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Ch a i r m a n  F B R ,  M r.  M u h a m m a d 
Jehanzeb Khan called on the Federal 
Tax Ombudsman, Mr. Mushtaq Ahmad 

Sukhera to discuss important issues faced by 
the taxpayers and other aspects of mutual 
interest for both the offices. The meeting was 
held at FTO Secretariat Islamabad on 27-11-
2018. Secretary FTO Secretariat, Ms. Sarwat 
Tahira Habib also attended the meeting. 

Federal Tax Ombudsman highlighted the 
obstacles in redressing the taxpayers' 
complaints, streamlining of refund payments, 
and harassment of the complainants by tax 
functionaries after filing the complaints with 
FTO. The FTO also proposed measures for 
systemat ic  improvement  of  FBR.  He 
particularly emphasized on expeditious 
disposal of complaints relating to payment of 
re funds  and f requent  inspect ion  o f 
subordinate offices as a measure to control 
maladministration.

Chairman Federal Board of Revenue was also 
appr ised  about  the  FTO 's  p roposed 
recommendations to FBR in the past for 
reforming the system. The recommendations 
included proposals regarding improvement in 
procedure for inspection of subordinate 
o f f i c e s ,  a u d i t ,  H R  m a n a g e m e n t , 
accountability, alternate dispute resolution, 
taxpayers' bill of rights and streamlining Green 

Channel facility.
Chairman FBR appreciated the efforts of FTO 
office, endorsed the importance of the issues 
raised and expressed his support for looking 
into these for better taxpayer facilitation. He 
also apprised about the efforts and steps 
taken to improve the work culture in FBR 
during recent months, which were appreciated 
by the FTO.
At the end Federal Tax Ombudsman thanked 
the Chairman FBR for gracing the meeting with 
his presence.
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Misdeclaration of 
Agriculture Income 

to Evade Taxes : 
Study Conducted 

By FTO Office

Based upon a study carried out by the FTO 
Office, influential landlords including well-
known politicians have been sent notices by 
the federal government for tax evasion.
The tax evasion of these landlords was 
unearthed by the office of FTO. As per the 
study report in order to dodge income tax, the 
landlords claimed tax relief by declaring 
agriculture income as their source of income. 
The results of the study disclosed 75% of the 
declarants had submitted false statements in 
their annual income tax returns since they  

didn't  pay tax in the provinces. According to 
FTO's communication with the FBR, across the 
country, 9,352 taxpayers have declared 
agriculture income and 6,668 individuals 
haven't paid provincial agricultural tax. 
Moreover, only 2,384 people that are one-
fourth of the overall declarations had actually 
paid provincial agriculture income tax during 
tax years 2016 and 2017. The outcomes of the 
FTO office study are based upon the data 
received from the tax regulator. 
                                        (Daily Pakistan Today) 
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Public Recognition & FeedbackOutreach Sessions of FTO Head Office and Regional Offices  

FTO's Office has launched an Awareness and Advocacy campaign to 
reaching out to maximum number of taxpayers. The  objective of the 
Awareness and Advocacy campaign is to create awareness about 
FTO Relief Providing Mechanism, the role of Hon'ble FTO in ensuring 
speedy and free of cost justice, as to what constitute 
maladministration by tax authorities, and the procedure of filling 
complaints and their investigation, review, representation, 
recommendation and implementation.
Federal Tax Ombudsman Head Office and Regional Offices held 
awareness sessions at various locations. 

FTO's Regional Office Karachi held an awareness session at 
Jamshoro Chamber of Commerce & Industry (JCCI). On the 
invitation of the President, Jamshoro Chamber of Commerce & 
Industry, Manzoor Hussain Kureshi, Advisor (Incharge) ,  Members 
of JCCI , business community and Office bearers of Kotri 
Association of Trade & Industry (KATI) attended the awareness 
session.

