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(Al Quran 6:42)

And if you want to judge, judge with justice

for Allah loves those who do justice.



Dedicated 

to

The low paid employees  

who were being illegally

taxed @20% for incomes 

as low as Rs. 20000.

FTO provided them relief  
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Quaid-e-Azam Muhammad Ali Jinnah
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“With faith, discipline and selfless devotion to duty, there is 

nothing worthwhile that you cannot achieve”.

-Muhammad Ali Jinnah



Dr. Arif Alvi
Honorable President

 Islamic Republic of Pakistan
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The Office of the Federal Tax Ombudsman (FTO) has been helping thousands of taxpayers since 

the year 2000 and it has substantially contributed to address the pervasive tax administration 

systems’ maladministration. The primary responsibility of the FTO is to ensure that complaints 

against tax administration are resolved promptly and fairly.

As we know that there exists a huge disconnect between the public and their faith in the tax 

system as well as in the often-delayed justice and legal system. There is a possibility that if the public 

is introduced to such avenues where their grievances are of utmost importance and are solved in 

minimal time a change can be anticipated in the public’s image of the governance. It is expected that 

the Office of the Ombudsman can bridge the gap between the public and the judicial system. It is 

heartening to note that over the past few years, the institution has carved itself into a primary state 

organ dedicated to eradicate tax maladministration and assist taxpayers in receiving the best 

possible support and service.

During the year under report, FTO has disposed of 6106 Complaints out of 6991.It is very  

encouraging to state that out of 6106 decisions,5437 were accepted by the Complainants and FBR. 

In various complaints pertaining to the admissibility of Refund to the Complainants, 

recommendations for processing the refund cases to the tune of Rs 7081.04 million have been made 

and the same has been sanctioned by the FBR, accordingly. It is also satisfactory to note that the FTO 

office undertook 98 Own Motion investigations in 2022 and conducted 88 outreach and awareness 

sessions in 2022.

I appreciate the efforts of the Federal Tax Ombudsman who has introduced many new initiatives, 

inter alia, the establishment of the Overseas Pakistanis Grievances Redressal Cell, the Launching of 

the Mobile Application, FTO portal, digital SMS, FTO YouTube Channel, the creation of five (05) 

additional regional offices at Abbottabad, Sargodha, Sukkur, Sialkot and Hub. It is hoped that these 

initiatives would enhance the outreach of the organization to provide justice to the taxpayers of 

these areas against the maladministration of the tax authorities. In addition to the above, the FTO has 

also detected some mega scandals in which FBR has been directed to take disciplinary action 

against the delinquent officers/officials. The contribution of the Federal Tax Ombudsman towards 

the cause of taxpayers relief and full support of the endeavors  made during the year  2022 by Dr. 

Asif Mahmood Jah, FTO and his team is commendable.

With blessings and best wishes for the year 2023.

Message from Dr. Arif Alvi
President Islamic Republic of Pakistan



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

Federal Tax Ombudsman

vi

ANNUAL REPORT 2022 FEDERAL TAX OMBUDSMAN



vii

ANNUAL REPORT 2022 FEDERAL TAX OMBUDSMAN

Forward

The Hon’ble Dr. Arif Alvi, 

President of the Islamic Republic of Pakistan 

The Annual Report of the Federal Tax Ombudsman (FTO) for the year 2022 is being presented to 

your esteemed honour. In the light of your directions, during the last year from 1st January, 2022 to 
st31  December, 2022, in my capacity as the Federal Tax Ombudsman and my colleagues made 

persistent efforts to make FTO’s Office a far better institution by ensuring timely redressal of the 

complaints of the taxpayers. In addition to Islamabad, Karachi, Lahore, Peshawar and Quetta, the 

Federal Tax Ombudsman held several awareness seminars in small cities of Abbottabad, Sukkur, 

Sialkot, Sargodha, Chakwal, Sahiwal, Dadu, Larkkana, Mirpurkhas, Jehlam, etc. in which hundreds 

of tax payers and trade related people participated. By virtue of these seminars, the participants got 

awareness about the FTO and they came to know that an institution exists for providing cost free and 

immediate justice. Throughout the country, numerous meetings were held with the Chambers of 

Commerce and Industry at the federal and provincial level, Federal Chambers, Trade Bodies, 

Commercial Organizations and Office Bearers of  Tax Bars, where the audience were fully apprised 

about the Federal Tax Ombudsman and its usefulness and significance. Very brilliant and capable 

students of the universities and law colleges of Lahore, Islamabad and Karachi were recruited as 

internees. The Legal Advisor of the Federal Tax Ombudsman held meetings with the Principals of 

the Law Colleges and made the Federal Tax Ombudsman Ordinance as part of the Law College 

syllabus. These students visited colleges, universities and business centers, and made the students 

and business related people familiar with the FTO by emphasising that an institution does exist in 

the country to provide immediate and inexpensive justice. Here immediate justice is dispensed not 

only in days but also in hours. During attachment with the FTO, the internees prepared valuable 

study reports in the perspective of the importance and usefulness of this institution as well as other 

justice providing departments. It was pointed out that the Federal Tax Ombudsman is the only 
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institution wherefrom speedy and cost free justice is provided as compared to other justice 

providing intuitions.

 During the whole year “Respect to Taxpayers” remained our popular slogan. The tax payers 

were reminded again and again that the Federal Tax Ombudsman is the only institution to protect 

their rights. They should do honourable business by complying with country’s laws and saying no to 

corruption and injustice, and should contact the FTO in case of any hurdle/difficulty with regard to 

tax payment. After taking oath, I made a commitment with the Hon’ble President in One-to-One 

meeting that I would devote all my capacities to make this institution functional and interactive, and 

to introduce it to the optimum level among the common masses in general and the taxpayers in 

particular, so that the tax payers who face hardships in payment of taxes or they are treated unfairly, 

they should get recourse to the FTO. In this way, their grievances are redressed immediately and 

those responsible are dealt with disciplinary proceedings. 

 In order to cross the gulf between the taxpayers and the FTO, famous and leading 

personalities of the business community have been appointed as Honorary Advisors to the FTO. The 

Honorary Advisors have played the role of a bridge and due to their appointments, contact with the 

FTO has become very easy. Due to this reason, the people connected with the business community 

in large number are getting recourse to the FTO. In the light of the instructions of the Hon’ble 

President, the system of registration of the complaints has been fully digitalized.  The performance 

of the FTO is being regularly conveyed to the masses by means of Monthly FTO Newsletter, Mobile 

App, Website, E-mail, FTO TV, Press Conferences and Media Briefings. Due to these measures, 

maximum complaints of 6991 were registered in 2022 out of which 6106 were decided well in time. 

The tax payers were given relief in most of the decisions of the FTO whereby their 

complaints/hardships were addressed. During the past 21 years, the number of complaints did not 

exceed these figures. During 2021, 3371 complaints were registered which indicate that the number 

of complaints during the current year registered an increase of 113.29%. 

During the current year, hundreds of complaints were immediately solved within hours instead 

of days under Section 33 of the FTO Ordinance. In 2022, 73.29% complaints were got implemented 

immediately. During the current year, the Hon’ble President upheld 92.55% decisions of the FTO. 

In 2022, the Federal Tax Ombudsman assumed the shape of people’s welfare, betterment and 

problem solving institution. Hundreds of thousands of people benefited from one single decision of 

the FTO. This year, refunds of more than Rs 7081.04 million were sanctioned. Owing to the 
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decisions of the Federal Tax Ombudsman, state revenue registered a considerable increase. Due to 

timely Own Motion notices of the Federal Tax Ombudsman, revenue amounting to more than Rs 

8.310 billion accrued to the state exchequer from the auction of consignments lying at sea port, dry 

ports and airports for several years. In addition to the redressal of complaints, the Federal Tax 

Ombudsman unearthed several financial scams and recommended action against a tractor 

manufacturing company for claiming invalid refunds. The disciplinary proceedings were 

recommended against the Tax Officers/Officials for harassing the taxpayers and issuing notices 

without cogent grounds.

In 2022, for the first time, the Advisory Committees of the FTO were made functional. Senior 

well-reputed officers of the FBR and the representatives of the business community were included 

in it. The proposals of the Advisory Committees were sent to the FBR. In order to provide justice to 

the taxpayers at their doorsteps, the offices of the FTO were opened in small cities of Sukkur, Hub, 

Sialkot, Sargodha and Abbotabad. At all airports and border stations, the facilitation desks of the 

Federal Tax Ombudsman were setup. 

In order to resolve the tax-related problems of the overseas Pakistanis, “Complaint Cell for 

Overseas Pakistanis” was specially established, so that their complaints are addressed on priority. 

The Federal Tax Ombudsman has also the honour to hold the office of the Secretary General of the 

Organization of the Ombudsmen of  the Islamic countries (OICOA). Last year in this capacity, the 

FTO represented Pakistan in Rabat, Morocco and Baku, Azerbaijan and in these meetings 

exchanged views above practicable suggestions in order to make OICOA more functional and to 

further enhance coordination in concerned matters among the Islamic countries.

The Hon’ble President!

InshAllah, next year also under your esteemed leadership and in the light of your instructions, the 

institution of the Federal Tax Ombudsman will continue to strive with new resolve and passion to 

alleviate the hardships of the taxpayers, broaden the tax net, plug tax evasion and increase the state 

revenue, and thus play its due role in the progress of Pakistan. 

Pakistan Paindabad!

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

Federal Tax Ombudsman
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Federal Tax Ombudsmen Since 2000

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)

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)

(29.09.2021 to date)
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Chapter-1

Highlights of the Performance
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Highlights of performance of the office of Federal Tax Ombudsman during 2022, with 

comparison to previous year are given as under:

Year

Complaints
Own Motion 

cases Reference 
Cases

Informal Total
Complaints

/cases 
disposed of

Balance 
at the 
end of 
yearFresh

Carry 
forward

Fresh
Carry 

forward

2021 2816 305 217 28 01 04 3371 2867 504

2022 5752 422 98 89 03 627 6991 6106 885

2021        2022

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

2816

305

217

28

1

4

3371

2867

504

5752

422

98

89

3

627

6991

6106

885

Fresh (Complaints)

Carry forward (Complaints)

Fresh (Own Motion Cases)

Carry forward (Own Motion Cases)

Reference Cases

Informal

Total

Complaints/ cases disposed of

Balance At The End Of The Year

Overview of The Year
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Year
Complaints Disposed of

Total Disposal
During Investigation After Investigation

2021 506 2361 2867

2022 1632 4474 6106

Complaints Accepted, Rejected, Withdrawn

Year Accepted Rejected Withdrawn Total Disposal 

2021 1742 466 497 2705

2022 4402 1159 545 6106

0
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During investigation After investigation Disposal

2021
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2867
2361

506

6106

4474

1632

Accepted

Rejected

Withdrawn

Total Disposal
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Recommendations Acceptance Ratio

Year Complaints/cases 
disposed of

Accepted by FBR and 
Complainants

%age of 

2021 2867 2556 89.15%

2022 6106 5437 89.04%

Recommendations Challenged Ratio

Year
Complaints/ 

cases 
disposed of

Challenged in
Total

%age of 
Recommendations 

ChallengedReview Representation

2021 2867 77 234 311 10.85%

2022 6106 208 461 669 10.95%

2867
2556

6106

5437

Complaints/cases disposed of Accepted by FBR and Complainants

Recommendations Acceptance Ratio

2021
2022

89.15% Acceptance Ratio
89.04% Acceptance Ratio
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Recommendations Implementation Ratio

Year
Complaints/

cases 
disposed of

Cases requiring 
implementation

Recommendations 
implemented

%age of 
Recommendations 

implemented

2021 2867 2539 2238 88.15%

2022 6106 3262 2391 73.29%

2867

77 234 311

6106

208 461 669

Complaints/ cases
disposed of

Review (Challenged In) Representation
(Challenged In)

Total

Recommendations Challenged Ratio

2021 10.85%
Recommendations Challenged

2022 10.95%
Recommendations Challenged

2867
2539

2238

6106

3262

2391

Complaints/cases disposed of Cases requiring implementation Recommendations implemented

Recommendations Implementation Ratio

2021

2022

88.15%
Implementation Ratio

73.29%
Implementation Ratio
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Recommendations Pending for Implementation

Year
Complaints/ 

Cases 
Disposed of

Cases Requiring 
Implementation

Recommendations 
Pending for 

Implementation

%age of Pending 
Implementation Against 
Complaints Disposed of

2021 2867 2539 301 11.86%

2022 6106 3262 871 26.70%

2867
2539

301

6106

3262

871

Complaints/ cases disposed of Cases requiring implementation Recommendations pending for
implementation

Recommendations Pending for Implementation

2021

2022

11.86%
Pending Implementations

26.70%
Pending Implementations

Amount Refunded (Rs. in Million)

2021 2022

8499.11 7081.04

8499.11

7081.04

2021

2022
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Average Time Taken for Disposal of Complaints

2021 57.29 Days

2022 49.42 Days

Own Motion Cases

Year Fresh Carry forward Total Disposal Balance

2021 217 28 245 162 83

2022 98 89 187 133 54

44

46
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50

52

54

56

58

2021

2022

57.29 Days

49.42 Days
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Out-reach and Awareness Sessions/ Seminars

2021 74

2022 88
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Chapter-2

Throughout the year 2022, office of FTO continued its policy of benchmarking with a view to 

improve service delivery. Details of performance of this office along with brief analysis are given 

below:

Complaints (Receipt and Disposal)

In the number of complaints registered and disposed of during 2022, a visible increase in trend is 

evident vide Table-1:

TABLE-1

Months Complaints

Total Disposal Balance
Fresh

Carried 
forward

January 346 511 857 300 557

February 378 557 935 292 643

March 495 643 1138 282 856

April 565 856 1421 523 898

May 426 898 1324 531 793

June 924 793 1717 661 1056

July 608 1056 1664 519 1145

August 631 1145 1776 544 1232

September 517 1232 1749 740 1009

October 604 1009 1613 591 1022

November 486 1022 1508 450 1058

December 500 1058 1558 673 885
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500
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517

631
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565
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300
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Fresh Complaints Disposal

Trend chart showing quarterly Disposal of complaints during Jan to Dec, 2022

Quarter-wise Table of Cases Decided and Pending

 
Disposal Pending

Jan-Mar 874 865

Apr-Jun 1715 1056

Jul-Sep 1803 1009

Oct-Dec 1714 885



Graph showing quarter-wise disposal and pending cases trend

Tax-wise number and Percentage of Fresh Complaints 

Tax-wise break-up of total fresh complaints with percentage is shown below in Table-2. It 

indicates that the complaints in the category of Income Tax are greater in number, nearly 53% which 

is more than all other categories of duty/taxes put together.
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Quarter Wise Table Of Cases Decided & Pending
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TABLE-2

Tax No. of Complaints %age

Income Tax 3425 52.85

Sales Tax 1868 28.82

Customs Duty 971 14.98

F.E Duty 150 2.31

FIO 66 1.01

Total 6480 100

Above position highlighted in chart form as below

FIO
66

1.01%
2.31%

FE Duty

150 

Income Tax

3425

52.85%

Sales Tax

1868

28.82%

971

14.98%

Custom Duty
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TABLE-3 (Income Tax)

Category No. of %age

Refund related complaints 2429 70.91

Maladministration; issues in orders, service of notices etc. 630 18.39

Unnecessary notices 115 03.35

Others 251 07.32

Total 3425 100

TABLE-4 (Sales Tax)

Category No. of %age

Refund related complaints 1292 69.16

Maladministration; issues in orders, service of notices, 383 20.50

Unnecessary notices 54 02.89

Others 139 07.44

Total 1868 100

TABLE-5 (Customs Duty)

Category No. of Complaints %age

Refund related complaints 453 46.65

Maladministration; smuggling and auction matters etc. 429 44.18

Unnecessary notices 19 01.95

Others 70 07.20

Total 971 100

Table-3 to Table-7 below, show the types of complaints filed in the categories of Income Tax, 

Sales Tax, Federal Excise Duties and Customs Duties, during 2022.
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Category No. of Complaints

Maladministration  66

Total 66

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 are core issues.

Tax-wise Disposal of Complaints

During the year under report, 6382 fresh complaints were received and 422 carried over from 

previous year. While 98 cases were added through own motion action and 89 cases were carried over 

from previous year in the category of OM and inspection cases. Out of total of 6991 

complaints/cases, 6106 were disposed of either at initial stage of investigation or after completion of 

investigation. Tax-wise break-up is given in Table-8:

TABLE-7 (Freedom of Information Ordinance)

TABLE-6 (Federal Excise Duty)

Category
No. of 

Complaints
%age

Refund related complaints 100 66.66

Maladministration; issues in order, service of notices etc. 32 21.33

Unnecessary notices 03 02.00

Others 15 01.00

Total 150 100
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TABLE-8

Type of 
Tax

Complaints Own motion Total 
Complaints/ 

Cases
Disposal Balance

Fresh Carry 
forward

Fresh Carry 
forward

IT 2942 267 25 68 3772 3302 470

ST 1654 86 16 01 1955 1757 198

CUS 762 68 15 07 1047 852 195

FED 131 01 00 00 151 132 19

FIO 63 00 00 00 66 63 03

Total 5552 422 56 76 6991 6106 885

Region-wise Distribution of Complaints/ Cases and Disposal

Region-wise distribution of cases dealt (fresh receipts, carried forward and own motion) is given 

in the table-9:

TABLE-9

Region Total complaints/ cases Disposal Balance

Islamabad 1026 922 104

Karachi 1752 1487 265

Lahore 1520 1343 177

Peshawar 409 370 39

Quetta 424 314 110

Faisalabad 235 208 27

Multan 844 789 55

Gujranwala 185 175 10

Sialkot 263 230 33

Hub 02 02 00

Abbottabad 74 59 15

Sukkur 112 97 15

Sargodha 145 110 35

Total 6991 6106 885

* Balance complaints are those under process within the 60 days disposal period.



Historical Trend of Findings/Recommendations Challenged 

Historical trend of Representations and Review petitions filed against FTO’s Recommendations, 

since 2017 is given below in Table-10:

TABLE-10

Year Total Findings

No. of 
Representations 

filed

No. of 
Reviews 

filed

Total orders 
challenged

%age

2017 1860 174 48 222 11.94%
2018 1880 073 64 137 07.29%

2019 2633 095 65 160 06.08%

2020 3555 617 93 710 19.97%

2021 2867 234 77 311 10.85%
2022 6106 461 208 669 10.95%

15

ANNUAL REPORT 2022 FEDERAL TAX OMBUDSMAN

174 73 95

617

234
461

48 64 65 93 77
208222 137 160

710

311

669

0.0608

1860 1880

2633

3555

2867

6106

0.1194

0.0729

0.1997

0.1085 0.1095

0

0.05

0.1

0.15

0.2

0.25

0

1000

2000

3000

4000

5000

6000

7000

2017 2018 2019 2020 2021 2022

Historical  Trend Of Findings/Recommendations Challenged

Total Findings No. of Representations filed

No. of Reviews filed Total orders challenged

%age



16

ANNUAL REPORT 2022 FEDERAL TAX OMBUDSMAN

Breakup of Findings/ Recommendations Challenged (Agency & Taxpayer)

Table-11 below provides breakup of Representations and Review petitions filed by the Agency & 

Tax payer during 2021 and 2022:

TABLE-11

Applicant
Representations Review petitions Total

2021 2022 2021 2022 2021 2022

FBR 178 403 7 46 185 449

Taxpayers 56 58 70 162 126 220

Total 234 461 77 208 311 669

Acceptance/Rejection Ratio of Representations

Ratio of acceptance/rejection of Representations decided by Honourable President of Pakistan 

during 2021 and 2022 is given in Table-12:

TABLE-12 

Representations
2021 2022

Total %age Total %age

Accepted 23 3.77% 10 2.86%

Rejected 554 90.82% 323 92.55%

Modified 26 4.26% 10 2.86%

Withdrawn 07 1.15% 06 1.71%

Total 610 100.00% 349 100.00%

Trend of rejection of cases in the Representations decided by the Honourable President of 

Pakistan during 2022 as compared to 2021, reflects the professional competence, comprehensive 

understanding of legal domain and fairness exercised by FTO in disposal of complaints..

Acceptance/Rejection Ratio of Review Petitions

Acceptance/rejection status of Review petitions decided by Federal Tax Ombudsman during  

2021 & 2022 is shown below in Table- 13:



TABLE-13

Review Petitions
2021 2022

Total %age Total %age

Accepted 11 15.49% 57 34.75%

Rejected 53 74.65% 87 53.04

Withdrawn 7 9.86% 18 10.97

Modified 00 00 02 1.21

Total 71 100.00% 164 100%

The Review filing trend in the year 2022 continued which indicates confidence of Complainants 

and FBR in the FTO.

Implementation Status

Comparison of implementation status as duly checked from Revenue Division on the 

Recommendations of FTO during 2022, is given below in Table-14:

TABLE-14

Description 2021 2022

Carried forward from previous year 331 301

Fresh Implementable

Complaints 1989 2871

Representations 543 338

Review Petitions 7 53

Total Implementable Recommendations  2539 3262

Total Recommendations  implemented 2238 2391

Total Recommendations pending at the end of year 301 669*
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*Under law, Agency is allowed 45 days for implementation of FTO’s decisions, as such in 412 

implementable cases the cut-off date [due date] is yet to arrive.



Refund/Duty Drawback

Intervention of FTO is greatly 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 eight years on the Recommendations of FTO.

