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Technology for Justice

utomation plans under govern-
Ament-led Access to Justice

Program aim to harness the
power of information technology to
radically improve delivery of service in
courts, ombudsman offices, and police.
These efforts coincide with the infor-
mation revolution afoot in Pakistan and
worldwide. Though justice sector has
lagged far behind other sectors in mod-
ernizing their operating practices,
automation projects provide a unique
opportunity to build credibility of the
justice system through marked
improvement in quality and scope of
judicial services - as exemplified by the
office of Ombudsman Sindh.

Welcome to insaaf.org.pk

The website insaaf.org.pk is a land-
mark civil society initiative aimed at
improving citizens' access to justice
services. This bilingual site with
English and Urdu content became
functional this month. The site present-
ly features information on laws and cit-

‘izens' rights vis-a-vis government

organizations. It would enhance citi-
zens' access by providing alternate
platform to access appropriate griev-
ance redress forums. This interactive
site seeks to empower the fellow
Pakistanis by providing critical infor-
mation and enabling their engagement
with the justice reform process.

The website is intended to ultimately
develop into a central gateway to all
justice services - federal, provincial and
local - in the country. Different govern-
ment and non-government organiza-
tions may then also choose to employ
this platform for promoting their jus-

tice related projects or services. They
could link up with insaaf.org.pk. As a
major source of access to justice servic-
es, insaaf.org.pk would be aggressively
marketed to make it known and acces-
sible to citizens through various com-
munication channels, including the tra-
ditional ones. Hopefully, all that a citi-
zen would need to know to access
information and lodge complaints is to
log on to insaaf.org.pk and then take
on from there.

This central justice gateway will help
with branding and awareness. It will
help with easing access and compila-
tion of existing services. But how will
it benefit lower middle-classes and the
poor? These critically important stake-
holders do not have access to internet.

Social marketing of the site may be one
solution. By linking it up with, for
example, internet cafes and training
café assistants in use of the site, access
of the common man to the internet
may be facilitated. Net cafes are every-
where and within everybody's immedi-
ate reach. According to one count,
there are approximately 10,000 net
cafes in the country. The trained inter-
net café assistants can not only help the
aggrieved persons, they can educate
many others too. This would lead to
legal empowerment of substantial
numbers of the lower income groups.

Cafes could benefit by being associated
with the insaaf.org.pk project. They
could get to have more customers who
may use the facilities for accessing
these justice services. These services
will become especially significant once

"This publication was made possible with the support provided by the Asian Development Bank. The opinions expressed herein
are those of the authoris and editor/s and do not necessarily represent the views of the Asian Development Bank.
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Readers’ Colummn:

We wish to thank
our esteemed
readers for their
valuable feed-
back on the first
issue of monthly
insaaf received
from all over
Pakistan.
Requests for
sending monthly
insaaf to new
addresses have
been complied
with. Various
comments and
suggestions are
under study and
will be appropri-
ately utilized and
shared with
wider readership
in due course.
Please do keep us
posted.

Thank you.

The Editor
Monthly insaaf
The Network for
Consumer
Protection :
4'.0'A,‘ Ramzan
Plaza G-9 Markaz
P.O. Box 2563,
Islamabad,
Pakistan
E-mail: :

. monthlyinsaaf@
insaaf.org.pk

these websites and materials are available in
local languages. With monetary incentives
(more customers, for example) to these cafes,
the social marketing plan is likely to create
important allies who will keep pushing jus-
tice sector services.

We should, however, be cautious about the
possible national impact of such grand - and
perhaps utopian - ideas. The present govern-

Your insaaf.org.pk

he website insaaf.org.pk is a civil soci-
I ety initiative aimed at improving

access to justice for the citizens of
Pakistan. This bilingual site with English
and Urdu options became functional this
month, although uploading of content is still
underway and some features of the site are
under construction.

First phase of the site will feature informa-
tion on laws and citizens' rights vis-a-vis
government organizations and any malad-
ministration on their part. Second phase of
insaaf.org.pk aims to enhance citizens' access
to the appropriate forums for redressal of
their grievances. The website provides a
platform for enabling citizens to register
their comments on info@insaaf.org.pk and to
demand their rights.

Access to justice remains a major concern for
all citizens in Pakistan. In 2002, the
Government initiated Access to Justice
Program (A]JP) to strengthen justice sector
and the rule of law by upgrading weak judi-
cial infrastructure, reforming the police and
civil services, building requisite capacity and
improving governance.

Without an active follow~up by the citizens,
however, the fruits of these institutional
reforms may not be fully realized. Here two
things are necessary. Citizen should become
more aware of their rights. And they should
organize and mobilize to exercise these
rights. This website seeks to facilitate this
empowerment by providing information to
citizens and enabling their engagement with
the reform process.

