
 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Guidelines on Grievance 
Redressal System (GRS) in 
GBTI 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

GHAZI BAROTHA TARAQIATI IDARA (GBTI) 
81st BoD Meeting 

March 27th, 2020 



1  

Contents 
 

1. Introduction ................................................................................................................................. 2 

2. Basic Principles for GRS in GBTI .................................................................................................. 2 

3. Complaint Handling Mechanism: ................................................................................................ 2 

3.1 Structure: ...................................................................................................................................... 2 

4. Process visibility and accessibility: .............................................................................................. 3 

5. Acknowledgment of a complaint: ............................................................................................... 3 

6. Interim Reply: .............................................................................................................................. 3 

7. Final reply: ................................................................................................................................... 3 

8. Final reply in case of denied complaints ..................................................................................... 3 

9. Resolution Time Line: .................................................................................................................. 4 

10. Escalation procedure: .............................................................................................................. 4 

11. Complaint of persons with Special Needs: .............................................................................. 4 

12. Record keeping: ....................................................................................................................... 4 

13. Monitoring and assessing Complaint Handling Mechanism: .................................................. 4 

14. Complaint handling Policy ....................................................................................................... 5 

14.1. Scope of Investigation .......................................................................................................... 5 

14.2 Primary Objective of Investigation .............................................................................................. 5 

14.3 Confidentiality ............................................................................................................................ 5 

14.4 Investigation Standards ............................................................................................................... 6 

14.5 Standard of Evidence .................................................................................................................. 6 

14.6 Rights and Obligations of Subjects and Other Investigation Participants ................................... 6 

14.7 Notification of Subjects ............................................................................................................... 7 

14.8 Administrative Leave................................................................................................................... 8 

15. Reporting ................................................................................................................................. 9 

15.1 Closure Report ............................................................................................................................ 9 

15.2 Reporting to the Commission: .................................................................................................... 9 

15.3 Investigation Report ................................................................................................................... 9 

16. Responsibility for Updating the Guidelines .............................................................................. 9 

 



2 

 

1. Introduction 

The purpose of the “Investigation Guidelines” is to ensure that investigation activities at GBTI are 
conducted thoroughly, objectively, effectively and in accordance with moral, ethical and 
professional standards. These guidelines are “a guide to best practice” a n d  i n  t h e  l i g h t  o f  
c i r c u l a r  n o . 2 4  i s s u e d  b y  S E C P .  Efforts will be made to ensure consistency in the 
investigations conducted in accordance with these guidelines to maximum possible extent. However, 
deviations (if any) may not necessarily constitute a due process violation. 
GRS in GBTI encompasses complaints received from its customers and the policies and Procedures put 
in place to deal with these complaints.   A complaint is an oral or written expression of dissatisfaction 
relating to the NBMFC from a customer where a response or Resolution is expected. For the purpose of 
these Guidelines, a customer is defined as a person who has obtained finance from GBTI or has any 
business relationship with the GBTI. GRS should be fair, transparent, accessible, and efficient as an 
effective system increases customer satisfaction, reduces operational and reputational risk of a GBTI 
and assist in bringing improvements in products, services, processes and delivery channels. An effective 
system increase customer satisfaction, reduces operational and reputational risk of a NBMFC and assist 
in bringing improvements in products, services, processes and delivery channel. An effective GRS in 
GBTI also reduces burden on external dispute resolution forums. 
Internal Audit Department’s mission is to provide GBTI with an effective system of independent 
and objective internal oversight that is designed to improve the effectiveness and efficiency of 
GBTI’s operations in achieving its development goals and objectives through the provision of 
internal audit, investigation and advisory services. 
An investigation can be triggered on the 
following: 

 Request of  any  inquiry  committee  as  established  under  grievance/complaint  management 
system for HR, Procurement, Projects and Programmes, GBTI Clients and beneficiaries 

 When determined by internal audit department 

 When determined by the CEO 
 
The authorized official to commission investigation may appoint external professional experts if 
required. 

 
2. Basic Principles for GRS in GBTI 

 The board and senior management of a GBTI should take measures to instil and promote a 
culture that recognizes the importance of complaints and their timely resolution. 

 Every complainant must be treated fairly. 

 Complaints must be resolved within 15 days. 

 Complaint handling mechanism of the GBTI should be visible and accessible. 

 Complaint handling mechanism should be comprehensive and integrated to core business. 

 Complaint handling system should be adequately monitored. 
 
 

3. Complaint Handling Mechanism: The minimum requirement for complaint handling       

mechanism in GBTI are as under; 
 

3.1 Structure: 
 GBTI shall designate a key executive to look after the complaint handling mechanism. It is 

expected that the GBTI will address the possibility of conflict of interest while assigning the 
complaint handling mechanism to a key executive. 