TABLE-15

Year
No. of Refunds/Duty Drawback 

Claims
Amount of Refund 

(Rs. in Millions)

2015 41 734.80

2016 366 2,672.75

2017 593 3,244.90

2018 711 6,986.39

2019 716 5864.94

2020 781 8242.45

2021 822 8499.11

2022 1381 7081.04
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Year

Average time taken for disposal of complaints

Working days Total days

2021 41.06 57.29

2022 34.39 49.42

Average time taken for Disposal of Complaints

The FTO Ordinance 2000, provides a time limit of 60 days for disposal of a complaint. FTO office 

strives to dispose of complaints in shortest possible period. Time taken for disposal of a complaint is 

counted from the date of registration of a complaint in the FTO office and includes the time taken:

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

• by the complainant in case of filing a rejoinder;

• referring the rejoinder to the FBR for further comments;

• proceedings, includes hearings and investigations;

• drafting of Findings/Recommendations ; and

• approval of Recommendations.

Comparative statement of average time taken for disposal of complaints is given in Table-16:

TABLE-16
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Providing prompt relief to Aggrieved Tax Payers is the earnest endeavour of FTO in order to 

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

taxpayers as well as Government revenue. With the Blessings of Almighty Allah, this Institution is 

significantly contributing its share in this national effort. The Office of FTO would strive to further 

raise the performance bar in future, InShaAllah. 



Chapter-3
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Institution of the Federal Tax Ombudsman: 
Reform Measures

The Transition Year: 2022

During the year 2022 while attending to more than 6991 of complaints by the tax payers 

regarding maladministration of the FBR; 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 systemic reform in tax administration, this institution kept on developing a robust capacity 

during 2022. Following is a summary of significant measures taken to improve the performance of 

the institution of the Federal Tax Ombudsman.

Important Initiatives

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

The mechanism of informal redressal of complaints, inter alia other initiatives, was activated in 

late 2021. Although the provision was available in the law under the provision of Section 33 of the 

FTO Ordinance, 2000, nevertheless, this provision was hardly ever tapped or utilized by the FTO 

Secretariat in the past. During 2022, the informal resolution method was fully adopted and all 
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Advisors of the FTO Regional Offices started dealing with it in specific immediate cases for prompt 

resolution of the disputes. During the year 2022, a total number of 6106 cases were decided under 

Section 33 of the Ordinance as compared to 2867 cases in the previous year (2021). A major case 

where immediate redressal was provided is the case of refund of sales tax charged on vehicles upto 

1000cc delivered during July 2021 to January 2022. The impact of this single decision covered 9000 

plus taxpayers, who were continually approaching the forum of Tax Ombudsman for relief. 

B. Establishment of New Offices at Remote Locations

Realizing the difficulties being faced by taxpayers belonging to cities far from the large business 

hubs, FTO office has established five more regional offices at Hub (Balochistan), Sukkur (Sindh), 

Abbotabbad (KPK) and Sargodha, Sialkot (Punjab). This single step has given confidence to the 

business community at middle-level business centres in the country. Resultantly, businessmen from 

remote locations are coming forward in large number to get registered their complaints for redressal 

of their grievances.

C. FTO Outreach Programme

In 2022, a vigorous Outreach Campaign was undertaken by the Federal Tax Ombudsman 

supplemented by all Regional Advisors across the Country. FTO himself held meetings with 

prominent businessmen and some Chambers of Commerce & Industry. Advisors were assigned to 

disseminate the message of access to FTO office for speedy justice and immediate redressal of 

grievances. Special Business Advisors from different Chambers of Commerce & Industry have 

been appointed in FTO Headquarters and Regional Offices. This initiative has not only gained wide 

public recognition but also proving to be a guideline and impetus for other similar institutions to 

follow suit. During the year, more than 88 Awareness Sessions were conducted by the Advisors, 

Business Co-coordinators and Media Advisors. Federal Tax Ombudsman himself spearheaded the 

Outreach Campaign and attended 45 such sessions personally. 
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D. Media Management

i. Publication and Circulation

The Federal Tax Ombudsman Secretariat also used IT platforms and on-site visits for public 

awareness with a view to reach out to the target audience, creating content for publications including 

Newsletters, Press Releases, Social Media and Webpage, also responding to multiple queries 

through social media.

Continuing with this multi-layered awareness program, the monthly Newsletter of FTO is now 

being regularly circulated to the concerned Ministries / Government Offices, trade bodies, 

Federation of Pakistan Chambers of Commerce & Industry (FPCC&I), all Chambers of Commerce 

& Industry (CC&I), Tax Bar Associations (TBAs) and Pakistani Missions abroad. Upon directions 

of the Honourable President, copies of Annual Report, 2021 were additionally shared by the office 

of FTO with the members of Parliament and Provincial Assemblies.

ii. Use of 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 website. In 

order to maximize public awareness, services of different telecom companies were acquired and a 

total of 140.8 million messages were sent to public at large with following company-wise breakup:

PTA Awareness Campaign- Jan-Dec 2022

S. No. Operator Message Broadcasted for FTO (In Millions)

1 Ufone 12M

2 Telenor 41.8M

3 Jazz 52M

4 Zong 35M

Total 140.8M
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FTO accorded 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 and the Institution of FTO, the same were featured on the 

Geo News Program “Aik Din Geo kay Sath” as well as on GNN TV. Documentaries on the 

performance were also aired for the public awareness.

In order to enhance the footprints in electronic media, press releases on all significant findings by 

the Federal Tax Ombudsman and those findings/ recommendations upheld by the President of 

Pakistan in case of Representions by the aggrieved parties were circulated. FTO’s presence in social 

media which includes Facebook, Twitter gained huge popularity among followers due to redressal 

of their grievances justly and promptly.

E. Monitoring of the Implementation of Decisions

Federal Tax Ombudsman office developed a complete IT system for effectively monitoring 

implementation of its decisions (findings / recommendations). The system has the capability of 

recording and reporting moment-by-moment developments in implementation, to resort to 

remedial measures in case of delay. 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.

F. Monthly Performance Meetings(MPRs) by the FTO

During regular Monthly Performance Review Meetings, held at the end of every month, detailed 

discussions on achievements and future plans were held on video link with concerned officers in 

Regional Offices and the whole proceedings were formalized in the shape of written minutes 

including directions of the FTO.

Performance Review is based on the achievements and responsibilities of all the Advisors/ 

Officers of FTO. It was dove- tailed with prescribed timelines and SMART (Specific, Measurable, 

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

database revolved around the following indicators:
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Year  

Total 
complaints  

(Fresh+ Carry 
forward)  

Accepted  Rejected  Withdrawn  Total  Balance  

2021 3124 1742 466 497 2705 419 

2022 6991 4402 1159 545 6106 885 
 

• Status of pending CMIS beyond internal due date i.e 45 days after registration of complaints

• Status of Advisor-wise fresh institution of complaints (last month total case vs. the current 

month’s performance)

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

• Advisor-wise cases under implementation

Regular MPR system is an important tool at 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.

G.  Use of Information Technology

In 2022, the Online Filing of Complaints through Android Application reached to a record 

number of 6480. The procedure for filing and tracking online complaints is as under:

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

• Install Wafaqi Tax Mohtasib Mobile App.

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

Table below shows the mode of receiving complaints in CMIS, highliting the rising trend in 

complaints being received online inlets:

MODE Complaints In 2021 % Complaints in 2022 %age

Through R&I Branch / 
Post

1994 70.69% 3841 59.27%

Online 811 28.75% 2510 38.73%

Mobile App. 16 0.56% 129 01.99%

TOTAL 2821 100.00% 6480 100%
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H. Geographical Locations for Hearing of Complaints

Complaints are heard at the FTO HQ in Islamabad and Regional offices at Karachi, Sukkur, 

Quetta, Hub, Peshawar, Abbottabad, Lahore, Gujranwala, Sialkot, Faisalabad, Sargodha and 

Multan. The same can be heard through video link at any of the above stations as well.  

I. Way Forward and Vision for 2023

Evidently as narrated above, performance in many areas showed significant improvement 

despite limitations. We aim at 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 making recommendations to the FBR and taking action against maladministration through 

dispute resolution on immediate basis under section 33, Own Motion initiatives and FTO 

Inspections in special cases.

We also look forward to engage business entrepreneurs and academic institutions to enhance 

awareness about FTO services and expand the outreach of the FTO to general masses, with the a 

view to create a fair, just and equitable tax system, in the country.
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Chapter-4

Important Orders by The President 
of Pakistan on Representations

Any person aggrieved by the findings/recommendations issued by the Federal Tax Ombudsman, 

may make a Representation to the Honurable President of Pakistan. During the year 2022, 6106 

complaints were decided by the FTO out of which only in 461 cases, Representations were filed 

before the President. The President decided 349 Representations out of which 323 (93%) were 

decided in favour of FTO. 

A few cases where Representations were filed against FTO’s Recommendations, however, 

rejected by the President impacting widely taxpayers and general public,  are summarized below:-

A. FTO’S Recommendations in 81 Cases Seeking Fixing of Minimum 
Income Limit, Confirmed by the President of Pakistan

Excessive tax on salary of low-paid daily wagers:

The President of Pakistan while considering the Representation filed by FBR has held that 

the recent Findings by the FTO regarding the consideration of the wages, received by low-

paid employees, on daily basis as salary; is based on valid justification and sound legal basis 

as already held by FTO and implemented by FBR in a previous case of a PBC employee.

“Stand up firmly for justice, as a witness to God, even as against yourselves or 
your parents or your kin, and whether it be against rich or poor”.

Surah 4:135
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Issue of excessive taxation on low-paid daily wagers was taken up by the FTO after taking on the 

complaint by a low-paid contract employee of Pakistan Broadcasting Corporation, the Federal Tax 

Ombudsman ruled that the minimum income limit should be set for deducting tax from daily wage 

earner semi-government employees on the pattern of the government employees. The FTO 

announced the judgement after initiating an inquiry into a complaint filed by a temporary employee 

of the Pakistan Broadcasting Corporation (PBC), contesting that 20% income tax deduction on his 

salary was being made on the total amount without any threshold (basic exemption) while the 

salaried government employees enjoyed threshold upto Rs 400,000/- (now Rs 600,000/-) per 

annum salary are exempt from income tax.

FBR opined that the daily wagers do not fall in the category of salaried persons. The rate of tax for 

such contract-services employees has to be deducted u/s 153 (1)(b) of the Ordinance that is 10 % for 

filers and for non-filers it is 20%. Thus, they cannot be categorized as exempt employees.

In his recommendations, the FTO noted that regular/ad hoc/temporary/daily wagers, all are 

the different shades and forms of employment and the law doesn’t create any distinction among 

all the forms, and daily wagers cannot be excluded from the ambit of employment. Further, he 

held that the FBR’s treatment of the instant case u/s 153(1)(b) is against the dictates of the law and 

excessive tax deductions from the pay/wages of a low-paid temporary employee of the PBC  

amounts to maladministration in terms of the FTO Ordinance 2000. FBR filed Review 

Application to the FTO but FTO still held that taxation was not due at the charged rate. FBR 

implemented the findings but in a few cases only.

Despite the fact that it had implemented similar findings in Review Orders, instead of imple-

menting recommendations of the FTO, FBR filed Representation to the President of Pakistan in 81 

identical cases of lecturers who services were hired on daily wages basis by Higher Education 

Department (HED), Khyber Pakhtunkhwa (KP).

President of Pakistan confirms the FTO findings:

President of Pakistan after conducting hearing, passed order / decision in consonance of his 

earlier decision and held that:

i. In view of above findings and further recommendations made by the Honourable FTO, 
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FBR already clarified that if on a case-to-case basis the relationship between payer and 

payee is found to be that of an employer and an employee respectively, then income of such 

low paid employee under any of the forms of employment i.e., Regular, Adhoc, Temporary 

or Daily Wages would be treated as Salary Income under Section 12 of Income Tax 

Ordinance, 2001.

ii. In view of above circumstances  ,the order of the learned FTO is based on valid 

justifications and sound legal footings, Further, the FBR vide its letter dated 11 April,2022 

has already decided that the income of such employees hired under any of the forms i.e. 

regular, adhoc, temporary or daily wages, contingency etc. would be treated as Salary 

Income under section 12 of the Income Tax Ordinance, 2001. There remains no 

justification to treat the complainants differently. Thus, the representations of the FBR are 

liable to be rejected accordingly.

B. President of Pakistan Concurs with FTO’s Recommendation; 
Exchange Companies Declared Normal Banking Channel for 
Remittances

The President of Pakistan confirmed Federal Tax Ombudsman’s decision that in money service 

business, money transfer  is to be considered by the FBR as Remittances through Normal Banking 

Channel. Previously, the State Bank of Pakistan had clarified in 2019 that the foreign remittances 

received through MSBS/Exchange companies, Foreign Remittances and MTO'S also constituted 

“Foreign Exchange remitted from outside Pakistan through normal banking”.

In a recent case, the complainant a member of an AOP, e-filed returns of income for tax years 

2017 and 2018 under section 114 (1) of the ordinance along with wealth and reconciliation 

statements by declaring foreign remittance. However, FBR issued notices to the complainant and 

kept the case pending for a long period without any plausible reason. The complainant, therefore, 

took up the matter with the Federal Tax Ombudsman.

Federal Tax Ombudsman directed the FBR to issue Circular to all the field formations to follow 

the clarification of the SBP and directed the commissioner –IR, Sialkot Zone to re-visit the order in 

the case of the complainant in terms of section 122 A of the income tax ordinance in the light of 
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clarification issued by the SBP and Order-In-Review by the FTO and pass fresh order. However, 

instead of complying with the order, FBR filed the Representation before the President of Pakistan.

The President affirmed the FTO's order and held that failure of FBR to follow SBP's clarification 

amounts to maladministration. He also decided that MSBS/Exchange companies, MTOS be 

considered as normal banking for remittances and issued instructions to provide relief to the 

aggrieved taxpayers.

Implementation Status:

Implementation of this long delayed instruction by the State Bank of Pakistan has facilitated the 

overseas Pakistanis who send small amounts through money service business thus grievances of a 

cross section of society have been redressed through this decision.

C. President Decides in Favour of Aggrieved Taxpayers; Rejects 11 FBR 
Representations Against FTO’s Orders for Redressal of Grievances

Hon’ble President rejected eleven Representations filed by Federal Board of Revenue (FBR) 

against the recommendations made by Federal Tax Ombudsman (FTO). These complaints related to 

unfair behavior of the tax employees, attachment of a unit without serving an O-IN-O, delay in 

processing of refunds, rejection of tax refund without providing an opportunity of hearing and 

implementation of Orders in cases were there was no stay by the Appellate Tribunal. The President 

of Pakistan reprimanded the FBR officials to stop behaving unfairly and unreasonably and directed 

fair processing of all such cases. 

In another case of Income Tax matter, a trading company that had made supplies to the end 

consumer during the period from 2013-14 to 2016-17 was adjudged for an amount of Rs 11.331 

Million as further Tax along with penalty to be recoverable from the complainant. The Dept. without 

serving the O–in-O recovered an amount of Rs 8.994 Million through attachment of the 

complainant’s Bank account. The Complainant preferred an appeal under Section 45-B of the Act 

before the Commissioner IR, Karachi which was allowed and the O-IN-O was annulled. The 

complainant approached the RTO- III, Karachi for refund of the amount recovered illegally but 
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failed to evoke any response. FTO ordered to the department to process the case but FBR filed a 

Representation petition with the President. 

The President of Pakistan in his concluding remarks clearly said that there is no valid justification 

to interfere with the Orders of Federal Tax Ombudsman and the President is pleased to reject these 

representations.

D. President Calls Explanation From FBR Over Miscarriage Of Justice, 
Maladministration, Non-Compliance of FTO’s Recommendations

The President of Pakistan called for an explanation from FBR over unnecessarily contesting 

the decision of the Federal Tax Ombudsman (FTO) before him without sound legal justification 

in a financially insignificant case and wasting the time and efforts of the highest office of the 

country. While expressing his dismay, he said that chasing the small and financially 

insignificant taxpayers unnecessarily and without cogent and lawful reasons impinged 

negatively on the image of FBR and also created public resentment against it. President passed 

these remarks while upholding FTO’s decision in a case where a shop owner from Abbottabad 

had been registered by FBR as “Tier-1 Retailer” even though he did not fulfill the criteria 

required for this purpose. The citizen approached FTO over this injustice which passed the 

Order in his favour. FBR, however, did not comply with the decision and preferred a 

Representation before the President.

“The President observed that the Federal Board of Revenue must act 

fairly in dealing with taxpayers and to abide by the law governing it. If 

any benefit accrues to the taxpayers under the law, time must not be 

needlessly wasted. He warned that frivolous litigation also wasted the 

time of tribunal, the High Court and the FTO and Presidency and this 

should be avoided. He finally directed that time should be spent in 

resolving legitimate disputes between the taxpayers and tax collectors 

providing a fair chance to the aggrieved taxpayers and ease of doing 

business to the citizens”.
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Appreciation by the Affected Taxpayers: The decisions of the FTO and their confirmation by the 

President of Pakistan have been hailed by the complainants, business associations and public at large, 

in particular relating to adhoc teachers/employees organizations and affectees of higher sales tax rate 

on less than 1000cc vehicles. They have shown and conveyed appreciation for the sound decisions 

and expressed that relief provided by these findingss would have far-reaching effects to low-paid 

employees and general public across Pakistan.
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Chapter-5

During the past one year, apart from increase in the number of recommendations and findings 

issued for redressal of specific complaints, the office of the Federal Tax Ombudsman took up issues 

of national importance as priority which were stuck due to an impasse in policy about a specific law 

or confusion regarding the mode of its administration. Some salient cases are detailed below:

i. Tax Ombudsman asks FBR to Verify the Genuiness of Input Tax/ 
Refund, Claimed by Tractor Manufacturers on Sales to Non-Growers

(C.No/3367/ST/2022)

Federal Tax Ombudsman while disposing of a complaint has recommended FBR to monitor and 

enforce Sales Tax invoicing system as envisaged under the Law, to verify input tax claim of a tractor 

manufacturing company and also probe into the issue of massive benami transactions in tractor 

manufacturing sector.

Investigation in Brief:

Briefly, a Complainant had highlighted before FTO that he had booked 1001 agriculture tractors 

from a tractor manufacturing company on 21-06-2022, paying in advance full consideration 

amounting to Rs 1,252,851,600/-including 5% sales tax, through ninety-one (91) pay orders. 

However, the company only delivered 47 tractors to the complainant in the month of June 2022 and 

Decisions of National Importance
FTO Provides Immediate Relief to the Taxpayer 



failed to deliver the remaining 954 tractors even after expiry of 60 days, despite collecting the sales 

tax prior to the time of delivery. After conducting exhaustive investigations in complaint, Federal 

Tax Ombudsman vide his findings No.3367/2022 dated 21.11.2022 discussed threadbare the 

irregularities, avoidance of rules and observed as under: 

Sales Tax Invoicing under law vis-à-vis Practice by  Tractor Manufacturing Sector:

Invoicing is the cardinal concept in Pakistan’s Sales Tax regime. Section 2 (40) of Sales Tax Act, 

1990 defines that “tax invoice “means a document required to be issued under section 23; and 

section 23 further elaborates that a registered person making a taxable supply shall issue a serially 

numbered tax invoice at the time of supply of goods. The findings by the Federal Tax Ombudsman 

further stated that the above definition clearly denotes two parties in a sales taxable transaction: 

Supplier and the Recipient i.e. buyer and the seller or the payer and payee. Thus a valid tax invoice 

must incorporate the ordained particulars of both parties. However, when the instant complaint was 

analyzed, it revealed that in the invoices issued by the Company, 47 unrelated persons have been 

shown as the purchasers / payers who as per record neither made the booking of tractors through 

authorized dealers nor made any payment. Thus the case appears to be a classic example wherein 

goods are delivered to one person and invoices issued to other/ dummy/ fictitious persons.

Argument by the Tractor Company:

During the investigation, authorized representatives of the Company confirmed that like all other 

local tractor manufacturers the Company also books sale of tractors through authorized dealers and 

invoices are issued as per details of buyers provided by the said dealers. The Company’s stance that 

the dealer in question had obtained 47 CNICs from the complainant and submitted onwards to the 

Company is not only found unsubstantiated, it is against the legal provisions as well. When the 

payment through 91 pay orders made by the complainant is directly being received and credited to 

Company's A/Cs then there remains no ambiguity about the payer, especially when 47 tractors were 

delivered by the Company to the complainant. 

Findings by the FTO:

FTO held that in the instant case though full price of 1001 tractors, inclusive of chargeable Sales 

Tax at that point of time was paid by the complainant in June, 2022, yet this transaction was not 
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accounted for by the Company while filing the sales tax return for the month of June, 2022. When 

the Company was confronted on this account their AR's first response was that time of supply is 

linked with delivery of goods and as booked tractors were not delivered therefore, there was no need 

to declare the same in June 2022.  

Moreover, it was noted that the Company has failed to provide any explanation as to how and 

under which provision of law sales tax component of payment received by the Company can be 

retained by the supplier for an indefinite period and how sales tax paid by the buyer can be adjusted 

against price differential, if any by supplier on its own without disclosing this fact in the relevant sales 

tax return. Thus, it was held that by non-declaration of whole transaction and non-payment of sales 

tax recovered against 1001 tractors from the payer/complainant, the Company had contravened 

Sales Tax Act, 1990 and LTO Lahore failed to take any suo-moto cognizance of this glaring default.

Maladministration:

Regarding  Departmental inaptitude leading to maladministration, it was observed that even 

when the department was informed (by sharing the complaint) that the respondent company has 

received advance payment amounting to Rs 1,252,851,600/- including 5% sales tax from the 

complainant and was bound to declare this sales transaction in the tax period of June 2022, 

surprisingly, even after the receipt of this information, the department failed to implement the 

definition of time of supply as laid down under section 2(44) of the Sales Tax Act, 1990 in the notice 

dated 16-08-2022, issued to the respondent company, specifically for the month of June, 2022.