Two main features of insaaf.org.pk (divided
into two phases of development) are:

ment working is not ready to be completely
transformed through web-based justice. Well,
not yet. We know that the goal of creating a
responsible and responsive government in
Pakistan is an ongoing process for all citi-
zens, media, civil service, civil society, busi-
nesses, and political parties. Providing justice
services through internet can, however,
speed up things. Welcome to insaaf.org.pk!

» Critical information enabling citizens'
access to justice, including simplified pro-
cedures, critical views and comments on
the ongoing justice reforms in Pakistan,
and other related information. The web-
site also features soft copies of monthly
insaaf newsletter, besides useful links to
access to justice resources on the Internet.

» An alternate and independent grievance
redress channel that will help citizens
enter their complaints online which will,
in turn, activate the appropriate online
official grievance redress site. This feature
is under construction.

To sum up, insaaf.org.pk will achieve the
following objectives:

1. Communicate essential information to
citizens regarding their rights and
responsibilities in a simple and clear
manner. (section under construction)

2. Communicate essential information to
citizens regarding institutions and sys-
tems of dispensation of justice in the
country.

3. Provide an alternate channel for lodging
of complaints by citizens against malad-
ministration. (section under construction)

4. Share with public the responsiveness of
the government agencies and other pub-
lic sector organizations on the redress
provided.

This website is part of a project called insaaf,
an initiative of Pakistani civil society engaged
in advocacy for access to justice, with the sup-
port of the Asian Development Bank.
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Ombudsman Sindh reaches out to

citizens in need’

mbudsman Sindh received
Osome 7000 complaints

against government malad-
ministration in 2003 - in line with
most years since the office was
established in 1991. Given the
province's estimated adult popula-
tion of 19.65 million in 2004, every
adult in Sindh supposedly encoun-
tered provincial mal-governance
once every two years! Two conclu-
sions can be drawn from this incred-
ible statistic. Either Sindh is so well-
governed that citizens do not have
much to complain. Or else, people
are just not complaining despite suf-
fering at the hands of the state. Since
the first possibility is virtually
impossible, the second reason needs
to be further explored.

Surely, many people are unaware
about the utility of this institution.
Besides, they do not know how to
access the Ombudsman. Even if the
procedure is known, they do not
reckon the institution to be adequate-
ly helpful. Perhaps they do not
approach the Ombudsman believing
it will take long to respond, and the
government will not take them seri-
ously enough. Be that as it may, the
fact is that citizens do not seek
Ombudsman help in large enough
numbers for any one or combination
of these reasons.

Ombudsman Sindh speaks on
recent initiative:

Since taking over in July 2004 as
Ombudsman Sindh, I have sought to
reengineer our office to rectify these
deficiencies. Some initial ideas have
been implemented. To increase citi-
zen access and to ease complaint
investigation processes, we have
added five new regional offices -
three in Sindh interior and two in
Karachi - to four existing ones. We

have used national print and elec-
tronic media to spread our message.
Advertisements have appeared in
Sindhi, English and Urdu. Our office
reporting structures are being reor-
ganized. We have also increased our
emphasis on monitoring and evalua-
tion.

Many other important initiatives,
planned in collaboration with Access
to Justice Program, are in the
pipeline. These aim to increase the
credibility of the office, reduce turn-
around time, harvest institutional
memory, build capacity, empower
citizens, increase awareness, and
most importantly, increase outreach.

Let me very briefly illustrate our
communication plans: We plan to use
all new channels of communication -
electronic media, outdoor advertis-
ing, leaflets distributed through gas
stations, space on milk cartons, fliers,
brochures, etc. - to spread our mes-
sage: citizens need to hold govern-
ment accountable by standing up, by
organizing, and by writing to us.

Automation plans:

Mere increase in demand for our
services, however, would not be suf-
ficient. We have to improve the qual-
ity of our service too. Automation is
central for this purpose. It would
standardize data input because cer-
tain format shall have to be used. It
would reduce workload because
same data shall not be entered again
and again. The simple expert sys-
tems used will speed up things by
making it easy to decide about
admissibility of complaints and pos-
sible course of action. Since replica-
tion of data and its communication
would be easy, it would increase our
ability to share information with
many stakeholders - thus increasing

transparency. Statistics of individual
performance and speed would help
us better monitor and evaluate per-
formance of our officers and govern-
ment departments.

Our automation plans are not limit-
ed to our internal office efficiency
only. We aim to employ internet to
decrease the distance between the
complainant and ourselves. Our
department-specific forms will be
available on the net. Complaints will
be lodged and entertained in real
time. Data by definition will be
entered in a standardized fashion.
Complaint can be received at many
regional nodes thus reducing the
time and energy spent on slower
postal / delivery services.

We would link up with internet cafes,
civil society organisations, and a net-
work of para-legals to provide advice
to complainants. This would generate
more complaints, and more impor-
tantly, generate more focused com-
plaints. Both our service and our out-
reach would improve.