It was the first ever visit of any representative from FTO's office. The 
participants showed keen interest in the briefing about the role of 
FTO's Office in redressal of the taxpayer's grievances.
The participants were informed that for the convenience of 
taxpayers Form-A is readily available at FTO's website for lodging 
their complaints online. Aggrieved taxpayers can also file hand 
written complaints addressed to the Hon'ble FTO and even affidavit 
can be filed on non-judicial paper to save the complainant from 
payment of any charges.
Mian Tauqeer Tariq, founder and Ex-President of JCCI, Mr. Adeel 
Siddiqui, Senior Vice President and Mr. Khalil Baloch, Ex-Chairman 
KATI attended the session. Leadership of both the Associations 
appreciated efforts of FTO's Office for holding such an awareness 
session.

The Advisor Incharge, regional office of Federal Tax Ombudsman 
Secretariat, Mr. Saleem Raza Asif visited the Multan Tax Bar 
Association to conduct an awareness session with the members of 
the Bar. 

Mr. Saleem Raza Asif briefed the members of the Bar about the FTO 
Secretariat's focus on expeditious disposal of complaints and 
implementation of Findings / Recommendations to improve service 
delivery. 
Mr. Bashir Ahmad Ansari, Advocate, President Multan Tax Bar 

Association, thanked the Advisor for providing an opportunity of 
direct interaction with the FTO Office.  He emphasized that these 
meetings may be made a regular feature of FTO's outreach 
programme which will result in increasing the number of 
complaints.

FTO's Office Peshawar held a session with office bearers of the 
Pakistan Tax Bar Association (PTBA), KPK to keep abreast the Bar 
about the measures taken by FTO's relief providing mechanism to 
redress the grievances of the  aggrieved taxpayers.
Mr. Ahmad Dildar, Advisor (Customs) briefed the participants about 
the recent measures regarding simplification of procedures and 
accelerated implementation of findings and recommendations. He 
e l a b o r a te d  t h a t  F TO ' s  i m p l e m e n t a t i o n  o f  p e n d i n g 
recommendations touched the all time high level of 93 percent. 
Where by the pending recommendations to the tune of 587 for the 
years 2016 and before and 2017, have been fully implemented.
Haji Mushtaq Ahmad (Advocate), President, PTBA, KPK, Mr. 
Muhammad Azam (Advocate), Senior Vice President, PTBA, Mr. 
Iftikhar Alam, General Secretary, Mr. Nawaz Ahmad, Finance 
Secretary, and Mr. Tanveer Ahmad amongst others attended the 
interactive awareness  session.

FTO’s Regional Office Karachi Awareness Session at 
Jamshoro Chamber of Commerce & Industry (JCCI)

FTO’s Regional Office Multan Awareness Session 
at Multan Tax Bar Association Office

FTO’s Office Peshawar Session With Office Bearers 
of Pakistan Tax Bar Association (PTBA), KPK
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“Federal Tax Ombudsman should be authorised to settle all the disputed 
claims of the taxpayers, as the current dispute resolution mechanism of 
FBR is cumbersome, expensive and time consuming that leads to closure of 
healthy businesses”. Pakistan Association of Automotive 

Parts and Accessories Manufacturers
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Advisory 
Committee 

Meeting at FTO’s 
Secretariat 

Workshop titled “Public Awareness about Dispute Resolution 
Mechanism of the office of Federal Tax Ombudsman (FTO)” in 
collaboration with the Sargodha Chamber of Commerce & Industry, 
Sargodha was held on 07.11.2018 at Sargodha Chamber of 
Commerce & Industry, Satellite Town, Sargodha. 

Mian Munawar Ghafoor Advisor Incharge FTO Secretariat Regional 
Office, Lahore briefed about maladministration by functionaries 
administering tax laws. Important areas of maladministration and 
exclusions from the jurisdiction of this forum of FTO were explained 
to the participants. 
Mr. Gulzar Ahmad Sheikh, Chairman Standing Committee Tax, 
Sargodha Chamber of Commerce & Industry, Mr. Fazal-ur-Rehman, 
President, Sargodha Chamber of Commerce & Industry, Hafiz Abdul 
Khaliq Executive Member Chamber of Commerce & Industry, Mr. 
Sheraz-ul-Haq Advocate Executive Member of Sargodha Chamber 
of Commerce & Industry, Sargodha. Participants in the 
debate/discussion suggested that FTO Office has been established 
since 2000 but a Public Awareness Campaign about functions & 
role of FTO office is initiated very recently. 
Now it should be initiated through all modes of communication from 
onward to enhance the awareness about FTO office. They further 
suggested that Suo motu powers of the Hon'ble FTO should be 
exercised for strengthening the taxation system and to stop 
injudicious exercise of discretionary powers by the FBR 
functionaries. 