Thus as per law, the respondent company was bound to declare the sales against advance 

(received in full) for supply of tractors in the month of June 2022 but they failed to do so in violation 

of section 2(44) of the Sales Tax Act, 1990 read with section 3, 23, 26 and 73 of the Sales Tax Act, 

19990. LTO Lahore failed to discharge its duties diligently in this regard. 

Payment of KIBOR plus 3%:

Regarding payment of KIBOR plus 3% for failure to deliver tractors within 60 days under SRO 

837(I)/2020 dated 30-06-2020, it was observed that 1001 tractors were booked on 21.06.2022 

against full payment including 5% sales tax though 91 pay order by the complainant. The 

respondent Company was required to deliver the same within 60 days of booking but they delivered 
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only 47 out of 1001 tractors to the complainant through authorized dealer of the respondent 

Company. Thus violation of the aforesaid SRO is evident.

th th
 Violations of SRO 363(I)/2012 dated 19  April 2012 and SRO 563(I)/2022 dated 29  April 

2022:

These SROs are related to refund of sales tax to agriculture tractor manufacturers, therefore, due 

diligence is required while issuing refund. FBR has also not been able to verify the genuineness/ 

authenticity of supply chain under section 2(33A) of the Sales Tax Act, 1990 read with section 7, 8 

and 73 of the Act, ibid. 

Benami Transactions:

It was also concluded from the proceedings that bookings of tractors were made by commercial 

dealers who themselves are not the growers/farmers rather they are only carrying on the purchase 

and sales of tractors for profit/commission motive. Tractors purchased in this manner are invoiced in 

the names of unrelated persons and mostly used for purposes other than agriculture i.e. industrial 

use, transportation of bricks and other construction material, digging of land (housing societies), 

cleaning and removing garbage etc, therefore, refund in such cases is inadmissible. As per record 

most of the sales tax invoices ware issued in the names of benami farmers/dummy growers. This 

scenario amounts to perfect benami arrangement, which is prohibited under Benami (Transactions) 

Prohibition Act, 2017.

FTO’s Recommendations to FBR:

While concluding the proceedings, Tax Ombudsman has made following recommendations to 

FBR for compliance within 90 days:-

(i) Chief Commissioner IR, LTO, Lahore to conduct exhaustive review of the instant case so as 

to ensure that section 2(44) and section 23 of Sales Tax Act, 1990 and all relevant SROs 

governing Tractors manufacturing sector, are implemented in letter and spirit;

(ii) Chief Commissioner IR, LTO, Lahore to verify the contents of the instant complaint 

especially challenging the genuineness of input tax claimed by the respondent and also 

verify the genuineness of farmers;
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(iii)   DG Anti-Benami Initiative, FBR to probe the incidence of Benami transactions in Tractors 

manufacturing sector.

FTO order further required that the sales tax component of price received by MTL can neither be 

retained by the supplier for an indefinite period nor can it be adjusted against price differential if, 

any, by the supplier on its own without disclosing this fact in the relevant sales tax return. Thus, non-

declaration of the whole transaction and non-payment of sales tax recovered from the buyer/ 

complainant, the Company has contravened the Sales Tax Act, 1990 and LTO Lahore failed to take 

any suo motu cognizance of this glaring default.

ii. FTO’s Decision on Refund of Excessive Tax to Buyers of Vehicles at 

the Time of Delivery Benefits Thousands of Tax Payers

(C.No.1757/LHR/ST/2021)

The Federal Tax Ombudsman (FTO) has ordered to refund the excess amount of sales tax 

collected in hundred of cases by the auto maker from its customers beyond the rate pre-determined 

by the government in recent Auto Policy (2021-2026).

Background of the Issue:

Briefly, under the new Auto Policy (2021-2026), the Federal Government reduced the sales tax 

rate on all cars to 12.5% from 17%, along with 2.5% reduction in Federal Excise Duty (FED) from 

01-07-2021. It means that all invoices should have been issued on new rates of sale tax and FED on 

and after 01-07-2021. As per invoices, the Company charge  FED as per reduce rate, however, 

continued charging sales tax @ 17%. of value. As per the car company, it had paid tax to FBR as 

collected at the time of booking hence it had no authority to refund it. A number of customers raised 

the issue with the car manufacturer and FBR but received no response. Finally, they made a 

complaint to Federal Tax Ombudsman. The FTO investigated the matter and observed that there was 

a lack of clarity with regard to the definition of “time of supply” at the time of booking of the vehicle 

in May, 2021 and that at the time of delivery in July, 2021. As per the definition in May, 2021, the 

relevant time for determining the taxation rate was the time when payment was received by the 
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supplier, when Sales Tax was 17%. However, both the definitions and applicable rates of taxes had 

been changed after announcement of budget 2021-22. 

The first such complaint was filed against FBR Islamabad and the Car Company, in terms of 

Section 10(1) of the Federal Tax Ombudsman Ordinance, 2000 (FTO Ordinance) for charging Sales 

Tax @ 17% on purchase of 998CC  in August, 2021 as against 12.5%, which was the actual vehicle

rate at that time. In this way, the complainant were constrained to pay Rs.70,000/-, in excess of what 

was actually due.  In this case, the FTO held that the collection of Sales Tax in excess of what was 

legislated in Finance Act, 2021 and delay in settling the refund, tantamounts to maladministration, 

in terms of section 2(3)(i)(a) of the FTO Ordinance and directed the FBR. to refund the amount of 

sales tax collected in excess of 12.5% from the Complainant as per law.

Later on, 24 more complaints were filed against FBR Islamabad and the Company in terms of 

section 10(1) of the Federal Tax Ombudsman Ordinance, 2000 (FTO Ordinance) for charging sales 

tax @ 17% on purchase of 998CC  after 01-07-2021 as against 12.5%, which was the actual vehicle

rate at the time of final payment/ supply. In this way, the taxpayers were constrained to pay in excess 

of what was actually due under the law. 

After hearing point of view of the complainants and the FBR, FTO held that “Collection of Sales 

Tax in excess of being legislated in Finance Act, 2021 and delay in settling the refund, tantamounts 

to maladministration, in terms of section 2(3)(i)(a) of the FTO Ordinance 2000  and made ”

recommendations to FBR to refund the amount of sales tax collected in excess of 12.5% from the 

complainants as per law. Instead of resolving the issue and allowing refund to middle-income 

buyers, FBR filed Representations to the President of Pakistan. While concluding the subject 

proceedings, the President confirmed Recommendations of the Federal Tax Ombudsman as above.

As a follow-up to these 24 cases, scores of similar complaints started pouring in. Keeping in view 

large number of complaints, the Federal Tax Ombudsman issued instructions to all Advisors to 

decide these cases in accordance with the decision of FTO as confirmed by the Honorbale President 

of Pakistan. Since the decision had far-reaching impact as not only the complainants but many 

others who may not have so far opted for such relief, FTO formed a special committee to amicably 

resolve the issue by involving the car company and FBR. The said committee, lateron, issued an SoP 

for processing claims of refund to the aggrieved tax payers. So far, after the instructions of FTO, 
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refund to the tune of Rs. 18.42 Million has been sanctioned in 286 such cases. The remaining cases 

are under process in close liaison with the company and FBR.

iii.  FTO’S Recommendations in 81 Cases Seeking Fixing of Minimum 

Income Limit of Low-Paid Daily Wagers

(C. No.2538/ISB/IT/2021)

Issue of excessive taxation on low-paid daily wagers was taken up by the FTO after taking on the 

complaint by a low paid contract employee of Pakistan Broadcasting Corporation (PBC). The 

Federal Tax Ombudsman ruled that the minimum income limit should be set for deducting tax from 

daily wage earners or semi-government employees on the pattern of the government employees. 

The FTO announced the judgement after initiating an inquiry into a complaint filed by a temporary 

employee of the PBC, contesting that 20% income tax deduction on his daily salary was being made 

(total amount) without any basic exemption threshold while the salaried government employees 

having up to Rs 4,00,000/- (now Rs 6,00,000) per annum salary ware exempted from income tax.

FBR opined that the daily wagers do not fall in the category of salaried persons. The rate of tax for 

such contract-services employees had to be deducted u/s 153 (1)(b) of the Income Tax Ordinance, 

2001 @10% for filers and 20% for non-filers. Thus, they cannot be categorized as exempt employees.

In his recommendations, the FTO noted that regular/ad hoc/temporary/daily wagers are different 

shades and forms of employment and the law does not create any distinction whatsoever, among all 

the forms hence daily wagers cannot be excluded from the ambit of employment.  further held  He

that the FBR’s treatment in the instant case u/s 153(1)(b) was against the dictates of the law resulting 

in excessive tax deductions from the pay/wages of a low-paid temporary employee of the PBC 

which amounts to maladministration in terms of the FTO Ordinance, 2000. FBR filed Review 

Application to FTO however FTO upheld earlier dicision. FBR implemented the findings of the 

FTO in a few cases only.

Despite the fact that it had implemented similar findings in Revisions Orders, instead of 

implementing recommendations of the FTO, FBR filed Revision Application to the Honourable 
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President of Pakistan in 81 identical cases of lecturers hired on daily wages basis by Higher 

Education Department (HED), Khyber Pakhtunkhwa (KPK).

The President of Pakistan Confirmed the Findings of FTO and held as under:

i. In view of above findings and further recommendations made by the Honorable FTO, FBR  

has already clarified that if on a case-to-case basis the relationship between payer and payee is 

found to be that of an employer and an employee respectively, then income of such low paid 

employee under any of the forms of employment i.e., Regular, Adhoc, Temporary or Daily 

Wages would be treated as Salary Income under Section 12 of Income Tax Ordinance, 2001.

ii. In view of above circumstances, the order of the learned FTO is based on valid justifications 

and sound legal footings, Further, FBR vide its letter dated 11 April, 2022 has already decided 

that the income of such employees hired under any of the forms i.e. regular, adhoc, temporary 

or daily wages, contingency etc. would be treated as Salary Income under section 12 of the 

Income Tax Ordinance,2001. There remains no justification to treat the complainants 

differently. Thus, the representations of the FBR are liable to be rejected, accordingly.

The findings have since been accepted both by the FBR and AGPR thus genuine hardship of low-

paid employees has been redaressed on intervention by the forum of Federal Tax Ombudsman.
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Chapter-6

Introduction:
During the year under report, the institution of FTO has set new goal posts of performance, relief 

to tax payers and providing an environment of “Ease of doing business” in the country. All efforts 

have been made to make the institution fully functional with a view to achieve performance at 

optimum level to the benefit of aggrieved tax payers, business community and the citizens of 

Pakistan at large. Thousands of complaints were resolved, implemented and relief was provided to 

the complainants through a fair, prompt and just dispensation system open to all. A representative set 

of major decisions on complaints pertaining to Customs, Income Tax and Sales Tax 

maladministration is given below:

A. Recommendations Seeking Transparency and Facilitation in 
Customs Proceedings

i. FTO orders Action Against ASF and Customs Official for ‘Stealing’ Foreign Currency 

from Passenger

(C.No.3421/CUST/2022)

An incident of stealing of Australian Dollars from some senior Australian citizens took place at 

The Messenger of Allah (peace and blessings of Allah be upon him) said:- 
“Shall I not tell you something that is better than the status of (voluntary) 
fasting, prayer and charity?” They said: “Yes.” He said: “Reconciling in 

a case of discord, for the evil of discord is the shaver”.

Findings and Recommendations by the FTO 
Expeditious Resolution of Disputes 

in 6000+ Cases During 2022
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Islamabad International Airport. FTO took the aforementioned incident very seriously. Both ASF 

and Customs staff were found involved in the maladministration in the said case. The Complainants 

stated that they came from Australia to Pakistan along with 10 other family members to settle down 

in Pakistan permanently. However, due to uncertain situation, they decided to go back, along with 

their saved pension amount, equal to AUD 147,000, received from the Australian Government. As 

per record, an excess amount of AUD 4,950 was paid to Customs, unaccounted for in Hawalgi and 

seizure report, and was handed over to the complainant under an undated receipt.

This fact confirmed that actually detained and seized amount of AUD was not 131,900 but was much 

more than that. The complaint gets strength that the actual amount was AUD 147,000 and that an 

amount of AUD 15,100/- had been stolen out illegally like a Broad Daylight Robbery.

Thus complaints were filed against Customs and Airport Security Force (ASF), Islamabad 

International Airport (IIAP), Islamabad, in terms of Section 10(1) of the Federal Tax Ombudsman 

Ordinance, 2000 (FTO Ordinance), for refund of the missing amount of Australian Dollars (AUD). 

All Complaints had identical issues and were, therefore, disposed of through a single consolidated 

order. The FTO observed that it was evident that ASF staff detected foreign currency from the 

handbag of the complainant traveling abroad and on inquiry by ASF staff, the whole amount of AUD 

147,000 was declared by the Complainants. The ASF staff detained the amount and made a ‘Hawalgi 

report’. They called Customs staff and handed over complainants alongwith foreign currency and 

with Hawalgi Report for an amount of AUD 131,900. The complainant was not given any 

opportunity by ASF staff to declare their goods/currency before Customs staff, as per provisions of 

section 139 of the Customs Act, 1969. Return of AUD 4,950 by Customs staff to the complainant, 

instead of including that amount and making out a complete seizure of AUD 136,850, a partial 

seizure of AUD 131,900 was made without any lawful excuse and legal provision.

The Federal Tax Ombudsman recommended disciplinary proceedings under E&D Rules, 2020, 

against the ASF staff as well as Customs officials involved in the case. The FTO futher directed 

Federal Board of Revenue (FBR) to issue instructions to all Chief Collectors of Customs, across the 

country, including Collector of Customs, Islamabad, to establish and functionalize a Customs 

Currency Declaration Counter, in collaboration with CAA (under section 14-A of Customs Act, 

1969), at a suitable place but before ASF counter, as the first point of interaction with outgoing 

international passengers, as per law.

FTO further recommended the FBR to constitute a fact-finding committee to investigate all 

concerned Customs officials and initiate necessary disciplinary proceedings under E&D Rules, 

2020, against those found guilty, as per law.
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ii. Tax Ombudsman directs FBR to Fix Responsibility for delay in Provisional 

Assessment in a Case of Tyres and Tubes 

(C.No.1772/KHI/CUST/2022)

The Federal Tax Ombudsman (FTO), while disposing of a complaint relating to non-finalization of 

provisional assessment within the prescribed time limit, has directed the Federal Board of Revenue 

(FBR) to ensure systemic improvements in Web-based One Customs (WeBOC) to enable the 

Assessing Officiers of Collectorates of Customs to monitor the progress of provisional assessments 

on regular basis. Brief facts of the case are that the complainant imported eight consignments of tyres 

and tubes and filed Goods Declarations (GDs) during the period December 2020 to February 2021, 

which were provisionally assessed under section 81 (1) of the Act, as the complainant’s request for 

revision of valuation ruling was pending with the Director General (Valuation) Custom House, 

Karachi. As per details, its was mandatory to finalize the provisional assessment within a period of six 

months, which had not been done on these G.Ds despite lapse of more than two years. The Collector 

of Customs, MCC Karachi, informed the FTO that the request for revision of valuation ruling was 

pending with the Director General (Valuation), and no response was received from the said office. It 

was further informed that once the goods are provisionally assessed by the appropriate officer, the 

Goods Declaration on the WeBOC window is transferred to the Directorate of Valuation for necessary 

action without leaving any trace or link for the assessing officer to monitor progress.

Thus, it was evident that the Directorate failed to respond to the complainant’s request for the 

revision of the Valuation Ruling despite a lapse of almost two years and had returned GDs to the 

Collectorate without any advice for the final assesment of value. The FTO observed that 280 cases of 

provisional assessment, including those under the instant complaint, remained unattended and were 

returned to the Collectorate without any input/advice even though a substantial amount of revenue was 

involved in these cases. The FTO’s order also recommended that the Director, Reforms & Automation 

should address this tecnicial shortcoming in the WeBOC on top priority basis. The Collectorate should 

immediately send the prescribed Change Request Form to the Director, Reforms & Automation, FBR 

for systemic updating enabling the Assessing Collectorate to monitor the progress regularly.

iii. FTO directs FBR to Fix Specific Time Limit for Deciding ADRC Cases 

(C.No.0511/ISB/CUST/2021)

Federal Tax Ombudsman has held that failure of the FBR to pass any order on the ADRC’s 

Recommendations as per Section 195-C(4) of the Act, constitutes maladministration and has 
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recommended to chairman FBR to pass orders on ADRC’s Recommendations dated 17.01.2008, in 

the case, as per law. FTO has also directed the Collector, Collectorate of Customs, Islamabad, to 

implement the subject order and further recommended to FBR to make necessary changes in the 

Rules made under Section 195-C of the Customs Act 1969, giving a specific time limit by which, the 

Board should make orders upon the recommendations of the ADRC committee.

The FTO ordered that long standing grievance of the Complainant may be attended on priority. 

FTO also recommended that FBR may fix a specific time limit to decide such cases within 

reasonable time frame in future. During the process of implementation, FBR, intimated the FTO 

Secretariat, that recommendations have been implemented as per law and specific time limits are 

included in the relevant rules.

iv. In Compliance of FTO’s Directives, PCA Recovers Rs. 11.85 Million during the Month 

of June 2022 

(C.No.85/OM/2022)

In pursuance of FTO’s directives, the Directorate General of Post Clearance Audit (PCA) of 

Customs Department has recovered Rs. 11.85 millions in the month of June, 2022 which was less 

paid by the importers as sales tax.

It was brought to the notice of the FTO that certain goods were made chargeable to sales tax on 

the basis of retail price at the time of import by virtue of amendments made in section 3(2) of the 

Sales Tax Act, 1990 vide Finance Act, 2019-20. The FBR, in order to give effect to the budgetary 

changes, issued Customs General Order whereby the Directorate General of Reforms and 

Automation (Customs) was required to make necessary changes in the WeBOC clearance system 

for charging sales tax on retail price.

FTO observed that the department had not only failed to develop a functional and practicable 

solution to the problem at hand i.e. development of an IT-based module to cater for the budgetary 

changes with a view to capture and realise the exact amount of due taxes at the import stage on items 

subjected to tax on retail price vide Finance Act, 2019 but it was also a massive revenue loss.

A report was called by the FTO from the Directorate General of Post Clearance Audit regarding 

detections made by them in this regard. The data revealed that three committees constituted by the 

FBR failed to perform and complete the assigned task with sincerity of purpose despite lapse of 

almost three years.
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In view of the above, Federal Tax Ombudsman directed FBR to ensure that the DG, PCA should 

constitute a dedicated team under the supervision of Additional Director at each regional 

Directorate for in-depth Audit of this sector and submit monthly progress report of detections made 

and tax collected till final application of WeBOC module.

As a result, the said teams have been constituted in all the 03 Regional Directorates of PCA in 

Karachi, Lahore and Islamabad. Audit was being successfully conducted by all the Directorates and 

an amount of Rs. 11.854 Million was recovered during the month of June, 2022. This amount is in 

addition to the already recovered amount of Rs. 286.6 million by PCA.

B. Directives on Removing Maladministration in Sales Tax

i. Upon FTO’s Intervention, FBR Issues Instruction for Expeditious Disposal of Refund Cases

(C.No.0785/LHR/ST/2022) 

Consequent upon the intervention of Federal Tax Ombudsman, the Federal Board of Revenue 

has issued instructions to field formations to stop unnecessary audit/ recovery notices and quick 

disposal of refund cases of income tax. The issue of unnecessary delay in processing of these cases 

was taken up by the FTO with Member (IR) Operations, who has issued instructions to field offices 

for early processing of income tax refund claims.

Implementation Status:

FBR has complied with the decision as under:

i. All CNIC/NTN based verifications available through system will be internally verified and 

verifications from other withholding agents will be carried out efficiently within the time 

limits provided under the law.

ii. No fresh audit/recovery proceedings will be initiated against the taxpayer till the time, his 

complaint in FTO office is under process barring the cases where non-initiation of 

audit/recovery proceedings may have an element of time limitation or any other urgent 

requirement under the relevant laws.

iii. Refund claims involving FTO recommendations should be processed in light of already 

circulated SOPs so that these refund orders may be made available under FTO category in 

CISTRO.
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ii. FTO directs FBR to Dispose of Pending Tax Refund Claim for Tax Year 2018 

(C.No.2475/ISB/IT/2022)

The complainant in the case was a government servant whose refund application for tax year 

2018 was rejected on the basis that evidence of tax deduction was not attached with the application. 

During investigation of the subject complaint, FTO made observation that the case is a classic 

example of departmental inattention and incompetence as the one-page order dated August 19, 

2020, for tax year 2018 categorically states at Para 3 of the order that “Necessary evidence of tax 

payments is placed on record”.

However, in the concluding para of the same order, the officer says that the taxpayer neither 

furnished any evidence regarding tax deduction manually nor attached any evidence in support of 

the refund claimed. In view of above facts of the case, the refund application is rejected.

