

graced the occasion as chief  guest.

In the first seminar, Federal Tax Ombudsman of  Pakistan, Dr. Asif  Mahmood 

Jah (Sitara-e- Imtiaz, Hilal-e- Imtiaz) informed that tax collection is fundamental 

to run a State. A fair, just, efficient and simple taxation system is crucial to induce 

confidence amongst the people to pay their taxes as their national obligations. He 

further stated that to address taxpayers’ grievances promptly and without any 

hassle, an effective redressal system is vital. Dr. Asif  Mahmood Jah assured the 

taxpayers that solving their problems would be their top priority and it will also 

increase the tax base. Chief  Guest, Governor Punjab Ch. Sarwar said that 

taxpayers deserve to receive a fair treatment and their grievances are required to 

be redressed instantly.

D. Public Awareness Seminar at Aiwan-e-Sadr on 30th July, 2021

B. Public Awareness Seminar in Lahore 30th October, 2021

The President said that the incumbent government is focusing on a justified 

taxation system to increase the confidence of  taxpayers. He declared that the 

present government since coming into power has persistently been endeavouring 

for improving the public’s confidence in state functionaries by adopting austerity 

measures and effective enforcement. He appreciated the performance of  the 

Federal Tax Ombudsman in providing justice to taxpayers against the 

maladministration of  tax officials; he said disposal of  tax-related complaint within 

50-days period by the tax ombudsman was an appreciable effort. He urged the 

taxpayers to take benefit from the FTO’s swift response. He said that each year, 

many delegations visit Presidency and assure payment of  due taxes; however, their 

only demand remains simplification of  taxation procedure.

To apprise the masses about the platform of  FTO for speedy justice on tax-
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Federal Tax Ombudsman, Mr. Mushtaq Ahmad Sukhera, in his address 

informed the participant that the office of  FTO was working efficiently with its 

mandate to investigate, redress and rectify maladministration of  tax bodies and issue 

necessary recommendations. He proposed that in order to avoid regressive taxation, 

reforms were necessary with an aim to impose the rate of  taxation in accordance 

with the different income groups, instead of  the uniform taxes with equal 

applicability on the poor and rich. He further said that his office had been providing 

speedy and cost-free redressal of  taxpayers’ grievances arising out of  corruption or 

maladministration of  tax functionaries of  the Federal Board of  Revenue. He said the 

complaint lodged at FTO office gets registered with a specific identifiable number 

followed by an investigation by the Advisor and the departmental response with a 

decision to be taken within 45-60 days. To promote good governance, the FTO said, 

several own motion cases were initiated by FTO in areas of  bogus registrations, fake 

invoices, smuggled vehicles, illegal export of  gold, and e-auctions.

In his speech on the occasion, the President said that in response to public 

grievances, FTO puts a check on the acts and decisions of  the FBR, thus presenting a 

balance of  authority and accountability between the two institutions. Speaking about 

the apprehensions regarding the present tax system, he called for fixing the loopholes 

in the tax system by putting in place effective checks with the help of  tools of  

technology and digitization to ensure optimum transparency. However, he said that 

such a system of  checks and balance must not create delays leading to the 

inconvenience of  taxpayers. The President further added that an effective tax system 

would help eliminate corruption from the society, which was otherwise gravely 

affecting the poor in view of  their unsustainability to the economic scenario.

related grievances, the seminar gathered representatives from Federal Board 

of  Revenue, Chambers of  Commerce and relevant tax functionaries and 

taxpayers at large.
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TAXPAYERS FACILITATION

A.  Inauguration of FTO Facilitation Desk at Islamabad International Airport 

In order to facilitate the passengers and to provide them with an opportunity to 

avail all customs/tax-related services and get their issues resolved within the 

premises of  International Airport, Dr. Asif  Mahmood Jah inaugurated facilitation 

Desk at Islamabad International Airport on 5th November, 2021. Addressing the 

inaugural ceremony, FTO said that the facilitation desk would provide redressal 

services to the taxpayers and help in resolving their customs/tax-related issues 

under one roof.

FTO’S ENGAGEMENTS WITH IMPORTANT 
STAKEHOLDERS

n pursuance of  the outreach program under taken by the FTO Secretariat, Iwith a passion to reach out to the taxpayers, the Hon’ble Federal Tax 

Ombudsman undertook a series of  outreach sessions during 2021. A brief  detail 

of  the same is as under:

He said that the availability of  the FTO facilitation desk on the premises of  the 

airport would be a great facility to be availed by the passenger in future. It was 

expressed that quick redressal of  the taxpayers' complaints by the FTO and 

Pakistan Customs would help in improving the taxpayer facilitation.

B. FTO Facilitation Desks at Jinnah International Airport Karachi, Quetta, 
Lahore and Peshawar 

On the pattern of  Islamabad International Airport, FTO office has also 

established a facilitation counter at JIAP, Karachi on 16 November, 2021. Similar 

facilitation desks are now also operational at Lahore, Peshawar and Quetta.

C. FTO’S Facilitation Desks at different Border Stations 

The Federal Tax Ombudsman took another initiative to facilitate the 

international travelers and traders by establishing facilitation desks at land border 

stations at Chaman and Torkham. Various complaints had been registered with 

the help of  facilitation desks during 2021. 

Public Response to these steps for taxpayers-facilitation has been very positive. 
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FEDERAL TAX OMBUDSMAN ENGAGES TRADE BODIES AND 
ASSOCIATIONS 

He pledged that the FTO office would bring an end to the unresponsive 

attitude of  tax officers towards the taxpayers, adding that the FTO office will 

ensure the implementation of  its recommendations.

The General Public had started taking interest in enquiring about the FTO by 

visiting these facilitation desks all over the country. Specifically at Karachi 

airport, various people appreciated the establishment of  this facility. The same 

scenario had been observed at Islamabad Airport and border facilitation desks, 

established at Customs station Torkham, KPK and customs station Chaman, 

Balochistan. This step had proven to be a major facilitation move towards 

resolving the issues of  aggrieved taxpayers and instantly minimizing 

maladministration within Federal Tax Machinery. Coordination with ministries 

of  Kashmir and affairs a law division for ensuring better improvement in 

systematic decision making. 

A. Meeting with All Pakistan Textile Mills Association (APTMA) on 18 
October, 2021

As a part of  the outreach program, the Federal Tax Ombudsman held a 

meeting with the President and officer bearers of  All Pakistan Textile Mills 

Association on 18 October, 2021.

The audience was informed about recent efforts to clear the complaints 

expeditiously within the shortest possible time and on achievements made in 

addressing the systemic issues of  maladministration. Underlining the 

outreach programme as a key function of  FTO’s office, Hon’ble FTO 

highlighted that President of  Pakistan had directed to expedite and enhance 

the scope of  the programme.

The President APTMA applauded the efforts being made by the FTO Office to 

increase the 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.

B. Meeting of FTO with Pakistan Textile Exporters Association (PTEA) on 
1st of November, 2021

Federal Tax Ombudsman had a meeting with Pakistan Textile Exporters 
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Association (PTEA) on the 1st of  November, 2021. 

Mr. Ameer Ahmad Vice President, PTEA highlighted the efforts and role of  

Pakistan Textile Association. Dr. Asif  Jah appreciated the role of  the textile industry 

in the economy and exports of  the country and promised to take all possible 

measures to attend to the issues and concerns raised by the PTEA members. No 

country can grow without facilitating its business community; he said and urged the 

trade and industry to consider the FTO office as their advocate against the incidences 

of  highhandedness by the tax functionaries. Hon’ble FTO, articulately responded to 

all the queries of  the participants. He also invited participants suggestions with a 

view to rectifying the maladministration of  the Department.

C. Visit to Pakistan Hosiery Manufacturers and Exporters Association

Federal Tax Ombudsman visited Pakistan Hosiery Manufacturers and 

Exporters Association on 16 November, 2021.

Dr. Asif  Mahmood Jah spoke to the members of  (PHMA). The facilitation 

desks have been established at various border stations of  Pakistan to facilitate and 

encourage formal trade in the country. He informed that majority of  the 

complainants had been decided at a brisk pace and mostly the findings/rulings 

from FTO Secretariat were in favour of  the complainants. He invited written 

suggestions from PHMA members to further improve the working of  FTO and 

Federal Board of  Revenue to facilitate and encourage tax-payers towards 

registration with FBR. The FTO gave patient hearing to the problems and issues 

apprised by M Jawed Bilwani, Chief  Coordinator & former Chairman (PHMA), 

Abdul Rehman, Chairman, Abdul Kadir Bilwani, Senior Vice Chairman, Faisal 

Arshad Sheikh, Vice Chairman, Junaid Makda, Aslam Karsaz, Abdul Jabbar 

Gajiani, Bashir Ghaffar, Khizer Mehboob, Ali Murtaza Panju, Salman Ishaq, 

Ilyas Gigi and other leading textile exporters.

D. Visit to Faisalabad Chamber of Commerce and Industry 

Federal Tax Ombudsman paid a visit to Faisalabad Chamber of  Commerce 

and Industry on 1st of  November, 2021. On the occasion, FCCI President, Atif  

Munir Sheikh appreciated role of  the FTO office in redressing grievances of  

taxpayers. Chief  Commissioner Inland Revenue Syed Mahmood Hussain Jafari 

revealed that a total of  Rs40 billion refunds were released in Faisalabad last year 
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G. Visit to FPCCI (Federation of Pakistan Chambers of Commerce and 
Industry), Karachi

A meeting was held by the FTO with the Lahore Chamber of  commerce and 

industry on 6th December, 2021. LCCI President Mian Nauman Kabir, Senior 

Vice President Mian Rehman Aziz Chan and Vice President Haris Ateeq 

welcomed Hon’ble FTO and pointed out various tax related issues of  business 

community. The President of  LCCI highlighted the issues faced by traders while 

using FBR systems such as WeBOC and various IRS systems developed by PRAL.

Federal Tax Ombudsman responded to all the queries of  participants .FTO 

said that actions are being taken against high ranked officers to make the working 

of  the tax authorities transparent. He said that the ultimate objective of  FTO is to 

facilitate the taxpayers.

F. Visit to Karachi Chamber of Commerce and Industry

on the FTO directives. While addressing the members of  FCCI, FTO 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 shall be given to ensure implementation of  the FTO 

findings. Participants took a keen interest in the proceedings and several 

proposals to reform tax system and administration were forwarded by them.

Federal Tax Ombudsman expressed his views in a meeting held in Karachi 

Chamber of  Commerce and Industry on 16 November, 2021.

Federal Tax Ombudsman visited Federation of  Pakistan Chambers and 

Industry on 18 November, 2021.

E. Visit to Lahore Chamber of Commerce and Industry

He assured that the office of  FTO would resolve issues of  industrialists 

including refund of  taxes. He said FTO would create a bridge between taxpayers 

and tax collectors.

The President of  KCCI, Muhammad Idrees and Zubair Motiwala appreciated 

the FTO’s notice and report on the misuse of  powers by FBR officials in issuing 

fake notices and accessing bank accounts of  the taxpayers unnecessarily. FTO 

informed the participants about Findings/Recommendations made to the FBR 

from time to time for improvement in the system and facilitation of  the taxpayers.
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Dr. Asif  Mahmood Jah apprised the audiences on the mandate and the 

performance of  the Federal Tax Ombudsman. He said that 90% of  the 

complaints by the business community go in their favour on average. 

Furthermore, the complainants have also the option to file review to FTO and 

filing a representation with the constitutional office of  the President of  the 

Islamic Republic of  Pakistan, against the decisions of  the FTO.

The Federal Tax Ombudsman paid a visit to the Rawalpindi Chamber of  

Commerce and Industry (RCCI) and addressed a public awareness session for 

‘Rectifying Tax Network’ on 29 November, 2021.

H. FTO’s Tax Awareness Session at RCCI (Rawalpindi Chamber of Commerce 
and Industry)

Sr. Advisor Media and Awareness Mrs. Sarwat Tahira Habib, Advisor 

Customs Dr. Arsalan Subuctageen, Advisor IT, Ms. Mehbooba Razzaq, 

Collector Customs, Mr. Junaid Jalil Khan, Commissioner Withholding Zone, 

Ms. Nazia Zeb Ali, Commissioner City Zone, Ms. Farhat Qayyum, 

Commissioner Cantt Zone, Abbas Ahmed Mir and representatives of  Anjuman-

e-Tajiran were also present on the occasion.

I. Visit to Sukkur Tax Bar Association & Sukkur Chamber of Commerce 
&Industry

RCCI President, Nadeem A Rauf gave a briefing to the federal ombudsman. 

He said that the visit of  the federal ombudsman to the chamber along with the 

FBR and Customs team will help in solving the problems of  the business 

community. 

Both the sessions held in the Chamber’s Conference room on 04 December, 2021. 

Federal Tax Ombudsman briefly told the participants about the purpose of  the 

meeting. Thereafter, the participants were also informed about the efforts made to 

dispose of  the complaints expeditiously within the shortest possible time. The 

Members were also apprised regarding country-wide campaign launched by the FTO 

secretariat with the core objective to spread awareness of  the grievance redressal 

Mian Nasser Hyatt Maggo, President Federation of  Pakistan Chambers of  

Commerce & Industry (FPCCI), proposed that tax adjudication cases be handled 

under the supervision of  the office of  Federal Tax Ombudsman (FTO) for a fair, 

neutral, transparent and competent resolution of  tax notices. 
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mechanism to instil confidence of  taxpayers in the office of  the FTO for speedy and 

efficacious justice against any maladministration by the officers of  tax department.

APPOINTMENT OF HONORARY BUSINESS COORDINATORS

In order to provide maximum facilitation to the business community, the 

Federal Tax Ombudsman has constituted honorary position of  Coordinator 

(Business Liaison) in the Federal Tax Ombudsman Offices at Islamabad, 

Rawalpindi, Karachi, Lahore, Peshawar, Quetta, Gujranwala, Multan, 

Faisalabad, Sialkot, Abbottabad, Sargodha and Sukkur. The honorary 

coordinators will maintain a close liaison with local Chambers of  Commerce & 

Industry, trade associations, market associations, general trade bodies and other 

business-related organizations, individually or collectively. They would present 

taxpayers problems, issues, conflicts and concerns to the respective advisors in 

FTO office and act probating for immediate redressal of  the same. This will be 

instrumental in resolving key tax issues of  business community and will act as a 

bridge between traders, trader bodies and FTO for quick redressal of  the genuine 

problems faced by the business community across the country. The honorary 

coordinator (Business Liaison) will also seek recommendations, views and 

comments from business circles regarding any changes, improvements or 

updation of  the existing tax laws, procedures and policies. In addition Dr. Asif  

Mahmood Jah has appointed Mr. Sohail Altaf  Group Leader Rawalpindi 

Chamber of  Commerce and Industry (RCCI) as Chief  Business Advisor to FTO. 

The practical participation of  Business Community in the above terms has given 

a great boost to the confidence of  the Businessmen and is  being appreciated all 

across the country.

PERFORMANCE OF THE FTO’S ADVISORY COMMITTEES

In exercise of  the powers conferred under Section 18 of  the establishment of  

the office of  FTO Ordinance, 2000, an Advisory Committee comprising of  the 

distinguished experts in their respective fields have been established at the FTO 

Secretariat, Islamabad and for Central and Southern Regions.

The cardinal purpose of  Advisory Committee was to create a pool of  

experts for sharing their views on taxation and FBR related issues. A brief  

detail of  the activities carried out during the Advisory Committee meetings is 

summarized below:
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a Meeting of FTO’s Advisory Committee (Headquarters) on 16.12.2021

The agenda of the subject meeting, inter alia, included the discussion on 

the measures to improve taxpayers’ facilitation through early redressal of  

issues raised by trade, public at large, international investors and 

corporations. The FTO explained the mandate and functions of  the 

Advisory Committee. He also apprised the participants that in several of  

complaints, the issues raised by the complainants were resolved 

immediately as a result of  telephonic discussion or by forwarding details 

informally to the relevant tax functionaries under the FBR, by exercising 

the powers under Section 33 of  the FTO Ordinance, 2000.

The FTO also informed the participants that the FTO Office has proposed 

disciplinary proceedings against 17 officers/officials of  the FBR involved 

in mal-practices.

b Meeting of the Advisory Committee (Central Region) 

Mr. Abdur Rahman Dogar, Advisor Incharge, FTO Secretariat, Regional 

Office, Lahore in his introductory remarks briefed about agenda of  

meeting. After the address of  Hon’ble Federal Tax Ombudsman, 

participants of  the meeting actively participated in the discussions session 

and made the following suggestions for improvements in tax procedures 

/administrations of  FBR:

The advisory committee members lauded the performance of  the 

FTO, appreciated the quick response in tax-related queries and 

proposed FTO’s publications in Urdu version to promote more tax 

awareness in general public. 