As part of annual consultation to provide  well thought-out  advice, 
from  a common citizen as well as expert perspective, to the Hon'ble 
FTO  and FBR, meeting of the Rawalpindi/Islamabad based 
members of Advisory Committee was held in the Conference Room 
of the FTO office on December 27, 2018.
Hon'ble Federal Tax Ombudsman welcomed the participants and 
briefed them about the purpose of meeting which was to give 
recommendations for improvement in system and proposals for 
next budget. The conference was attended by Mr. Salman Nabi, 
Former Chairman, National Tariff Commission, Mr. Muhammad 
Sulaiman Khan, Ex-Member Customs and Former Advisor FTO 
Secretariat, Mr. Zaheer-u-Din Dar, Consultant, Zikria A. Zia, 
Residant Director AGE Cables, Mr. Muhammad Siddique, Former 
Advisor, FTO Secretariat, Mr. Najeeb R. Abbasi, Advocate High 
Court, Mr. Shabaz Rana, Economic Correspondent, The Express 
Tribune, Mr. Muhammad Azeem Siddiqi, Bureau Chief, Khyber 
News, Mr. M. Naeem Siddiqi, Chairman ST, IT and FBR Affairs 
Subcommittee. 
Mr. Tariq Ahad Nawaz, Advisor (Research) FTO Office, apprised the 
audience about the efforts made by the office of the FTO in the area 
of recommendations sent to FBR for streamlining the systemic 
issues and performance of the FTO office. In the open house 
discussion,  the debate resulted in some ver y useful 
recommendations for improvement of the system. 
It was suggested that FBR may set its targets rationally and refunds 
should have no nexus with targets. To link accountability to 
performance, compensation for delayed refund be ensured as 
delay has its own cost. Refunds data should be placed on website, 
showing chronological sequence of status and settlement.
Collection of Customs duty on challans, in advance, for the sake of 
targets, should be stopped. Regulatory duties kill economic activity. 
Instead of more focus on the rates of taxes, FBR should pay more 
emphasis on stimulation of economic activity. Recommendations 
of separate Customs and IR Board given in ISAF Container scandal 
should be implemented. 
The above mentioned suggestions were sent to Chairman FBR with 
the note that FTO's office regards proposals worthwhile to be 
considered at the time of next budgetary exercise.

FTO Office Session at Sarghodha Chamber 
of Commerce and Industry

Suggestions of FTO's Advisory Committee 
For The Next Budget  

“The Federal Tax Ombudsman (FTO) of Pakistan has taken several decisions on 
cases against public maladministration, majority (about 80%) of which are in 
favor of complainants”.

Pakistan’s Ombudsmen: Untapped Potential 
to Strengthen Good Governance

World Bank Article
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Mr. Khushdil Khan Malik - Joint Secretary (Admin)
Ministry of Textile Industry - Govt. of Pakistan

Respected Madam,

 Despite the fact that FTO office was established many 
years ago yet this is the first time that its activities and achievement 
have been made known to public through this newsletter, which 
could be the brain-child of the incumbent FTO, Mr. Mushtaq Ahmad 
Sukhera, therefore, he deserves our appreciation, along with you 
for playing pivotal role in launching the Newsletter which will go a 
long way in sensitizing the general public for getting their tax-related 
grievances redressed from your esteemed organization. This will 
surely eradicate mal-administration by the Tax Functionaries. 

    Khushdil Khan Malik
    oint Secretary (Admin)
    Ministry of Textile 

Dear Sir, 

 Thank you for sharing Federal Tax Ombudsman Newsletter 
for the last quarter of 2018.