Contradiction and carelessness are more than evident as no opportunity for a hearing was given 

to the aggrieved taxpayer prior to passing the rejection order. In addition to departmental attention, 

tax deduction mainly relates to section 236K which was CNIC based and internally verifiable from 

FBR’s portal. In view of the above, the Federal Tax Ombudsman directed FBR to process refund for 

the tax year 2018 to the aggrieved taxpayer as per law and directed the concerned commissioner to 

revisit the impugned order.

iii. FTO orders FBR to De-register Supplier of Exempt Goods from Integrated List

(C.No.0606/KHI/ST/2022)

The Federal Government inserted clause “f” in section 2(43A) of the Sales Tax Act, 1990 vide 

Finance Act, 2021 under which the retailers who were using Debit Card machine were required to 

be linked with PoS of FBR to monitor their sales. A medical store was selling medicines in retail; 
th

which were exempt from payment of sales tax under S.No.104 of 6  Schedule to the Sales Tax Act, 

1990. The Department compulsorily registered and also imposed penalty on the store. During 

investigation, it transpired that the chemist already returned the Debit Card machine to the Bank, 

therefore, there was no need to register it with Sales Tax Department. Secondly, dealing in sales of 

medicines was exempted from payment of sales tax till 15.01.2022. They were made liable to zero 

rate of sales tax through second amendment to the Finance Bill of 2022 w.e.f 15.01.2022. Even 

with zero rating, there was no practical impact of this change in rate; as the retailer was not 
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required to pay any tax but to file return only showing sales in the relevent period. Thirdly, he was 

already paying sales tax at the rate of 5% through electricity bill in terms of sub section (9) of 

section 3 of the Act applicable on retailers who do not fall in any category of the Tier-1 retailer; as 

defined in section 2(43A) of the Sales Tax Act, 1990. The claimant was provided relief on the 

recommendations of this Forum.

iv. FBR Issues Exemption Certificate for Withholding Tax charged to a Masjid on 

Electricity Bills - FTO’s directive

(C.No.2862/KHI/ST/2022)

It was complained that M/s K-Electric was charging and collecting sales tax and advance income 

tax from a Masjid through their electricity bill. When the matter was referred to LTO, Karachi, it was 

reported that consumption of electricity by the Masjid was not exempt from payment of sales tax 

hence chargeable. However, it was observed that as per the section 235 of the Income Tax 

Ordinance, 2001, Masjids are not covered under any three kinds of consumers i.e. industrial, 

commercial or domestic, hence, charging of income tax by M/s K-Electric through bill in the case  

was not in accordance with income tax law. Accordingly, LTO, Karachi issued a certificate for not 

charging and collecting income tax from them in future.

v. FTO orders Inquiry into Hacking of Login Password and Filing of the Sales Tax Return

(C.No.2570/FSD/ST/2022)

This complaint was filed against FBR regarding hacking of login password of a registered person 

by some unknown person and filing of the sales tax return for the month April-2022 in which bogus 

sales was declared at Rs 171.129 million involving sales tax amounting to Rs 29.092 in Annexure-C. 

The complainant filed application before the CIR for revising his return, however, received no 

response.  The complaint was referred to the Secretary, Revenue Division, who contended that the 

FBR has no access to login ID and password of the registered person. However, RTO Faisalabad has 

been directed to investigate the matter regarding misuse of the pin code and password of the 

complainant. As regard the contention of the complainant for revising return, the Board had issued 

SoP for revision of Sales Tax & Federal Excise Return whereby it is clarified that if any error has 

occurred in Annex-A&C, the same can be rectified through debit and credit notes to be issued by the 

registered person. Hence, no element of maladministration was involved in the case. During hearing 
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proceedings, it was also informed by the Department that the complainant could rectify the matter as 

the bogus return was not actually filed rather it was lying as draft in the system. 

The complainant stated that he had been filing sales tax returns since 2006 as null and Department 

was required to allow him an opportunity for revising the return u/s 26(3) of the Sales Tax Act, 1990.  

Further, the complainant agitated that some unknown person who hacked his login ID and password 

and filed such bogus sales tax return needs to be identified and prosecuted under the law. In view of 

the supra, FBR was directed to order a fact-finding inquiry by associating PRAL authorities to 

identify as to who actually misused the login/password of the complainant and made the above 

changes and also to proceed further with deregistration of the complainant as per law. Department 

has informed that it has issued a Show Cause notice, as such, initiating black-listing proceedings. 

C. Recommendations on Maladministration in Income Tax

i.  FTO Advises FBR Regarding Tax Matters in Tribal Areas

(C.No. 2234/PWR/IT/2022)

The Federal Tax Ombudsman has recommended FBR to refrain from illegal collections of 

income tax/withholding tax from individuals, Association of Persons (AoPs) and companies in 

tribal areas. According to FTO, clauses (109A) and (110) of the Income Tax Ordinance, 2001 

provide that deduction or collection of withholding tax shall not apply to an individual domiciled or 

company and Association of person resident in tribal areas. In the instant case, the complainant’s 

permanent address is of North Waziristan. The fact of the case are that the complainant being 

domiciled of ex- Federally Administered Tribal Area (FATA) and posted as a medical doctor at 

District Headquarters Hospital Miranshah, claimed that he is not liable to pay income tax under the 

statutory provisions of the Income Tax Ordinance 2001. RTO, Peshawar responded that the tax from 

the salary of the complainant has been rightly deducted as he is a government employee, ie, the 

Government of Khyber-Pakhtunkhwa. The salary income of a person, irrespective of his place of 

posting, is taxable under the provisions of the Income Tax Ordinance 2001. Section 101 of the 

Income Tax Ordinance 2001 clearly states that salary income shall be considered Pakistan source 

i.e. deemed to accrue or arise in Pakistan, if it is received from any employment exercised in 

Pakistan, wherever paid or it is paid by any of the federal, provisional or local government of 

Pakistan. The FTO’s order revealed that after the merger of the said areas in the KPK/Pakistan tax 

laws have been fully extended to the areas in question. However, as a gesture of goodwill, the 
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legislation has granted a grace period, whereby, all income earned through taxable activity in the 

said areas by the individuals domiciled in merged FATA/PATA has been exempted through clauses 

145(A), 109(A) and 110 of the Income Tax Ordinance 2001 for a specified period. The salary 

individuals who are FATA/PATA domiciled and serving in the said areas are also entitled to this 

concessionary regime as no specific exclusion has been provided under the law.

ii. FTO Seeks FBR to Devise Simple Return Form for Salaried Class 

(C. No.2517/ISB/IT/2022)

The Federal Tax Ombudsman has recommended FBR to devise a simple return form for persons 

earning income exclusively from salary. The simplified form supported by the employer’s salary 

certificate may include an undertaking to the effect that the taxpayer is earning no income other than 

salary. Pakistan Revenue Automation Limited (PRAL) may also develop dedicated/simplified software 

for those persons who are earning income from multiple sources but more than 50 percent of the total 

income is derived from salary.

The complaint was filed by a federal government employee in BS-16. He claimed that he cannot 

afford to pay Rs. 3,000 for filing his tax return, therefore his pay slip may be considered an NTN 

certificate. The Accountant General of Pakistan (AGPR) issues monthly pay slips after the 

deduction of tax. Since the filing of income tax return form appears very complicated and 

cumbersome to the complainant, therefore, he has to hire the services of a tax consultant/accountant. 

Being a low-paid employee, he cannot afford to pay the consultant’s fee, therefore, requested that 

low-paid salaried employees may be exempted from filing income tax returns and may be treated as 

Active Taxpayers on the basis of the annual salary statement issued by the AGPR/ employer.

D. Findings Seeking Reform in General Administration of FBR.

i. FBR Chairman Debars Tax Officials from Private Practice on FTO’s 

Recommendation 

(C.No.0215/OM/2021)

Chairman Federal Board of Revenue (FBR) has issued the enforcement directive to the Inland 

Revenue officers to abstain themselves from private consultancy/tax practices or face strict 

disciplinary action.
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The Federal Tax Ombudsman had initiated an Own Motion investigation regarding private 

practice by the employees of FBR who joined local chambers or even opened their own law offices 

and rendered legal assistance to taxpayers in the evenings or even during office hours. Findings 

were recorded that many of the officers/ officials of the FBR associate themselves with different 

taxpayers and provide legal assistance to them in various taxation matters in total disregard of the 

instructions under the Government Servants (Conduct) Rules, 1964 under which no government 

servant is allowed to engage in any trade or undertake any employment or work, other than his 

official duties, except with the prior sanction of the government. Furthermore, Establishment 

Division has issued clear prohibition instructions regarding undertaking of private work by the 

government servants.

Keeping in view instructions by the FTO, FBR reported that in compliance with FTO’s instructions, 

Inland Revenue Operations Wing is putting in place a strong monitoring mechanism to ensure the 

compliance of FTO’s instructions and in future, if any officer/ official is found involved in such practice, 

strict disciplinary action shall be taken under Civil Servants (E&D) Rules, 2020.

ii. Point of Sales (PoS): Tax Ombudsman Recommends FBR To Remove Shortcomings 

and Plug Loopholes in PoS

(C.No.10/OM/2022)

Tax Ombudsman has recommended FBR to enforce effective monitoring and enforcement 

mechanism to plug all loopholes in point of sale regime. FTO’s recommendations were made 

while conducting a complaint lodged against FBR’s negligence and inefficiency in the matter 

relating to point of sales. The complainant pointed out a few post-paid tax transaction receipts 

which were not verified.

Besides, in PoS the tax was being charged on eatables too despite being non-scheduled items as 

per Price Control Act, 1977, the complainant further averred. Not only the tax was illegally being 

charged, the same was not being paid into national exchequer as well. The complainant believed that 

it was prime responsibility of FBR to plug loopholes in tax collection system.

The hearing was attended by Chief PoS FBR, Chairman PRAL, Second Secretary IT, FBR, 

Representative of RTO and the Complainant. The representatives of FBR/PRAL/RTO stated that 

system up-gradation is an ongoing process which PRAL was already doing and the enforcement is 
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responsibility of field formations which need to be more vigilant. Whereas, Secretary PoS informed 

that the points raised by the Complainant regarding post-paid vs pre-paid tax system are a policy 

issue and cannot be commented upon by FBR.

However, it has been observed that after putting in place the system, by PRAL ,FBR could not 

train and motivate its field officers to monitor and enforce the system effectively. FBR’s statement 

that procedure for Tier–1 retailers had been introduced, without reporting incidents of enforcement 

of such rules, was mere eye-wash. FTO observed that mere installation of a system or rolling out 

software was not enough unless effective and efficient monitoring and enforcement follow-up was 

put in practice. FBR’s negligence in enforcing the PoS system was thus obvious. FTO recommended 

that all Chief Commissioners in the field must ensure that the registered and functional QR code must 

be visible in all the invoices and also directed I&I-IR to trace and proceed against Tier-1 Retailers 

who were found involved in tax evasion through non-issuance of verifiable tax invoices.

iii. FTO directs FBR to Improve System of Giving Prizes to Winners 

(C.No.0084/INFORMAL/2022)

While disposing of a complaint, the Federal Tax Ombudsman has directed FBR to improve the 

payment of prizes to the winners of monthly lucky draw. Briefly, the complainant won a price of Rs 

50,000/- in Point of Sale (PoS) lucky draw scheme but the prize money had not been paid to him 

after a lapse of considerable time.

th
As per details, the lucky draw was conducted on 15  March 2022 and the sanction for payment of 

rdprize money was issued on 23  of May, 2022 which had not been paid to the complainant. No 

explanation for delay had been given to the complainant by the department. Therefore, he took up 

the matter with the Federal Tax Ombudsman. While responding to the above complaint, FBR 

informed that sanction of Member–IR (Operations) for payment of prize money had been forwarded 

to Drawing and Disbursing Officer and the sanction had been, accordingly, further submitted to 

AGPR for disbursement of prize money to the winner.

FTO held a meeting on the issue with Member, IR and they both agreed to issue an SoP to resolve 

the issues arising out of the Lucky Draw Scheme. To rectify the systemic maladministration, FTO 

has directed FBR to ensure that the prize money won by the complainant should be paid without any 

further delay and the system of payment of prizes to the winners of monthly lucky draw needs to be 

improved for quick distribution of such prizes to the consumers. FBR has recently reported that in 

order to remove hic-ups in the system, whole PoS Prize Scheme is being revamped.
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Federal Tax Ombudsman has taken numerous initiatives, on 

its own, to ensure  "Just" and "Fair" treatment towards "Women 

Entrepreneurs", by the employees of Federal Board of Revenue, 

in process of tax collection and to help improve women's 

participation in a protective and inclusive manner.

FTO is a Legal shield against the Maladministration of FBR 

and its employees and safeguards Tax Payers from any 

harassment on part of tax collecting agencies. Recently, at FTO, a 

special emphasis has been laid to provide speedy and cost free Justice for Women Tax Payers.

Federal Tax Ombudsman, Dr. Asif Mahmood Jah has appointed prominent busimen Women 

from leading Women Chambers of Commerce and Industry in Pakistan as “Honorary Advisors" and 

"Business Co-Ordinators".  These include Lahore, Sargodha, Rawalpindi, Islamabad and Karachi 

Women Chambers of Commerce & Industry. These Business Co-Ordinators bridge FTO and 

aggrieved Business Women in a very cordial manner to seek Justice. We also run an extensive out 

reach campaign to create awareness among women entrepreneurs, to safeguard their Tax rights.

In Pakistan, there are approximately 150000 Women tax payers and each day, 250+ Women 

business entrepreneurs are reached through Text messages, sent out from FTO office, to create 

knowledge about FTO's role in combating Maladministration of FBR Officials. In year 2022, we 

resolved, on priority basis, 175 complaints of Women Entrepreneurs.

At FTO headquarter in Islamabad and in regional offices across Pakistan, we provided internship 

opportunities to 20 Female students, from leading Universities, in last 6 months. This has led to an 

immense confidence building among future Female Entrepreneurs. We plan to continue our 

assistance to Women Entrepreneurs, to protect them against any Maladministration of tax 

authorties, provide them with training and Internship, enhance their leadership role by appointing 

more Advisors and Business Co-Ordinators and to facilitate them play a vital role in Pakistan's 

economy.  We introduced "Informal Dispute Resolution" phenomenon at FTO which has helped us 

to resolve more than 1000 complaints in less than 5 days on average. We are determined to resolve 

Women complaints, on priority, through our Informal Dispute Resolution process.

Protecting Rights of Women Entrepreneurs

Mr. Almas Ali Jovindah
(Advisor Legal)
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Chapter-7

Major Own Motion Cases, 
Findings and Recommendations

i. FTO Decision on Steel Sector: FBR Decides to Apply Track-And-Trace System

(C.No.0123/OM/2021)

FBR has included steel sector in the list of sectors subjected to the electronic monitoring through 

Track and Trace system. Following issues were raised by the Federal Tax Ombudsman within the 

steel sector.

According to the amended rules, the steel products, if brought from non-tariff areas as defined in 

the Federal Excise Act, 2005, shall be treated as imported goods. After inclusion of the steel sector in 

the list of electronic monitoring, the said sector would now be required to install a track and trace 

system at their manufacturing premises. Under the revised Rules, the procedure shall apply to 

electronic monitoring, tracking and tracing of production, import and supply-chain of steel sector, 

tobacco products, beverages, sugar, fertilizer, cement and petroleum products.

Federal Tax Ombudsman has already directed FBR to conduct a special audit in cases relating to 

steel melters. FTO, while exercising Own-Motion power, has taken notice of gross misuse of Sales 

Tax Special Procedure Rules after an initial inquiry confirmed glaring instances of organised fiscal 

fraud in the handling of cases of the steel sector.

The FTO’s report revealed instances of misuse of power, negligence, inattention, delay, 

incompetence, inefficiency and ineptitude of FBR officers in the administration of duties while 

“Stand up firmly for justice, as a witness to God, even as against yourselves or 
your parents or your kin, and whether it be against rich or poor.”

Surah 4:135
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working on cases regarding steel melters at Lahore.

FTO has directed FBR to conclude the unending trail of ‘fact-finding inquiries’ and formal 

administrative proceedings based on observations made by an external audit besides ordering an 

inquiry against the officers who have been wreaking havoc with the state exchequer.

In addition, FBR was directed to conduct a special audit of all steel sector cases not only at 

Lahore but also other stations to gauge the quantum of similar loss in other cities.

ii. More than Rs 8.310 Billion Collected Through Auction of 5,007 Auctionable Lots 

under the directions of  FTO

(C. No.0211/OM/2021)

In a landmark finding, the Federal Tax Ombudsman in pursuance of an Own Motion 

investigation, has ordered Customs authorities to clear 8,522 pending auctionable lots within two 

months. In compliance of aforementioned directives, Customs has so far collected Rs. 8.310 billion  

through public auction.

The Own Motion investigations were initiated by the FTO on the reports that a large number of 

confiscated or otherwise uncleared goods including vehicles were lying unattended at different 

Customs stations all over the country, involving government revenue of billions in rupees.

iii. FTO’S Intervention Results in Creation of Huge Tax Demand of Over Rs. 660 Million 

by FBR in Six Mega Cases of INGOs

(C.No.0159/OM/2021)

An Own Motion investigation was initiated by the FTO on evidence-based information that 

some of the most meaningful and innovative initiatives of FBR’s own individual officers and 

field formations stand diluted and washed away due to systemic follow-up failure, ineptitude 

and incompetence, frequent posting transfers of officers and massive changes of jurisdictions. 

Through its in-house Analysis, FTO Secretariat identified that though FBR and its dozens of 

field formations maintain an organized web portal, rich data center, exhaustive Data Bases, 

elaborate and comprehensive operational soft wares and a full-fledged and home-grown IT 
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support system i.e. Pakistan Revenue Automation (PVT) LTD (PRAL), yet neither FBR HQs 

nor its any single field formation maintains;

a. any IT based tracking system, archiving various valuable initiatives & ventures made by 

different FBR’s organizations, officers, teams or specially created cells from time to time.

b. any exhaustive, fool proof and IT enabled handling over module (from predecessors to 

successors) for such initiatives.

c. any institutionalized internal follow-up system, or

d. any internal evaluation mechanism to gauge whether the goals envisaged under FBR’s 

flagship ventures have been logically pursued & achieved.

Therefore, in most of the cases, the good job done is prone to be wasted, with transfer of 

individuals, dissolution of units/ cells and take over by new managers.

While conducting the aforesaid in-house analysis, FTO Secretariat focussed 34 potential cases of 

tax evasion wherein detailed Investigation Reports with a Case Study were prepared & shared by 

Directorate General of Broad Tax Base (BTB) FBR with the concerned field formations of FBR. 

Subsequent action against Resident companies/ international contractors for not declaring true 

particulars of their receipts/ income and not discharging their responsibilities as withholding agents 

in the light of this initiative could have significantly augmented the national revenue. However in 

2019, FBR management suddenly shelved this whole BTB regime overnight; disbanding BTB 

Zones Islamabad, Lahore and Karachi. The office of Director General, BTB was relegated to a 

ceremonial entity assigned as additional charge. This kneejerk attitude of FBR caused a massive 

loss to the state exchequer.

Taking OM cognizance of this clear maladministration in terms of section 2(3) (ii) of FTO 

Ordinance, 2000, FTO office revived the dead proceedings. These fresh proceedings conducted by 

FTO office have thus produced quite revealing results;

i. Income tax demand of over Rs. 660 millions has been created in six (06) such cases, taken 

up afresh by FBR's concerned field formations.

ii. In majority of cases, earlier information disseminated by DG, BTB in 2018 was admittedly 

wasted, shelved, lying dormant or even lost.
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iii. Tax demand created thus far is mainly default u/s 161/205. Normal assessment proceedings 

based on shared information may result in creation of equally substantial tax demand.

iv. All the basis triggering the instant OM stand established.

v. Due to ineptitude, incompetence of FBR's functionaries and delay caused in these cases ever 

since 2018 has resulted in tax proceedings barred by time in a number of cases for a number 

of Tax Years; another blow to the state coffers.

iv. Stuck Up Courier Consignments: FBR to Issue Clarification

(C.No.0074/OM/2022)

The Federal Tax Ombudsman, in pursuance of own motion, investigated multiple complaints 

arising out of stuck-up courier consignments of marginal value. It was learnt that approximately 

3000 plus consignments of smaller quantities of goods or gifts quantities of goods or gifts, sent from 

abroad, without any payment to be made in foreign exchange from Pakistan, were stuck up due to 

their non-clearance by Customs authorities. This state of affairs has caused immense hardship to the 

bonafide aggrieved taxpayers and citizens of Pakistan, as such, tantamounts to maladministration, 

in terms of Section 2(3) of the FTO Ordinance,2000.

FTO observed that a multitude of non-commercial consignments of marginal value, pertaining to 

bonafide aggrieved taxpayers got stuck up at various Customs stations, pending clearance due to harsh 

connotation of the SRO. The Tax Ombudsman through his recommendations in a similar matter had 

already issued findings which were inter alia applicable in the subject OM. It was also observed that very 

spirit, behind the subject SRO, was not to adversely impact non-commercial bonafide imports of 

marginal value, made through postal service or air courier, or gifts sent from aboard, falling under Section 

19C and Chapter XXXIV of Customs Rules, 2001 but it was meant basically for incoming foreign origin 

commercial consignments at larger scale so as to save precious foreign exchange of the State.

Accordingly, FTO directed FBR to issue clarification after due consultation with Ministry of 

Commerce for processing and clearance of stuck-up postal and air courier consignments of 

marginal and de-minimis value on similar lines which had been done in the case of personal baggage 

of passengers at international airports. In compliance of FTO’s  order , FBR has instructed all the 

field formations to comply with subject orders.
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v. Upon Complaints of Theft and Graft FTO directed FBR To Initiate Necessary 

Disciplinary Proceedings Against Customs Officials

(C.No.OM 0079/2022)

This issue was been raised in a video message, uploaded on social media by a passenger; it was 

alleged that an incident took place at IIAP, Islamabad. According to video massage, the said 

passenger purchased a Play Station 5 (PS-5) from Qatar International Airport for personal use and 

was unaware about the chargeability of Customs duty and taxes on PS-S.

A Customs official, informed him about leviable customs duty and taxes on PS-5. On query   

sepoy, while having been stationed at Customs desk, told him that amount of duty and taxes on PS-5, 

is US$305!- (equal to Pak Rs. 69,5401- according to prevailing exchange rate). Passenger, as per 

video clip, argued with Sepoy that amount of tax is too high, even more than its price in Pakistan. 

The Sepoy offered to provide a 25% discount on duty/taxes, as per his powers under law. Remaining 

amount of Rs. 52,1571-was agreed by passenger to be paid as duty/taxes on PS-5, meanwhile 

another customs official “havaladar” asked the complainant to pay him Rs. 25,000/- which was, 

prima facie, bribe.

