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FINDINGSIRECOMMENDATIONS

This Complaint was filed against the Collector, Collectorate of

Customs, Airports, Lahore, in terms of Section 10(1) of the Federal

Tax Ombudsman Ordinance, 2000 (FTO Ordinance), for non-issuance

of six Duty Drawback claims amounting to Rs.1.390 million in different

Goods Declarations.

2. Facts of the case, as reported by the Complainant, are that the

Complainant filed the captioned complaint against the chronic delay

in the disbursement of six Duty Drawback Rebate claims amounting

to Rs.1.390 million. The primary grievance of the Complainant was

non-payment and withholding of financial liquidity, not merely the

digital shifting of files. Until funds were credited to the exporter’s bank

account, the administrative mandate of the revenue collection and

refund apparatus remained unfulfilled. The automated WeBOC and

Pakistan Single Window (PSW) portals still showed the active status

of all 41 cases as “Rebate in Process.” When marked to the SBP, the

automated system systemically generated an alert stating “Auto
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Rebate Claim Initiated”. This electronic status proved that the

transactions had not safely terminated into actual financial

disbursement and remained incomplete within the state infrastructure.

The. state apparatus was acting selectively. Fellow leather sector

exporters in Pakistan had regularly received their duty drawback

rebate payments up to August 2025. Conversely, the Complainant’s

garment export and others claims had been pending without cause

since November 2025, constituting clear discrimination and

administrative inefficiency. It was further submitted that crucially,

during a high-level meeting held on September 8/9, 2026, with the

Federation of Pakistan Chambers of Commerce and Industry

(FPCCI), FBR Chairman Rashid Mahmood Langrial formally admitted

to release Rs.43 billion in pending duty rebates. This public policy

admission confirmed that the State Bank of Pakistan could not

physically process or release these funds without the explicit

budgetary approval and allocation from the FBR. Non-release of

legitimate business liquidity for nearly a year had severely crippled the

operational capacity of the Complainant to execute international

garment export orders, harming national foreign exchange inflows.

The Complainant prayed that the Department be directed to

coordinate with the State Bank of Pakistan to release the necessary

fund allocations, ensuring the physical transfer of Rs. 1.390 million into

the Complainant’s account within a specified timeframe.

3. The Complaint was referred to Secretary, Revenue Division, for

comments, in terms of Section 10(4) of the FTO Ordinance, read with

Section 9(1) of the Federal Ombudsmen Institutional Reforms Act,

2013. In response, Collector, Collectorate of Customs Exports, Port

Muhammad Bin Qasim, Karachi, through letter dated 28.09.2026,

submitted parawise comments, stating therein that the Complainant
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had filed the subject complaint regarding non-processing of rebate

claims in six GDs. Upon scrutiny of the relevant record available in

WeBOC, it was observed that the relevant GD5 had already been

processed/finalized from the Collectorate’s end and no such GD is

presently pending at the end of this Collectorate for processing or

authorization of rebate. The Collectorate was only responsible for the

processing and forwarding of rebate claims to the State Bank of

Pakistan who is now responsible for payment. Further, the

Complainant had not provided any specific documentary evidence

establishing whether the rebate payment was withheld/rejected as

opposed to the status in system. The Complainant had to provide

specific State Bank of Pakistan communication, commercial bank

correspondence, bank account-related rejection/intimation, payment

rejection advice, or other documentary evidence in order to establish

that the payment could not be made. It was, however, clarified that the

Collectorate is ready to facilitate the Complainant in resolving any

issue relating to the payment of rebate within its domain. The

Complainant may be advised to furnish specific documentary

evidence/response from the concerned commercial bank, State Bank

of Pakistan and/or PSW, particularly identifying the relevant GDs and

the precise reason for non-payment/rejection. Upon receipt of such

evidence, the Collectorate shall, to the extent falling within its

jurisdiction, take up the mailer through the appropriate

PSW/SBP/banking channel for resolution to the extent of its own

jurisdiction and clarification of any outstanding technical issue vis-à

vis system/bank account etc. The Department prayed for rejection of

the Complaint.
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4. Both the AR and DR attended the hearing on 07.10.2026 and

reiterated what had been mentioned in the Written Complaint/rejoinder

and parawise comments.

5. To resolve the issue, the matter was referred to the PSW through

email dated 14.10.2026. The Complainant also forwarded all the ODs

through email to PSW for further necessary action. The P3W replied

on the same day i.e. on 14.10.2026 that the Complainant was required

to contact the Rebate Compliance Officer through the concerned

Collectorate in this regard.

6. Arguments of both sides have been heard and available record

perused.

FINDINGS:

7. It is observed that, according to the Department, the rebate

claims in six GDs have already been sanctioned and submitted to the

State Bank of Pakistan for disbursement. The Department further

undertook that they are ready to resolve the issue after coordination

with PSW/SBP after receipt of requisite documents from the

Complainant. The PSW was approached through emails dated

14.10.2026 who informed that the Complainant is required to contact

the Rebate Compliance Officer of the concerned Collectorate for

resolution of the issue. The Collectorate is also required to coordinate

with the Complainant and P3W to resolve the system glitch after

receipt of requisite documents, if required, from the Complainant till

the automated system systemically generates an alert stating “Auto

Rebate Claim Initiated”.
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8. FBRto:

(i) direct the Collector, Collectorate of Customs Exports, Port
Muhammad Bin Qasim, Karachi to actively coordinate with
the Complainant and PSW to resolve the Complainant’s
grievance; and

(ii) report compliance within 30 days.

ieotltm
Dated:

• Zafar ul Haq Hijazi)
Federal Tax Ombudsman