 It would be beneficial in mass awareness and increasing 
confidence of the tax-paying individuals and organizations. 
 Best wishes.

    Naveed Kamran Baloch

Dear Madam,

 It is my pleasure to congratulate you on starting a quarterly 
newsletter of FTO’s Office. In today’s world communication is half 
the game, and this newsletter moves in this right direction. 

 With my training in communication management allow me 
to suggest that it would be advantageous, if two places in the 
newsletter are earmarked, one for testimonials (Call it ‘Satisfied 
Taxpayers’) and the second “Important decisions”. 

 At the end, I congratulate you again and appreciate this 
step taken by the Hon’ble FTO as a public outreach initiative. 

    Nadeem Dar
    Member (HRM)

Feedback Received After The First Issue of Newsletter 

 

Dear Madam,

 The Hon’ble Wafaqi Mohtasib appreciates the initiative 
taken by the FTO Office to keep the stakeholders abreast of its 
activities and performance; and future plans to deal with the public 
complaints more efficiently and effectively. He has also expresses 
his best wishes for the Hon’ble Federal Tax Ombudsman for success 
in all his noble and professional endeavors in the time to come. 

              Qamar Mustafa Shah
      Associate Advisor Ombudsman
        Wafaqi Muhtasib Secretariat
          Islamabad 

Dear Sir,

 I am grateful for your message. Possibly it’s the first time that I have 
been assured by a state institution of a remedy available as a 
respected taxpayer of this country. I compliment you for the 
initiative. I also assure you that as an individual I try to pay more 
than my legal obligation.

May I leave you with a thought. Why do we call it tax? Why not change 
its nomenclature and call it “National Reconstruction Contribution” 
or “Contribution for People of Pakistan”.

Altaf Noor Ali
Chartered Accountant, LL.B

Dear Sir,

Thank you. Kindly advise the FBR to increase the number of 
taxpayers by broadening the Tax Base. We pay taxes as a National 
duty and obligation . However since we are in the tax net we are 
repeatedly squeezed while others go Scot free!

Anwar Saifullah Khan

Saif Group 

Mr. Naveed Kamran Baloch
Chief Secretary Khyber Pakhtunkhwa 

Mr. Nadeem Dar - Member (HRM)
Federal Board of Revenue

Mr. Syes Qamar Mustafa Shah - Associate Advisor 
Wafaqi Muhtasib Secretariat Islamabad 

    Feedback Email Campaign (Public Awareness) 
Mr. Altaf Noor Ali Charted Accountant 

    Feedback Email Campaign (Public Awareness) 
Mr. Anwar Saifullah Khan

The Federal Tax Ombudsman is the most effective forum for the redresal of 
taxpayers' complaints. Business Community should avail the services of 
Federal Tax Ombudsman against the maladmistration of tax admistration 
authorities. 

President, Sarhad Chamber of Commerce & IndustryZahid Ullah Shinwari
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Hon'ble FTO Draws FBR's Attention 
Towards its Systemic Failure 

In an own motion investigation case of recovery of smuggled mobile 
phones of one billion rupees, the FTO Office observed that it 
appears that prima facia FBR failed to identify vulnerabilities in Risk 
Management System (RMS) parameters and loopholes and 
weaknesses in WeBOC (Web Based One Customs) system - 
computerized Customs Clearance System. 
In response to the notice by FTO Office, issued to Secretary, 
Revenue Division, the Department of Risk Management contended 
that imported goods are cleared through WeBOC system. The 
Department of Risk Management further contended that all the 
seized mobile phones from Lahore, Karachi and Quetta were not 
cleared from the port through misuse of the Green Channel facility. 
However the observation of FTO Office was acknowledged that risk 
factors of RMS need regular review. It was also recognized that a 
well-defined maintenance process (i.e. regular and update of key 
system parameters) of risk management system is critical per 
international RMS best practices. It was informed that FBR had 
constituted a Risk Management Unit (RMU) for identifying, 
assessing, monitoring and managing the risks associated with 
WeBOC.  
According to the FTO Office findings, the traders' profiling system is 
exposed to the possibility of traders artificially building their profiles 
to obtain high scores that ultimately allow them to be processed 
through the Green Channel. The FTO Office disclosed in its findings 
that Third party assessment of WeBOC has not been carried out 
since its deployment in 2012. FBR must consider hiring services of 
firms for third party assessment of the system.  
In addition, it has also recommended that FBR must direct 
Directorate General of Post Clearance Audit (PCA) to carry out post-
import transaction verification of GDs cleared under the Green 
Channel facility to satisfy the accuracy and authenticity of 
declarations filed by the importers through the examination of 
relevant books, accounting records and commercial data held by 
the importers and cross match their data with sales tax and income 
tax returns filed by the importers. FBR to consider installation of 
scanners at Exit Gates for effective check on mis-declaration and to 
deter the traders who may abuse the system, and cases detected by 
external agencies like PCA, Directorate of Intelligence, Auditor 
General of Pakistan etc, must be linked with traders' profiles so that 
upward and downward movements of traders' profiles become 
more credible. 