Comments on the complaint were sought from Secretary, Revenue Division, after considering 

the same the FTO’s observed that no duty and taxes were collected by Department at IIAP, 

Islamabad, against a PS 5, meaning thereby that the leviable amount of duty/taxes, which were to be 

deposited in government exchequer, were evaded by collusion of the above-mentioned Customs 

staff. In addition to Havaldar and Sepoy, Superintendent was equally responsible for this happening 

being overall shift incharge, who left his duty before time, thus, giving ample opportunity to lower 

staff to extort poor passengers and to evade leviable duties and taxes. This tantamounts to 

maladministration, therefore, FTO recommended FBR to direct Collector, Islamabad, to initiate 

necessary disciplinary proceedings under E&D Rules, 2020, against superintendent, Havaldar and 

Sepoy, and to recover the evaded amount of duty and taxes and get it deposited in government 

treasury, as per law.

The Fact finding inquiry in the subject complaint had been finalized, the Havaldar, Sepoy and 

superintendent were found guilty of inefficiency and misconduct. Therefore, disciplinary 

proceedings under the Civil Servants (E&D) Rules, 2020 were initiated against them.
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vi. FTO Recommends Development of WeBOC Modules for Export Facilitation Scheme

(C.No.0085/OM/2022)

An Own Motion investigation was initiated by the office of the FTO regarding delayed/non-

development/non-deployment of module in WeBOC System, in respect of goods, produced from 

inputs, purchased by an Export Facilitation Scheme (EFS) manufacturer. 

Brief facts of the investigation are that FBR had introduced EFS in the year 2021 which covers 

both direct and indirect exporters. The company availed benefit under said scheme as all exporters, 

using said scheme, were allowed to purchase imported as well as locally-produced goods from 

another EFS manufacturer and export the same. When company tried to export such goods, they 

came to know that there was no module available in EFS and WeBOC System to process GDs, filed 

in such situations. Same issue was also faced by other exporters and their export consignments were 

also blocked for non-availability of requisite module in the System. All Pakistan Textile Mills 

Association (APTMA) took up the matter with FBR but no action was taken. Customs authorities   

were also repeatedly been contacted by various exporters for expeditious resolution of the issue 

which was still pending. During investigation, it was revealed that EFS Scheme issued vide SRO 

957(1)12021 dated 30.07.2021, was required to be implemented by May, 2022. But, after lapse of 

03 months, the WeBOC module had not been fully developed and deployed by Customs.

FTO recommended FBR to immediately develop and deploy all required modules for the EFS 

and to   direct CEO, PRAL, to ensure full cooperation and coordination of PRAL development 

team, Karachi, with Director Reforms and Automation, for early deployment of modules. FBR 

reported that the directive has been implemented. 
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Chapter-8

“We are all implicated when we allow other people to be mistreated. An absence 
of Compassion can corrupt the decency of a community, a state, A nation”. 

-Bryan Stevenson

Since assuming the office of Federal Tax Ombudsman, in the end of September, 2021, Dr. Asif 

Mahmood Jah, introduced multiple initiatives, new vistas and avenues for providing prompt, 

efficient and effective redressal of grievances of the bonafide taxpayers with a clear objective to 

eliminate corruption, maladministration, malaise and inertia in the Federal tax machinery.

Inter alia other initiatives, the mechanism of informal complaint redressal was activated. Although 

the provision was available in the law under section 33 of the FTO Ordinance, 2000, however, this 

provision was hardly utilized by the FTO Secretariat in the past. Federal Tax Ombudsman informally 

conciliates the disputes under section 33(1) of FTO Ordinance, 2000 which states as under:-

“Notwithstanding anything contained in this Ordinance, the Federal Tax Ombudsman and 

authorized Staff Members shall have the authority to informally resolve, stipulate, settle or 

ameliorate any grievance without written memorandum and the necessity of docketing any 

complaint or issuing any official notice”. 

From January, 2022 to December, 2022 Federal Tax Ombudsman resolved 627 complaints 

through informal methods (inter alia Telephone Call, WhatsApp Message, Personal Meeting) and 

all the grievances of the parties were redressed. This platform is available to taxpayers cost-free and 

provides quick remedies to taxpayer’s complaints of urgent nature. It can be safely claimed that now 

the FTO is just one-call-away to genuine aggrieved taxpayers which is the basic spirit of creating the 

office of Federal Tax Ombudsman. Some cases where prompt informal redressal was provided, are 

summarized below:-

Informal Dispute Resolution of Complaints 
Under Section 33 of the FTO Ordinance 2000
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i. Correction of a Mistake in Computerized Payment Receipt 

(C.No.O244/INFORMAL/2022)

The Complainant requested for correction of a name mistake in CPR. The matter was taken up with the 

concerned officials and the correction of the name was done instantaneously as per the request of Complainant.

ii. Complaint Received on WhatsApp-Resolution on the same day

(C.No.0128/INFORMAL/2022)

Upon receipt of the complaint through WhatsApp, the higher customs authorities at Torkhum were 

telephonically contacted and directed to clear the export consignment. The matter was resolved and the 

stuck-up export consignment was immediately cleared for export to Uzbekistan under DTRE Scheme.

iii. Lahore Customs de-blocks the Telecom Company after cost free Resolution US 33

(C.No.OO1O/INFORMAL/2022)

NTN of the Telecom Company was blocked, and their import and export operations were affected. 

The Collector Customs, Lahore had issued notice against the Complainant regarding their imports. In the 

adjudication proceedings, the Complainant submitted the documentary evidence, however, those were 

misread. Assistant Collector Customs, Lahore issued the demand notice without waiting for the 60 days 

statutory period available for filing the Appeal. The Complainant presented its grievances to the FTO. 

The arguments went along for 03 days in FTO Secretariat, Islamabad. After 04 days of the hearing, the 

Complainant informed the FTO that their grievance had been addressed.

iv. Deregistration Request Allowed after 8 years on Intervention by FTO

(C.No.003/INFORMAL/2021)

A private firm had closed down all its business activities in 2014. However, the office of 

Commissioner Inland Revenue had never de-registered the sales tax registration of the firm even 

after writing a letter in 2019 and submitting an on-line Application in 2021 by the Complainant. No 

action was taken by the FBR’s Department, and the matter remained unresolved for long 08 years. 

FTO intervened in the matter and the firm was de-registered as per law. Grievance of the 

Complainant was resolved through an informal hearing.

Conclusion:

The utilization of this legal mechanism of informal complaint redressal under Section 33 of the 

FTO Ordinance, 2000, has immense potential which is most appropriately being exercised by the 

FTO Secretariat to provide immediate relief to the aggrieved taxpayers.
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In compliance of FTO’s recommendations, following clarifications were issued by FBR for 

quick redressal of the grievances of the taxpayers:

S.No. Complaint Nos. Summary of Issue FBR's Letter No. and Date

1 4772, 4774 to 

4776, 4778, 4786 

to 

4790/KHI/CUST/

2022

On account of non-refund of duty and taxes, 

allegedly extracted through coercions and 

harassment by the Department, in the year 

2003, FTO office had passed recommenda-

tions whereby directing the Member 

(Legal), FBR to circulate specific instruc-

tions to all field formations seeking 

assurance that before filing a reference in 

Hon'ble High Courts & Hon'ble Supreme 

Court of Pakistan, an indepth analysis of the 

case is carried out and only potential cases 

where strong grounds of appeal exist are put 

to further litigation at such higher legal fora 

to avoid unnecessary litigations.

The FBR's vide letter C. No. 1 (1) 

MISC-Corrp/LC-I/2022 dated 

13.01.2023 has issued directions to 

the field formations. 

2 3904/ISB/ST/2022 During the investigation of Complaint, 

Taxpayer informed this forum that he was 

unable to submit Sales Tax Return despite 

writing many times to FBR for change of his 

jurisdiction. In view of the position, FTO 

Office has directed Member IR-Operations 

to fix timelines for processing of all 

applications for change of jurisdiction by 

the field formations and relevant offices of 

the Board.

In  compl iance  wi th  the  FTO 

recommendations, FBR vide letter 

F.No.6(777)Jurisdiction/2017-5294-

R dated 12.01.2023 has fixed the 

timelines.

Chapter-9
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4 Diary No. 

9611(R&I)/2022 

dated 20.12.2022 

During the processing of the Complaint, the 

Chamber of Commerce and industry, 

Quetta agitated against the establishment of 

un-authorized checkposts on the Road/ 

Highways of Balochistan by the Pakistan 

Customs. On the directions FTO, the FBR 

has issued directions to the field formations 

to ensure that no high-handedness is 

exercised in respect of goods duly cleared 

by Customs Collectorates.

In compliance with FTO directions, 

FBR has issued directions to the field 

formations vide letter C.No. 3 (24) 

E&C/2022 dated 19.10.2022. 

5. 0080/OM/2022 
2590/ISB/IT/2022

During investigation, it transpired that 

applications filed under Rule 211 of IT 

Rules,2002 and Rule 215 have not been 

followed in disposing the applications of 

NPOs.

In compliance with the FTOs 

directions, FBR issued directions to 

the filed formations vide letter 

C.NO.6(8) S (IR-Operations)/2020/ 

dated 25.10.2022. 

6. 1945/KHI/ST/2022 During investigation of the complaint, FTO 

directed the Member IR, Policy FBR to 

issue clarification to the filed formations in 

the matter and direct them not to register 

showrooms dealing in resale /purchase of 

second-hand vehicles of other person as 

retailers under section 2(43A) of the Sales 

Tax Act 1990.

The FBR vide letter C.NO.3(13) ST 

& FE-Policy/2022/218818/R dated 

20.10.2022 has issued the necessary 

clarification.

7. 01(12) 
DG/FTO/2022

The FBR had issued directions that no fresh 

audit/recovery proceedings will be initiated 

against the taxpayer during his complaint is 

pending at FTO Office. The FBR will also 

speedily process refund under FTO 

category recommended by the FTO. 

No.4(10) REV.Bud/2020-Vol-II/ 

17297 -12 dated 4.2.2022

3 4328,  4778 to 

4882  & 4885 / 

ISB/IT/2022

During the disposal of complaint, FTO 

Office has issued directions to FBR to issue 

appropriate instructions to all field 

formations in respect of examination of 

withholding statements strictly as per law 

and rules. 

In compliance of FTO's recommen-

dations, FBR vide letter 7(20)S(IR-

Operations)/2022 dated 29.12.2022 

has circulated the instructions to field 

fo rmat ions  regard ing  p roper 

e x a m i n a t i o n  o f  w i t h h o l d i n g 

statements under the Income Tax 

Ordinance, 2001 and Rules 2002.
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Chapter-10

The  of Federal Tax Ombudsman is empowered under the law to conduct Case Study institution

and also prepare Special Reports for root cause analysis of corrupt practices/ maladministration and 

injustice in order to promote good governance. Accordingly, in addition to individual complaints of 

maladministration, during 2022, office of the FTO initiated Case Studies on multiple issues being 

faced by the taxpayers including studies on Tier-1 Retailers Scheme and Case Study on the role of 

FTO as an institution for alternate dispute resolution in tax maladministration. Brief notes on such 

Case Studies are reproduced below:

A. Case Study on Faulty Integration of Tier-1 Retailers by FBR

The Federal Tax Ombudsman had received over 100 individual complaints of the newly 

integrated Tier-1 Retailers, who were not required to be registered, but declared as big Retailers by 

the Federal Board of Revenue. This was analysed in a study report prepared by FTO, Senior Advisor 

Ms. Sarwat Tahira Habib on the integration of Tier-1 Retailers under the Sales Tax Act, 1990. 

Initially, an Own-Motion case was taken up by the Federal Tax Ombudsman, which revealed that the 

highest number of complaints on this issue were received from taxpayers based in Lahore (50%), 

Islamabad (20%) and Karachi (18%). Upon investigation, the Report brought to surface a serious 

issue in FBR Point of Sale system of integration of Retailers including the complexity of legal 

provisions for POS integration, i.e. glitches/ delays in the automated system of FBR.

Briefly, while introducing the scheme in July-2021, the FBR announced that it intended to 

integrate 60,000 to 70,000 Retailers in the financial year, 2021-22. Up till the initiation of study only 

7,000 to 8,000 Retailers were linked with the system. However, the FTO Study Report disclosed, 

Case Studies Conducted During 2022
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“the integration process was fraught with procedural delays and systemic limitations. It was yet to 

be analyzed whether the PoS scheme had made a sizable contribution to raising the revenue and how 

successful was the process of monitoring the taxable activities through Point of Sale integration. 

The Report recommended that while carrying on with the aim of more integration an in-house 

analysis of the failure and success of the steps taken so far was required.  

The Special Study revealed that the FBR’s field formations were compulsorily registering the 

persons/shops which do not fall in any category and after registering them compulsorily, issued 

demand notices and passed orders imposing penalties, etc. on account of non-filing. When the field 

formations were confronted with the allegation, they simply stated that FBR has been sending them 

lists of persons/businesses on the basis of income declared by them in their income tax returns. In 

pursuance of these lists, they issue notices to the persons. On getting no response, they made them 

compulsorily registered under the Sales Tax law. It was therefore, observed that in case FBR 

intended to broaden its scope, it should make rules under Clause F of Section 2(43A) specifying 

persons or class of persons required to be registered other than the categories mentioned at Clause A 

to E of Section 2 (43A) ibid.

It was also observed that bracketing certain retailers in Tier-1 category while allowing other 

categories of retailers out of the ambit of PoS integration, created an extremely disabling/ 

discriminatory environment, discouraging retailers to integrate with the PoS system. It was also 

noted that buyers were preferring to visit non-integrated outlets to avoid paying 17% sales tax 

hence, affecting the turnover volume of the integrated retailers. There were also problems being 

faced by the taxpayers due to the companies operating Point of Sales who were new to the business. 

It was proposed by the Retailer Associations that the electricity bill limitation of Rs 1.2 million 

should be re-assessed afresh keeping in view current rates of the electricity bill. Furthermore, there 

were complaints against the delay in exclusion process, by the retailers who do not fall under any 

single category in section 2(43)A to F. Despite claims and Applications by the notified Tier-1 

Retailers that they were not liable to be notified, proceedings were initiated by FBR against the 

taxpayers while the request for issuance of exclusion certificate remained pending before the 

Department for months. 

Furthermore, during this pendecy, no action was taken by FBR to save the Complainant from 

disallowance of 60% input of Sales Tax and to enable him to file his Sales Tax Return within time 

which had already been delayed due to pending application.
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It was noted that the Department passed impugned penalty orders instead of deciding on 

exclusion Applications, imposing penalties without establishing first whether Complainant’s 

business was liable to be registered under the said system or not. Retailers integrated with the FBR 

system, were unable to file the correct tax return, owing to such departmental proceedings.

Recommendations:

After analysis of the complaints received by the office of the FTO during past seven months, and 

after due interaction of the Federal Tax Ombudsman with the office bearers of various Retailors 

Association and Anjuman Tajiran Pakistan, recommendations to facilitate the integrated Retailors or 

those not liable to be integrated were also discussed. Based on the observations made during the study, 

recommendations, to address the anomalous situation and to create a level-playing field for all the 

Retailers, were framed and shared with Secretary, Revenue Division for immediate redressal as well as 

for consideration of the same for the budget 2022-23. The recommendations are summarized below:-

i. FBR should  make rules under  Clause  "F"  of Section 2(43A) specifying persons or class of 

persons required to be registered other than the categories mentioned at Clause A to  E of 

Section 2 (43A) ibid.

ii. Fix reasonable deadlines to issue exclusion certificate and filing of correct return and 

minimize discretion through automation. 

iii. Withhold issuance of STGO on further integration till revenue budget 2022-23.

iv. Resolve systemic issues between RTOs and Chief (PoS) FBR.

v. Reconsider Disallowance of 5% Input Tax Adjustment u/s 8B of the Sales Tax Act, 1990.

vi. Harmonize provisions in Sales Tax Act 1990 regarding Person’s Liable to Registration.

vii. Ensure Comprehensive Automated Infrastructure for end to end Integration.

viii. FBR to hold Pre-Budget Discussions with Retailers Association and Chain Store 

Association before any further amendment on the issue. 

Conclusion:

The expansion of tax base in Pakistan is recognized as an essential policy goal to increase 

domestic sources to reduce foreign aid dependence. However the integration of businesses with PoS 

is a big challenge for both FBR and businesses outlets alike for multiple reasons. Firstly, the 
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complexity of legal provisions for PoS integration. Secondly, glitches and delays in the automated 

system of Federal Board of Revenue. Overall, the integration process is fraught with procedural 

delays and systemic limitations. It is yet to be analyzed whether the scheme has made a sizeable 

contribution to raising the revenue and how successful is the process of monitoring the taxable 

activities through point of sale integration. It has been recommended that while achieving the goal 

of more integration, FBR should ensure a Taxpayer Friendly Automated System removing the flaws 

pointed out in the Study, and doing away with the discretion by resorting to further automation.

B. Case studies on “should the forum of FTO be adopted as a full- 
fledged mechanism for ADR in taxation”

A society without Justice cannot survive and is liable to collapse. There is a legal maxim “justitia 

nemini neganda est” which stipulates that “nobody is to be denied justice”. There is another legal 

maxim which stipulates that “justice delayed is justice denied”. However, in Pakistan due to 

massive number of unnecessary pendency of cases at all levels of judicial systems across the 

country this denial of justice has become a common practice. Need of the hour is that dispute 

resolution methods, which are swift and consistent, are required to be adopted in order to provide 

speedy justice to the complainants.

The institution of the Federal Tax Ombudsman was created with the purpose of prompt 

dispensation of justice to taxpayers though expeditious disposal of complaints of taxpayers 

against Federal Board of Revenue. The institution has strived to dispose of the complaints, 

through regular complaint resolution mechanism, swiftly within 60 days limit. More recently, 

keeping in view the need to resolve the disputes immediately; informal proceedings were 

introduced which enabled the disputes being resolved within a few days sometimes within hours. 

Thus the institution of Federal Tax Ombudsman has been successful in providing timely and 

quick justice/relief to the taxpayers to their satisfaction.

In order to measure the applicability of ADR mechanism adopted by the institution the Federal 

Tax Ombudsman conducted research studies through Internees in collaboration with different 

universities, colleges and research institutes. These study reports are, hereby, reproduced briefly for 

a better understanding of the concept of complaint management or dispute resolution modes 

adopted by Federal Tax Ombudsman and relief provided to the taxpayers.
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• Study Conducted in collaboration with “the truth international, Islamabad” 

—internee: Ms. Waniya Hareer

In this study, the emphasis of the thesis was placed on the notion that forum of FTO needs to be 

adopted as a full-fledged mechanism of ADR in Pakistan for the resolution of taxpayers’ disputes 

with Revenue Division as it is already providing a speedy and cost-effective redressal. It was 

noted with concern that taxpayers were not sufficiently aware of the significance and institutional 

structure of FTO. Hence, the taxpayers needed to be sensitized about the efficacy of the institution 

of the FTO. In addition, the legal community and media should also promote the information 

about the FTO`s role amongst masses so that the taxpayers could get timely, speedy and free 

access to justice. Once the entity of the FTO is known and received as a forum for dispute 

resolution, the masses would automatically be attracted to approach it for complaint redressal as 

an alternate forum. 

• Study conducted in collaboration with “the institute of legal studies, Islamabad” 

—internees: Mr. Habib Hanzalah & his team.

The findings of this study group were that ADR is more effective method than opting for 

litigation, as our judicial system is highly overloaded with unnecessary pending cases which result 

in wasting the valuable time and energy of courts of law when most of the cases could easily be 

resolved just by involving an independent and neutral umpire.

The noteworthy advantages of opting for ADR is that, contrary to the judicial system, the parties 

are not always opponents but are collaborators striving to find a mutually acceptable resolution. 

Moreover, most of the time, neither of the parties loose along with safeguarding their interests. This 

is thus a perfect way to resolve the issues between complainants and FBR.

• Study conducted in collaboration with “Quaid-e-Azam University,  Islamabad” 

—internees: Ms. Hareem Fatima  

In Pakistan, reliance on the institution of Ombudsmen is making a striking difference, 

Ombudsmen can help in minimising the huge number of cases in courts, with its transparency and 

speedy system of recovery in place. However, there is a huge disconnection between taxpayers 

and their faith on legal/judicial system. If the taxpayers are introduced to such avenues like the 

Federal Tax Ombudsman where their grievances are of utmost importance and are solved in 

minimal time, a change can be anticipated where Ombudsman can bridge the gap between 
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taxpayers and the judicial system. Further, other institutions that are stacked with huge number of 

pending cases can look at the model of Ombudsman and seek guidance to resolve issues in a short 

time frame.

• Study conducted in collaboration with “the Millennium Universal College, 

Islamabad”—Internee: Mr. Ahmad Kamal

FTO, who acts as an out-of-court dispute settler, is one of the most reliable options available to 

taxpayers. Whenever injustice is done by actions of the tax employees of the Federal Revenue 

Division, FTO ensures the redressal of complaints of tax maladministration promptly, justly, fairly 

and independently through ADR mechanism.

The need to have ADR mechanisms put effectively in place and task to sensitize the law 

makers about the new avenues of ADR, should undoubtedly be focus of our legislative 

attention. While we are framing new rules for quick redressal, one must never undermine or 

unsubscribe from the utility and effectiveness of the dispute resolution apparatuses already 

available at national and sub national level. 