 GBTI shall also ensure that the complaint handling function works independently and have 
adequate powers and resources. 
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4. Process visibility and accessibility: 
a) GBTI should ensure that their complaint handling mechanism is visible and easily accessible 

for all customers. 
b) GBTI must have information about their complaint handling mechanism clearly available to 

the public (notably, in product statements, loan application, loan approval letter, by putting 
standees in the branches, on  their websites, etc,) The information must include how to lodge 
a complaint along with contact details (address, phone &  fax numbers and email address ) 
and that it is free-of-charge. 

c) GBTI shall accommodate complaints received through any source of communication channel 
(whether verbal or in writing) and may communicate with complainants via SMS, email, 
recorded line or surface mail or any other agreed channel. 

d) While declining any complaint, the GBTI must inform the customer of his right to approach 
any external dispute resolution forums along with their contact details. 

 

5. Acknowledgment of a complaint: 
a) GBTI shall accommodate complaints received through any source of communication channel. 
b) GBTI must ensure that once a complaint is received, it should be assigned a complaint 

number. 
c) An acknowledgment should be sent be via SMS (Annexure-I) , email, recorded line of surface 

mail confirming the receipt of the complaint. 
d) In case complaint is received after the working hour, the acknowledgment shall be sent on 

the following working day. 
e) The acknowledgment should briefly describe the complaint process, the time line to resolve 

or decide the complaint and the contact details for follow up on his/her complaint. 
 

6. Interim Reply:  
In case a complaints requires detailed investigation, GBTI must inform the complainant that the 
scrutiny of the matter requires more time. The reply, in such case, should briefly describe the 
scrutiny required to find facts and expected time during which final reply would be provided. 
Interim responses can also be in form of SMS, email, recorded line, etc. 

 

7. Final reply:  
a) GBTI must inform the customer of its final reply within the prescribed time limit. 
b) The final reply must set out its decision on the complaint i.e. either offer redress and or deny 

the complaint and provide clear reasons for doing so. 
c) GBTI must inform the complainant of the right to refer the complaint to an external grievance 

mechanism along with the contact details. 
 
 

8. Final reply in case of denied complaints  
Not all the complaints can be resolved to the satisfaction of the complainant. In such cases, GBTI 
must inform the complainant that his/her grievances cannot be resolved the reason /justification 
on the basis of which the complaint is being denied and alternate grievance redressal forum 
available to the complainant and their contact details. 
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9. Resolution Time Line: 

GBTI encouraged to resolve all the complaints expeditiously. In this regard following maximum 
timelines may be observed for all complaints: 
 

Acknowledgment Within working day, in case of complaints received after working 
hours, the next working day would be considered its receipt day. 

Interim reply If the complaint requires detailed scrutiny, GBTI within 5 working days 
shall inform the complainant that the complaint requires detailed 
scrutiny. 

Final reply Complaints that don’t  require detailed scrutiny:15 working days 

Complaints which require detailed scrutiny: 30 working days 

10. Escalation procedure: 

It is important that complaint should be resolved as early as possible and complacency in    dealing with 
complaint should not be tolerated. For the purpose GBTI should establish an escalation procedure 
whereby a complaint not resolved or disposed of within particular timeframe should be escalated to 
next hierarchy.  

 

11. Complaint of persons with Special Needs: 
a) GBTI must provide extra care while dealing with complaints of illiterate, old age or physically 

handicapped complainants. 
b) It should be ensured that the understanding capacity of these persons is given ample 

weightage while deciding the complaint. Old age complainants should be treated 
empathically and to the maximum possible extent their complaint should be resolved 
preferably at the branch level for their convenience. 

12. Record keeping: 

GBTI shall keep complete record of the complaints for a period of at least two years. 

 

13.  Monitoring and assessing Complaint Handling Mechanism: 
a) GBTI should implement a system designed to capture all complaints data for analysis. The 

complaint information should include total number of complaints, complaint grouping by 
product type, information on resolution time and themes. The findings of this report should 
be share with the management /board on annual basis to carve out a strategy for the 
betterment of the complaint management system, reduction in incidence of complaints and 
bring improvements in products, services, processes and delivery channels. 

b) The internal complaint handling mechanism of GBTI should be subject to internal audit at 
least annually and any deviation or non-compliance of internal procedure as well as legal 
/regulatory requirements should be recorded and reported to board of directors. 

c) The internal audit should also review complaint data and highlight any significant 
operational risk that the GBTI may encounter. 
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14. Complaint handling Policy 
14.1. Scope of Investigation 

 Abuse of authority 
 Vengeance against whistle-blowers 
 Misrepresentation 
 Workplace harassment 
 Failure to comply with conflict and financial disclosure requirements 
 Procurement fraud 
 Dishonesty and corruption 
 Robbery and embezzlement 
 Misuse of GBTI resources 
 Improper recruitment 
 Sexual exploitation and sexual abuse 
 Assault and threat 
 Failure to comply with local laws/abuse of privileges and immunities 
 Any other misconduct, such as wilful, reckless or grossly 

negligent disregard of GBTI regulations, rules and administrative 
instructions. 