Success Stories of FTO Office

FTO Office is in constant touch with FBR and keeps on sending 
proposals for rectification of systemic issues.
 Tax evasion is a universal problem. Monitoring is important not only 
to plug the evasion but also to expand tax base. However 
institutional arrangements for such monitoring or tracking are only 
in developmental stage. It was recommended that FBR should 
develop the requisite capability of remote hosting for monitoring the 
activities of registered persons as required under the law. 
All major tax administrations of world have a charter or bill of 
taxpayer's rights. Proposals in this regard were sent to FBR along 
with proposed list of measures to be covered in the body of Bill of 
taxpayers' rights.
Suggestions for improvement in Alternate Dispute Resolution (ADR) 
were sent to FBR, which streamlined the system and although a 
couple of shortcomings still exist, the system is now in a better 
shape. 
Most of the public grievance pertain to non-processing, late 
processing or delay in grant of refund claims. This issue was also 
taken up with FBR along with suggestions. Recommendations on 
routine investigations also emphasized need for speedy disposal of 
refund claims on merits.
Presently, major portion of Income tax comes through indirect 
means i.e. various advance collection schemes. It was 
recommended that while a transition to purely return based tax may 
take quite some time, at least the targets for indirect mode and 
Return based mode may be segregated and performance of tax 
officers should be judged on the basis of collection based on real 
assessment.
An amendment was made in section 25 of the sales Tax Act 1990 by 
adding a proviso, through Finance Act 2018, by virtue of which 
occasion of audit was limited to once in THREE years. This office 
believes that there should not be any restriction on number of 
audits during any period. Rather what is actually required is 
rationalizing the audit scheme.
Consequent upon undertaking a study on Auctions in the 
Collectorates of Customs, a report was prepared and sent to FBR. It 
included recommendations on legal and administrative 
improvements. FBR responded well by stating that instructions are 
being issued/reiterated to all field formations. 

Hon'ble FTO’s Proposals For Rectification 
of Systemic Issues of FBR

“An efficient and effective Federal Tax Ombudsman would help provide 
speedy relief to complainants, promote good governance, reduce tax 
complaints, improve tax authority performance and enhance tax revenue”.

President, Islamabad Chamber of Commerce & IndustrySheikh Amir Waheed

“It is acknowledged that an amount of Rs. 390,686,122/- has been transferred by FBR to PTA’s Account, 
hence, implementation of the decision of FTO has been completed by FBR”. 

Director (Budget & Accounts), Pakistan Telecommunication Authority, Headquarters, F-/1, Islamabad

Abdur Rub Khan

Satisfied 
Taxpayers

By Shahid Ahmad (Advisor) By Tariq Ahad Nawaz (Advisor Research)
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Delay, Inaction and Negligence in Processing the 
Refund Claim by Income Tax Authorities 