Conclusion:

Based on the above discussion, it is expedient to infer that the institution of Federal Tax 

Ombudsman should be utilized to resolve the disputes through reconciliation methods used in 

ADRs rather to pursue typical litigation proceedings which usually linger for ages resulting in 

mental as well as financial agony to the taxpayer. On the flip side, the dispute resolution products 

adopted by Federal Tax Ombudsman ensure cost-free, timely and robust resolution of disputes 

between taxpayers and Federal Board of Revenue.
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Chapter-11

Public Awareness campaign by the office of FTO is an endeavour to reach out all to segments of 

society, including the Chambers of Commerce & Industry, Business/Trade Associations and 

individual taxpayers. In 2022, the office of FTO has continued its awareness drive initiated in 2021 

and conducted Awareness sessions during January to December 2022. Out of these, three major 

seminar held at Islamabad, Peshawar and Karachi were presided by the President of Pakistan. The 

patronage and support provided by the Hon’ble President is the source of great strength for the office 

of the FTO, and brief summary of each session is given below:

A. President Dr. Arif Alvi Presides Over Public Awareness Seminar 
Arranged by Federal Tax Ombudsman at Aiwan-e-Sadar

A Public Awareness Seminar was held by the Federal Tax Ombudsman at Aiwan-e-Sadar 

Islamabad in February, 2022. The Seminar was attended by members of FPCC&I,  Islamabad, 

members of the ICC&I and RCC&I, officers of FBR and eminent taxpayers. Honorable President, 

Dr. Arif Alvi, while lauding the Federal Tax Ombudsman’s role in promoting ease of doing business 

and addressing the taxpayers trust deficit, emphasised the institution to enhance its outreach and 

adopt digitalisation to crub corruption, delays in disposal of cases, and bring about transparency. 

Hailing the role of FTO for providing Rs. 8.5 Billion relief to the taxpayers during the year 2021, the 

President stressed the need for improvement in relation with the people and the tax authorities. He 

viewed that cordial working relations between the FTO and tax institutions would also pave way for 

a conducive environment for the taxpayers.

The President of Pakistan Lauds & Supports 
FTO’s Outreach and Awareness Initiative



The honorable President said that the early adoption of technology was inevitable as in some 

cases, the delays were intentionally made to mint money and gave the example of the impediments 

in the procedures of Customs clearance of products exported by the business community. He also 

asked FTO to enhance its outreach to make the maximum number of taxpayers know the role of the 

organization.

In his address, Federal Tax Ombudsman Dr. Asif Mahmood Jah said that since his assuming the 

office on September 2021, relief was granted to business community in almost 99% of the cases. He 

apprised the audience that the FTO office aimed at creating an environment of trust for the business 

community and giving due respect to the tax payers. He informed the audience that the number of 

complaints had increased meaningfully. On this occasion, the President inaugurated FTO PORTAL 

and FTO Mobile App and gave away Certificates for outstanding performance to the best employees 

of FTO office.

B. Every Decision of Federal Tax Ombudsman is a Step Towards Better 
Pakistan

The Second Awareness Seminar was organized by the Federal Tax Ombudsman at Governor 

House, Lahore. President Dr. Arif Alvi, was the Chief Guest. The event was attended by a large 

number of Businessmen, Lawyers and Journalists from all over the province. While talking 

about providing facilities to the Taxpayers through Awareness Seminar, the President urged the 

businessmen and industrial community to come up with their own proposals for increasing the 

tax net instead of presenting their demands to the government, as this is the most effective way to 

get the country out of financial problems. “Let the people work together to increase the national 

income.”

Federal Tax Ombudsman Dr. Asif Mahmood Jah, while welcoming the President Dr. Arif Alvi, 

said that he had assured the President and the Prime Minister of Pakistan that, “we will do our best to 

provide Justice in the country in accordance with the laws and rules of the country.” He added that 

the office of FTO guard its decisions through monitoring of implementation. This improved 

atmosphere of harmony between Taxpayers and the FBR.
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Dr. Asif Mahmood Jah said that this institution has been set up to solve the problems of the 

people. “We are acting as taxpayer’s Advocate”. Under Section 33 of the Federal Tax Ombudsman 

Ordinance 2000, disputes are being resolved in a matter of hours through mutual consultations. He 

said that in order to promote tax culture in the country, we are developing an environment of 

friendship with the taxpayers as they are being given confidence to believe that in case of any 

difficulty, there is an institution which can be approached free of cost.

In his final comment, President Dr. Arif Alvi stated that he has expectation with the Federal Tax 

Ombudsman that he would resolve problems of the taxpayers in minimum time and keep them in the 

loop through awareness campaign. He expressed the hope that the FTO offices will also try to reach 

out to as many people as possible through its awareness campaign. 

C. President Dr. Arif Alvi addressed Awareness Seminar for Taxpayers 
About the Functions of the Federal Tax Ombudsman at Governor 
House Peshawar
th

On 5  September 2022, while addressing an Awareness Seminar at Governor House, Peshawar 

regarding role of Federal Tax Ombudsman (FTO) office for provision of prompt, quick and cost-free 

justice to people at their doorsteps, the President said that the state was responsible for providing 

standardized education, quality health services and jobs on merit to people and it was only possible 

when affluent section of society was brought under the tax regime by simplifying tax collection 

procedures. The President said that “If we compare the newspapers of 1950 and the one being 

printed today we would find well-off people always seeking to defer taxes owing to complex and 

lengthy procedures of tax collection,”  

Emphasizing upon building the confidence and trust of the people, he noted that most people were 

reluctant to pay taxes as they fear to be bothered by tax departments from time to time unnecessarily. 

In this situation, he said, the responsibility of the Federal Tax Ombudsman (FTO) multiplies as 

according to the law, FTO has to decide the tax-related complaints against federal tax authorities 

within 60 days. He expressed satisfaction that most of the complaints were being addressed by FTO. 

Instead of confrontation, he emphasized need to bring more well-off people under tax-net through a 

friendly and cooperative approach in order to get rid of obsolete tax culture and foreign loans.
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Dr Alvi said that the President Secretariat was speedily disposing tax-related complaints/ cases 

and no delay being done in this regard. He said that Alternative Dispute Resolution Committee 

(ADRC) exist in almost all the developed countries like England and the FTO role was very 

important for quick dispensation of justice.

The President underlined the need for more outreach of the federal tax ombudsman and creation 

of awareness about this office for facilitation of taxpayers and complainants. Acting Governor KPK, 

Mr. Mushtaq Ghani, expressing gratitude to the President for attending the FTO Seminar, despite his 

hectic schedule, said that tax collection in KPK has been increased to Rs. 30 billion against Rs. 10 

billion recorded in the past. He further said that reforms in tax collection machinery were imperative 

to increase the tax base.

Dr. Asif Mahmood Jah, Federal Tax Ombudsman while referring to performance of his office and 

various decisions in tax-related cases stated that the importance and effectiveness of the institution 

was increasing day by day due to mutual trust of taxpayers and people at large. To facilitate 

taxpayers, five new FTO stations have been established in different cities of the country, during the 

period under review. In 2021, FTO received as many as 3371 complaints and decided 2867, while 

the FBR’s acceptance response to FTO’s recommendations/ decisions was 88 percent. The Seminar 

was attended besides others by members of Sarhad Chamber of Commerce and Industry, senior tax 

officers, eminent tax payers and lawyers from various Tax Bars in KPK.

D. Dr. Arif Alvi Presides FTO’s Outreach and Awareness Session at 
Governor House Lahore

While addressing a seminar on the role of the Federal Tax Ombudsman at the Governor House 

Lahore, where Governor Mr. Balighur Rehman and Federal Tax Ombudsman (FTO) Dr. Asif 

Mahmood Jah were also present, the President stressed the need to facilitate taxpayers by 

dispensing speedy and cost-effective justice to them against the maladministration of tax officials. 

He said that adopting a people-friendly attitude and open-door policy by tax officials would 

encourage more people to voluntarily join the regime. Dr. Arif Alvi also underlined the need to end 

frivolous litigation by the tax administration against the FTO’s decisions in the cases where the cost 

of litigation exceeded the amount of tax involved to save government time and resources. He urged 
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the FTO to effectively play its role in the resolution of complaints by creating awareness among 

people about its role and services. The President appreciated FTO for incorporating the Alternative 

Dispute Resolution to mediate between taxpayers and the Federal Board of Revenue (FBR) for 

reaching mutual agreement and settlement among the parties. He said the process of lodging 

complaint by the affected party should be made easier by using electronic means of communication, 

also for recording statements of Complainants and Witnesses. He said this would encourage the 

affectees to approach the FTO for resolution of their issues caused by the maladministration of the 

tax officials.

The Governor, Mr. Balighur Rehman urged that efforts be made to encourage more people to pay 

taxes. Pakistan has very low Tax-to-GDP ratio compared to other countries. He said that an 

unfriendly attitude of officials of tax machinery towards taxpayers should be strongly discouraged 

and completely eliminated as it deters the people from becoming part of the tax system thus directly 

affecting the national kitty.

The Federal Tax Ombudsman Dr. Asif Mahmood Jah while thanking the President added that  the 

FTO office was providing relief to taxpayers in less than 45 days in a cost-effective manner, using 

online and other modern means of communications. He informed that an unprecedented increase in 

the registration and resolution of taxpayers’ complaints had been witnessed. He also briefed the 

President and the audience about the functions of his office. He urged the need to facilitate taxpayers 

by dispensing speedy and cost-effective justice to aggrieved taxpayers against the 

maladministration of tax officials, adding that adopting a people-friendly attitude and open-door 

policy by tax officials would encourage people to voluntarily become part of the tax system.

E.  President Dr. Arif Alvi Addressed the Awareness Seminar Organized 
by Federal Tax Ombudsman at Governor House, Karachi

President Dr. Arif Alvi urged all government officials to ensure the dispensation of justice to the 

public and their service in its true spirit so that problems faced by citizens could be resolved in the 

shortest possible time. Speaking at an awareness seminar titled " Roles, functions and performance 

of Federal Tax Ombudsman" held at Governor House, Karachi, the President said that it is among 

the primary duties of an ombudsman that he should expedite the process of dispensation of justice to 



74

ANNUAL REPORT 2022 FEDERAL TAX OMBUDSMAN

the aggrieved citizens and find a way out for resolving the issues affecting citizens in an individual 

capacity or as a larger group. The President said the written words of law sometimes cannot cater to 

and address all given situations, therefore, superior judiciary has been empowered to interpret the 

provision of the constitution and law. He said that legislation is a dynamic process that keeps on 

evolving to cater to new development, products, emerging business and trade processes and 

development of the society, which sometimes slow down the dispensation of services to the public. 

Federal Tax Ombudsman, Dr. Asif Mahmood Jah said that FTO is a dynamic and vibrant 

organization working for giving a respectable status to taxpayers so that they do not have to face 

problems while paying taxes and resolution of issues. FTO through resolution of individual and 

collective issues of large number of people has become a public relief organization. President Arif 

Alvi handed over cheques for the tax refund to citizens who had booked vehicles at higher tax rates 

but the government afterward reduced the rates.



Chapter-12

The key to success of any organization is to keep its employees motivated. The institution of the 

Federal Tax Ombudsman, is an organization where the performance goals are met through optimum 

utilization of Human Resources. During the year 2022, FTO Secretariat took part, celebrated and 

appreciated its team by organizing various events. Following are the highlights of some events: 

A. National Day Celebrations

A flag-hoisting ceremony was held at the Federal Tax Ombudsman Secretariat, Islamabad to 
th

mark the Diamond Jubilee Celebrations of Pakistan’s 75  Independence Day. A very senior 

diplomat Mr. Afrasiab Mehdi Hashmi also graced the occasion and enlightened the participants with 

his visionary thoughts. At the outset, Federal Tax Ombudsman, Dr. Asif Mahmood Jah hoisted the 

Pakistani flag. Speaking on the occasion, Dr. Asif Mahmood Jah said that establishment of Pakistan 

was a miracle, which was possible due to the eternal sacrifices of our forefathers and the muslims of 

the Sub-Continent. He said that the journey after independence was not easy. However, Pakistanis 

faced all adverse situations with great courage and adorable spirit of resilience.

His Excellency Mr. Afrasiab Mehdi Hashmi in his message, paid homage to Father of Nation, 

Quaid-e-Azam Muhammad Ali Jinnah and other leaders of the Pakistan Movement. FTO along with 

Chief Guest planted trees at FTO office premises. Besides officials of the FTO Secretariat and their 

families, a large number of people including Chief Advisor Mr. Sohail Altaf, Group Leader of 

Rawalpindi Chamber of Commerce & Industry, Honorary Business Coordinator Mr. Shakeel 

Munir, President Islamabad Chamber of Commerce & Industry, Advisor Dr. Arslan Subuctageen 

and Advisor Mr. Majid Qureshi. Former FTOs also graced the occasion.

Events and Programs Organized by 
FTO Secretariat During 2022
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 B. Independence Day of Pakistan was Celebrated in the FTO's Regional 

Office, Quetta

th75  Independence Day of Pakistan was celebrated in the FTO's Regional Tax Office, Quetta. The 

whole staff assembled in the office and commemorated the establishment of a free, sovereign and 

independent homeland. In order to mark the occasion, national anthem was played and the cake was 

cut in the company of the staff. On this occasion, rich tribute was paid to the statesmanship of Quaid-

e-Azam whose deep vision and insight translated a dream into reality. Homage was also paid to 

hundred of thousands of people who sacrificed their lives for a separate homeland. The gathering 

ended with the prayers and resolves to serve the country for national unity, its integrity and stability 

in every aspect of national sphere. 

C.  Iftar get-together arranged in Lahore, Sargodha, Gujranwala and 
Islamabad

“The holy month of Ramadan is a “time for reflection and learning, an 
opportunity to come together and uplift each other”; Hon’ble  FTO.

FTO Officers and Staff Secretariat arranged Iftar get-together in Islamabad, Lahore, Sargodha 

and Gujranwala. People from different walks of life were invited including Representative of 

Trade Bodies, members of Chamber of Commerce & Industry and Business Communities, Media 

persons and Coordinators. Former FTOs, Advisors and Senior Officials also graced the event 

namely Mr. Abdur Rauf Chaudhry, Dr. Mohammad Shoaib Suddle, , Sardar Irshad Mr. Yasin Tahir

Shaheen, Mr. Tariq Ahad Nawaz, Mr. Khalid Masood, Mr. Ahmad Owais Pirzada, Mr. Abdul 

Khaliq, and Mr. Muhammad Liaquat Munir Rao (Ex DG). Hon’ble Federal Tax Ombudsman, Dr. 

Asif Mahmood Jah lauded the services of FTO Fraternity which truly showed commitment and 

devotion to FTO office.

D. Staff Capacity Building Program

For the very first time in the history of the FTO Secretariat, a new initiative had been taken by the 

Tax Ombudsman, which was “Staff Capacity Building Program”, to improve knowledge, skills, 

understanding, values, attitude, motivation, and capability necessary to perform well at work. 
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 Hon’ble FTO stated that, “If an organization wants to remain competitive, then it has to maintain 

continuous improvement and workplace education. Fast pace technological development and 

organizational change help employers to realize that success demands the enhancement of 

employees’ skills and abilities and it requires uninterrupted investment in training and development 

for capacity building of the organization. Training is the systematic attainment and expansion of the 

knowledge, skills, and attitudes. Training is required by the employees to sufficiently execute a task 

or job and to improve performance in the job environment”.

Realizing the significance of training programs, the FTO Secretariat started offering training 

workshops which was conducted by the professional trainers of LUMS and Pakistan Institute of 

Management (PIM). Almost all secretariat staff was imparted the training courses on various skills 

development programs.

Training programs offered wide range of topics such as communication, mannerism, advance 

MS Office, complaint management information system, developing employee performance 

measurement and KPI System, human resource management and communication for 

organizational and personal efficiency.

E. Women Empowerment is Imperative for a Better Tomorrow

In order to boost the morale of female employees and cherish their accomplishments, an 

interactive session was organized by the Secretary, Farah Hamid Khan, FTO Secretariat Islamabad 

on 16.06.2022. Mrs. Sarwat Tahira Habib, Senior Advisor was also present on the occasion.

While speaking in the session, the Secretary said; “Empowering women at the workplace means 

that women can have better control over their lives. This means giving them the freedom to make 

their own programs, gain new skills, and gain autonomy. Women empowerment is created when the 

strengths that women bring to the workplace are accepted and used. I am always there to listen to 

your issues/challenges you face in an office environment; I want to help all the female employees 

achieve success and I want to actively encourage all of you to take more risks/new challenges and 

opportunities and build self-confidence”. The Secretary also directed that Sexual Harassment 

Inquiry Committee be re-established in the FTO Secretariat.
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Mrs. Sarwat Tahira Habib added that, “Women are better at Multi-Tasking. They can handle their 

job as well as household activities. Having such active female employees in leadership can help 

foster and grow aspirations for those looking to move up the ladder. Encourage women to pursue 

opportunities at every level. By promoting our female employees at the same level as men, we show 

them that they and their skills are valuable assets to our organization”.

The female staff, Ms. Kaneez Zahra, Ms. Naila Altaf, Ms. Kiran Shahzadi, Ms. Nisho Anwar and 

Ms. Zoyina Ali Pasha enthusiastically participated in the session and shared their working 

experiences with the participants. Talented women always need a voice in the workplace because 

they are still overcoming biases holding them back from advancing. Traditionally, men worked their 

way up the corporate ladder to assume senior leadership positions. Ms. Zoyina Ali Pasha, Assistant 

Advisor Research and Media added that heretofore female employees have never been fully 

included in succession planning and career planning, keeping them out of the loop for promotions 

into leadership positions, “we are blessed to have Dr. Asif Mahmood Jah, a well reputed, competent 

and highly professional Tax Ombudsman as our Career Mentor”, who always welcomes our 

innovative ideas and recognizes our exceptional efforts. He carefully and humbly listens to us, 

which really helps us feel more inclusive and empowered. Opinions were carefully listened to by the 

speakers and the session ended with vote of thanks.

F. President Dr. Arif Alvi Awarded Appreciation Certificates To The 
Top Eight Best Performers  Of  FTO Office 

thThe President of Pakistan Dr. Arif Alvi on 28  of February 2022 Awarded Appreciation 

Certificates during FTO Awareness Seminar at Aiwan-e-Sadr to “Best Eight Top Performers” of 

FTO office. Their consistent efforts and contribution were also highlighted in the function. The 

President said that no system without rewards and penalties could be successful,  The FTO hailed 

the initiative “as a great opportunity” for the employees to boost up their morale. The top eight 

recognized performers are as follows:

1. Mr. Abid Mehmood, Director (Admin), Karachi

2. Mr. Muhammad Farhan Khan, Director (Admin), Islamabad

3. Mr. Nazim Raza, Director (Admin), Lahore

4. Mr. Shahid Nawaz, Assistant Director (Security & ) Protocol
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Ms. Zoyina Ali Pasha Mr. Ibrar Hussain Mr. Waseem Iqbal Mr. Atta-ur-Rehman

Monthly Best Performers of the FTO Secretariat 

5. Ms. Zoyina Ali Pasha, Assistant Director (Media and Research) Islamabad

6. Mr. Muhammad Rizwan, Private Secretary, Islamabad

7. Mr. Jamshaid Iftikhar, Assistant, Islamabad 

8. Mr. Aakash Sandoria, LDC, Quetta 

G.  Best performer of the month in 2022

The best recipe to get optimum out put from staff is to create motivational spirit in them by 

becoming role model at senior level and also to appreciate their day-to-day performance through 

general recognition by way of certificates (or) and cash reward periodically. Following this 

principle, the FTO launched an initiative since January 2022 to select 01-02 employees every month 

from FTO Secretariat and Regional Offices across the country who had excelled in their 

performance for a particular month purely on merit in a transparent manner.

Mr. Mahir Farooq Mr. Fazal Ghafoor Mr. Saghir Sabir Mr. Maaz Ali
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Mr. Muhammad Bilal Mr. Muhammad Mushtaq Mr. Muhammad Rafique

Syed Danish Bukhari Mr. Mubasshir Yamin Mr. Muhammad Shahbaz

Mr. Habib Ullah Khan Mr. Shahid Farooq Ms. Nahida

Ms. Kiran Shahzadi Mrs. Kaneez Zahra Mr. Akhtar Hussain
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Chapter-13

A. Awareness Session at Punjab University

An interactive session to create awareness about the functions of FTO Office was conducted at 
th

Punjab University on 25  April, 2022 by Federal Tax Ombudsman of Pakistan Dr. Asif Mahmood Jah. 

On this occasion, FTO interacted with the students of Mass Communication and briefed them about 

the role of Federal Tax Ombudsman Office. They were also apprised about the complaints filing 

procedure. While delivering the key note address at Punjab University, FTO said: “Our youth is our 

real strength; Pakistan is a young country. I welcome all the talented students to join our internship 

program. This will provide a platform for young people to highlight their successes, concerns and 

drivers of innovation”. The students were also apprised regarding country wide campaign launched by 

the FTO Secretariat with the core objective to spread awareness of the grievance redressal mechanism 

of this forum so as to develop confidence amongst the taxpayers. The students shared their views with 

Dr. Asif Mahmood Jah and showed great eagerness to work for the office of FTO.

B. Visits to Lasbela and Hub in July, 2022  

The honorable FTO along with his team of advisors visited Hub, Balochistan to meet the 

members and office bearers of Lasbela Chamber of Commerce and Industry. The team was 

welcomed at the Lasbela Chamber by its President Mr. Irfan Sattar and other office bearers. The 

President of Lasbela Chamber informed about the nature of industries located at Hub and the 

problems faced by them on a daily basis. He also briefed about the potential of Balochistan 

especially various minerals which are available in abundance and need to be explored. He was of the 

opinion that few of these minerals if explored/mined and processed, have the export potential of 

FTO Engages the Business Community and 
Opinion Leaders Through Outreach
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billions of dollars and Lasbella Chamber is working hard to create awareness amongst domestic and 

international entrepreneurs in this regard. The need for establishing FTO’s office at Hub was also 

highlighted by Mr. Irfan Sattar as the local industry finds it difficult to approach the FTO office at 

Karachi or Quetta, hence they are reluctant to file any complaint against mal-administration by field 

offices of FBR. FTO while appreciating the genuineness of the problem agreed to establish FTO’s 

sub office at Hub. FTO also announced appointment of Mr. Irfan Sattar as member of the Advisory 

Committee and Business Coordinator of the FTO at Lasbella, Balochistan.