 As in one such complaint, a consignment of  tractors was stuck-up at Karachi 

port without any legal authority. The said consignment was released by the 

Collector within hours after intervention by the FTO office informally.

It was further informed that the FTO office will try to conduct meetings of  

the Advisory Committee on quarterly basis.

In order to discuss improvement in tax procedures /administration with 

the stakeholders, a meeting of  Central Advisory Committee was held in 

the Regional Office Lahore, on 08 December, 2021 participants offered 

several suggestions, some of  which were as follows;

It was further informed that the recommendations have been issued to the 

FBR for expeditious resolution of  refund-related issues raised by the 

business community, as the same constitutes a major chunk of  complaints 

being processed at FTO Secretariat. 
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• Suo Motu powers of  the Hon’ble FTO should be exercised for 

strengthening the taxation system.

 Participants of  the Advisory Committee contributed actively to the 

discussion. Following proposals were made for improvement in tax 

procedures and overall administration of  tax authorities:

8  Action be taken against officials found involved in corruption and 

malpractices and taxation system to be rationalized so that business 

community/Taxpayers should feel ease in their doing business

8  FBR functionaries should be stopped from injudicious exercise of  

discretionary powers.

• Deliberate delay in FTO recommendations should be dealt with 

strictly in accordance with prevailing laws & regulations especially, 

sections 9, 10 and 18 of  FOIR ACT, 2013 for improvement in the 

implementation of  FTO’S recommendations.

8  Rationalization of  Sales Tax, collection and refund of  Sales tax 

should be issued without delays as this adversely impacts exports 

process.

• Provincial taxes may be merged with Federal Taxes as officers of  

Federal Sales Tax have better understanding to collect the same.

8  Field formations are not following the criteria laid down in terms of  

clause (43A) of  section 2 of  the Sales Tax Act 1990 for the purpose of  

• Rationalization of  Sales Tax, collection system and refunds of  sales 

tax should be issued within 72 hours without delays.

 The Hon’ble FTO addressed the participants. He elaborated the 

significance of  the organization in providing expeditious and cost free 

justice against maladministration of  the tax officials. He informed the 

participants that for the first time in the history of  the organization, desks 

have been established at all international airports of  the country for the 

facilitation of  non-residents Pakistanis.

• FBR official’s negative reaction should be dealt with in accordance 

with provisions of  relevant laws.

 Meeting of  Advisory Committee (South) was held through video 

conference on 22 December, 2021. The meeting was chaired by Dr. Asif  

Mahmood Jah .

c Meeting of the Advisory Committee (South)

8  Deliberate delay in implementing FTO’s recommendations may be 

dealt with strictly in accordance with prevailing laws and regulations.
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1. Awareness  session was held on 03.02.2021 in Peshawar Tax Bar 

Association Peshawar

Regional Office, Lahore

8  Revengeful actions taken by FBR functionaries in respect to refund 

complaints filed in FTO needs to be redressed.

2. Awareness Session at Rawalpindi Women, University on 28.12.2021

compulsory registering retailers through point of  sales.

 OUTREACH SESSIONS ADDRESSED BY FTO’S REGIONAL ADVISORS

8 Three (3) Outreach sessions were conducted by Advisors at Peshawar 

during 2021;

3. Awareness session was held on 08.11.2021 in Peshawar Tax Bar 

Association 

2. Awareness Session with President and other office bearers and 

Members of  LCCI, Lahore was held on 16.08.2021

Head Office, Islamabad

8 Two (2) meetings/sessions were conducted by Miss. Mehbooba Razzaq, 

Advisor Income Tax in Hqrs office, in connection with outreach and 

awareness activities as per the following details:

Regional Office, Peshawar

During the year 2021, FTO’s team of  Advisors intensified the outreach and 

awareness campaign. Interaction between FTO’s institution and members of  

Chambers of  Commerce and Industry, Traders’ Associations, and Tax Bar 

Associations was increased. A total of  Forty Five (45) sessions were conducted 

during 2021 compared to thirty five (35) sessions during 2020. Some of  the 

sessions were attended by more than one advisor to interact on all categories of 

taxes under one roof.   The following are highlights of  outreach activities 

undertaken by Advisors during 2021;

8  Ms. Lala Rukh, Chief  Executive, KWCCI, Karachi requested that a 

representative of  the FTO may be made available at chamber 

specifically for the facilitation of  businesswomen.

1. Outreach Session at Govt Graduate College for Women, Rawalpindi 

on 22nd  February, 2021

2. Awareness Session was held on 12.02.2021 in Sarhad Chamber of  

Commerce &Industries Peshawar

1. Awareness Session with Customs Clearing Agent Association, 

Lahore was held on 25.02.2021

Following Ten (10) meetings/sessions were conducted by Regional 

Office, Lahore in connection with outreach and awareness activities.
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8. Awareness Session with office Bearers and Members of  Lahore Tax 

Bar Association was held on 06.12.2021 at LTBA, Nabha Road 

Lahore

4. Awareness Session with Office Bearers of  trade union held on 9th 

September, 2021

5. Address of  Hon’ble FTO with Officers of  field formations of  FBR 

from inland Revenue and customs at Lahore held on 22.11.2021

Total Six (6) such sessions were conducted by Regional Office Faisalabad 

during 2021:

2. Outreach meeting with members of  Anjuman Tajran Mansoorabad 

was held on 12 February, 2021

6. Outreach session with members of  Faislabad Chamber of  Small 

Traders and Small Industry was held on 21.01.2021

3. Awareness Sessions held on 18.10.2021 with APTMA’s office Bearers 

and Members at Jail Road Lahore

10. Awareness session with dignities from different walks of  life was held 

on 14 December, 2021

6. Awareness Sessions held on 30 October, 2021 at Durbar Hall, 

Governor House Punjab

7. Awareness Session with office Bearers and Members of  Sheikhpura 

Chamber of  Commerce &Industry 

Regional Office Faisalabad

Total Eight (8) meetings/sessions were conducted by Advisor Incharge 

Regional Office, Gujranwala in connection with outreach and awareness 

activities:

3. Outreach meeting with members of  Anjuman Tajran, Faislabad was 

held on 26 February, 2021

Regional Office, Gujranwala

1. Outreach Session was organised in Narowal Tax Bar Association on 

11 March, 2021

2. Outreach session was organized in Narrowal Traders Association on 

9. Another Session with Office Bearers and members of  Lahore 

Chamber of  Commerce & Industry was held on 06.12.2021 

1. An outreach session was held her Flour Mills Association, Faisalabad 

on 17 March, 2021

4. Outreach meeting held with members of  Faislabad Tax Bar 

Association on 26.02.2021

5. Outreach meeting with members of  Anjuman Tajran Young Traders 

Association, Faislabad was held on 22.01.2021
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11 March, 2021

3. Outreach session was  organized  in Sialkot Tax Bar Association on 

22 February 2021

4. Outreach session was or organized  in Pakistan Surgical Association 

Sialkot on 22 February, 2021

5. Outreach session was  organized  in Gujranwala Tax Bar Association 

on 24 February, 2021

6. Outreach session was organized at Gujranwala Chamber of  Chamber 

& Industry on 04 January, 2021

1. Outreach session was organized in Sargodha with Members of  

Anjuman-e-Tajran 24.02.2022

8 Advisor Incharge Regional Office, Multan, conducted five (5) meetings/ 

sessions in connection with outreach and awareness activities:

5. A meeting was arranged with President  and Executive members of  

Vehari Chamaber of  Commerce and Industry on 17.11.2021

2. Outreach session was organized in Sukkur Chamber of  Commerce & 

Industry on 4th December, 2021

7. Outreach session was organized in Sialkot Chamber of  Commerce & 

Industry on 11 January, 2021

Regional Office Abbottabad

4. Outreach session was  organized in Old Sabzi Mandi Bohar Gate 

Multan on 16.03.2021

3. Outreach session was organized in Bahawalpur Chamber of  

Commerce & Industry on 03.02.2021

Regional Office, Multan

1. An awareness session was organized in Abbottabad Chamber of  

Commerce & Industry on 19.01.2022

Regional Office Sukkar

Regional Office Sargodha

1.  Outreach session was organized in Multan Tax Bar Association on 14 

January, 2021

1. Outreach session was organized in Sukkur Tax Bar Association on 4th 

December, 2021

8. Outreach session was  organized in Gujranwala Tax Bar Association 

on 25 January, 2021

2. Outreach session was arranged with the leading businessman and 

senior tax advisors in regional office Multan on 25.01.2021
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7. Outreach session organized at Governor House Karachi on 28 

January, 2021

2. Outreach session was organized in Sialkot Tax Bar Association on 22 

January, 2021

8 Eleven (11) outreach sessions were conducted by Regional Office Karachi:

2. Outreach session was arranged with Karachi Customs Association on 

25 January, 2021

11. Outreach session Federation of  Pakistan (FPCCI), Karachi on 16 

September, 2021

9. Outreach session in Karachi Chamber of  Commerce & Industry on 

15 November, 2021

8. Outreach session was  organized in Pakistan Tea Association Karachi 

on 15 September, 2021

Regional Office Karachi

1. Outreach session was organized for Multan Tax Bar Association 

Association on 14 January, 2021

3. Outreach session was  organized  in Karachi Chamber of  Commerce 

& Industry on 15 February, 2021

Regional Office Sialkot

4. Outreach session in Korangi Association of  Trade and Industry 

(KATI) Karachi on 11 February, 2021

10. Outreach session was organized in Pakistan Hosiery, Karachi on 16 

September, 2021

3. Outreach session was organized in Pakistan Surgical Association 

Sialkot on 22 January, 2021

5. Outreach session was organized in Pakistan Chemicals & Dyes 

Karachi on 16 February, 2021 

6. Outreach session for North Karachi Association & Industry on 25 

March, 2021

1. Outreach session was organized in Sialkot Chamber of  Commerce & 

Industry on 11 January, 2021
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26th meeting of  Forum of  Pakistan Ombudsman (FPO) was held on 3rd 

September, 2021. Hon’ble Members of  the forum participated in the meeting. It 

was proposed in the meeting to develop a FPO website for better coordination 

and sharing the initiatives being under-taken by all the organizations in FPO. The 

subject task has been accordingly taken up by Federal Ombudsperson for 

Protection against Harassment of  Women at Workplace.

Activities of Forum of Pakistan Ombudsmen (FPO) During the Year 2021

25th meeting of  FPO was held on 13th July, 2021 in the Wafaqi Mohtasib 

Secretariat, Islamabad. During the meeting, it was decided to strengthen 

inter-ombudsmen office coordination for enhancing performance and 

institutional strength. It was realized that there is a need to share good 

practices and experiences of  the member organizations especially in the 

field of  public awareness campaigns through electronic, print and social 

media and benefit from the information technology to achieve more 

efficiency and transparency.

he Forum of  Pakistan Ombudsmen (FPO) was established on 16th TApril, 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 to analyse 

the best practices being followed in pursuance of  good grievance. Dr. Asif  

Mahmood Jah, (Hilal-i-Imtiaz) (Sitara-i-Imtiaz), Federal Tax Ombudsman, 

is currently President of  this Forum.

Chapter- 5

ACTIVITIES OF FORUM OF PAKISTAN 

OMBUDSMEN & ORGANIZATION OF ISLAMIC 

COUNTRIES  OMBUDSMAN ASSOCIATION 
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Training Session by the FTO Secretariat on OICOA Forum

Organization of Islamic Countries Ombudsman Association

The second training session of  OICOA held on 27th January, 2021, was in the 

pursuance of  “Building Communication Network” among all the OICOA 

forums. The session was conducted by Advisor Customs Dr. Arslan 

Subuctageen, of  FTO Secretariat, Islamabad. The session was aimed to create 

awareness about the functionalities and operations of  Federal Tax Ombudsman 

of  Pakistan. The session focused on the areas of  complaint receipts, disposal, 

decision and grievance redressal.

3rd Board of Directors Meeting of OICOA

OIC Ombudsman Association (OICOA) came into existence on 29th April, 

2014 intendending to strengthen the Ombudsmen and to undertake effective 

networking of  their offices in the OIC States. The first and Second successive 

OICOA Board of  Directors (BOD) meetings were held online on 14th October, 

2020 and 2nd December, 2020 respectively. Amid Covid-19 pandemic, where the 

organizations have confined most of  their operations, the world has learnt the 

“New Normal”, which is evolving and utilizing technology enabling the world to 

interact on virtual platforms while maintaining social distances. In these BOD 

meetings, it was decided to conduct training sessions for sharing the work 

experience of  member offices. 

He further explained that the institution of  the Federal Tax Ombudsman, 

Pakistan is pro-active organization with its doors open for aggrieved taxpayers. 

The FTO office under the outreach program contacts the various stakeholders 

such as the Federation of  Pakistan Chamber of  Commerce and Industry and 

Chambers of  Commerce and Industry in different parts of  the country, Tax 

Bars, legal forums and the general public through print, electronic and social 

media to provide them with assistance and details on how to file complaints and 

approach FTO office.

Third BOD Meeting of  OICOA was held on 10th March, 2021 (online), 
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5th Board of Directors Meeting of OICOA

Fourth BOD meeting of  OICOA was held online on 24th of  May, 2021 to 

discuss “Human Rights of  Palestine”. Board of  Directors strongly condemned 

Israel’s killing of  hundreds of  civilians, including children and women, in Gaza 

and Al-Quds and its abominable attacks against the sacred Al-Aqsa Mosque in 

May, 2021 and demanded, inter alia, that Israeli attacks should be recognized 

as “War Crimes”. During the meeting, Training schedules of  OICOA 

encompassing transparency to accountability, kindness to equality, non-

discrimination to fairness, and protection of  privacy to responsiveness were 

discussed.

The subject meeting was held on 17th November, 2021 online. The meeting 

was chaired by Chief  Ombudsman of  Turkey, Mr. Seref  Malkoç (President 

OICOA). Members congratulated Dr. Asif  Mahmood Jah (Sitara-i-Imtiaz) 

(Hilal-i-Imtiaz) Federal Tax Ombudsman, Pakistan and Justice Dr. Zabihullah 

Khodaeian, President General Impaction Organization, Iran for taking charge of  

new assignments in their respective offices. It was decided that Trainings will be 

continued and subjects for training will be further increased after obtaining 

proposals from all member States. It was also decided to conduct General 

Assembly meeting in Pakistan in 2022.

4th Board of Directors Meeting of OICOA

coordinated by Chief  Ombudsman Office, Turkey. It was decided in the 

meeting that research work conducted by the member states will be 

incorporated in the training modules to further enhance the technical 

capabilities of  the member organizations. 
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Chapter- 6

• Federal Tax Ombudsman (FTO) Seeks, Chief  Commissioner CTO 
(LHR) to give Appeal Effect to the appellate orders in 82 cases 

A brief  on decisions of  the Federal Tax Ombudsman for improving 

governance and facilitating systemic reforms and their implementation status in 

selected cases is given below: 

 During 2021 based on complaints received, Own Motion cases initiated and 

reports in the media, multiple administrative issues were investigated and 

recommendations were made to FBR for improvement in the governances of  tax 

processes. Some salient cases, seeking redressal, included the following; 

n a bid to restore confidence of  taxpayers in the tax system and to ensure Itransparency and quick processing of  the consignments, tax assessment and 

refund cases the office of  the Federal Tax Ombudsman (FTO) has been consistently 

taking action to eliminate systemic maladministration and corruption in the Federal 

Board of  Revenue (FBR). In order to ensure meaningful contribution toward 

systemic reform along-with the findings, continuous advisory recommendations are 

also issued to the Federal Board of  Revenue on the issues brought up for redressal to 

the Federal Tax Ombudsman’s Forum either through reference, complaints by 

citizens or an own motion investigation by the FTO Office. Implementation of  

suggestions by the FTO Office for systemic reform is monitored for compliance. 