 
 

14.2 Primary Objective of Investigation 

The purpose of an investigation is to examine and determine the reliability of allegations of 
corrupt or fraudulent practices as defined by GBTI including with respect to but not limited to, 
projects financed by the GBTI, and allegations of misconduct on the part of the organization’s staff 
members. This also includes evidence of the reported offence as explained above or to 
determine the adequacy of the evidence provided by the accused in his/her support. 
To help determine the relevant and necessary action in accordance with applicable laws and GBTI’s 
rules for competent authority. As such, the investigative process is part of the entire system of 
accountability and must be executed in a manner that supports the system and interests of justice. 
Matters that do not fall within the scope of Investigation mandate, such as allegations of poor work 
performance and are dealt with by other procedures will not be subject to investigations. 
 

14.3 Confidentiality 

Confidentiality is key for effective investigation and other appropriate action in cases of alleged 
wrongdoing. Confidentiality is in the interest of the GBTI, investigation team and the subject 
of the investigation. The investigator will keep all information and data safe and will not disclose 
to any person other than investigation team members and inquiry committee or CEO. 
During the course of an investigation it will be necessary for Investigation team to provide 
details to people with a legitimate ‘need to know.’ This may include: 

 Information provided to subjects to allow them to fully respond to allegations and to 
provide countervailing evidence 

 Information contained in requests to witnesses/other people with whom investigators 
speak or communicate in order to verify facts 

 Information is shared with the legal advisor and/or senior management during the course 
of an investigation to allow necessary action to be taken prior to the conclusion of an 
investigation 

Any such information must not be further communicated without the written approval of officer 
commissioning the investigation and must be treated in accordance with any instructions given by 
grantor of the permission. In determining the level of information that is provided to subjects, 
witnesses and others in the course of an investigation, investigation team will seek to strike a 
balance between the legitimate need for information and the risk of retaliation. 
 
Requests for confidentiality by investigation contributors will be honoured to the extent possible 
within the legitimate needs of the investigation. However, the identity of investigation 
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participants or subjects and the details of the investigation may become known for reasons 
outside the control of the investigators. In certain cases (for example, workplace harassment and 
abuse of authority), the identity of the complainant and/or other investigation participants will 
need to be shared with the investigation subject to allow a response and the submission of any 
countervailing evidence that may be relevant to the assessment. This disclosure may be delayed 
where there is risk to documentary evidence, witnesses and potential victims. In case of any 
information required by any law enforcing agency from the investigator, the investigator will refer 
the matter to company secretary. 
 
 

14.4 Investigation Standards 

The General Principles as determined by GBTI Board are as under: 

 Investigative findings shall be based on facts and related analysis, which may include 
reasonable inferences. These findings should follow an objective assessment of all 
information, including inculpatory and exculpatory evidence, gathered in the course of the 
investigation. 

 The Investigation team shall maintain objectivity, impartiality and fairness throughout the 
investigative process and conduct its activities competently and with the highest levels of 
integrity. Investigations follow prescribed steps to ensure procedural fairness. 

 Following the completion of the investigative process, Investigation officer may still be 
required to support post investigation activities that fall within the responsibility of the 
organization as part of the system of accountability. 

 The investigative team shall perform its duties independently from those responsible for or 
involved in operational activities and from staff members liable to be subject of investigations 
and shall also be free from improper influence and fear of retaliation. 

 The staff of the investigative team shall disclose to a supervisor in timely fashion any actual or 
potential conflicts of interest. 

 Appropriate procedure shall be put in place to investigate allegations of misconduct on the part 
of any staff member of an investigative team member. 

 The Investigative Office shall take reasonable measures to protect as confidential any non-
public information associated with an investigation. 

 The  Investigative  Office  shall  make  recommendations,  as  appropriate,  to  the  
organization’s management that are derived from its investigative findings. 

 
 

14.5 Standard of Evidence 
Disciplinary proceedings resulting from investigations are not of a criminal nature, but rather are 
administrative as regulated by the rules and policies of the Organization. The exact standard 
proof may vary with the seriousness of the alleged offense and the severity of the potential 
sanction, but in all cases has to be proof beyond a reasonable doubt. 
 