C. FTO Visits Rawalpindi Chamber of Commerce & Industry
th

Federal Tax Ombudsman, Dr. Asif Mahmood Jah addressed a meeting of traders on 19  July, 

2022 in Rawalpindi Chamber of Commerice & Industry. The Chamber President, Mr. Nadeem 

Rauf, Mr. Sohail Altaf, Senior Vice President Mr. Asim Malik, Vice President Mr. Talat Awan, 

former Presidents, Executive Committee members, Anjuman Tajiran representatives, FTO officials 

and Chamber members were also present on the occasion.

A presentation on six months performance of FTO was also made on this occasion. Dr. Asif 

Mahmood Jah while giving briefing to media said that the performance has been commendable in 

last six months. The audience was informed that about 3,000 complaints were received, out of which 

2,650 were addressed. FTO further said that the FTO office was not only handling taxpayers’ 

complaints but was also checking maladministration in tax matters through Suo Motu action. And 

also by conducting inspections of tax offices. More than 75 Suo Motu cases were taken up during the 

last sixth months, he added.

Mr. Sohail Altaf said that the appointment of Business Advisor by FTO has proved to be a 

welcome initiative which has not only helped in resolving tax issues but also brought the business 

community together with FTO as a partnership relation has been developed. It has helped in 

promoting a favorable and conducive tax culture. 

D. Visit to Karachi Tax Bar Association

A meeting with the office bearers of Karachi Tax Bar Association was held at the office of KTBA 

on 05-07-2022. The FTO and his team were received by the President, KTBA, Syed Rehan Jafri, Mr. 
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Abdul Qadir Memon and Mr. Zeeshan Merchant ex-presidents of the Tax Bar. Beside the President 

and ex- Presidents of the Bar, meeting was attended by a large number of Tax Practitioners enrolled 

with the KTBA. The President KTBA welcomed the FTO team and discussed issues of mutual 

interest and concern. He emphasized the need for frequent interaction between the Bar and FTO 

office so that problems faced by tax payers are identified and proposals for systemic improvements 

are made to the FBR. The members of Bar were of the view that there are frequent complaints of 

harassment by the lower staff which need to be fixed. The FTO advised the Bar to bring such 

complaints into the notice of the FTO office as under the Ordinance 2000, FTO is empowered to 

investigate cases of corruption and harassment by the tax officials and in number of cases has 

already given findings against the corrupt officers resulting in disciplinary proceedings. FTO 

highlighted the major cases where across the board relief was provided as a result of 

recommendations made by the FTO office. The members of the KTBA were appreciative of the 

relief provided to automobile Customers and low-paid employees in two different cases and stated 

that such decisions will increase the confidence and trust in FTOs office and its effectiveness. The 

Tax Bar also pointed out various anomalies cropping up due to new budgetary measures and were 

skeptical about any sea-change in the behavior of tax officials. The age-old complaints of repeated 

notices, holding back of due refunds without any plausible reason, problems faced in handling the 

IRIS software etc. are some areas of concern identified during the meeting. The KTBA further 

informed that notices and correspondence etc. served through IRIS should also be sent through 

registered post or courier service. FTO assured the Bar that such systemic issues will be taken up 

with FBR for further improvement in the system and to make it user friendly.

E. Visit to Federation of Pakistan Chamber of Commerce & Industry 
(FPCC&I), Karachi

The FTO visited the Federation House, Karachi on 07-07-2022. Mr. Irfan Iqbal Sheikh, President 

FPCC&I, Mr. Abdul Jabbar Memon, Haji Mohammad Yaqub and Mr. Suleman Chawla and 

members of the Federation were present. The meeting started with recitation from Holy Quran 

followed by the video message of Honourable President of Pakistan about the role and functions of 

the FTO Office. Mr. Irfan Iqbal Sheikh, President FPCC&I in his opening address warmly 

welcomed the Honourable FTO and his team to the Federation House and expressed his 

appreciation of the awareness drive by the FTO. The problems and issues faced by the Trade and 
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Industry were highlighted with special focus on the working of Inland Revenue department. The 

crux of the complaint was regarding difficulties faced by tax payers while using IRIS system. The 

need for making the software user-friendly was highlighted and it was suggested that hard copy of 

tax notices/other correspondence should also be mailed to the tax payers through registered 

post/courier service in addition to posting them on IRIS. It was also stated that Appeal Effect in 

income tax cases is not given on time and a considerable delay is caused which affects the capacity 

of tax payer to ascertain his real tax liability. FTO assured the House of taking cognizance of such 

maladministration in Suo Moto proceedings and recommending systemic improvements to FBR. 

The Members of the Federation appreciated initiatives taken by FTO in providing relief to general 

public by his land mark decisions especially in the case of automobiles where refund of extra 

amount of tax was been recommended by the FTO benefitting more than 9000 customers. The 

decision regarding illegal deduction of tax from salaries of low-paid employees was also very well 

appreciated by those present. The meeting witnessed a very interactives session during which issues 

of mutual interest were discussed. 

F. FTO Meets Pakistan Coating Association on 17.11.2022

As a measure to enhance awareness about the institution of FTO, the Hon’ble Federal Tax 

Ombudsman attended an Annual Dinner as Chief Guest hosted by Pakistan Coating Association 

(PCA) at Pearl Continental Hotel, Karachi. The Chairman, Mr. Siraj-ud-Din warmly welcomed 

FTO and his team. Advisor to FTO gave a brief presentation on the role and functions of the office of 

the FTO. He emphasized the need for frequent interaction between the PCA and FTO office so that 

problems faced by taxpayers are identified and proposals are made to FBR. The participants were 

apprised of the country-wide Awareness Campaign launched by the FTO Secretariat with the core 

objective to spread awareness about working, mandate and jurisdiction of FTO as an institution and 

redressal mechanism available to taxpayers for resolution of their grievances and to instill 

confidence amongst taxpayers.
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Public Recognition and Feedback 

Mr. Asim Ahmed (Chairman FBR): 

“It gives me immense pleasure to acknowledge the services of the officers of FBR Headquarters 

in implementing directions of Federal Tax Ombudsman. Their prompt response for crediting 

genuine refund amounts to the bank accounts of various taxpayers has provided great relief to the 

taxpayers. 

Mr. Nasir Raz Bajwa (Complainant): 

“I had never experienced such a quick action and response from any institution with the mandate 

to redress public complaints. I owe my thanks to the Hon’ble Federal Tax Ombudsman for 

standing up for the cause of taxpayers, protecting their interests against maladministration of tax 

functionaries and restoring their confidence in the stage organizations.”

Mr. Arif Siddique (Advocate HC): 

“I personally and on behalf of my client M/s Sadiq Wollen Mills (Pvt) Ltd. (Chief Executive Mr. 

Tariq Iqbal) want to show our gratitude for your help in getting back the Sales Tax amount which 

was illegally withdrawn by RTO, Gujranwala. The department refunded the amount in the month 

of March,2022”.

Chapter-14
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Mr. Gulam Qasim Bhatti (Advisor High Court): 

“We have  filed the Complaint which was fixed for hearing before Mr. Muhammad Majid 

Qureshi, Honourable Advisor (Income Tax). FTO, Headquarters, Islamabad. Due to the 

committed efforts of the learned Advisor, our case was resolved and the refund was paid with in 

couple of days. Timely action and monitoring of progress on daily basis by the learned Advisor 

was unprecedented.”

Mr. Asad Humayou Mirza (Deputy Director Tax Ms/ Shaheen Foundation): 

“We would like to express our deep gratitude and highly appreciate commendable support and 

influence exerted by your Honourable office in expeditious  disposal and release of our long 

outstanding income tax refund claims ok PKR 51.2 Million for tax year 2009”.

Dr. Syed Kaleem Imam (TI, QPM, PPM, UNPM, NSC): 

“It gives me immense pleasure to place on record sincere admiration and my heart-felt 

appreciation for the noteworthy efforts made by you in publishing Newsletter of Federal Tax 

Ombudsman Secretariat, October-November, 2021. The achievements and initiatives taken by 

Federal Tax Ombudsman Secretariat are commendable.”

Syed Rehan Hasan Jafri: 

“We are thankful to your good office for sending with a note that the publication contained the 

information of activities of FTO’s office is a source to keep us update with the latest and to move 

forward in a better way through correct interpretation under different areas of law. It is again 

submitted that the Supreme FTO’s office is a source of inspiration and justice to the tax 

fraternity and we look the same in future as well. 

Mr. Zahid Hussain (Chairman Pakistan Furniture Association): 

“The Honourable Federal Tax Ombudsman was very kind to consider our this very genuine 

problem sympathetically and after listening to our viewpoint and keep in view the adverse effect 
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of the aforesaid specified covered area on the furniture business community recommended  to 

the FBR to consider the exclusion of furniture Retailers from the ambit of the cited provision in 

the next budget by brining an amendment to that effect in the relevant section of law”.

Syed Rehmat Ali Shah: 

“Our Association feel honoured and expresses its deep appreciation for the support, your office 

have extended to the OEP business community in a very efficient and very well-organized 

manner under your dynamic leadership, for taking up tax related issues with FBR for redressal. 

There is no doubt that such support and prompt in acquiring the trust of the business community, 

empower the achievements of sustainable development goals and ensure growth progress”.

Mr. Mazin Riaz (Complainant): 

“I am very pleased to inform you that due to high efforts of  Dr. Asif Mahmood Jah sb, I  got my 

prize money in my bank account yesterday. I am very thankful to you and your team to resolve my 

complaint”. 

Mr. Mohammad Saleem (Complainant): 

“Respected Sir, a million thanks to you and Dr. Tariq Mehmood Khan, your Advisor in Lahore for 

taking up my complaint and for effectively pursuing it with excellent results, many thanks again. 

I know now first hand how effective FTO is in addressing Tax Payer’s complaints. 

Mr. Aziz ur Rehman Awan (AR of the Complainant): 

“Honourable Sir, on 17.11.2022 you conducted hearing via video link in our review petition in 

the office of the Advisor Incharge, Regional Tax Office, Quetta. The fortitude, decency and 

politeness with which you listened to our viewpoint is immensely commendable and 

praiseworthy. By acceding to our submissions, you have upheld the lofty principles of justice and 

norms of administrative ethics. It is earnestly hoped that the institution of the Federal Tax 

Ombudsman under your sincere and dedicated leadership would continue to redress the genuine 
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grievances of the taxpayers for promoting transparency in the taxation system of the Federal 

Board of Revenue. 

Mr. Waqar Ahmed (Complainant):

Today, I have received a positive report from Auditor, Sales Tax regarding my case. Indeed it is 

just because of your strong intervention. I have no words to thank u as you helped me when I was 

in pain. I strongly feel God has appointed you for me. I cannot explain when I met you first how 

much I was broken. Now, I am able to regain myself and be able to start my business activities 

again. Me and my family will always pray to God for you your family and your loved ones.

 God bless you! 
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Chapter-15

A. FTO’s Advisory Committee (Hqs) Meeting at FTO Secretariat, 

Islamabad held on 19.05.2022

A meeting of the FTO’s Advisory Committee HQs was held at Islamabad on 19.05.2022. The 

meeting was presided over by the Hon’ble Federal Tax Ombudsman, Dr. Asif Mahmood Jah. Mr. 

Sohail Altaf, Group Leader, Chamber of Commerce & Industry, Rawalpindi, Mr. M. Shakeel Munir, 

President, ICC&I, Islamabad, Engr. M. A Jabar, Vice President, FPCC&I Islamabad office, Mr. 

Mushtaq Ahmed, President, Peshawar Tax Bar Association, Peshawar, Mr. Zia-ul-Haq Sarhadi, 

President, Frontier Customs Agents Association, Peshawar, Mr. Amjad Farooq, Nimir Industrial 

Chemicals Limited, Lahore, Mr. Abid Mehmood, Chief (IR-Operation), FBR, Raja Ahmer Waqas 

Second Secretary FBR, Mr. Anwar Ch. Chief (IT-Operation)-IR, FBR (HQ), Islamabad, Prof. M. A. 

Ruf Ruf, Lahore and Mr. Aneel Peter, Regional Committee Member of ICAP, Peter & Co. attended 

the meeting. Secretary FTO, Secretariat, Islamabad, Registrar, FTO Secretariat and Advisors to the 

FTO, Dr. Arslan Subuctageen, Ms. Sarwat Tahira Habib, Mr. M. Muhammad Tanvir Akhtar, Mr. 

Majid Qureshi and Mr. Almas Ali Jovindah, FTO Islamabad also participated in the meeting.

The Federal Tax Ombudsman, in his opening remarks, thanked the participants of the Advisory 

Committee, and explained the mandate and functions of the Committee. He stated that the 

Honourable President of Pakistan has upheld almost all the decisions of FTO Office, which were 

challenged by the Department during his last 08 months tenure. He informed the audience that the 

FTO office was redressing taxpayers’ grievances within 60 days. However, in a number of cases, the 

issues were resolved through a telephonic call by using powers u/s 33 of FTO Ordinance, 2000. He 

appreciated the efforts made by Advisor (ST) FTO Secretariat and R.O Karachi. He informed the 

participants that Honorary Business Advisors were appointed in Regional Offices, as decided in 

Advisory Committee meeting held on 16.12.2021.

Mr. Mushtaq Ahmed, President, Peshawar Tax Bar Association stated that there are lot of issues faced 

Performance of the FTO’S Advisory Committees 
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by the taxpayers due to private practice of FBR’s officials. The members also stated that the direction be 

issued to the FBR for early disposal of Appeals, which takes months and in some cases years. Mr. Sohail 

Altaf, Group Leader, RCCI, Rawalpindi, lauded the efforts made by Hon’ble FTO for resolution of 

taxpayers’ grievances. He suggested that single Audit should be conducted for taxpayers in a single year 

as 3-4 audits in a short period of time adversely impact the working of taxpayers. He said that the FBR is 

using Point of Sales (PoS) for harassment, which should be looked into. The incentives should be 

introduced for the taxpayers who were registered under PoS. Mr. Amjad Farooq, from Nimir Industries 

Limited, lauded initiatives taken by the FTO office. The FTO appreciated performance of Advisors and 

thanked members of the Advisory Committee for their valuable inputs.

B. Meeting of the Advisory Committee (Central) at Lahore held on 17.09.2022

 Federal Tax Ombudsman, Dr. Asif Mahmood Jah said that his office was providing full services 

to masses as a public relief-oriented institution. Lahore Chamber of Commerce & Industry 

(LCC&I)’s Senior Vice President Mian Rehman Aziz Chan, Vice President Haris Ateeq, former 

Vice President Kashif Anwar, FTO Advisors Dr. Sarfraz Warraich and Mr. Almas Ali Javinda also 

spoke on the occasion. Dr. Asif Mahmood Jah informed that due to intervention by the FTO, tax 

deduction on low salaries of daily wagers and contract employees has been abolished. He further 

infomed that more than 100 persons were served with irrelevant notices by the FBR to notify them in 

Tier-1, however on intervention by the FTO, the same have been withdrawn by FBR.

FTO further stated that his office was introducing a fast system for the registration of complaints 

and was formulating strategies for quick resolution of the taxpayers’ problems. Referring to the 

recent ban on import of luxury items, FTO said the difficulties of importers were being reviewed. He 

said that the main objective of the FTO is to create facilities for the business community. He added 

that being the Coordinator to FTO, LCC&I Senior Vice President Mian Rehman Aziz Chan is 

playing a crucial role for business community. LCC&I Senior Vice President said that the 

complaints dispensability ratio by the FTO is a benchmark and that the entire judicial system should 

follow the same. He said that most of the problems faced by the business community are now 

resolved quickly because of the FTO institution. The Federal Tax Ombudsman thanked the 

participants for their valuable time and inputs.  

C. Second Meeting of the FTO’S Advisory Committee (Hqs) Islamabad 

held on 29.09.2022

The second meeting of the Advisory Committee (HQs) was held at Federal Tax Ombudsman 

Secretariat, Islamabad, on 29.09.2022. The Meeting was presided by the Hon’ble FTO, Dr. Asif 

Mahmood Jah. Due to attendance by the Coordinators and Senior Tax Officils, the discussion 
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concluded into meaningful recommendations for reform and improvement in FTO’s performance. 

While appreciating the performance of FTO Office, Malik Sohail Hussain, Secretary General US-

Pakistan Chamber of Commerce and Mr. Muhammad Adnan Jalil suggested that there is need to minimize 

interaction between taxpayers and tax collectors. He further suggested that mobile app should be introduced 

for Complainants and refunds should be processed in shortest possible time. Ms. Saima, President Women 

Chamber of Commerce, Hazara stated that One-Window-Operation for women should be installed.

Mr. Yasin Tahir, former Senior Advisor, FTO Office and former Chairman IPO, Islamabad, 

suggested that awareness campaign by FTO Office can be made more productive by visiting 

different Chambers. He stated that if any taxpayer voluntarily declares higher value of goods at 

import stage, he should be assessed in a rightful way and facilitated so as to encourge true 

decleration  and discourage under-invoicing.

Mr. Salman Nabi, former Chairman, NTC and former Member (Income Tax), FBR, suggested 

that Income Tax Return filing be simplified to facilitate the taxpayers. FBR should send teams to 

different Chambers to facilitate business community in filing income tax returns. He further 

suggested that backlog of tax refund claims should be liquidated and refund claims processing 

system should be made transparent by displaying it on FBR's website.

Mr. Ramzan Bhatti, former Advisor, FTO and former Member (Customs) FBR, suggested that 

services of those Officers, who are helping taxpayers under the FTO's directions, should be 

acknowledged/ appreciated, matters relating to jurisdiction be expeditiously settled. He further 

stated that public auctions by Customs and verifications of auctioned vehicles by Excise and 

Taxation Offices/MRAs should be made online under WeBOC module to avoid any malpractices.

Mr. Muhammad Tanvir Akhtar, Advisor (Income Tax), FTO Office, Islamabad, proposed to update 

FTO Ordinance, 2000. Mr. Arshad Nawaz Cheena, Chief, Inland Revenue, FBR, Islamabad informed  

that a Facilitation Center has been established at RTO, Islamabad for return filing. He informed that 

pending refunds have been cleared up till 15.08.2022. Mr. Muhammad Siddique, former Advisor, 

FTO Office stated that implementation of FTO decisions should be done promptly by FBR and it 

should avoid unnecessary filing of Review or Representations causing delay in implementation.

Dr. Asif Mahmood Jah, briefed the participants about the working of FTO Secretariat and 

thanked them for their valuable contribution. He informed that so far around 5000 complaints have 

been filed and 4500 complaints disposed of during the first year of his tenure.

D. Meeting of the Members of the Advisory Committee at Karachi held 

on 07.07.2022

The meeting of Advisory Committee of Federal Tax Ombudsman was held at the Conference 



Room of Regional Office, Karachi under the chairmanship of FTO. The meeting started with 

recitation from Holy Quran and after that renowned religious scholar and media person, Mr. Aneeq 

Ahmed, who was present on special invitation by the FTO, gave a brief talk on the importance and 

significance of “Adal” and “Ahsan” in the light of teachings of Quran and Sunnah. He underscored 

the need for understanding how significant these virtues are and impressed upon the participants to 

realize the burden of responsibility entrusted to them by Almighty Allah by ensuring fairness and 

justice while dealing with fellow human beings. Mr. Aneeq Ahmed praised the institution of FTO 

and traced back the roots of Ombudsman which existed since the advent of and even prior to Islam.

In the begining, the video message by the Honourable President of Pakistan about the role and 

significance of FTO was displayed. The President in his video message appreciated working of the 

Institution and advised more and more outreach programs to create awareness about the office of 

FTO. The Federal Tax Ombudsman gave a brief account of the working of the institution during the 

preceding year. The participants expressed satisfaction and appreciation on the milestone crossed 

during the preceding six months under the incumbent FTO when the number of complaints 

investigated and decided exceeded those registered in the whole previous year. The percentage of 

implementation of FTO’s recommendations also crossed the 90 percent mark during last six months 

and the endorsement by President, of FTO’s decisions remained over 98% during this period. FTO 

invited opinions and suggestions from the members of Advisory Committee for further 

improvement and to enhance effectiveness of the institution. The members of the Advisory 

Committee including Mr. Abdul Jabbar Memon, FPCC&I, Syed Rehan Jafri, KTBA, Haji Nazim, 

social worker, Ismail Sattar, President Lasbella Chamber of Commerce & Industry, Mr. Illahi Bux 

Anwer, President Bin Qasim Chamber of Commerce & Industry, Mian Mohammad Ahmed, Patron-

In-Chief Bin Qasim Chamber on video link, Sheikh Shafiq Jhookwala, Chairman PREGMA, Mr. 

Ehtesham, Media Person, Mr. Ashraf Khan, Media person, Mr. Shahnawaz Akhter, Media person 

and Mr. Mohammad Ali, Senior News Reporter attended the meeting.

Towards the end of meeting, FTO distributed Certificate of Excellence to the senior tax officers 

who had positively contributed during the investigation and implementation stages of various 

complaints. The meeting of Advisory Committee concluded with a vote of thanks to and from the 

Chair.
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A. OIC Ombudsmen Association: Board of Directors Meeting at Rabat

The meeting of the Board of Directors of OIC Ombudsmen Association (OICOA) was held on 
th th

29  and 30  March 2022 in Rabat, Morocco which was attended by Hon’ble Dr. Asif Mahmood Jah, 

Federal Tax Ombudsman Pakistan and Mr. Khaldun-ul-Haq, Director General of Federal Tax 

Ombudsman Secretariat.