• Pending Inquiries against 180 FBR Officials: FTO orders FBR to 
complete inquiries within time limit

• Clearance of  Non-Bonafide Baggage Directions for Processing of  
Passengers Baggage through Automated Module at all Airports 

• Directions To FBR to Devise Electronic System to Transmit Particulars of  
Bidders Participating in Auctions of  Confiscated Vehicles

• Recommendations to Ensure Speedy Clearances of  Imported Goods by 
Strengthening of  Risk Management System

• FBR should Empower Chief  Collectors for Regular audit, inspections 
better Monitoring and Controls

• Failure to Establish Customs Laboratories, recommendations to expand 
the facilities

IMPROVING GOVERNANCE: 
RECOMMENDATIONS TO FBR ON 

SYSTEMIC REFORM
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 An own motion investigation was initiated by Federal Tax Ombudsman 

through exercise of  jurisdiction conferred under Section 9(1) of  the Federal Tax 

Ombudsman Ordinance, 2000 (FTO Ordinance).  The OM initiative was based 

upon media reports on various occasions that the facility of  Un-Accompanied 

Baggage (UAB) at Karachi was misused through clearance of  goods in commercial 

quantity and of  items which were non-bonafide baggage in terms of  the Baggage 

Rules, 2006. For passengers arriving in the country, Baggage is defined as personal 

baggage apparel and other personal, professional and household effects of  a 

passenger. Rules 3 of  the Baggage Rules specify allowances for Pakistani nationals 

who do not avail transfer of  residence and are entitled to import duty free items. 

Rule 4 specifies allowances for availing transfer of  residence facility in respect of  

passengers who had stayed abroad for more than two years. It was however 

observed during investigation that the existing system of  clearance of  baggage in 

the WeBOC computerized system was not being implemented in majority of  the 

baggage consignments which in turn provides an open opportunity of  abuse for 

clearance of  non-bonafide baggage in violation of  legal provisions.

 Being a glaring case of  maladministration, Federal Tax Ombudsman directed 

the FBR to ensure the processing of  all Baggage consignments through 

Own Motion Case No. 0124/OM/2021

A.  Clearance of Non-Bonafide Baggage Directions for Processing of 

Passengers Baggage through Automated Module at all Airports

 In a bid to restore confidence of  taxpayers in the tax system and to ensure 

transparency and quick processing of  the consignments, the office of  the Federal 

Tax Ombudsman (FTO) has been consistently taking action to eliminate 

maladministration and corruption in the Federal Board of  Revenue (FBR).

 During investigation, data furnished by the Customs Deptt was examined and 

it transpired that the Directorate  the of  Reforms & Automation, Customs 

Karachi had deployed the module in WeBOC system for processing of  Baggage 

declarations (BDs) and Collectorates across the country are mostly using the 

module for processing of  unaccompanied baggage except for the Collectorate of  

Preventive/Enforcement, Karachi which is the station where highest number of  

10013 BDs were filed during the period from 01.01.2021 to 25.10.2021. However, 

it was observed that the Collectorate of  Enforcement used the said module on test 

and trial basis in September 2021 i.e. after cognizance taken by FTO Office and 

thus due to delay or reluctance in usage of   module on the part of  said 

Collectorate, major chunk of  BDs filed in the country were not processed through 

WeBOC module.  
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As this case involves change development and installation of  computerized 

system, time has been granted to implement the recommendations by the office 

of  the Federal Tax Ombudsman. 

B. Pending Inquiries against 180 FBR Officials: FTO orders FBR to complete 

inquiries within time limit

automated module in WeBOC without any exception and to ensure its 

implementation at Collectorate of  Customs Enforcement Karachi. The same will 

not only eradicate any chance of  misuse of  the subject facility but will also result 

in prompt processing of  the bonafide baggage of  the incoming  passengers at 

various airports across the country. 

Hence, the Federal Tax Ombudsman (FTO) directed FBR to call for 

explanation of  all the inquiry officers, committees and take appropriate action 

against them for causing inordinate delay in conclusion of  inquiry proceedings. 

The FBR was also advised to evolve a centralized monitoring mechanism at the 

Headquarters level to ensure that the disciplinary proceedings are completed 

Implementation Status

Own Motion Case No.11/OM/2021 dated 01.09.2021

The FTO took an Own Motion, in response to a news item reported in the 

mainstream media, which stated that Since 2015, around 180 officials of  FBR are 

facing inquiries on charges of  corruption and inefficiency but the enquiry officers 

were delaying the completion of  the departmental enquiries in connivance with 

the delinquent officials.  During the investigation, Secretary Revenue Division, in 

his comments reported that inquiries were initiated against the FBR employees 

under Government Servant (E&D) Rules, 1973 and Civil Servants Efficiency and 

Discipline (E&D) Rules, 2020. However, in all inquiries, pending under E&D 

Rules, 2020 the stipulated period of  sixty days had already elapsed; no serious 

effort had been made by the inquiry officers to bring the accused officials of  FBR 

to book. The FTO in this independent investigation concluded that delay, 

inefficiency and incompetence in concluding inquiry proceedings initiated under 

E&D Rules, 1973 and E&D Rules, 2020 has not only adversely affected the 

internal accountability of  FBR but also tantamount to maladministration in 

terms of  Section 2(3) (ii) of  the FTO Ordinance.
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within time limit, as provided under Efficiency & Discipline Rules 1973, and 

E&D Rules 2020.

Implementation Status

FRBR has informed that as per the earlier correspondence with FTO office the 

cases pertaining to E & D Rules 2020 were excluded from the list. Resultantly, on 

18.06.2021, FBR has forwarded a list of  20 pending E & D cases pertaining to the 

Rules 1973 along with reasons of  pendency. Since then 09 cases have been 

finalized whereas, 11 cases Pertaining to Rules of  1973 are pending. It was 

requested that figure of  180 cases may kindly be reviewed.

With regard to the specific query on monitoring mechanism of  disciplinary 

cases, the FBR has taken the following steps:-

a. Designing of  a alert-based monitoring mechanism for disciplinary cases 

which is expected to be operational by 31.02.2022

b. In the existing system (HIS), complete history of  finalized/ongoing 

proceedings are updated for monitoring and timely redressal of  actions to 

be taken.

c. Incentive and punitive regime for Inquiry Officers/Authorized Officers/ 

Authorities has been devised and put in palace on 8 November 2021 with a 

view to prevent delays in finalization of  inquiries. 

d. Above shall not prejudice the option available to the Authority to initiate 

Disciplinary Proceedings under the Rules on charges of  "Inefficiency" 

against the above referred officers for failure to complete the inquiries 

within specified timelines.

f. IJP allowance of  Inquiry Officers/Inquiry Committee Members/Fact 

Findings Inquiry Officers/Fact Finding Inquiry Committee 

Members/Authorized Officers and Authorities shall be discontinued as 

per Board's prescribed policy; so as to demotivate delays. 

 

e. No excuse, except a valid stay order from a Court of  Competent 

Jurisdiction, shall absolve any officer from following the timeline 

specified by the Board in the incentive and punitive regime for disciplinary 

cases. 
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In this Own Motion investigation, it was observed that various Customs 

Collectorates and Directorate of  Customs Intelligence failed to properly identify 

at the time of  auction of  non-duty paid vehicles the persons who participated in 

the customs auctions and did not record their particulars which were not only 

against the rules but handing of  vehicles to such unknown persons could cause 

high risk to the security of  the country. Investigations were, therefore, initiated. 

During the initial investigation, the Customs authorities in Quetta confirmed that 

no CNIC or other particulars were recorded in the bidders’ files. The FTO was 

apprised that CNICs were missing in nine cases while in 23 cases the CNICs 

numbers were corrected. It was also reported that 36 non-filers have deposited 

leviable income tax and deposited challans with the customs auction authorities. 

Similarly, the Director of  Intelligence and Investigation-Customs, Gwadar also 

reported to the FTO that despite obtaining relevant credentials of  successful 

bidders, CNIC numbers of  38 bidders were not recorded. FTO issued instructions 

to ensure that complete personal details are entered in the auction documents. 

Implementation status  

Own Motion Case No.0005/OM/2021

Dated 25.10.2021

C. Directions to FBR to Devise Electronic System to Transmit Particulars of 

Bidders Participating in Auctions of Confiscated Vehicles

During the hearing it was also observed that non filers also participate in 

auctions and offer bids of  heavy amounts; however, there is no institutional 

mechanism to monitor these transactions. Hence, the Federal Board of  Revenue 

was directed to evolve a mechanism whereby Customs Department could 

electronically transmit the information of  all the successful bidders to the Inland 

Revenue Department for initiating necessary proceedings. The Federal Tax 

Ombudsman also recommended in the order that if  the bidders are non filers,  the 

Inland Revenue Department (IR) should take necessary legal action to bring 

them under tax net, through issuance of  instructions, rules etc. 

FBR has since reported that Directorate of  Intelligence & Investigation 

(Customs) – FBR, Quetta, has initiated entering complete particulars of  the 

bidder in compliance of  the Hon’ble FTO’s directives. In order to ensure the 
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Own Motion Case No.0026/OM/2019

 On receipt of  numerous complaints of  incompetence, inefficiency and 

exercise of  powers for corrupt and improper motives by the customs authorities in 

Balochistan, an own motion investigation was initiated through exercise of  

jurisdiction conferred under section 9(1) of  the Federal Tax Ombudsman 

Ordinance 2000 by the Hon’ble Federal Tax Ombudsman. To verify the fact an 

inspection team was constituted. The inspection team visited various  Sections of  

the MCC, Quetta and inspected record of  the Seizure, Law, Audit/PAC Cell, 

Refund/Rebate Branch, Adjudication Branch, MTO/Seizure Branch ,Auction 

Cell and unearthed many irregularities. In the pursuance of  FTO’S inspection 

team’s report, directions were issued to FBR for improvement of   Collectorate(s) 

functions, to forestall the chances of  malpractices and corruption. It was 

recommended by the FTO that:

identification as prospective filers of  tax returns in accordance with Federal Tax 

Ombudsman’s recommendations, the particulars of  the bidders, who 

participated in the auctions of  vehicles have been shared with IRS Authorities for 

necessary action and this practice would continue.

D. FBR should Empower Chief Collectors for Regular Audit, Inspections, 

Monitoring and Controls

i.  the Chief  Collector of  Customs may be empowered through a Customs 

General Order issued by the FBR, to conduct regular inspection and 

audit of  sub-ordinate office(s) in his jurisdiction. After every inspection;

iv. The Collectorates should be advised by the FBR to revamp the auction 

cell and implement the auction rules in letter and spirit. 

v. Collectors should ensure that assessment and auction of  vehicles shall 

ii. a report may be submitted to the Member Customs with 

recommendations for improvement in working to increase inefficiency;

iii. instructions may be issued to all the Collectorates by the FBR to 

streamline the record-keeping with regard to seizures, adjudication, 

disposals and litigations in soft and hard manner, duly certified and 

inspected by senior officers periodically to improve performance of  the 

field formations;
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be made according to the provisions of  para-7 Of  CGO 12/2002.

vi. 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.

Dated 23.08.2021

E. Failure to Establish Customs Laboratories, Recommendations for 9 Lab 

Facilities at Major Customs Stations 

 This was an own motion investigation initiated to investigate systemic 

maladministration of  the Customs Administration of  FBR for failing to establish 

Customs Laboratories in the Customs Collectorates as per WCO guidelines, besides 

failure to upgrade the  existing customs laboratories functioning at MCC Karachi, 

Lahore and Faisalabad. Absence of  quality laboratory facilities not only 

compromise collection of  legitimate due government revenue but also put at risk 

import/export controls, environmental protection, control of  dangerous goods, etc.

iii. A quarterly progress report to this effect be submitted to FTO office 

regularly.

Implementation Status

 After seeking report on facilities presently available, the following 

recommendations were made to FBR: 

 FBR had constituted a committee to examine the proposals of  setting up of  

customs labs in the remaining customs Collectorates and up-gradation of  existing 

customs labs as per international best practices. The recommendations of  the 

above committee for establishment and upgradation of  customs labs have been 

received in FBR Headquarters. Up-gradation of  labs is a continuous on-going 

process. Accordingly, proposals from the Collectroates, for setting up of  new labs 

Own Motion Case No.0003/OM/2021

ii. Assign administrative control to Member (Customs) to save the lab 

officials from local pressures; and

i. Expedite the task of  setting up of  customs labs in the remaining customs 

Collectorates and up-gradation of  existing customs labs as per 

international best practices;
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and up-gradation of  existing labs, have been sought and sent for allocation of  

necessary funds.

 In compliance with recommendations of  the FTO, Chief  (Tariff  & Trade) has 

been authorized to attend to the administrative matters of  the customs laboratories.

 All field formations have been directed through their respective chief  

collectors to comply with the FTO’s directives, in letter & spirit, for submission of  

quarterly progress.

Own Motion Case No.0014/OM/2021

F. Recommendations to Ensure Speedy Clearances of Imported Goods by 

Strengthening of Risk Management System

Under Section 9(1) of  FTO Ordinance, 2000, the FTO had taken the own 

motion on the news item in media which reported that due to abnormal delay in 

clearance of  consignments at the three customs clearance collectorates of  

Karachi, importers had to pay delay charges amounting to Rs. 0.500 million to 

Rs. 0.700 million rupees on each container. This delay not only increased cost of  

doing business and landing cost of  importers but also resulted in shortage of  

industrial raw materials. 

 Terminal operators were directed to ensure adoption of  electronic/ online 

procedures  and improve their capabilities. FBR was also directed to coordinate 

with Karachi Port Trust for provision of  space to major terminal operators. 

  After a thorough investigation and in the light of  findings thereof, it was 

recommended to FBR to direct the concerned authorities to strengthen the Risk 

Management System that will ensure more clearances through Green and Yellow 

Channels and to develop a pre arrival processing system including advance cargo 

information, advance filing of  goods declaration, e-payment system. The 

authorities were directed to conduct periodic Time Release Study’ to measure 

actual performance of  port activities and customs procedures  that will facilitate 

trades at port and improve dwell time for importers.  

It was also recommended that FBR should also request the ministry of  port 

and shipping to depute an independent audit agency to evaluate and improve 

clearances and performances by the terminal operators at the ports and submit 

quarterly implementation report.
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In view of  above, it is recommended to FBR to:

It was observed that preparation and use of  fake/ fabricated documents and 

bogus entries in the EV system of  Provincial Excise and Taxation was a serious 

criminal offence and ACE Punjab had lodged FIR No. 27/2020 on 03.12.2020. 

The Customs authorities needed to take appropriate measures in terms of  the 

provisions of  the Customs Act, 1969 to nab the culprits and initiate appropriate 

criminal proceedings including enforcement action for seizing vehicles. Besides, 

there was a need to make required systemic changes for smooth and automated 

transfer of  relevant information electronically to the provincial authorities in 

order to forestall such incidents in future.

G. Registration of NCP Vehicles on Fake Documents 

(i) direct all relevant field formations to seize seven (07) identified vehicles 

registered on the basis of  fabricated/ forged documents and initiate 

Own Motion Case No.18 of 2020

Dated 31.08.2021

The procedure for registration of  an imported/ auctioned vehicle requires that 

the concerned Excise and Taxation Office, where the application and supporting 

documents of  the import or auction are presented, are sent for verification and 

confirmation of  the authenticity from the relevant Clearance Collectorate, or to 

the relevant formation of  the Directorate of  Intelligence and Investigations, 

Customs. Consequent upon verification, the Excise and Taxation Office registers 

such vehicles.  

In this case own motion investigation was initiated through exercise of  

jurisdiction conferred under Section 9(1) of  the Federal Tax Ombudsman 

Ordinance, 2000 (FTO Ordinance). The investigation was based upon a news 

item published in the Daily Express Tribune dated 12th December, 2020 

regarding “registration of  Non-customs duty paid (NCP) vehicles on fake/forged 

documents by the Excise Department Punjab and possibility of  connivance of  

Customs Provincial Excise Officials in the process of  document verification for 

the purpose of  registration of  such vehicles by the Motor Vehicle Registration 

Authorities”. 
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The Directorate of  Reforms & Automation, Customs has informed that the 

WeBOC module is already functional whereby Motor Registration Authorities 

have access to the data of  imported vehicles cleared by the Customs for 

verification of  bonafide import to its registration. The Directorate of  Reforms & 

Automation, upon the directives of  the FBR, added new features in the module as 

detailed below:-

(ii) direct the Directorate of  Reforms and Automaton for establishing 

online mechanism between Customs and provincial authorities for 

verification of  documents presented for registration of  such vehicles

c).  Functionality to feed manually, details of  Custom auctioned vehicles in 

WeBOC system by AC/DC Auction and registration information by 

MRA.