The interpretation of any provision of the Ordinance can 
be rendered judicially by the hierarchy of the forums 
provided for under the above provisions of the 
Ordinance starting from Inland Revenue Officer to 
Supreme Court.
The complainant, engaged in the business of running a CNG 
station,filed complaint against non-issuance of income tax refund 
amounting to Rs.1.711 million for tax years 2009 to 2015, which 
arose on account of excess deduction of income tax on 
consumption of electricity. When confronted, the department 
stated that claim of refund required scrutiny/ verification. By mere 
filing of return, a taxpayer did not become entitled to refund. 
Further, FBR vide letter No.4(19)IT-Budget/2017 dated 
23.02.2017 had clarified that no adjustment of withholding tax 
under any other head could be claimed in the cases of CNG 
stations.
After hearing the arguments and perusal of record, it was held that
though the FBR vide letter dated 23.02.2017 interpreting section 
234A issued clarification that no adjustment of withholding tax 
under any other head could be claimed and the FBR had 
administrative control over the functionaries discharging their 
functions under the Ordinance but it did not figure in the hierarchy 
of the forum provided for adjudication of assessee’s liability as to 
the tax. 
Any interpretation, placed by the FBR on a statutory provision could 
not be treated as a pronouncement by a forum competent to any 
administrative direction of the nature which may interfere with the 
judicial or quasi-judicial functions entrusted to the various 
functionaries under the statute. 
The interpretation of any provision of the Ordinance could be 
rendered judicially by the hierarchy of the forums provided for, 
under the above provisions of the Ordinance starting from Inland 
Revenue Officer to the Supreme Court. 
In view of this, the interpretation circulated by the FBR through letter 
dated 23.02.2017 of the provisions of the Ordinance could be 
treated as administrative interpretation and not a judicial 
interpretation hence had got no binding persuasive force. Reliance 
was placed on a reported judgment captioned as M/s Central 
Insurance Co. and others Vs the CBR, Islamabad and others (1993 
SCMR 1232).
As the department failed to take action within the stipulated period 
of sixty days, the delay, inaction and negligence in processing the 
refund claim was held as maladministration falling within the ambit 
of section 2(3)(i)(d) & (ii) of the FTO Ordinance and it was 
recommended to the FBR to direct the concerned CIR to decide the
refund claim of the complainant, as per law within 45 days.

Success Stories of FTO Office

Short payment of refund and initiation of proceedings 
obtaining information from banks about transactions 
made by complaint.
The complainant was aggrieved by short payment of refund 
amounting to Rs113.036 million under section 170(4) of the 
Income Tax Ordinance, 2001 (the Ordinance) for tax year 2015 and 
initiating proceedings by the Directorate of Intelligence & 
Investigation (I&I) FBR under section 176 of the Ordinance by 
requisitioning the complainant’s bank transactions from the banks.
After detailed investigation the FTO observed that SRO 115(I)/2015
reflected that I&I had prima facie jurisdiction to obtain information 
or evidence from any person. The proceedings initiated by I&I was 
not an audit into tax affairs of the complainant under section 
177/214C of the Ordinance. Section 176 of the Ordinance did not 
require issuance of notice to the complainant for obtaining 
information or evidence about banking transaction.
However the grievance of the complainant about non issuance of
balance refund for tax year 2015 was found to be justifiable and it 
was held that delay in settling the complainant’s balance refund 
claim on technical grounds tantamount to maladministration in 
terms of section 2(3) of the FTO Ordinance. Accordingly it was 
recommended:

FBR to-

(i) direct the Commissioner to ascertain and verify the amount of tax 
paid/deducted, remove technical error if any and settle the 
complainant’s claim of balance refund without further delay; and
(ii) report compliance within 45 days. 

Delay in Settling the Complainant 
Claim of Balance Refunds  

Tax collection is  difficult because there is credibility gap between FBR and 
people. To bridge this gap. the Federal Tax Ombudsman (FTO) could be given 
more teeth to  make the system fairer.

UK based Banker , his article was published in Pakistan Today 
Ammar Hameed
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The Federal Tax Ombudsman should be given the statutory power of awarding 
damages in cases where final fact-finding authority adjudges the actions of tax 
administrators as arbitrary, excessive and beyond their assigned powers. 