Mr. Mohamed Benalilou, Mediator of the Kingdom of Morocco, while welcoming the Board of 

Directors and Members, thanked them for their kind response to the invitation for this event and 

showed his confidence that the guests presence would enormously contribute to the cause of 

Ombudsmenship in the Muslim World and the meeting will remain a memorable event in many 

ways. The Chief Ombudsman of Turkey and President of OICOA, Mr. Şeref Malkoç welcomed the 

Members in his opening remarks.

In this meeting, all the participating members unanimously supported the idea to initiate training 

program for the promotion of Ombudsmenship in the OIC Community. All members of the 

Association have been requested for their participation in training sessions. All members of BoD 

were requested that the website of OICOA should be developed in order to make people aware of 

services and latest devolvements of Ombudsmen Association.

To strengthen the communication network among Ombudsmen Association, Secretary General 

of OICOA, Dr. Asif Mahmood Jah gave brief presentation on the Role of Federal Tax Ombudsman 

Chapter-16

International Engagements of the FTO
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Secretariat, Pakistan. He informed audience about the latest initiatives taken by FTO office to 

resolve taxpayer’s grievances promptly, minimize investigation time and to become a bridge 

between the taxpayers and Federal Board of Revenue. The Members of OICOA appreciated the 

performance of Federal Tax Ombudsman and shared their work experiences as well. The meeting 

concluded with a vote of thanks to Mr. Mohamed Benalilou, Mediator of meeting and representative 

of the Kingdom of Morocco.

B. FTO attends General Assembly Meeting of OICOA in Baku, Azerbaijan

Organization of Islamic Counties Ombudsman Association (OICOA)/General Assembly 

Meeting at Baku Azerbaijan vowed to strengthen coordination and sharing working experience.

thThe General Assembly meeting of OICOA was held on 18  of October, 2022 in Baku Azerbaijan 

which was attended by Dr. Asif Mahmood Jah, Federal Tax Ombudsman Pakistan and Secretary 

General of OICOA. The President of OICOA Mr. Seref Malkoc welcomed the members and showed 

his confidence that their presence would enormously contribute to the cause of Ombudsmanship in 

the Muslim World.

The Secretary General of OICOA, Dr. Asif Mahmood Jah felicitated the organisers for providing 

a wonderful opportunity of interaction to the participants from muslim countries .He emphasized 

the importance of training and sharing from the experience of all ombudsman institutions in the 

muslim world. He further proposed development of a comprehensive training program for the 

participating countries to benefit from the experience and best practices of each other. The FTO also 

held one-on-one meetings with the delegates in the General Assembly meetings and discussed ways 

and means for further co-operation.

C. International Ombudsmen Conference, Ankara, Turkiye

World Ombudsmen met at the International Conference on "The Future of Human Rights in the 
st

21  Century" organized jointly by the Ombudsman Institution of Turkiye and the European Union.
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Conference was held in Ankara, on 11-12 January, 2023 and Ombudsmen from 40 different 

countries participated to discuss Empowerment & Role of the Ombudsman in the Protection and 

Promotion of Human Rights".

Federal Tax Ombudsman of Pakistan Honourable Dr. Asif Mahmood Jah was among the 

distinguished galaxy of World Ombudsmen and was key note speaker on the role of Ombudsmen in 

the protection and promotion of Human Rights in the 21st Century.

The Powerful deliberations of Honourable FTO at the Conference, enlightened the audience 

about the role of Federal Tax Ombudsman in the protection of Rights of Tax Payers in Pakistan. 

Honourable FTO was the only Ombudsman in the Conference who ensures rights of Tax Payers and 

his thoughts and experiences, inspired many to actively protect financial rights of people, being one 

of the fundamental rights in their respective countries. 

Honorable FTO emphasized to further strengthen the effectiveness and independence of the 

Ombudsman Institution and align it further with best practices worldwide.

Ombudsman of Turkiye Seref Malkoc made extraordinary arrangements to make this 

Conference as a landmark event and to strengthen the Institution of Ombudsmen and to make its role 

more effective through cohesive efforts worldwide.

Opening Session of the Conference was presided by Speaker of the Grand National Assembly of 

Turkiye, Prof. Dr. Mustafa Sentop.

Ombudsman of Turkiye Seref Malkoc, Head of the Delegation of the European Union to 

Turkiye, Ambassador Nikolaus Meyer-Landrut, Deputy Minister of Foreign Affairs and Director 

for EU Affairs Faruk Kaymakcı, and UNHCR Representative in Turkiye Philippe Leclerc delivered 

speeches in the opening session.

Second Session was held in the Presidential Complex and Honourable President of Turkiye, 

Rajab Tayyip Erdogan was the Key Note Speaker, who emphasized, through his powerful speech, 

that a vibrant Ombudsman, along with professional bureaucracy and an independent judiciary, is 

vital to every country.

President Erdogan personally greeted all the Ombudsmen and was delighted to meet Federal Tax 
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Ombudsman Dr. Asif Mahmood Jah.

Alongside the Conference, there were sight-seeings of beautifully-built Mosque and National 

Library in the Presidential Arena. A visit to National Assembly which was followed by the dinner 

hosted in the Assembly Dinning Hall, by the Speaker of the Grand National Assembly of Turkiye, 

Prof. Dr. Mustafa Sentop.

In the final session, it was unanimously resolved that Ombudsmen offices are the key institutions 

in mature and effective democracies. They provide an essential instrument for citizens in general 

and businessmen to protect their rights against unlawful actions of the State, and to ensure that 

human rights and the principles of good administration are respected. The robust and effective 

Ombudsmen offices must ensure that citizens have trust in their Institutions.
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Chapter-17

New Initiatives at FTO

A. Overseas Pakistanis Grievances Redressal Cell 

The Federal Tax Ombudsman has established the Overseas Pakistanis Grievances Redressal Cell 

(OPGRC) in the FTO Secretariat to deal with the complaints of overseas Pakistanis pertaining to 

Federal Taxes. The OPGRC’s work shall be regulated by the provisions of Section 2 of the 

Establishment of the Office of Federal Tax Ombudsman Ordinance, 2000 defining 

maladministration and Section 9 ibid stipulating jurisdiction of the FTO Office.

The complaints relating to Income Tax/ Customs/ Sales Tax/Federal Excise lodged by any 

overseas Pakistani shall be taken up with FBR/relevant tax-authority for a report/redressal within 15 

days of its receipt and complainants will be kept informed about the progress/redressal of their cases 

through E-mail, WhatsApp, voice messages and calls. 

C E L L
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In case the relevant tax authority fails to redress the grievance, lodged with it, within 30 days, it 

shall be automatically transferred to the Complaint Management Information System (CMIS) of 

FTO Secretariat for further investigation and allocation to the relevant Advisor/Investigation Officer 

in terms of Federal Tax Ombudsman Investigation and Disposal of Complaints Regulations, 2001. 

A close liaison shall be maintained with the Ministries of Foreign Affairs, Overseas Pakistanis & 

Human Resource Development, Labour and Manpower, Pakistan Missions Abroad, Community Welfare 

Attaches and Labour Attaches abroad to facilitate early redressal of taxpayers’ grievances and follow up. 

The systemic issues, brought up in overseas Pakistanis' complaints, will be taken-up with FBR on regular 

basis. The OPGRC shall be headed by Almas Ali Jovindah, Advisor Legal, FTO Secretariat.

B. Facilitation Desk For Taxpayers

In order to facilitate the taxpayers, FTO Secretariat has set up a facilitation desk at its premises. 

Addressing the inaugural ceremony, Dr. Asif Mahmood Jah said that our main objective is to show 

respect to the taxpayers. With the establishment of the facilitation desk, the taxpayers would now 

be able to avail all Customs/tax-related services and get their issues resolved within the FTO’s 

premises at Islamabad. 
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C. Health Care Clinic 

A free of cost Health Care Clinic has recently been established at FTO Secretariat, Islamabad to 

provide basic health care facilities and medicines to the employees.



D. Provision of Coaster for FTO’s Awareness Campaign and Staff 
Welfare

A coaster facility has been provided at Federal Tax Ombudsman Office, Islamabad for conducting 

awareness sessions and staff welfare activities. The taxpayer’s facilities, provided by FTO, are also 

being disseminated for the public awareness through this mean. 
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Acknowledgment / Appreciation of FTOs’ Contribution 
for Providing Substantial Relief to Aggrieved Taxpayers
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Chapter-18
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Picture Gallery and Media Coverage 

Chapter-19

Presenting Annual Report 2021 to Hon’ble President of Pakistan
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Hon’ble President of Pakistan Dr. Arif Alvi with FTO, Advisors & Staff
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Pakistan’s Federal Tax Ombudsman Dr. Asif Mahmood Jah, meets Chief Ombudsman 
of Turkey & OICOA President Mr. Seref Malkoc, Mediator of the Kingdom of Morocco 

Mr. Mohamed Benalilou and Azerbaijani Ombudsperson Sabina Aliyev

Group photo of Mr. Hamid Asghar Khan, Pakistan’s Ambassador in Morocco and 
Embassy Staff with the delegation of FTO  Dr. Asif Mahmood Jah
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Ambassador of Pakistan to Morocco Hamid Asghar Khan receiving shield from FTO 
_____ Federal Tax Ombudsman of Pakistan Dr. Asif Mahmood Jah accompanied by 

Chief Ombudsman of Turkey and President of OICOA Mr. Seref Malkoc 
and Moroccan Mediator Mr. Mohamed Benalilou

thFlag Hoisting Ceremony At FTO HQ’s  Islamabad On 75  Independence Day

Visit to Customs House, Islamabad
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thFlag Hoisting Ceremony At FTO HQ’s  Islamabad On 75  Independence Day
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th
14  August National Flag Hoisted at Regional Sec. FTO Sargodha

th
14  August National Flag Hoisted at FTO Regional Office, Lahore

th14  August National Flag Hoisted at FTO Regional Office, Quetta
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FTO’s Awareness Seminar At Governor House Peshawar
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Advisor Majid Qureshi Conducted Awareness Session at University of Haripur

Advisor Customs Dr. Arslan Subuctageen and Advisor IT Mr. Majid Qurashi held an 
Awareness Seminar at Directorate of Training and Research (Customs), Islamabad.

Awareness Seminar Held in Sarhad Chamber of Commerce & Industry, Peshawar
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Dr. Asif Mahmood Jah With Vice Chancellor F.J.M.U, Dr. Khalid Masud Gondal and Others

FTO team met Pakistan Paper and Paper Board Merchant Association at Karachi

Consultation Session at FTO Secretariat with Former Advisors and Senior FBR Officers 
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FTO Dr. Asif Mahmood Jah Attends General Assembly Meeting of OICOA at Baku, Azerbaijan

Mr. Ijaz A. Khokhar Appointed Honourary Business Co-ordinator for SME Sector, Sialkot

Advisor Abdur Rehman Dogar Held An Outreach Session With President & Executive 
Body Of Sialkot Tax Bar Association Sialkot



117

ANNUAL REPORT 2022 FEDERAL TAX OMBUDSMAN

 Special Assistants to the Prime Minister, Industries & Production Tasneem Ahmed Qureshi 
and Khawaja Zafar Iqbal With Hon’ble FTO Dr. Asif Mahmood Jah

Dr. M. Akram Khan, Khawaja Umer Farooq, Prof. Masood ul Rasool and 
Sheikh Asif Iqbal With FTO Dr. Asif Mahmood Jah

Visting Rawalpindi Chamber of Commerce & Industry
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A Cheque Distribution Ceremony of Excess Sales Tax Refunds Amongst Car Owners 
by FTO, held at the Rawalpindi Chamber of Commerce & Industry

Meeting with Chamber of Commerce & Industry Quetta

Hon’ble FTO Dr. Asif Mahmood Jah presenting FTO newsletter to Governor Balochistan
Mir Jan Mohammad Khan Jamali at Governor House Quetta
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Federal Tax Ombudsman, Dr. Asif Mahmood Jah receiving award from the 
President of Pakistan Dr. Arif Alvi for the recognition of "Hard Work and 

Record Number of Cases" Implemented and Disposed by FTO.

st1  FTO Awareness Seminar at Aiwan-e-Sadr Islamabad
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BOD Meeting at Rabat Attended by FTO, Secretary General of OICOA

Meeting with "Pakistan Coating Association" Karachi.

Ahsan Zafar Bakhtawari President ICCI Nominated as “Honorary Business Coordinator” by FTO
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LAHORE: Federal Tax Ombudsman Dr Asif Mahmood Jah said on 
Monday that about 90 percent of the decisions announced by him have 
been accepted by both the complainants as well as by the Federal 
Board of Revenue (FBR).
Talking to Business Recorder, he said, he has recently presented the 
annual report of his office for the year 2021 to President Arif Alvi. The 
president has appreciated the efforts made by his office in dispensing 
justice to the taxpayers, he added.
He said his office had disposed of 2,867 complaints out of a total of 3,371 
in 2021. It is encouraging to state that out of these 2,867 complaints, 
2,556 (80.15%) were accepted by the complainants and the FBR, he 
said, adding that only in 311 cases (10.85%) either review or 
representation was preferred by the complainant or the Board.
Similarly, he said, 88.15% of his recommendations had been 
implemented during 2021. Dr Jah said his office has made 
recommendations for processing the refund cases to the tune of 
Rs8499.11 million and the same were sanctioned by the Board in 2021. 
He pointed out that the disposal time of complaints was reduced to 
57.29 days in 2021 from 68.43 days in 2020.
“I had also undertaken 217 Own Motion investigations in 2021 (against 
18 in 2020) and conducted 74 outreach and awareness as compared to 

50 such sessions in 2020”, he added.
He said his office has also launched mobile phone application, FTO 
portal, digital SMS, FTO YouTube channel, four additional regional 
offices at Abbotabad, Sargodha, Sukkur, and Sialkot to enhance the 
outreach of the organization to provide justice to taxpayers of those 
areas against maladministration of respective tax authorities.
He said his office has also safeguarded the public exchequer by 
detecting illegal refund claims through own motion investigations as 
well as inspection of the offices of FBR. In a recent case, he said, he 
had proposed strict disciplinary/ criminal action against senior officers of 
the Board for their involvement in issuance of illegal refund amounting 
to Rs 123.4 million to a foreign company. He said his office was also 
carrying out a study through PIDE on the merger of Alternate Dispute 
Resolution Committees (ADRCs) with his office to expedite resolution 
of complaints of taxpayers in future.
He said he has also ordered an immediate crackdown against illegal 
luxury cars and instructed the authorities to impound smuggled and 
Non-Custom Paid (NCP) luxury vehicles or those with fake registration 
carrying documents illegal high-end cars and SUVs with an engine 
displacement of over 2000cc.

FTO says 90pc of his decisions 
accepted by complainants, FBR

26 April, 2022

https://www.bolnews.com/pakistan/2022/01/
alvi-orders-action-against-fbr-officials-for-
causing-problem-to-senior-citizen/

News link
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(UrduPoint 14th Apr,  2022) :  Federal  Tax 
Ombudsman (FTO) has recently made new decisions 
to provide relief and fair treatment to taxpayers.
The FTO has always striven to facilitate tax payers, 
for which we have good coordination with the Federal 
board Revenue (FBR) , Adviser Income Tax 
Investigation, Muhammad Majid Qureshi said this 
while addressing a press Conference here. The 
Adviser said that recently a lower paid employee of 
Pakistan Broadcasting Corporation (PBC) had 
complained about deduction of undue tax in his salary 
which was discussed with fbr and this was resolved. 
He said that the Auditor General of Pakistan(AGP) 
had implemented this in the months of March salary 
and thousands of employees of PBC were given 
relief.
Now there is no tax deduction in the salary of these 
employees, he informed. He said that all the regional 
offices of FBR and other agencies have been 
informed about this and they will implement it.
He said that the media has a big role to play in 
informing the people about proper taxation Majid 
Qureshi said that tax deduction on salary less than 
Rs. 600,000 is not legal. And it covers more contract 
employees. The Adviser further said that people were 
also facing many problems in vehicle booking.

FTO To Provide 
Fair Treatment 
To Taxpayers

LAHORE: Federal Tax Ombudsman 
(FTO) Dr Asif Mahmood Jah has 
taken notice of the absence of facility 
i n  W e B o c  s y s t e m  t o  v e r i f y 
mismatched particulars of import 
documents with regard to particulars 
of the customs-cleared vehicles.
The excise and taxation department 
approached the FTO through a 
complaint copy avai lable with 
Business Recorder, on problems 
being faced in correction of wrongly 
entered particulars of vehicles at the 
time of customs clearance in WeBoc 
system.
It may be noted that the department 
is entrusted with the responsibility of 
registration of vehicles through its 
motor registration authorities in the 
province. Hundreds of new vehicles 
are being registered on daily basis, 
including the customs cleared 
vehicles from Karachi. The motor 
registration authorities rely on the 
W e B o c  s y s t e m  o f  c u s t o m s 
department for ver i f icat ion of 
particulars of the imported vehicles.
The complaint has pointed out that in 
many cases there is a mismatched 
chassis number as well as make and 
maker of vehicles, which leads to the 
difficulty on the part of excise 
department as the registration 
process could not be completed until 
a correction from the customs 
authorities. It has further added that 

the WeBoc system, a paperless 
mechanism to verify particulars of all 
the Customs cleared vehicles, 
provides no facility to the motor 
reg is t ra t ion o ff ices o f  exc ise 
department to report any such issue 
where there are mismatched 
particulars on the import documents 
and WeBoc. Accordingly, it causes 
de lay in reg is t ra t ion process 
because the motor registration 
offices have no option but to rely on 
the correspondence with Customs 
department to clarify particulars of 
vehicles and record correction in the 
shape o f  ver i f i ca t ion le t te rs . 
However, a delayed response from 
the Customs department causes 
hurdles in smooth working of motor 
registration offices of the depart-
ment.
The excise department has urged 
the FTO to direct the customs 
a u t h o r i t i e s  t o  a c c o m m o d a t e 
necessary facility in the WeBoc 
system for motor registration office 
for reporting any such issue through 
online method to ensure smooth 
working of motor registration offices 
and facility to the general public. 
Sources said the FTO has directed 
h is advisor customs to make 
preliminary hearings against the 
complaint for redressal of the 
complaint.

WeBoc system of Customs: 
FTO takes notice of discrepancies
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LAHORE:The Federal Tax Ombudsman (FTO) has removed obstacles to 
the implementation of the Economic Coordination Committee (ECC) 
decision.The FTO has ordered immediate action on the decision of the 
ECC on providing cheap electricity. The ECC had directed the textile 
industry to provide cheap electricity and gas to boost exports, but the 
FBR did not act on time.
The failure of the FBR to act on the important decision of the ECC on 
increasing national exports has cost investors crores of rupees in a 
limited period. However, now the tax ombudsman has removed this 
obstacle.
According to details, the Economic Coordination Committee had issued 
letter No. ECC-308/27/2021 to provide cheap electricity, gas and RLNG 
to the textile industry to boost exports of value added products. The 
Ministry of Commerce had informed the FBR through letter No 9 (1) 
TID/12 2021 of the decision regarding this relief and its decision to make it 
conditional on the recommendation of APTMA, but timely action was 

taken by the FBR. Exports could not be increased due to non-
compliance. As per the order of the Economic Coordination Committee, 
APTMA started sending its recommendations to the FBR, but all these 
cases remained stuck in the FBR for various reasons. Nishat Mills Ltd 
sent a complaint to FTO.
On the order of FTO, Advisor Sarfraz Ahmed Warraich summoned the 
FBR on 23 May 2022 under letter No. 1632/ISB/ST/2022 for delay in 
implementation of the decision of FB Economic Coordination Committee. 
Later, rejecting the position submitted by the FBR, he termed the 
extraordinary delay as mismanagement and ordered immediate action.
Acknowledging the decision of the FTO, the FBR has issued an order 
dated May 28, 2022 to remove the complaint of Nishat Textile Mills 
through Office Memorandum No. 57/2022. Fesco has been directed to 
provide cheap electricity to Nishat Textile Mills as directed by the 
Economic Coordination Committee. The decision will also apply to all 
other applications of this nature.

FTO backs ECC decision on cheap electricity
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Contact Us

Federal Tax Ombudsman Secretariat Headquarter Islamabad
5-A, Constitution Avenue, Islamabad 

Tel: 051-9212316, 051-9217767, Fax: 051-9205553
E-mail: info@fto.gov.pk, Web: www.fto.gov.pk

Regional Office Karachi
th8  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 Peshawar
House No. 9A-B/2, Old Jamrud Lane Road, 
University Town, Peshawar. Tel: 091-9224200, 
Fax: 091-9224201. E-mail: ad minpwr@fto.gov.pk

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 Sargodha
House No. 62/72, Peer Muhammad Colony,
University Road, Sargodha. Tel: 048-9330147

Regional Office Abbottabad
House No.01, Street No. 01, Moosa-zai Colony, 
Abbottabad. Tel: 0992-920200 

Regional Office Sukkar
Bangalow No. 32, Sukkur Cooperative Housing 
Society, Sukkur. Tel: 071-5825222

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

Regional Office Multan
House No.98 A, Ibrahim Avenue, Gulgasht Colony, 
Multan. Tel: 061-9210348, 
Fax: 061-9210349, E-mail: ftomultan@gmail.com

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

Regional Office Gujranwala
House No.68, Climax Town, G. T. Road, 
Gujranwala. Tel: 055-9330590,  Fax: 055-9330589, 
Email: fto.gwl@gmail.com

Regional Office Sialkot
FTO Office, Sialkot Chamber of Commerce and 
Industry, Paris Road Sialkot. Tel: 052-42737999. 
E-mail: ftoskt@gmail.com

Regional Office Hub
Lasbela Chamber of Commerce Building, 
26-DC Hight, Hub, Balochistan.

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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