Implementation status 

b) Provision of  access to import data of  vehicles to MRAs since the 

inception of  WeBOC system through MIS reports. 

criminal proceedings against the offenders under the relevant provisions 

of  the Customs Act, 1969;

d). Further, system shall  not allow entering the same Chassis number in the 

Import GD and Auction database if  it already exists in the WeBOC system 

to avoid duplicate recording of  the same Chassis number in the system. 

a).   In the registration process of  imported/auctioned vehicles by MRSs, 

the Chassis  No. and the GD number shall utilize only once and system 

shall generate alerts if  attempted again. 

In compliance with the recommendations of  the Hon’ble Federal Tax 

Ombudsman, the Federal Board of  Revenue directed all the field formations to 

seize the seven (07) identified vehicles registered on the basis of  fabricated/forged 

documents and initiate criminal proceedings against the offenders under the 

relevant provisions of  the Customs Act, 1969. The Collectors of  Customs shared 

the said information with the Directorate of  Intelligence & Investigation 

(Customs) to initiate criminal proceedings against the offenders. 
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Conclusion 

Income tax Ordinance provides that where direct relief  is provided in an order 

passed u/s 129 & 132 of the Ordinance, Commissioner shall issue appeal effect 

order within two months of  the date the Commissioner is served with the order. 

The FTO observed the said time-lines were not being adhered to due to neglect, 

inattention, delay, incompetence, inefficiency and ineptitude in discharge of  

duties and responsibilities on the part of  the officers of  FBR.

Federal Tax Ombudsman had called from FBR information regarding 

appeal effects cases under the Income Tax Ordinance, for the period from 1st 

July 2016 till 15.11.2021. Consequently, upon analysis of  data provided by 

the Chief  Commissioner-IR, CTO Lahore, it transpired that in 82 cases the 

assessments were straight away annulled/cancelled or deleted by the CIR 

(Appeals) without any directions. No further appeal has been filed in these 

cases. The appeal effect in such cases being direct relief  was, however, 

required to be given u/s 124(4) of  the Ordinance within two months of  the 

date. It was noted that the though Commissioner was served with the order 

but appeal effect orders have not been passed by the concerned officers, in 

tens of  cases.

In his recommendations, the FTO directed Chief  Commissioner-IR, CTO, 

Lahore to conduct enquiry regarding delayed and time barred assessments 

and directed the FBR to develop a proper IT based mechanism to monitor 

timely giving of  appeal effect by the officers to the orders of  Higher Fora and 

fix the responsibility against those denying the taxpayer the right of  appeal in 

tax assessment.

H. Federal Tax Ombudsman (FTO) Seeks, Chief Commissioner CTO (LHR) 

to give Appeal Effect to the orders of the Higher Fora in 82 cases 

Though subsequent to investigations and recommendations by the Federal 

Tax Ombudsman there has been significant improvement in processing of  

refunds issuance of  notices, clearance and auction procedure, valuation and 

appeal processes, however, there is still room to improve the administration of  

tax laws, making it simpler through automation and digitization of  the 

Own Motion Case No.0198/OM 2021
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The Office of  the Federal Tax Ombudsman has been providing inexpensive 

justice to people across the country regarding maladministration on the part 

various tax/customs functionaries. The extension of  FTO’s jurisdiction to Gilgit-

Baltistan would be beneficial to redress the grievances emanating from the tax-

related issues in Gilgit-Baltistan. It shall provide a means of  good governance for 

the people residing or transacting business there. It shall also mitigate the sense of  

deprivation of  the local population, thereby strengthening in them a sense of  

belonging and belief  in good governance. A Customs formation, in the form of  a 

Collectorate already exists in the region. Moreover, the conversion of  Skardu 

Airport into an International Airport shall further enhance the role of  Customs 

authorities in the region. In this back-drop, the FTO secretariat has recommended 

that the scope of  the Federal Tax Ombudsman Ordinance, 2000, be got enforced 

in Gilgit-Baltistan. The proposal has been, therefore, forward to the Ministry of  

Law of  Justice, Islamabad and the same is currently under process in the 

concerned quarters.

Federal Tax Ombudsman showed great concern on inordinate delay in 

posting of  Members (Technical) to various Benches of  Customs Appellate 

Tribunal. The situation had been painful for the taxpayers/traders as well as 

for the relevant field formations of  the Federal Board of  Revenue (FBR). It 

was observed that such an important institution (which could play a pivotal 

part in dispensation of  justice) remained dysfunctional for over a year and 

half  (save in case of  a couple of  benches out of  nine benches). This situation 

caused outpouring of  complaints before the FTO, reflecting negatively on 

the governance. The matter was duly taken up with FBR and Ministry of  Law 

& Justice. Accordingly, the Members (Technical) have been posted at 

various stations in Customs Appellate Tribunal. 

Enforcement and Adaptation of FTO Ordinance, 2000, in Gilgit-baltistan &   
Azad Jammu & Kashmir

process and creating monitoring mechanism within the various wings of  FBR. 

The office of  the Federal Tax Ombudsman, on its part, would keep on 

investigating the complaints and making recommendations to tax 

administration to improve the systems.  

Appointments of Members (Technical) in Customs Appellate Tribunal
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Similarly, the extension of  FTO’s  jurisdiction to the state of  Azad Jammu & 

Kashmir would be beneficial to redress the grievances emanating from the tax-

related issues in Azad Jammu & Kashmir. It shall provide a means of  good 

governance for the people residing or transacting business there. In particular, 

grievances related to inter-tax adjustments and imports for and exports from the 

industrial units operating in AJK shall be addressed by virtue of  the proposed 

extension. It shall also mitigate the sense of  deprivation of  the local population, 

thereby strengthening in them a sense of  belonging and belief  in good 

government. Accordingly, the FTO Secretariat has taken up the matter with 

Ministry of  Kashmir Affairs & Gilgit- Baltistan regarding extension of  the scope  

of  the  Federal Tax Ombudsman Ordinance, 2000, through requisite legal 

instrument, to Azad Jammu & Kashmir. 
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Chapter- 7

ederal Tax Ombudsman’s complaint Redressal mechanism is designed Fto provide relief  to aggrieved taxpayers. The office of  the FTO makes a 

consistent effort to investigate the taxpayers’ complaints, provide quick redressal 

and recommend ways and means to improve tax law implementation with a 

certain tilt towards taxpayer facilitation and contributing to ease of  doing 

business in the country. 

FTO ordinance empowers the Federal Tax Ombudsman to take up own 

motion notice of  the maladministrations by the functionaries of  Revenue 

Division i.e. Customs and Inland Revenue departments under the Revenue 

Division. During 2021, multiple own motion cases on issues including; delay in 

refunds ,malpractices in administration of  law, hindrances to smooth clearance 

of  goods, unwarranted tax notices and undue pendencies by the FBR were taken 

up and after thorough investigation, recommendations were sent by the office of  

the Federal Tax Ombudsman to FBR. Investigations and recommendations in 

some significant cases are summarized below:  

A. Processing and Sanctions of Bogus Sales Tax Refund: Directive for 
Initiation of Criminal/ Disciplinary Proceedings Against Senior FBR 
Officers

Own Motion Case No. 0200/OM/2019

The Federal Tax Ombudsman (FTO) in pursuance of  Own Motion (OM) 

investigation while exercising powers conferred under Section 9(1) of  the Federal 

Tax Ombudsman Ordinance, 2000 (FTO Ordinance), to investigate irregularities 

committed by the FBR’s field formations in processing and sanctioning of  bogus 

sales tax refund has ordered for initiation of  disciplinary and criminal 

proceedings against the senior officers of Inland Revenue. It was brought to the 

notice of  the FTO office that the Directorate General I&I-IR, FBR had issued the 

IMPORTANT OWN MOTIONS: FINDINGS 
AND RECOMMENDATIONS BY THE 

FEDERAL TAX OMBUDSMAN
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“Red Alerts” in some cases of  bogus refund to the field formations concerned but 

neither any action was initiated against the fake claimants of  income tax refund 

and their connivers in the Inland Revenue Department, who were involved in 

bogus registration, processing and sanctioning of  fraudulent income tax refund 

and issuance of  refund cheques, nor was any action proposed against the officers 

/ officials of  bank branches concerned and the PRAL management. Therefore, 

investigations by the FTO office were initiated. During investigation, it was 

observed that in a specific case of  M/s China National Electric Wire & Cable 

Import & Export Corporation (RP), an AOP with principle activity of  electrical 

installation, refund for Tax Year 2012 amounting to Rs.26.119 million was 

claimed. In terms of  Sub-Section (3) tax was deducted on the income of  a resident 

person or Permanent Established (PE) of  the non-resident person under clauses 

(a) and (c) of  Sub-Section (2) 153 of  the Income Tax Ordinance 2001 (the 

ordinance) should have been the final tax. Thus income tax refund claimed by the 

RP, non-resident PE, and granted by the department for Tax Year 2012 was thus 

inadmissible.

Evidently, no action whatsoever was taken by the Deptt on the above Red Alert 

and PRA investigation report. It was observed during investigation that failure of  

the Deptt to take timely action on such an important anti-tax evasion exercise 

carried out by I&I-IR led to serious instances of  maladministration on account of  

certain acts of  omission and commission, reflecting improper motives, 

jeopardizing good governance and transparency in tax administration.

Furthermore, after conducting Post Refund Audit (PRA) of  the RP for Tax 

Years 2007, 2008, 2009 and 2011, the Director I&I Lahore also issued 

investigation report to the Chief  Commissioner-IR RTO Lahore. As per report, 

the RP claimed refund for Tax Years 2007, 2008, 2009, 2010 and 2011 amounting 

to Rs.26.778, Rs.25.264, Rs.71.151 and Rs.0.170 million respectively. The Deptt 

had, however, already issued refund for Tax Years 2007, 2008, 2009 and 2011 

aggregating to Rs.123.364 million. In order to retrieve the loss of  revenue, the 

Directorate I&I-IR had also proposed initiation of action for Tax Years 2007 to 

2011 under section 122(5A) of  the Ordinance.

Federal Tax Ombudsman while finally disposing the case has directed FBR to 

initiate proceedings for recovery of  tax demand created for Tax Years 2007, 2008 

69



Annual Report - 2021 Federal Tax Ombudsman Pakistan

• In 39 cases of  Registered persons (during 2016-19) 881 Exclusion 

Certificates (ECs) were issued without ensuring payment of  tax in 

state exchequer. Thus state Revenue was compromised.

• Another 29 cheques were bounced or dishonoured.

In this case the Federal Tax Ombudsman, exercising OWN MOTION 

jurisdiction/ powers under section 9(1) of  the Federal Tax Ombudsman 

Ordinance, 2000 took cognizance of  connivance in gross misuse of  Sales Tax 

Special Procedure Rules, 2007 on steel sector. The in-house analysis also 

unearthed specific instances of  misuse of  powers, negligence, inattention, delay, 

incompetence, inefficiency and ineptitude of  FBR officers in the administration 

of  duties and responsibilities in the cases of  steel melters at Lahore, assigned to 

CTO Lahore.

& 2009 vide consolidated order dated 05.06.2013, as per law and remove the 

officers involved from field postings and initiate disciplinary and criminal action 

against the then Additional CIR and the then DCIR involved. Further, the 

Federal Tax Ombudsman has also recommended disciplinary proceedings 

against the then Commissioner, CRTO Lahore and the then Chief  

Commissioner, CRTO Lahore found to be responsible for the maladministration.

Own Motion Case No. 0123/OM/2021

• 347 cheques (out of  881) were found missing/ not presented for 

clearance.

• Though this special provision in sales tax was solely meant for 

Registered persons yet in some cases ECs were issued even to 

unregistered persons i.e. an outright bogus ECs.

• In certain cases, evidence on record proves that in addition to the 

B. Misuse of Sales Tax Special Procedure in Steel Sector. Directions to FBR 
to Take Action Against Delinquent Officers/ Officials and Conduct of 
Special Audit in Steel Melters Cases:

• As the total number of  such cases were around 200, therefore, the fate 

of  other unattended cases could be well judged from this sample.

Analysis of  the data confirmed glaring instances of  organized fiscal fraud in 

handling of  cases of  steel melters. It was observed that:
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Own Motion Case No. 0005/OM/2018

As per Section 65D of  the income Tax Ordinance, 2001 a taxpayer/ company 

incorporated/ formed for establishing and operating a new industrial 

undertaking, is allowed to avail tax credit for investment in terms of  Section 65D 

• Despite having solid evidence of  fraud in 39 cases only in 08 cases FIRs 

were registered against the culprits.

issuance of  ECs, original Cheques were returned to the Registered 

persons after the receipt of  bribe.

• In some cases cheques submitted by one taxpayer were credited to 

some others who thus availed ECs without paying any tax.

• It was noted that for the fraudulent issuance of  ECs which was an 

exclusive domain of  Commissioner-IR the department had held a 

UDC responsible: a mockery of  internal accountability in the 

department.

• Observing the above malpractices the Federal Tax Ombudsman held 

that in view of  the above, the instant case reflects all the major 

ingredients of  maladministration. It involves the exercise of  powers for 

corrupt or improper motives, incompetence, inefficiency and 

ineptitude, in the administration or discharge of  duties and 

responsibilities. 

Keeping in view the above, Directives were issued to FBR to;

• Despite the above solid documentary trail till the issuance of  the orders 

in this OM only one formal inquiry had been initiated and that too was 

against a UDC. 

i. Conclude the unending trail of  Fact Finding Inquiries and some 

formal administrative proceedings, based on the valid observations 

made by external audit, internal inquiry officers, be initiated against 

the involved officers/ officials.

C.  Misuse or Abuse of Tax Credit Scheme Under Income Tax Ordinance

ii. Conduct Special Audit of  all steel cases at Lahore and other stations to 

gauge the quantum of  similar loss at other stations.
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of  the ordinance. The tax credit is admissible only after fulfilling the investment 

credit equal to 100% of  the income tax payable on income arising from such 

industrial undertaking, for five years, beginning from the date of  setting up or 

commencement of  commercial production, whichever was later. It was, however, 

observed that upon introduction of  Universal Self-Assessment Scheme (USAS), 

the returns of  income, filed by the taxpayer companies automatically become 

assessment orders under Section 120(1)(b) of  the ordinance, on the day the same 

were furnished.

During investigation, it was further observed that in respect of  companies, 

where tax credit under Section 65D was claimed, the Deptt did not initiate the 

verification process required under the law for determining validity of  the claim 

of  tax credit. In other cases, it was after filing the complaints against delay in 

issuance of  refund the Deptt took cognizance of  the pendency of  claims. 

Moreover, in the cases where tax credit on investment had been allowed, 

requirements of  Sub-Section (4) of  Section 65D of  the ordinance had not been 

followed/ fulfilled. 

After obtaining data across Pakistan from 23 field formations it was observed 

that out of  454 cases, 281 cases were pending. However, in two (2) cases where 

specific case studies were conducted namely M/s Fahad Hammad Oil and Ghee 

Industries Pvt and M/s Rawat Oil and Ghee Mills Pvt Ltd, negligence and 

incompetence of  the Deptt was identified and the investment exemption already 

granted was revoked. Fresh order was passed and instead of  exemption demand 

was created. The Deptt was asked to investigate pending 281 cases, in the 

following manner.

b) whereby, the claims have been allowed under Section 65D of  the 

i. conduct inquiry in the cases discussed where tax credit was unlawfully 

allowed and initiate disciplinary proceedings against the Official(s) who 

are found responsible for causing loss to the exchequer;

ii. develop a comprehensive IT-based solution;

a) whereby, all tax credit claims under Section 65D of  the ordinance 

should automatically be taken up for verification as soon as the 

returns are filed and disposed of, within first year of  filing of  the 

returns;
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iv. complete the verification in the cases, where tax credit for investment was 

already allowed under Section 65D of  the Ordinance, in the light of  

information/details collected as per Check List and take appropriate 

action/measures.

Ordinance, the same should be monitored to ensure that provisions 

of  Sub-Section (4) of  Section 65D of  the Ordinance, are complied. 