Dr Ikramul Haq, Huzaima Bukhari’s Article published in The News   

Hon’ble FTO Orders Probe into 
Plaint of BISE Abbottabad

Hon'ble Federal Tax Ombudsman (FTO) has ordered to conduct an 
investigation into a complaint moved by Board of Intermediate & 
Secondary Education (BISE), Abbottabad, for claiming 
compensation due to delayed refund to be paid out of salaries of a 
Commissioner Inland Revenue, RTO, Abbottabad.
The FTO Office has issued notice to the Secretary Revenue Division, 
Islamabad and the Chief Commissioner Inland Revenue, RTO, 
Abbottabad in terms of Section 9(1) of the Federal Ombudsmen 
Institutional Reforms Act, 2013 for compliance on 13.01.2019.
The FTO notice states: "Whereas the abovementioned complaint 
has been filed by the petitioner, whereas the Federal Tax 
Ombudsman has ordered to conduct an investigation of the said 
complaint. Now therefore, you are required to submit reply to the 
allegations contained in the Complaint by 13.01.2019. A copy of 
reply may also be sent to the complainant simultaneously for the 
information and rejoinder if any."
The complainant states: "It is very unfortunate that despite a dozen 
visits, repeated verbal requests and specific written request 
followed by a half dozen reminders, lawful refund of illegally 
snatched money has not been issued by the concerned field 
formation due to some personal motives, without any lawful logical 
excuse. Neither any order u/s 124 dealing assessment giving effect 
to the order passed by ATIR was issued nor the illegally snatched 
taxes amounting to were refunded till 11/04/2018 which forced 
the complainant BISE to invoke writ jurisdiction of Peshawar High 
Court under Article 199 of the Constitution, whereby their lordships 
of Peshawar High Court were pleased to admit the stance of the 
BISE vide WP No. 398-A/2018, dated: 10/04/2018 and issued 
notices. As a result of above, although the principal amount was 
refunded on 11/04/2018 (within 24 hours of admission of writ 
petition) yet the matter regarding additional payment for delayed 
refund is still pending." (Business Recorder, Jan 7, 2019)

Hon’ble Federal Tax Ombudsman (FTO) Mushtaq Ahmed Sukhera 
had directed Federal Board of Revenue (FBR) to amend Customs 
Act 1969 for inclusion of a specific period for deciding customs duty 
refund applications of the importers. According to an order of the 
FTO issued, it is evident that the matter has been pending before 
the Customs Department for the last nine months but since no time 
line is provided in the Customs Act for passing orders on refund 
applications, no case of maladministration is made out. 
The Customs Department is advised to finalize the proceedings 
expeditiously and preferably within 45 days. The FBR is also advised 
to consider for amending relevant Section of the Customs Act for 
inclusion of a specific period for deciding refund applications.
Consiquently through insertion of a new subsection 3A, in Section 
33 of the Customs Act 1969, now a time limit of 120 days has been 
introduced for the purpose of payment of refunds. 

Hon’ble FTO Directs FBR 
To Specify Timeline for Refund 

Under Customs Act 1969

Receipt and Disposal of 
Complaints By FTO 2017-2018 

2017 2018

Carried Forward 243 241

Fresh Receipt 1858 2097

Total Complaints 2101 2338

Disposal 1860 1880

Pending at the year end 241 458

The increase of fresh receipts as compared to previous year is 13% 
higher which portrays the growing confidence of the taxpayers on 
the grievance redressal by the organization. 
During the year 2017, 1860 complaints were disposed of by 25 
advisors, whereas during the period under review 15 advisors 
worked during the first half of year and 17 in the second half.
The increase in pendency is due to registration of 437 cases in the 
month of December, 2018. 

Total backlog of 754 cases w.e.f 2009 to 2016 cleared during 2017 
& 2018 by the office of Federal Tax Ombudsman. 

Recommendations Implemented 
During 2017, 2018

Year Implemented 
During 2017

Implemented During 
2018

2009 1 0

2010 6 1

2011 2 1

2012 6 5

2013 18 13

2014 39 17

2015 72 22

2016 442 109

2017 143 499

2018 0 446

Total 1151 1133

Performance at a Glance 
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