A model public service:

In short, Ombudsman Sindh office
plans to be nimble, accessible, and
effective. We want to reach out to
the citizen. We will not sit in our
offices to wait for him. This January,
one of our Karachi regional directors
stood outside offices of several sen-
ior government officials, including
Karachi Civic Centre for hours with
a loudspeaker in hand to tell people
about our office and its use. He also
received complaints. This is our
model of a public official and public
service. Hopefully, with courage,
conviction, and innovation, we
would be able to alleviate some of
the pain of our citizen on the street.

“Contributed by the Ombudsman Sindh Mr, K. Yousuf Jamal, who combines a distinguished academic and

and as corporate management advisor. Mr. Jamal can be reached at: mohtasib@cyber.net. pk

public service career with over forty years of experience in civil administration
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Know your E-Government'

he E-Government Program of
Tthe Government of Pakistan

(GOP) was initiated by the
Ministry of Science & Technology in
2000 to develop different E-govt
projects and provide technical
advice for such projects at federal,
provincial and district levels. The
first-ever services and information
web portal of the Government of
Pakistan (GOP) was launched in
October 2002, housing websites of
all federal Divisions and Ministries,
maintained by the E-Government
Directorate (EGD). In addition, 552
externally developed and main-

tained websites have been provided

links on the portal. EGD is presently
working on upgrading the web por-
tal and making it a citizen-friendly
information sources.

Citizen Online - provision of
services through GOP portal
The GOP portal provides informa-
tion on services offered by various
federal divisions. Websites for all
federal divisions have been devel-
oped, and have information on:

s How to access concerned
Division.

= Policies, Rules and Regulations
including official gazettes notifi-
cations.

= List of all the services provided to
citizen by the division.

» Official forms - currently about
500 forms are available - but all
official forms will in due course
be available on the portal.

= News and press releases.

m List of official publications

Other Services Provided /

Contemplated:

= Salary disbursement and 24 hours
banking facility to federal
employees through 18 ATMs in
Islamabad/ Rawalpindi installed
in collaboration with a national-
ized bank.

= Computer literacy and IT skills
training for newly appointed offi-
cers/probationers in several gov-
ernment training institutions /
academies.

= Survey work to determine Local

Area Networking (LAN), internet
working and hardware require-
ments of all the federal Divisions,
including Servers and PCs, for
provision of basic infrastructure
for electronic communication
within and among Divisions.
Internet connectivity, two PCs one
printer, and online access to a
database of Case Law and
Statutes to each District Bar
Association for lawyers, and one
PC, one printer and same online
access to each District Court for
the judges. There are 70 District
Bar Associations in Pakistan with
18,900 members. These services
will subsequently be extended to
the 92 Tehsil (sub-district) Bar
Associations ha ving 24,840
members.

Online availability of Federal
Public Service Commission
(FPSC) application forms, where
each section will maintain its own
database of vacancies. This
automation project is expected to
be completed by December 2006.
www.pakistan.gov.pk

*Based on information provided on e-govt website. For more details on EGD and its intended projects please visit: http:/furow.e-covernment.eon. pk!
P 8 projects p F 8 JOD.p

Local / Regional E-Governance Initiatives

Pakistan.gov.pk Portal: Pakistan.gov.pk is the official
portal website for the Government of Pakistan and acts as a
gateway for providing government information and servic-
es through the Internet. It is intended to act as a compli-
mentary channel for citizens, non-citizens and businesses
dealing with the Government. Pakistan.gov is maintained
by the Electronic Government Project Directorate (EGPD)
which is based at the Information Technology Commission
Secretariat. http://www.pakistan.gov.pk/

Philippine Customs Reform: Using "off-the-shelf" cus-
toms application package, the Philippines Customs Bureau
has developed an online system to process clearance of
imports, payment of duty, and delivery of release orders for
shipments to leave the docks. The new online system has
lessened the cost of trade for businesses, reduced opportu-
nities for fraud, and helped the Bureau to maximize rev-
enue collection. http://www1.worldbank.org/publicsector/
egov/philippinecustomscs.htm

Central Vigilance Committee (India): A pioneering ini-
tiative toward e-vigilance. It provides free-access informa-
tion to citizens about government officials indicted on judi-
cial charges relating to corruption and have been advised
penalty. People can file complaints against public servants.
The website offers the public facility to lodge complaint
through e-mail and Web-list of officers. http://cvc.nic.in

Land/Property Registration in Andhra Pradesh: In
developing countries, land related information such as
ownership maps etc. is available to few people, often
results in its misuse. Land registration offices throughout
Andhra Pradesh now operate computerized counters to
help citizens to complete registration formalities within an
hour instead of several days. Lack of transparency in prop-
erty valuation under the old system resulted in a flourish-
ing business of brokers and middlemen leading to corrup-
tion. http://www1.worldbank.org/publicsector/egov/
cardcs.htm
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