An own motion investigation was taken by the Federal Tax Ombudsman 

against failure of  the concerned authorities to monitor advance tax to be collected 

at the time of  sale, purchase or transfer/ registration of  immovable properties in 

terms of  Sections 236C and 236K of  Income Tax Ordinance 2001. The report 

submitted by the FBR confirmed that there was a total number of  11,723 agents in 

this category, out of  these only 5,317 were on tax role while 6,406 withholding 

agents for collecting advance tax at the time of  sale, purchase, and transfer of  

immovable property were not on tax role. Federal Tax Ombudsman observed that 

most of  the withholding agents, who were on the NTN, were even non-filers of  

withholding statements, which they were required to submit under Section 165 of  

the Ordinance. It was observed that the field formation appeared to be content 

with just whatever is being collected and deposited in the government kitty by a 

few of  the conscientious withholding agents. It was shocking to know that some 

of  the officers were even found oblivious of  insertion of  the above provisions of  

law in the ordinance. The public exchequer had thus been losing huge legitimate 

tax, which the FBR ought to have collected under Section 236C and 236K of  the 

Ordinance, wherever applicable.

iii. Complete the verification and dispose of  pending cases of  tax credit under 

Section 65D of  the Ordinance, strictly as per law and procedure.

i. Register all the non-complaint withholding agents on tax roll and 

to ensure submission of  withholding statements in terms of  

Section 165 of  the ordinance.

The FTO in the subject own motion investigation has been pleased to give the 

following findings/ recommendations:

D. Directives Seeking Proper Monitoring Mechanism for Deposit of Advance 
Taxes by Housing Authorities/ Societies: FBR Issued Notices to 3574 
Unregistered withholding Agents.
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ii. Initiate and finalize the proceedings against non-compliant 

withholding agents under Section 161 read with Section 205, 

where default is established in terms of  Section 165 of  the 

ordinance, as per law.

iii. Establish a proper monitoring mechanism regarding timely 

deposit of  advance taxes under Section 236C and 236K of  the 

ordinance.

E. Unregistered Commercial Electricity and Gas Consumers: FTO’s directive 
to FBR to take Action

Federal Tax Ombudsman took an Own Motion on reports that appeared in 

mainstream media identifying that there are approximately 0.350 million 

industrial and commercial electricity and gas consumers in the country while 

only 0.050 million consumers were registered with the Sales Tax Department. 

Thus 0.300 Million commercial consumers were not registered with the Sales Tax 

department and not paying Sales Tax. The FTO investigation underscored that 

Broadening of  Tax base is a routine activity of  FBR field formations while even 

the data available with DISCOs lacks essential information including consumers 

CNIC’s details and nature of  business.

Federal Board of  Revenue has reported to the Federal Tax Ombudsman that 

action has been initiated in the housing societies/ authorities for non-filing of  

withholding tax statement cases, as per direction of  the Federal Tax Ombudsman 

by issuing notices to non-filers and defaulters for the tax year 2019-2020. It has 

reported that a total number of  3,574 notices have also been issued to unregistered 

withholding agents. Desk audit of  the filers has been initiated where default or 

collection u/s 236C and 236K is suspected.

FBR also pointed out that, as per statistics shown in the enclosed report, there has 

been remarkable growth in collection of  tax u/s 236C and 236K for the period 

September 2020 to March 2021, in comparison with September 2019 to March 2020.

Own Motion Case No. 007/OM/2021

Through recommendations in the case, FBR was sought to consider utilizing 

the data of  advance tax collection to broaden the tax net and issue necessary 

instructions to the field formations.
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In its report submitted to the Federal Tax Ombudsman, the FBR stated that 

partial compliance has been made by certain companies while the remaining 

cases are being followed up. Furthermore, the FBR enunciated that the matter has 

also been taken up with Ministry of  Energy for updation of  consumers’ data 

through incorporation of  CNICs. The ministry has been requested to implement 

the FTO’s directions at the earliest. 

On the directives of  the Federal Tax Ombudsman (FTO), the Federal Board of  

Revenue (FBR) has requisitioned the data of  electricity consumers from DISCOs 

to broaden the tax net in the country.

Findings in the case also proposed to FBR to obtain complete CNIC based 

details of  unregistered electricity consumers from DISCOs and cross-match them 

with FBR’s taxpayers’ master Index in order to generate lists of  unmatched 

connection holders. Furthermore, Data of  the premises or business addresses of  

the industrial and commercial consumers maintained by DISCOs should be 

cross-matched with FBR’s master index to trace out unregistered persons and 

‘Benami businesses’. Federal Tax Ombudsman also recommended Federal 

Board of  Revenue to take up the matter with Ministry of  Energy and concerned 

regulatory authority for updating consumers’ database of  DISCOs by 

incorporating CNIC of  actual users and nature of  business and sharing the same 

with FBR. FTO also proposed to FBR to regularly monitor Broadening of  Tax 

base (BTB) activities of  the field formations. 

Compliance
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Chapter- 8

ffice of  the Federal Tax Ombudsman continued its practice of  in-depth Oinvestigation through own motion notices and inspection during the 

year 2021. Important areas included an “inspection report on GLT Sector”, 

“own motion investigations based on data of  sugar industry distributors and 

dealers”, and “an in-depth report on flaws in valuation processes in customs”. 

The rationale for investigations and outcomes of  these in-depth studies are 

summarized below: 

This in-house “Sectoral Analysis Exercise”, was aimed at hitherto non-NTN 

holders/non-filers distributors of  sugar industry, who have been buying huge 

quantities of  sugar from sugar mills/ manufacturers but not registered with the 

Inland Revenue Department. The bottom line of  this investigation was the fact the 

that sugar sector is one of  the major sectors of  the economy wherein a huge chunk 

of  un-registered persons is available for broadening of  tax base. As this low 

hanging fruit was not being harvested therefore these un-registered buyers, despite 

making huge monetary transactions, mostly remained outside the tax net. FBR’s 

failure to tap the potential of  this segment is mainly embedded in procedural 

paradox, whereby LTOs which hold jurisdiction over Sugar Mills & access to 

buyers’ data are not obligated with the Broadening of  Tax Base and RTOs which 

have to shoulder the responsibility of  Broadening have no access to the data of  

these unregistered persons. In addition, the lackluster  audits, compromised 

enforcement and non-implementation of  relevant law and rules are other 

negatively contributing factors shielding these high potential unregistered persons.

Introduction:

A. Report on Non-registration of Distributors/Dealers of Sugar Industries 
(Income Tax, Sales Tax) 

 During an analysis of  the data it was observed that these unregistered buyers 

being whole-sellers, dealers or distributors are also required to be registered under 

Sales Tax irrespective of  value of  turnover/ supplies in terms of  Section 14(e) of  

Sales Tax Act, 1990. Further, these unregistered persons/entities are easily 

identifiable because sugar mills are required to maintain records of  supplies made 

SPECIAL SECTORAL REPORTS
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 Office of  the Federal Tax Ombudsman took up representative cases for 

investigation from Peshawar, Abbottabad, Islamabad, Lahore and Karachi.

 In order to address the above systemic paradox, the issue was referred to the 

Secretary, Revenue Division for comments, in terms of  Section 10(4) of  the FTO 

Ordinance read with Section 9(1) of  the Federal Ombudsmen Institutional 

Reforms Act, 2013  and the details of  the unregistered buyers were sought.

 The Sugar Mills are public limited companies incorporated in Pakistan, with 

their shares quoted on the Pakistan Stock Exchange Limited. These Companies 

are engaged in the manufacturing and marketing of  refined sugar & other allied 

products. Office of  the Federal Tax Ombudsman has received reports that the bulk 

of  their sale is being made to the unregistered persons/ non-NTN holders / non-

filers, who were liable to be registered in Sales Tax as well as in Income Tax. 

However, despite making huge monetary transactions, these potential investors/go 

scot-free without disclosing their identity and remain outside the tax net.

 In the light of  the above-narrated facts, the department was asked to explain 

that when in Annexure “C” of  Sales Tax Return data of  un-registered persons 

was available with the Deptt, why this information was not utilized before the 

intervention of  the Hon’ble FTO. FBR contended that there is huge work load 

coupled with dearth of  human resources hence due attention was not accorded to 

this important exercise. However, the FBR explained that the Director General of  

BTB has specifically been created for this purpose and not only in the case of  

Sugar Mills but in other companies containing such meaningful data can be 

shared with the Director-General of  BTB for further processing and follow up 

actions to ensure a result-oriented exercise of  BTB. 

 Further analysis portrayed the position that FBR had not accorded due 

during the tax period and issue tax invoices indicating name, address, description, 

quantity, value of  goods, CNIC or NTN of  the unregistered person to whom 

supplies were made and the amount of  the tax charged under Section 22 & 23 of  

Sales Tax Act, 1990. Above all, being a private limited company, it is bound to 

maintain a complete record of  all transactions under SECPs regulations, Sales 

Tax Act, 1990 and Income Tax Ordinance 2001.

 The information received through FBR indicated that out of  the given data 

total of  333 buyers were registered with sales tax 491 with income tax while a 

staggering 130576 were not registered with Sales Tax and 114029 buyers were not 

registered with Income tax. 
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importance to the exercise of  Broadening of  Tax Base. Directorate-General BTB 

was never a priority as it was practically dormant. In the light of  treatment given 

to the DG BTB office argument of  the FBR regarding utilizing DG BTB office for 

the present exercise was rejected as the above referred potential information will 

be wasted again if  forwarded to BTB office. In order to execute a result-oriented 

exercise in respect of  BTB with this meaningful data, it was important that the 

concerned RTO/LTO having jurisdiction on the sugar mills needed be made 

responsible for this exercise and then forwarding of  the information retrieved, to 

the relevant RTOs where proper assessment proceedings can be initiated in 

respect of  these newly discovered tax payers as per law. 

 The argument of  the FBR was analyzed thread bare and the factual position; 

clearly established that the RTOs/LTOs having jurisdiction in the case of  Sugar 

Mills were not vigilant and competent enough to enforce the ‘unregistered 

buyers’ information through;

• Proper enforcement of  Sections 22 & 23 of  Sales Tax Act, 1990 (Records)  
read with ST Rules 

• Action under Section 176 of  the Income Tax Ordinance especially during 
the audit proceedings.

It was concluded that the field formations were not vigilant in procuring 

information related to unregistered buyers as per declaration in Annexure ‘C’ of  

monthly Sales Tax Return. The field formations appeared to be content with just 

whatever is being submitted in monthly Sales Tax Return. The data of  

unregistered buyers were not being examined for the purpose of  broadening tax 

net. Similarly, in routine audits of  Income Tax & Sales Tax, no effort was being 

made to penetrate this curtain which shields the high tax potential of  unregistered 

persons in sugar sector. Therefore, after observing the negligence and inefficiency 

on the part of  field formations of  FBR in the discharge of  their responsibilities 

related to broadening of  the tax base, FBR was directed to:

(i) to enforce  complete Withholding statements of  Sugar Mills under 

Section  236G & H for  the last four years invoking provisions of  

Section 165(2B) read with Section 182(1) & 191(1)(ca) of  the 

Ordinance. This action would not only provide valuable data of  un-

• Withholding Statements u/s 236G & H of  Income Tax Ordinance, 2001

• Annexure “C” of  the Sales Tax Return with complete identifiable 
particulars.

80



Annual Report - 2021Federal Tax Ombudsman Pakistan

registered buyers for the purposes of  BTB but it will entail the 

substantial collection of  taxes under Section  236 G & H of  the 

Ordinance for past & future as per law; 

(ii) after obtaining complete Identifiable particulars, the data is required 

to be segregated between existing taxpayers/filers and un-

registered/non-filers. This segregated data need to be shared with the 

concerned RTOs having jurisdiction over individual buyers for cross-

matching in the cases of  existing taxpayers and registration of  un-

registered cases in Income Tax as well as in Sales Tax under 

Broadening of  Tax Base and consequent appropriate action as per law;

(iii) in case of  any Benami transactions, the data may be sent to  DG 

Anti–Benami Initiative, Islamabad for further processing and follow 

up  action under Benami Transaction (Prohibition) Act, 2017.

Tobacco/Cigarette sector is one of  the major revenue earning sectors in 

Pakistan. During FY 2020-21 this sector had contributed around Rs. 130 billion 

in the shape of  Duty & Taxes. Notwithstanding this contribution, the said sector 

is also a known hub of  massive evasion of  Duty & taxes and illicit trade. 

 An article penned by leading Tax Analyst Dr. Ikram-ul-Haq titled “Illicit 

Cigarette Trade”, published in national print media, was taken up by FTO 

Secretariat for evaluation and cross-checking with the data of  FBR and other 

related government agencies. During preliminary analysis, the research team 

found some un-explainable gaps between the tax potential and tax revenue 

contributed by Tobacco/ cigarette sector in Pakistan. The same in-house analysis 

also identified improper monitoring of  the first and the foremost process in this 

sector i.e. Green Leaf  Thrashing (GLT), the jugular vein in tobacco/cigarette 

sector, causing massive loss to the state exchequer. GLT is an important stage in 

the post-harvest processing of  tobacco which starts after the purchase of  tobacco 

from farmers. It includes blending, tipping, conditioning, classification and re-

drying and packing for final consumption i.e. cigarette manufacturing. Pakistan 

has around 7/8 functional GLT plants and all the cigarette tobacco produced in 

the country has to pass through one or the other GLT plants. These GLTs are 

further bifurcated into composite GLTs being run by cigarette manufacturing 

units, standalone GLTs and toll manufacturing GLTs. 

B. Cigarette Sector Inspection and Study Report (Federal Excise /GST)
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 The FTO’s internal analysis also indicated massive tax evasion at GLTs stage, 

evident from the simple fact that as per FBR,s findings, there was an alarming gap 

between Tobacco produced (as per data maintained by Pakistan Tobacco Board) 

and Tobacco consumed in declared cigarette manufacturing. (as per Tax record). 

The following comparative analysis reflected volume of  annual loss.

The aforesaid facts & preliminary findings of  the in-house analysis indicated 

that lopsided & ineffective monitoring of  GLTs on account of  neglect, and 

inefficiency of  FBR’s field force was the root cause of  continuous 

maladministration in terms of  section 2(3)(i)(d) of  the FTO Ordinance. Therefore, 

the learned Federal Tax Ombudsman constituted an Inspection Team comprising 

of  Advisor IT (HQ) and Advisor Monitoring (HQ) in the subject "Own Motion 

Notice case", in terms of  section 17(1) of  the FTO, Ordinance, 2000. The 

inspection team conducted inspection of  the Office of  Commissioner Inland 

Revenue, RTO Peshawar, holding jurisdiction over monitoring of  local cigarette 

manufacturers and GLTs;

i. Inspection proceedings: After proper coordination Inspection was 

conducted on 23rd, August 2021 and the team visited RTO Peshawar, 

joined by all the relevant authorities of  IRS belonging to RTO Peshawar. 

During initial & introductory discussions the RTO authorities briefed the 

inspection team as under:

a. Corporate Zone, RTO Peshawar holds composite jurisdiction over 

all GLTs and cigarette manufacturing Units in KPK, other than 

M/S TMC-2, C&C GLT 

M/s Souvenir Tobacco Factory-GLT, 

1.  Inspection by Federal Tax Ombudsman’s Inspection Team 

M/S Tobacconist GLT and 

M/S Samson Re-Drying Factory-GLT, 

M/S Uni-Tob Tobacco GLT, 

M/S Pak Hills T&R (Pvt) Ltd- GLT, 

M/S Jansons GLT.
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specially assigned by FBR to some other field formation.

b. CIR Corporate RTO Peshawar is designated head of  Inland 

Revenue Enforcement Network (IREN) KPK Hub (a forum to 

combat illicit tobacco/cigarette production & trade-in Pakistan) and 

in this position, he coordinates with Directorate I&I-IR Peshawar 

and RTO Abbottabad as well.

a.  Record of Monitoring & Record Keeping at RTO, Peshawar

c. Corporate Zone houses a dedicated Cigarette/Tobacco Unit which 

exclusively deals with assigned GLTs and local Cigarette 

Manufacturing units. Permanent physical monitoring of  all assigned 

GLTs/cigarette manufacturing units is conducted through 

permanent staff. Checking of  monitoring at assigned GLTs and 

cigarette manufacturing units was also conducted randomly.

b. Mandatory Monitoring of GLT Units

Daily Monitoring Report (DMRs) (indicating receipts, processing, 

wastage, storage, issue of  un-manufactured tobacco for sale, 

transfer or self-consumption) is obligatory in all the 06 GLTs, as 

envisaged under U/Rule 87(3) of  FED Rules, 2005 read with SRO 

1149 but;

ii. Examination and Analysis of Record: As the inspection mainly revolved 

around the reported maladministration of  FBR’s field force, reflected 

through their defective monitoring of  GLTs, therefore the specific 

documents and details were requisitioned, examined and discussed with 

the authorities. Significant areas of  inspection were identified so as to 

ascertain factual position vis-a-vis statutory & regulatory provisions. The 

resultant analysis based on detailed discussions held with the tax 

authorities at the offices under inspection, examination of  relevant record 

during the inspection and input of  concerned tax officers is shared as 

under:

The record was neither being maintained properly, nor it was 

updated nor it was protected against any internal/external 

hazards. Semi legible prints of  WhatsApp messages constitute the 

whole & sole monitoring record, which was submitted for 

inspection. Record in such a shape can neither be used for forensic 

audit nor reliable sectoral analysis.
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d.  Register of receipts, issues and balances:– 

=  There was no proper segregation of  Annex-I for sale, internal 

transfer toll manufacturing or Zero-rating (invoices for 

Export), as enlisted in Rule 82.

=  No record was made available to show that Daily Monitoring 

Reports are being used for reconciliation at the time of  filing of  

Monthly ST/FED Returns filed by GLTs.

= No random check if  conducted by RTO was shared to show 

whether the purchasers of  un-manufactured tobacco are active 

or in-active taxpayers. (Rule82A-Bar on sale to In-active 

persons)

= No data/analysis of  Sale of  Un-manufactured tobacco to 

persons other than cigarette manufacturing units was being 

maintained/conducted after the receipt of  Annex-I.

 A register as specified in Annexure-2 is mandatory to be 

maintained by the cigarette manufacturer at the place where 

unmanufactured tobacco is stored. Separate entry has to be made 

in the register on each clearance of  un-manufactured tobacco. This 

prescribed register, to be maintained at all premises where 

unmanufactured tobacco is stored (i.e. factory premises, 

warehouse, depots and stores maintained & managed by GLT 

unit) constitutes the MOST IMPORTANT RECORD in GLT 

monitoring. However, on-ground position as confirmed by the 

concerned officers is as under: 

= This register is badly exposed to fudging as whenever some 

(un-matched) consignment is intercepted somewhere or some 

fake invoice is identified by other field formations; the reaction 

time amply allows concerned GLT in managing post-dated 

=  The Copies of  even irregular DMRs were sketchy and did not 

contain all the relevant fields that showed delayed reporting or 

nor compliance with the mandatory rules.

c. Issue of Tax Invoice: Annex-I SROs 217 & 1149 read with Rule 

82 &82A of FED Rules

Random WhatsApp copies of  Annex-I received from monitoring 

teams were shown during inspection. Record has been found 

deficient as:
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= Not a single un-declared warehouse/depot/store was 

unearthed by IREN KPK hub during the last or current FY.

This rule ensures that plants do not sell unmanufactured tobacco 

to any person who is not included in the active taxpayers list. As 

Tobacco Units do not maintain any soft data of  Tax Invoices, 

therefore any systemic cross-matching with the list of  Active 

Taxpayers is out of  question. Even manual cross-checking was not 

being practised.

= Department doesn’t have any active interface with this register 

as it is assumed to be the exclusive record of  manufacturer. 

entries. This is how a departmental case gets defeated at 

adjudication/appellate fora.

e.  Rule-84. Declaration by GLT units-:

= Tobacco Unit RTO Peshawar’s record neither maintains the 

updated position of  this register nor is it being ensured that this 

basic FED record is being maintained at all premises where 

unmanufactured tobacco is stored.

The GLT units are bound to declare all their warehouses, depots 

and stores for storage of  processed unmanufactured tobacco to the 

Collector of  respective jurisdiction. Such declaration has to be 

made in the first month of  every year unless the status changes 

during the year which shall require an amendment. This timely 

declaration actually constitutes the first step in monitoring of  

GLTs, as once all warehouses, depots and stores for storage of  

processed unmanufactured tobacco by a GLT unit stand declared, 

only then subsequent identification of  any other un-declared 

facility is possible. But actual position showed that:

= Though all GLTs cases have been selected for Audit yet no 

material record has been requisitioned, examined or 

commented upon until now.

= The format of  address declaration by the GLTs varied from 

case to case with incomplete addresses of  ware houses/ 

department /stores. As far as record was concerned, not a 

single premises (w.r.t Rule 84) was inspected by supervisory 

officers during the current or last FY.

f.   Rule 82A: GLT
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g.   Rule-88-: Federal Excise Invoice to accompany vehicles: 

=  Invoices sent by Monitoring staff  at GLT plants do not specify 

where any specific consignment is heading and through which 

vehicle.

=  Sales cum Transport Invoice all bearing unique and 

distinguishable numbers to be generated through FBR’s 

portal.

=  Genuine invoice holders would be saved against any 

administrative excess or harassment.

The above checks inserted in regulatory regime of  

Tobacco/Cigarette in September 2018 are yet not been 

implemented. This well-conceived pre Track & Trace monitoring 

mechanism can be easily configured in FBR’s portal Iris, yet even 

after a lapse of  almost 03 years, this Rule has not been 

implemented: reasons best known to FBR management. If  this 

single Rule 89 is implemented it would ensure;

=  Commissioners concerned can have updated online data of  all 

clearances giving ample time for any remedial/ corrective strategy.

h.  Rule 89(2) & (3) read with SRO 1149- provides system based 

Issuance of;

=  All vehicles transporting unmanufactured tobacco are liable to 

carry a copy of  the FED invoice as evidence of  chargeability of  

Federal Excise. But record showed;

=  Stock Transport Advice Cigarette and 

=  Tax Invoice Unmanufactured Tobacco, 

=  Monitoring staff  posted at GLTs doesn’t ensure that particulars 

of  all vehicles transporting unmanufactured tobacco cleared 

on daily basis are shared with IREN so that any other vehicle 

not matching with the shared one is intercepted/ seized.

=  The job of  IREN becomes much easier as while intercepting 

any vehicle or checking any warehouse/depot/storage 

accuracy and timing of  all invoices presented can be cross 

checked from the system.

=  Real-time and verifiable issuance of  invoices blocking all types 

of  post seizure verifications or data fudging/forgery.
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=  The need and utility of  Physical monitoring and its related 

hazards can be minimized through this electronic intervention.

= Currently, 12/14 officials of  RTO Peshawar (mostly Inspectors 

IR and Senior Auditors) have been deputed for 24 hours 

monitoring of  assigned GLTs. This cosmetic practice appears 

to be completely ineffective because;

=  No criterion for posting or rotation of  monitoring staff  is in 

place.

=  No check is in place as whether staff  deputed is well trained & 

groomed in this high duty/tax segment. Tobacco/Cigarette 

sector has witnessed a series of  new technical interventions 

aiming at enhanced production capacity, minimizing wastage 

and upgrading the products.

j.  Section 27 (3) FED Act, 2005: 

i.  Posting of staff at GLTs in terms of sections 40B of ST and 

section 45 of FED Act, read with FED Rules.

 In case confiscated cigarettes, un-manufactured tobacco are 

rendered unfit for human consumption or become otherwise unfit 

for sale, the Commissioner is bound to allow destruction of  such 

cigarettes, un-manufactured tobacco in such manner as he may 

deem appropriate. On ground position is dismally poor:

= Health hazards of  Tobacco/Cigarettes need not any deliberation 

but the danger posed by un-manufactured tobacco, rendered 

unfit for human consumption is an area, where lawmakers have 

assigned a curative role to the Commissioner-IR. Monitoring 

=  02 persons a unit for 24/7 is physically and humanly (non- 

feasible) (non-workable) option. The skeleton staff  is supposed 

to monitor the receipts, processing, wastage, storage, issue of  

unmanufactured tobacco for sale, transfer or self  consumption 

and duty leviable thereon. In addition periodic checking of  

different warehouses, depots and stores, sale to in-active 

persons, zero-rated invoices, ensuring that vehicles 

transporting unmanufactured tobacco carry the valid tax 

invoice: all this is too huge a task for untrained subordinate 

officials, otherwise completely dependent on management of  

GLT units.
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regime at RTO Peshawar is hardly cognizant of  this 

responsibility as not a single case in this direction has surfaced 

during the last year despite the fact that all major 

warehouses/depots/stores of  unmanufactured tobacco are 

located in KPK.

= As no regular/random inspections of  warehouses/depots/stores 

of  unmanufactured tobacco are conducted, therefore 

implementation of  this statutory provision is hardly possible.

k.  Revenue collection: GLT Units

 Comparison of  FED Collection-(Rs. In Million) found to be as 

under;

=  In one case, audit for only one year had been concluded and 

that too raised a token demand, that too adjusted against 

substantial refund claim.

m.   GLTs operating in KPK but falling under the jurisdiction of 

LTOs Islamabad and Karachi.

=  Much hyped Physical Monitoring could not trigger any alert 

during the last 4/5 years, which might have warranted any 

Discrepancy/Risk-based Audit.

 The inspection team noted that the following GLTs were operating 

in KPK but their head offices being at other locations, for taxation 

l.   Income Tax & Sales Tax Audit of GLTs

=  Practically no Audit of  Income Tax, as well as ST/FED of  the 

GLT sector had been conducted during the last 4/5 years.
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n.   Enforcement activities at RTO Peshawar: July 2020 to July 2021

In December 2018 Directorate General I&I-IR had conducted an on-

ground inspection of  Pakistan Tobacco Company’s GLT, the largest 

plant in Pakistan. Inspection team had identified very serious and 

glaring discrepancies, which were shared with LTO Islamabad. 

Outcome of  this exercise is not known but similar exercise needs to be 

conducted in the case of  GLT of  Phillip Morris. This fact alone speaks 

a lot about working of  GLTs in Pakistan.

Under the existing law, Rules and SROs, it is only the 

Commissioner concerned having jurisdictions who can enforce 

monitoring protocols as laid down under various SROs. In 

physical terms for the Commissioners sitting at Islamabad and 

Karachi 24/7/365 monitoring of  GLT plants operating in the 

different provinces is neither possible nor advisable.

On ground Position

From July 2020 to August 21 IREN’s portal reflects around 30 

The above 03 GLT plants are the top 3 GLTs in Pakistan and all 

three are located in KPK.

The above 03 GLTs though operate in KPK yet the 

unmanufactured tobacco cleared from these GLTs is regularly sent 

to Karachi, AJK, Jhelum, Qadirabad (Sahiwal) and Kotri, Sindh 

for export purposes and cigarette manufacturing. Currently, IREN 

Hub KPK is not conducting any monitoring as far as consignments 

released from the above said 03 major GLT plants. This is a glaring 

loophole in the existing monitoring mechanism under IREN.

purposes, they came under the jurisdiction of  LTOs Islamabad and 

Karachi, thus practically it was impossible to do duly physical 

verifications. The GLT units are located as under:-
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incident reports whereby an overall seizure of  around 800 

(suspected non tax paid cigarette) packarites (8 million sticks) and 

around 17000 KGs unmanufactured tobacco was seized by 

Tobacco Squads of  KPK IREN Hub. The output of  recent 

enforcement activities can be judged from the simple fact that 

during 2017-18 IREN KPK hub had seized over 120 million non 

tax paid sticks.

Recommendations:

o.  Unmanufactured Tobacco Sold to Cigarette Manufacturing 

Units in AJK

(i) Immediate implementation of  Rule 89 especially sub-rules (2) & (3) 

read SRO 1149 (1) dated 18th September 2018. Non implementation of  

this Rule despite lapse of  03 years is the root of  most of  the enforcement 

hazards in Tobacco/Cigarette sector. This implementation alone would 

minimize most of  the risks currently confronting FBR’s machinery;

(ii) Identify the officers, to be proceeded against, who have deliberately 

delayed the implementation of  Rule 89, SRO 1149 and thus brazenly 

compromised the interest of  revenue;

(iii)   Identify Unit officers Tobacco/Cigarette Squads RTO Peshawar, who 

have miserably failed in implementing law, rules and prescribed 

procedure. 

(iv)    Conduct yearly analysis of  cigarette tobacco produced in Pakistan vis-a-

FBR to ensure:

Since the last decade mushroom growth of  cigarette 

manufacturing units in AJK has emerged as a major threat to 

Pakistan’s taxation regime in this sector. Mostly these units are 

proxies of  local cigarette manufacturers of  KPK, lured by AJK’s 

extra liberal/favourable tax regime. AJK being a small territory 

bulk of  the cigarette produced in AJK lands in Pakistani market 

and sold at far lesser prices i.e. minimum threshold under FED 

regime. As there is no GLT in AJK therefore unmanufactured 

tobacco is procured & purchased from KPK. In this background 

monitoring of  GLTs in KPK becomes crucial so as to check the 

supply of  unmanufactured tobacco, which ultimately, undermines 

tax collection in this sector. During Inspection, no sign of  

awareness of  this threat or any remedial measure in this direction 

was noticed at IREN KPK Hub.
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(vi)  Track & Trace project FBR being the core stakeholder must cater for 

necessary training & development of  core staff  deputed for 

Tobacco/Cigarette Sector;

vis declared consumption of  tobacco by all cigarette manufacturing 

units, for 2019-20 onwards, so as to gauge the loss of  revenue caused by 

un-accounted for tobacco;

(v)     Strengthen IREN KPK Hub with serious reorganization on professional 

lines and through assigning exhaustive jurisdiction of  all GLTs so as to 

ensure uniform pattern of  compliance, monitoring and enforcement. 

Officers & officials with sectoral know-how, professional competence 

and aptitude may be assigned the important task of  monitoring & 

enforcement of  this sector;

(vii)  Tax Policy Wing, IR to conduct a periodic review of  this sector so as to 

plug the newly emerging loopholes in cigarette/Tobacco sector;

Implementation Status 

After findings were shared with the department FBR has initiated major 

systemic reforms including Track & Trace System, a pioneering effort for the 

cigarette sector. RTO Peshawar has also initiated steps for effective monitoring. 

IR Policy FBR has also pledged to conduct periodical sectoral  review for analysis 

of  various  policy interventions.

In view of  above, implementation of  FTO Inspection Report stands 

completed. 

 The Customs valuation is the main pillar in the determination of  Customs 

Federal Tax Ombudsman initiated an own motion investigation in response to 

a news item published in the mainstream newspaper regarding persistent under- 

invoicing of  imported goods, the case of  under-invoicing in the import of  Tang 

powder. During Investigation by the Advisor Customs, it was observed that there 

was glaring difference between the value disclosed and the actual value reported 

to UAE Custom Authorities. Preliminary investigation revealed that certain 

importers established ‘shell corporations’ in Dubai to manage under-invoicing of  

goods imported into Pakistan leading to revenue leakage as well as having adverse 

implications for the viability of  domestic industry in the country.

C. Study on Flaws in Valuation Procedures (Customs) 

(viii) Similar inspections of  GLTs which are being assessed at LTOs 

Islamabad and Karachi are urgently warranted.
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Duty liability. Section 25 of  the Customs Act, 1969 (the Act), provides a 

methodology for establishing a Customs Valuation system that primarily bases 

the customs value on the transaction value of  imported goods. Section 25A of  the 

Act empowers the Directorate of  Customs Valuation to determine Customs value 

of  any goods imported into or exported out of  Pakistan. In actual practice, the 

Directorate issues Valuation Rulings (VR) in respect of  selected items or on a 

reference received from the Collectorates. The Collectorate while finalizing 

assessment either consult the VR, if  applicable or compare the National database 

in respect of  identical goods for the last 90 days. The phenomenon of  under-

reporting of  value appears to be a systemic issue of  tax maladministration within 

the FBR and its field formations.

 Therefore, comments were requisitioned from the Secretary, Revenue 

Division. In response thereto, the Secretary (Valuation & Audit), FBR, 

Islamabad submitted comments wherein it was contended that Section 25 of  the 

Customs Act, 1969 (the Act), provides the legislation for determination of  value 

of  imported and exported goods on the basis of  Transaction Value (TV). 

However, in case the goods could not be assessed on the basis of  TV, the law 

provides various alternative methods for determining the fair value of  goods for 

purpose of  levy of  Customs duties and other taxes. Under the provisions of  

Section 25A of  the Act, the Customs authorities can determine the Customs 

value of  the goods through issuance of  a VR, while Section 25C ibid provides that 

in case, where declared value of  the imported goods is not considered to be actual 

transactional value, the Collector of  Customs may, after approval from FBR, 

entertain offer by any other person to buy such goods at a substantially higher 

value than the declared customs Value, subject to fulfilment of  certain procedure. 

Section 25AA of  the Act allows the use of  information received through data 

exchange for the determination of  customs value. This was the legal basis for 

operationalizing the Pakistan-China Electronic Data Exchange Agreement 

(EDEA), whereas, Sections 26A and 26B of  the Act, empower officers of  

Customs to conduct audit of  declarations and determine liability of  any person 

regarding payment of  duties & taxes. These powers provide the basis for 

undertaking post-clearance audit (PCA) of  both importers and exporters, which 

is a critical pillar of  modern Customs administration. Customs Rules contains 

detailed procedures relating to valuation of  goods by Customs. A significant part 

of  Pakistan’s imports comprises commodities/items that have published price 

mechanisms which is a transparent way of  determining prevailing prices. 

 Secretary Customs Valuation FBR further contended that to curb under-

invoicing of  imports in certain cases, the Directorate of  Customs Valuation fixes the 

minimum value of  imported items through issuance of  VR. Moreover, VRs had 
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 It was further elaborated by the FBR that the valuation controls are mostly 

exercised at import stage where the transaction value is not known. 

Determination of  value under Section 25(1) of  the Act, requires several 

documents for ascertaining the correct value of  imported goods. However, if  

detailed documentary checks and verifications are exercised in real-time at 

import stage at the ports, this will result in delay in clearance, port congestion, 

incurring of  demurrages etc. Therefore, the Deptt had to rely upon documents 

submitted by the importers which, in case of  informal sector, are often either 

manipulated or not genuine. Majority of  Pakistan’s Informal sectors, particularly 

wholesale and retail, import goods through a network of  middlemen, brokers and 

agents. Some of  these middlemen resort to various malpractices to maximize 

their margins of  profit and it is one of  the main issues relating to under-invoicing 

in imports of  goods. Sometimes, some unscrupulous traders, in order to avoid 

proper valuation of  imported goods, submit vague declarations of  quantity (e.g 

fabric in meters instead of kilograms), description and classification. Although, 

the Customs officials are alert to such misdeclarations, yet the volume and load of  

work often result in improper assessment of  goods.

also been issued to provide uniform guidelines for assessments such as for freight, 

packaging etc. There are a large number of  items which are considered low risk for 

various reasons. In the case of  such items/categories, the Deptt either accepts the 

declared value or assesses based on established yardsticks of  valuation. 

 The FBR had elaborated following measures to address the problem of  under-

invoicing/reporting of  value at import stage:

i. In-depth study of  valuation system.

ii. Review of  Customs Valuation.

iii. Reference Prices.

iv. Withdrawal of  Outdated VR.

v. Focus on sensitive dutiable imports.

vi. Mirror Analysis.

 The Directorate General of  PCA, Karachi vide letter dated 14.07.2020, 

contended that during scrutiny of  import data of  the item specifically printed out 

in this case ‘TANG’ about period 2016-17 to 2018-19, it was confirmed that 

 The Directorate General of  Customs Valuation, after analysis of  Pak-China 

import data, identified major sectors where under-invoicing was rampant. The 

VR of  these sectors were taken up for revision. It is averred that the extent of  

under-invoicing in imports was on the decline in Pakistan, For example, the trade 

gap between Pakistan and China (being the largest exporter of  consumer goods to 

Pakistan) was reduced from 33% in the year 2015 to 9% up to June 2020.
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 The review of  customs valuation system previously conducted by the FBR 

established that several factors had contributed to the current state of  affairs. 

These include issues relating to existing business process which is focused at 

clearance stage, a weak Risk Management System (RMS), an ineffective PCA 

Organization, trading practices resulting from a large informal undocumented 

economy, as well as issues of  integrity and poor accountability within the 

Department.  

various unscrupulous commercial importers were importing ‘TANG’ brand 

drinking powder manufactured in Bahrain via Dubai port which was released at 

the declared value of  $ 0.40 per Kg. The same item was imported by M/s 

Mondelez Pakistan Limited, Karachi directly from the manufacturer at a higher 

value and the average value was $ 1.40 per Kg as against the declared value of  $ 

0.40 per Kg by commercial importers. It was evident that the values being 

declared by the commercial importers for the same product were fictitious, 

concocted and managed through “group under-invoicing” resulting in huge loss 

to the government exchequer. 

 With the increase in volume of  international trade and the need for trade, 

facilitation has necessitated the adoption of  risk management and audit-based 

After considering the reported facts and valuation law it was observed that 

historically the government maintained very high tariffs to protect domestic 

industries from imported goods, which becomes a major cause of  under-

invoicing. It was estimated that annual average net revenue loss due to under-

reporting of  value was almost equivalent to around 11% (percent) of  total revenue 

generated from Customs tariff. In this regard it was noted that Analysis of  import 

data received from UAE, conducted by the Pakistan Business Council, revealed 

that major import value discrepancies had estimated annual loss of  about Rs.150 

billion. Thus the under-invoicing of  imported goods is a serious and complex 

problem that negatively impacts the economy in several ways. This also leads to 

an uneven playing field, unfair competition and is disadvantageous to locally 

manufactured goods. Although, the general perception that reduction in rates of  

taxes will have a positive impact on the under-invoicing, however, with the 

gradual reduction in the customs duties no major decline in the instances of  

under-invoicing had been observed. It is largely attempted by the traders but the 

manufacturers are also not far behind. 
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=  The department had to put in place Audit-based controls to recognize 

vulnerabilities in RMS and to deal with the undervaluation in presently, 

ineffective PCA besides developing a comprehensive mechanism for 

verification of  trade declarations so this kind of  systemic 

maladministration can be dealt with.

=  FTO also recommended some imperative institutional and systemic 

reforms to defer under invoicing that include development of  dynamic 

Risk Management Framework, strengthening of  Post Clearance Audit, 

use of  national valuation database and Exchange of  information within 

the relevant offices.

controls. PCA is one of  the most important means/tools used and has become a 

major challenge for Customs administration who are required to facilitate trade 

while at the same time ensure effective control in compliance of  law. However, 

PCA implementation is not a standalone process, it needs to be embedded into 

clearance system by incorporating transaction-based controls for low and 

medium-risk transactions as well as adopting compliance-based PCA for high-

risk transactions. The Revised Kyoto Convention (General Annex- Chapter 6, 6.6 

Standard) recommended reliance on audit-based controls by using traders’ 

commercial systems. Standard 6.6 of  the General Annex to the Revised Kyoto 

Convention describes the principle of  audit-based control, while the Guidelines 

in Chapter 6 include details of  the post-clearance audit.

It was finally held by the FTO that FBR has introduced reform in valuation 

processing it reads to put in place an effective “post-clearance audit organization” 

to deal with the issue of  rampant under-invoicing, especially in respect of  GDs 

cleared under Green Channel. Therefore recommendation were issued by the 

office of  the Federal Tax Ombudsman that:

 Accepting the FTO’s analysis report and recommendations thereof  multiple 

=  FTO also directed the FBR and PCA to pursue cases pending before 

various adjudicating fora and pass on information pertaining to the 

commercial importers dealing in these items to IRS to cross-match the data 

with sales tax and income tax returns filed by the importers, to enable the 

department to plus the revenue leakage.
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a.  Case Specific

=  Risk-based selection of GDs – CRFs dated 04.12.2020

b. Total number of  cases pending at the Customs Appellate Tribunal 

are 54 and amount involved is Rs.90.2 million.

b.   Institutional and Systematic Reforms

The details of  the report conveyed to WeBOC team and the progress made so 

far is mentioned as under:-

a. So far 49 O-in-Os have been passed by the Adjudication 

Collectorate involving Rs.76.14 million. The other cases are 

pending Adjudication.

Currently, the PCA module caters to the requirement of  transaction based 

audit only where the GDs are selected only manually and referred to 

auditors for audit. There is no provision for risk-based / system based 

ii. Regarding cross-matching import declaration / data with Sales Tax 

and Income Tax returns, information has been passed on to IRS 

authorities to seek tax returns of  the importers to cross match for 

possible recoveries.

i. The role of  PCA is very crucial for achieving tax compliance in terms of  

CGO No. 03 of  2009 and a number of  measures have been taken to 

strengthen Directorate of  PCA, like provision of  capable human 

resources and streamlining of  post-audit controls in terms with PCA, 

issuance Audit Manual to target risky items, entities and sectors to check 

revenue loss and ensure tax compliance. In line of  FTO directives, 

Proposals for improvements in PCA WeBOC module through 

automated risk profiling will further strengthen the working of  PCA.

 i.     The 149 cases amounting to Rs.314 million pertaining to the under 

valuation of  imported items i.e. “Tang” powdered drink mix were 

being actively pursued at various adjudication fora:

actions have been under taken by Directorate of  PCA, FBR on recommendations 

to this case. The same are summarized below:

c. Total amount recovered so far is Rs.47.2 million.
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Departmental investigations revealed that many Complainants booked 

Suzuki Alto cars and deposited full amount of  taxes prior to 30.06.2021 when the 

Standard format for audit report/ consolidated audit report and checklists 

for conducting TBA and EBA has been forwarded to Directorate of  

Reform & Automation for incorporating in the module to be developed in 

system.

selection of  GDs. In order to have system based selection of  GDs, CRF 

for incorporating “selectivity criteria for selection of  GDs” for 

Transaction Based Audit has been requested.

=  Duty drawback module

=  Conducting EBA in System 

=  Format for standard Audit report and checklists for conducting TBA 

and EBA

D.  Excessive Charge of Taxes from Automobile Buyers Due to Ambiguity in 
Law (GST)

Federal Tax Ombudsman has taken up many cases during the past four 

months where complainants have agitated higher rate of  GST collections by Pak 

Suzuki, than the leviable rate of  tax.

Background of the case:

Once an NTN is selected for entity based-audit on the basis of  desk audit, a 

detailed EBA of  the trader has to be done in the system, however, business 

processes for conducting detailed entity based and sector based audits, 

after selection of  NTNs/GDs are being developed involving detailed 

business processes required for conducting EBA/SBA in the system.

Vide Rule 460 notified vide SRO 571(I)/2020 dated 25.06.2020, PCA has 

been mandated to carry out comprehensive audit of  duty drawback 

payments transferred directly by the SBP to the account of  the traders 

(excluding 10% sent to PRV section of  the MCC Exports). Since PCA has 

been mandated to conduct comprehensive audit of  all duty drawback 

claims excluding 10% of  PRV, the business process flow was sent to 

Directorate of  Reform and Automation including the essential elements 

of  selection of  GDs through RMS or some section criteria. 
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rate of  sales tax was 17 percent. Meanwhile, the rate of  sales tax on cars up to 

1000CC was reduced to 12.5 percent, while federal excise duty (FED) was waived 

off  through the Finance Act, 2021 effective from 01.07.2021. But vehicles booked 

during the financial year 2020-21 were delivered to the Complainants after 

30.06.2021, by M/s Pak Suzuki Company Limited. However, these vehicles were 

charged sales tax at the rate applicable at the time of  booking, rather than invoice/ 

delivery date and the suppliers refused to refund the differential amount of  sales 

tax, hence, depriving the Complainants the benefit of  reduced tax burden at the 

time of  delivery. The Complainant prayed that the supplier be directed to refund 

the differential amount of  sales tax as per the current rate applicable in respect of  

their vehicle. Federal Tax Ombudsman has directed the Federal Board of  

Revenue to take action, observing that the FBR has to ensure that the company 

returns the excessive tax to the customers. FBR submitted comments wherein it 

was contended that the instant complaint was lodged in the context of  the 

Finance Bill presented on 11.06.2021, which was converted into the Finance Act. 

As per new tax regime, 2.5 percent FED was waived for locally manufactured 

vehicles up to 1000 CC, while sales tax on such cars was reduced from 17 to 12.5 

percent The contention of  the Complainant that the excessive amount of  sales tax 

was charged in respect of  vehicle delivered on 14.07.2021 when the prevailing 

rate was 12.5 percent was misconceived. 

However after considering the changes in the Finance Act about the definition 

of  time of  supply and rates of  taxes and duties as well as the date of  delivery of  the 

vehicle to the Complainant, it was observed by the FTO that FBR is bound to 

refund the differential amount of  sales tax collected by M/s Pak Suzuki Motor 

Company Ltd, from the Complainant and deposited in the state exchequer. As 

the customers are appealing to get the refund back of  the reduced (GST) but the 

company is not returning the amount to its customers. Hence the FTO directed 

the FBR to address the grievance of  the taxpayers. The Commissioner concerned 

to refund the amount of  sales tax collected in excess of  12.5 % from the 

complainants as per law.
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ccording to section 32 of  the FTO Ordinance, the Revenue Division or Aany 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 Hon’ble President of  Pakistan on 

the Representations filed by the FBR or complainants is given below:

Representation in Complaint No. 493/FSD/IT/2021 dated 02.06.2021

President rejects FBR plea against FTO’s Order to revisit order and decide 

after giving opportunity of hearing to 82-year-old complainant and orders 

action against responsible for delay

 A complaint was filed before FTO against order dated 29.01.2021, passed under 

section 170(4) of  the Income Tax Ordinance, 2001 (the Ordinance) for Tax Year 2020.

 The Complainant a senior citizen, filed return of  income for Tax Year 2020, 

under Section 114(1) of  the Ordinance, claiming refund amounting to Rs.2333/-. 

The refund arose on account of  advance tax collected under Section 236 of  the 

Ordinance, on landline telephone and cell phone. The Complainant filed refund 

application which was rejected by the Unit Officer in term of  Section 170(4) of  

the Ordinance, vide order dated 29.01.2021, on the ground that the original 

copies of  tax deduction certificates, were not provided.

 On consideration of  the matter, the learned FTO made the following 

Recommendations to FBR on 02.06.2021:-

(i) Direct the Commissioner-IR, East Zone, RTO, Islamabad to revisit 

the impugned order dated 29.01.2021, in terms of  Section 122A and 

pass fresh order under Section 170(4) of  the Ordinance, after 

providing the Complainant opportunity of  hearing, as per law;

Chapter- 9

IMPORTANT DECISIONS OF 
THE HON’BLE PRESIDENT OF PAKISTAN 

ON REPRESENTATION
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 An Own Motion investigation was initiated to investigate irregularities 

committed by the FBR field formations in processing and sanctioning of  bogus 

sales tax refund identified by the Directorate General I&I-IR, FBR. The “Red 

Alert” in such cases was 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  

FTO’s Directive to FBR to Identify and Investigate officials Involved in 

fake Registration endorsed 

Punitive action must be taken along the entire line of  decision-makers in this 

case, and the Chairman should ensure that they in particular and others in 

general, go through courses to teach them about priorities and courtesies.”

Representation in Complaint No. 0181/OM/2019 dated 27.04.2020

Did not anybody in the long chain of  bureaucrats, who must have deliberated 

on this issue, think of  the unfairness, the pettiness, and the superfluousness of  

the issue itself, besides the fact the person involved is a respectable senior 

citizen of  Pakistan of  82 years of  age?

Our heads should hang in shame. The President would like to apologize to the 

senior citizen Mr. Abdul Hamid Khan for this inconvenience. The Chairman 

of  FBR is hereby being directed to look into this entire system of  

irresponsibility, corruption, rudeness of  looking down upon the ordinary 

people, whom they should be serving and action instead like colonial masters. 

(ii) Identify and initiate disciplinary proceedings against the official, who 

passed the impugned order in derogation of  law and procedure and 

dragged an ageing taxpayer of  82 years of  age, into unnecessary litigation;

“This must be the most pitiful and shameful use of  bureaucratic authority. 

Denying a paltry refund of  Rs. 2333/- requested by an 82 year old taxpayer, 

the FBR has wasted his time, the time of  its own department functionaries, 

that of  the Wafaqi Tax Mohtasib, and now the of  the President of  Pakistan.

FBR/Agency filed representation against the above order. The case was processed 

in concerned wing of  the President’s Office and on perusal and appreciation of  

documents on record, the President rejected the representation of  FBR vide order 

No. 53/FTO/2021-dated 20.01.2022 with the following strong observations:
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fraudulent refund and issuance of  refund cheques, nor was any action proposed 

against the related officers/officials of  bank branches concerned and PRAL 

management.

(ii) Investigate and identify the officers/officials involved in processing 

refund claims on the basis of  fake/flying invoices  and issuing refund 

of  sales tax amounting to Rs. 14.421 million

(iii) To initiate appropriate action including criminal proceedings 

leading to recovery of  amount swindled from public exchequer.

(i) Direct the Chief  Commissioner-IR, Corporate RTO, Karachi to 

investigate and identify the officials involved in registration of  fake 

RP and initiate disciplinary/ criminal action;

FBR/Agency filed representation against the above order. The case was 

processed in concerned wing of  the President’s Office and on perusal and 

appreciation of  documents on record. The President reject the representation of  

the FBR vide order No. 71/FTO/2020-dated 04.03.2021 with the following 

direction:

 “FBR to –

 On consideration of  the matter, the learned FTO made the following 

Recommendation on 27.04.2020.

 In this case, of  M/s Z.A Exports, a Registered Person (RP) as manufacturer, 

the investigation conducted by I&I-IR, Karachi revealed that the RP filed bogus 

refund claim of  Rs. 18.519 million against irrelevant invoices as there was no 

relation between input and output goods. Thus Red Alert issued by the 

Directorate of  I&I-IR, Karachi vide letter dated 25.03.2013 for verification of  

refund claim filed by the RP and concomitant necessary action against the 

person(s)/official(s) involved in this nefarious and unlawful activity.

“It is surprising and shocking that the department fails to investigate fake 

refund cases where refund has already been made in full connivance of  FBR 

officials. It refuses to investigate and recover the amount disbursed in this scam 

and similar scams. It is appreciated that D.G. I&I-IR of  FBR uncovered this 

scam and issued red alerts, however, the department is slow or resisting 
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The FBR/Agency filed Representation against the above order. The case was 

processed in concerned wing of  the President’s Office and on perusal and 

appreciation of  documents on record, it was noted in the President order 

No.154/FTO/2020 dated 29.03.2021 as under:

Representation in Complaint No.1676/LHR/ST/2020 dated 10.09.2020

“The Commissioner-IR, Zone-IV, LTU, Lahore is directed to implement 

the order of  the Appellate Tribunal Inland Revenue dated 12.01.2020 

subject to the decision of  Hon’ble High Court, Lahore and report 

compliance within 45 days”

 On consideration the matter, the Learned FTO made the following 

Recommendations on 10.09.2020:

“The way the matter has been dealt by the Agency gives rise to questions about 

the seriousness it has treated the matter. Its outright example of  non-application 

of  mind in forwarding a document without perhaps looking at it. It is a matter of  

concern for the Agency itself. Since legally there is no representation filed before 

the highest forum i.e. the President of  Pakistan in terms of  Rule 2(1)(h) it does 

not qualify to be a representation and calls for no action”

recoveries process including in this case, among various cases identified total 

refund claims by fake Registered Persons (RPs) is estimated to be as high as Rs. 

875 million. How can we afford not to recover and criminally charge the 

fraudsters. So instead of  resistance of  FBR to sou moto prompting of  the FTO, 

they should recover the precious money of  the people of  Pakistan.

President Upholds FTO’s Finding to Implement the Directive of the 

Appellate Authority

 The above-mentioned complaint was filed against the Commissioner-IR, 

Zone-IV, LTU, Lahore in terms of   Section 10(1) of  the Federal Tax Ombudsman 

Ordinance, 2000(FTO Ordinance)  for failing  to  settle     refund claim Rs.87.628 

million filed by the Complainant pursuant to the judgement dated 12.01.2020 of  

the Appellate Tribunal Inland Revenue (ATIR), Lahore in STA 

No.951/LB/2018.
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 “FBR to –

FTO’s Directive to Collector to Ascertain the Propriety of the Forfeiture 

Order is within lawful authority

 Precisely, the above-named Complainant participated in the auction held at 

Customs House Peshawar, on 12.12.2019, when bid of  8.000 million in respect of  

Lot No. 12 fabrics/NLC/Nov-2019 was accepted, and as a consequence thereof, 

the Complainants deposited earnest money equal to 1/4th of  the bid money vide 

TC No. 17 dated 12.12.2019, in the National Bank of  Pakistan, Customs House 

Branch, Peshawar. Upon inspecting the goods at the Warehouse, it was found that 

instead of  polyester Fabric (Alpine India) only jarget India cloth was available. 

Consequently, the application dated 16.12.2019 was submitted to the Additional 

Collector, pointing out the discrepancy with the request to deliver the cloth as per 

the “auction schedule list”. The Deptt instead of  investigating the allegations 

levelled in the applications dated 16.12.2019 and resolving the grievance, 

forfeited the earnest money vide Forfeiture Order dated 22.01.2020,  on the 

ground that after approval of  bid on 13.12.2019, the balance amount of  bid 

money was not deposited by the Complainant, within the prescribed period.

 The above mentioned complaint was filed under Section 10(1) of  the Federal 

Tax Ombudsman Ordinance, 2000 (FTO Ordinance), against the Collector, 

MCC (Appraisement & Facilitation), Peshawar for passing the orders of  

forfeiture of  earnest money, without considering the request of  the Complainant, 

for cancellation of  bid due to discrepancy in the type of  cloth offered for auction 

and offered for delivery at the NLC Warehouse.

 On consideration of  the matter, the learned FTO made the following 

Recommendations on 30.06.2020:

Representation in Complaint No.595/PWR/CUST/2020 dated 30.06.2020

1.  Direct the Chief  Collector of  Customs (North) to investigate the 

issue and fix responsibility as to why the applications dated 

16.12.2019, filed by the Complainants were not investigated and 

the reason for accepting lower bid within two months of  the earlier 

auction especially in view of  the fact, that after the same lot was 

auctioned within eight days of  forfeiting the earnest money of  a 

higher bid-offer;
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 On consideration of  the matter, the learned FTO made the following 

Recommendation on 21.04.2021.

 The FBR/Agency filed Representation against the above order. The case was 

processed in concerned wing of  the President’s Office and on perusal and 

appreciation of  documents on record, it was noted in the President order 

No.92/FTO/2020 dated 13.01.2021 as under:

“It is the Agency’s lawful authority to investigate the alleged allegations 

levelled in the application against its officials and to proceed in the matter in 

accordance with the law; and that the Collector MCC (Appraisement & 

Facilitation), Peshawar to ascertain the propriety of  the Forfeiture Order dated 

22.01.2020, under Section 195 of  the Customs Act, 1969 and return earnest 

money, as per law, if  so warranted within 45 days. The Agency has the lawful 

powers to decide the matter on its merits in accordance with the law. There is 

thus no valid justification to assail the order of  the learned FTO. In such 

circumstances, this representation is liable to be rejected.”

President upholds FTO’s Recommendations to reprocess and settle the 

refund claim stopped due to system biased undue objection 

3.  Report compliance within 45 days.”

 The Complainant, registered as manufacturer of  textile goods, filed deferred 

claim, which was processed, and RPO No. 8076921 dated 27.10.2020 issued. 

However, FBR stopped payment against this RPO due to objection to higher 

export value ratio, as the amount of  refund claimed and sanctioned was more 

than twelve percent of  export value, therefore, to remove the system based 

objection, the RPO needs to be rolled back.

2.  Direct the Collector MCC (Appraisement & Facilitation), 

Peshawar to ascertain the propriety of  the Forfeiture Order dated 

22.01.2020, under Section 195 of  the Customs Act,1969 and 

return of  earnest money, as per law, if  so warranted; and

 A complaint was filed before FTO against the Chief  (Projects & Refunds) for 

delay in transfer of  payment of  Rs. 1.988 million, against RPO, dated 27.10.2020, 

issued in respect of  deferred refund claim for tax period September 2019.

Representation in Complaint No. 0412/LHR/ST/2021 dated 21.04.2021
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(ii) the officer concerned of  CTO, Lahore to re-process and settle the 

claim discussed supra expeditiously, as per law

(i) the Chief  (Projects/Refund) ST FBR to rollback RPO dated 

27.10.2020;

“In view of  prevailing legal position when some of  the claims of  the 

complainant have already been processed, the pending claims needs to be dealt 

with as per law expeditiously.

FBR/Agency filed representation against above order. The case was processed 

in concerned wing of  the President’s Office and on perusal and appreciation of  

documents on record. The President reject the representation of  the FBR vide 

order No. 28/FTO/2021-dated 02.12.2021 stating that:

 “FBR to direct:–
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Chapter- 10

ver the period,  the FTO institution has emerged as a trusted oversight Obody against maladministration of  the Tax Functionaries. This office 

regularly received letters of  thanks from Taxpayers, whose grievances were 

redressed. The work of  the Federal Tax Ombudsman was also lauded in the print 

and electronic media. Some of  such letter frames of  electronic media and News 

clippings are reproduced as under:

Public Recognition Feedback
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What is FTO’s Mandate?

The core function of  the Federal Tax Ombudsman revolves around:

The office of  Federal Tax Ombudsman is mandated to investigate, diagnose, 

redress and rectify maladministration of  tax functionaries in the following 

manner:

=  On a complaint by an aggrieved person

=  On a reference from the President ,Senate National Assembly ,Supreme 

Court and High Court

=  Own-motion action

=  Special research studies

What is the Function of FTO?

=  Recommendations to FBR on suggestions of  Advisory Committees.

What are FTO’s services? Or What Does FTO offer?

We resolve complaints of  the existing and prospective taxpayers and provide 

relief  to the public by carrying out independent investigations about 

maladministration by functionaries administering the tax laws. We strive to put 

things right, share lessons learnt and help improve public tax services and 

systems. Our independent complaints handling service is free and open to 

everyone.

=  Inspections of  offices ,where persistent maladministration is reported

We aim to redress taxpayers’ grievances fairly and quickly after examining the 

facts. If  we identify any maladministration of  the Revenue Division, we 

"Disposal of  complaints of  tax maladministration promptly, justly, fairly, 

independently investigated, and to rectify any injustice done to a taxpayer by 

actions of  the tax employees of  Federal Board of  Revenue (FBR)/Revenue 

Division, Government of  Pakistan."

FREQUENTLY ASKED QUESTIONS
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b. is based on irrelevant grounds; or

ii. neglect, inattention, delay, incompetence, inefficiency and ineptitude, in the 

administration or discharge of  duties and responsibilities;

recommend putting things right. This can include recommending the agency to 

provide you relief  sought, and to treat you fairly and in accordance with law.

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;

What is Maladministration?

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;

c. involves the exercise of  powers, or the failure or refusal to do so, for 

corrupt or improper motives, such as bribery, jobbery, favoritism, 

nepotism, and administrative excesses;

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

c. classification or valuation of  goods;

v. deliberate withholding or non-payment of  refunds, rebates or duty 

drawbacks already determined by the competent authority;

b. determination of  liability of  tax or duty;

vii. avoidance of  disciplinary action against an officer or official whose order 

e. determination of  fiscal and tax concessions or exemptions;

vi. coercive methods of  tax recovery in cases where default in payment of  tax 

or duty is not apparent from record; and

iii. repeated notices, unnecessary attendance or prolonged hearings while 

deciding cases involving-

a. assessment of  income or wealth;

iv. willful errors in the determination of  refunds, rebates or duty drawbacks;
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of  assessment or valuation is held by a competent appellate authority to be 

vindictive, capricious, biased or patently illegal.

How to take Cognizance 

1. In a complaint filed by any aggrieved person;

2. References received from:

 i.  President of  Pakistan;

 ii. Supreme Court of  Pakistan;

 iii. High Courts;

 v. National Assembly; and

3. Own Motion Investigation.

What is the Complaint Management / Lodging Process?

For quick and free resolution of  taxpayers' grievances, the agency receives 

complaints in person, by mail (Link), through website (Link) or Smart-Phone app 

(Link). Each complaint is assigned to experienced Advisors through an 

automated Complaints Management Information System (CMIS). After hearing 

both, the complainant and the FBR, recommendations are issued to rectify the 

maladministration and redress the grievances. All complaints are decided within 

the mandatory period of  60 days. To ensure implementation of  these 

recommendations, compliance of  the recommendations is monitored and 

necessary legal action is taken by the office of  Federal Tax Ombudsman in case of  

non-implementation within the stipulated time. During the whole process office 

of  the relevant Advisor FTO, keeps the complainant informed about the progress 

of  the case.

Limitations

We cannot help you if  your complaint is about:

Cognizance can be taken by the FTO:

=  Sub-judice matters, before a court of  competent jurisdiction or tribunal or 

board or authority

 iv. Senate;

=  Matters relating to assessments of  income or wealth, determination of  
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What is the Complaint Filing Procedure?

liability of  tax or duty, classification or valuation of  goods interpretation 

of  law, rules and regulations relating to such assessment, determination, 

classification or valuation in respect of  which legal remedies of  appeal, 

review or revision are available under the relevant laws.

=  That the matter is not subjudice before any court of  competent 

jurisdiction, tribunal, board or authority.

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

assistance is requested.

The complaint filing procedure is very simple. The complaint can be filed 

personally, through courier service, email, online and fax. Form "A" containing 

requisite details for processing of  the complaint is available free of  cost at the 

Head office, Regional offices and website (www.fto.gov.pk). Form "A" also 

contains the solemn affirmation of  the complainant for the following:

=  No representation was filed.

=  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

=  Solemn affirmation does not require to be notarized.

4.  The place of  jurisdiction for investigation is the place of  residence of  the 

complainant, in Pakistan

5.  Complainants living abroad can also join the investigation through 

Skype/Zoom.

=  That previously no complaint on the subject was filed;

2.  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.
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s. Sarwat Tahira Habib (Advisor, Media and Awareness) was Massigned the task to compile the Annual Report 2021. She completed 

the task with sheer hard work and commitment. She was assisted by a team 

consisting of  the following officers/officials:

ACKNOWLEDGEMENT

Ms. Sarwat Tahira Habib
(Advisor, Media & Awareness)

IslamabadFTO Secretariat, 

Mr. Ikhlaq Ahmed
(DD, Registration)

IslamabadFTO Secretariat, 

Ms. Zoyina Ali Pasha
(Assistant Advisor, Research & Media)

IslamabadFTO Secretariat, 

Syed Danish Bukhari

(Deputy Director Media)

IslamabadFTO Secretariat, 

Mr. Ikram ul Haq

(Manager MIS)

IslamabadFTO Secretariat, 

Mr. Ghulam Qadir

(PS to Advisor, Media & Awareness)

IslamabadFTO Secretariat, 

Mr. Muhammad Mushtaq

(Data Entry Operator)

LahoreFTO Secretariat, 

Mr. Sohaib Marghub

(Media Coordinator)

LahoreFTO Secretariat, 

Mr. Khaldun Ul Haq
Director General 

FTO Secretariat, Islamabad
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5-A, Constitution Avenue, Islamabad 

E-mail: info@fto.gov.pk, Web: www.fto.gov.pk

Federal Tax Ombudsman Secretariat Headquarter Islamabad

Tel: 051-9212316, 051-9217767, Fax: 051-9205553

8th Floor (left Wing) National Insurance Company LTD 
(NICL) Building, Abbasi Shaheed Road, Off  Sharah-e-Faisal 
Towards DHA, Karachi.  Tel: 021-99225059, 
Fax: 021-99225058, E-mail: ftokhi@fto.gov.pk

Regional Office Karachi

Tel: 042-99201894, Fax: 042-99201893

Bungalow No. 186-A Scotch Corner, Upper Mall, Lahore

E-mail: ftolhr@fto.gov.pk

Regional Office Lahore

E-mail: ad minpwr@fto.gov.pk

House No. 9A-B/2, Old Jamrud Lane Road, University Town, 
Peshawar. Tel: 091-9224200, Fax: 091-9224201

Regional Office Peshawar

CONTACT US

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

Regional Office Faisalabad 
House No. 35, Canal Park East Canal Road, Faisalabad 

Tel: 041-9230241, Fax: 041-9230244

E-mail: ftofaisalabad@gmail.com

E-mail: ftomultan@gmail.com

Regional Office Multan

House No.98A, Ibrahim Avenue, Gulgasht Colony, Multan 
Tel: 061-9210348, Fax: 061-9210349 

Regional Office Gujranwala

Tel: 055-9330590  Fax: 055-9330589

House No.68, Climax Town, G. T. Road, Gujranwala.

Email: fto.gwl@gmail.com
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FTO Office, Sialkot Chamber of  Commerce and Industry, Paris 
Road Sialkot۔ Tel: 052-42737999

Regional Office Sialkot

E-mail: ftoskt@gmail.com

House No. 62/72, Peer Muhammad Colony,

University Road, Sargodha.

Regional Office Sargodha

Tel: 048-9330147

Bangalow No. 32, 

Sukkur. Tel: 071-5825222

Regional Office Sukkar

Sukkur Cooperative Housing Society, 

Tel: 0992-920200 

Regional Office Abbottabad
House No.01, Street No. 01, 
Moosa-zai Colony, Abbottabad.

https://www.facebook.com/ftopakistan

https://www.facebook.com/FederalTaxOmbudsman.TV 

https://twitter.com/TaxOmbudsman

Wafaqi Tax Mohtasib (FTO) Mobile App

00923340544460

9386

info@fto.gov.pk

http://www.fto.gov.pk

https://www.youtube.com/channel/UCiTWDSPNMXMrhnzQqj1K7hQ
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