 

14.6 Rights and Obligations of Subjects and Other Investigation Participants 

During an investigation, all investigation participants have a right to: 

 A presumption of innocence throughout the investigation 

 A professional, impartial and thorough investigation; and 

 Due  care  in  the  handling  and  sharing  of  confidential  information  during  the  conduct  
of  the investigation 
All persons interviewed will: 

 Have the interview(s) scheduled at a reasonable place and time and be provided with the 
details of the individual(s) conducting the investigation interview 

 Be treated with fairness and given an explanation of the investigation process 

 Have the assistance of an interpreter during an interview, if required,  within the working 
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languages of GBTI, which are English, Urdu, Punjabi, Sindhi, Baloochi, Sirakiee , Phusto and 
Hindko 

 Investigation subjects (or complainants in cases relating to allegations of sexual 
exploitation, sexual abuse or sexual harassment) may request to be accompanied to their 
interview by an observer who is either a GBTI staff member or an immediate family 
member, provided that the observer is readily available and not involved in the investigation. 
The observer must agree to respect the confidentiality of the investigation and sign a 
confidentiality statement. The observer may not interrupt, prevent or delay the interview, 
and is not allowed to speak during the interview. If the investigator considers the presence of 
the observer to be disruptive, the observer may be asked to leave and the interview will 
proceed without the observer. Considering the cultural context, gender and other 
elements of the case, the investigator may also select an observer (e.g. local office staff etc.) 
to attend the interview 

 To the extent possible, interviews conducted by inquiry team will be conducted by two 
persons 

 Investigation subjects and participants have no right to the presence of counsel during 
interview 

 Inquiry team will not pay a witness or a subject for information 

 
An individual who has been made the subject of an investigation is entitled to: 

 Be advised in writing of the nature of the allegations and his or her role in the investigation 
no later than at the time of interview; and 

 Be given the opportunity to explain his or her actions and to provide any documents or 
information that may be relevant to the factual determination of the matter, along with the 
names and details of any witnesses who may have relevant information 

 
In cases where Inquiry team recommends the consideration of disciplinary action, staff members 

who are the subject of an investigation have the following rights 

 The staff member will be interviewed in the course of the investigation. The interview will 
be audio or video recorded and a copy of the transcript will be made available to the subject 
who will be invited to sign it. The staff member cannot change their statement as recorded by 
Internal Audit Department of GBTI’s recording devices 

 Additionally, the staff member may choose to also provide a signed statement 
containing any clarification of their statements during the interview(s); and 

 The staff member will be provided with a copy of the draft investigation report, redacted as 
necessary to protect witnesses and whistle-blowers. The staff member will be given the 
opportunity to provide comments on the factual findings and conclusions of the report 
along with any countervailing evidence; within a reasonable time (normally between ten 
and thirty working days, depending on the seriousness and complexity of the matter). 

 
14.7 Notification of Subjects 
An individual who has been made the subject of an investigation has the right to be informed in 
writing of his or her status and to know the nature of the allegation(s). This notification will take 
place at the earliest possible time. Situations may prevent advance notification of the subject 
prior to his or her interview. Such situations include, but are not limited to, the following: 
 

 The evidence (documentary, electronic, physical, or witness statements) related to the 
allegation(s) has not been secured (i.e. preserved, collected and recorded) and might be 
tampered with; or other safety or security issues exist that would threaten the investigation 
(e.g. retaliation against the complainant, informant or witness, flight of the subject). 

 Once these issues are adequately addressed and evidence is seized and fully secured, the 
individual must be notified in writing that he or she is the subject of an on-going 
investigation. The notification will take place no later than at the beginning of his or her 
interview as the subject of the investigation 
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 If, during the course of the investigation team discovers new facts giving rise to 
allegations of wrongdoing on the part of an investigation participant, investigation team 
will notify the investigation participant, as soon as practicable, that he or she has 
become a subject of the investigation. If an investigation participant provides information 
during an interview that makes him/her a subject, the interview will be stopped and a 
subject interview will proceed only after the person has been advised in accordance with 
the requirements of the first paragraph of item 6 above. 

 In the event that in the course of the investigation additional allegations are raised against 
the investigation subject, the investigators will inform the subject of these new allegations. 

 

14.8 Administrative Leave 
The circumstances under which staff members who are the subject of an investigation may be 
placed on Administrative Leave (suspension) by HR department and General Manager without 
holding monthly salary. However they shall not be given any official assignment and facility to 
work from home. Their access to official email, laptop, computers and databases of GBTI be 
restricted for period till the conclusion of inquiry. 
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15. Reporting 
15.1 Closure Report 
Closure reports are internal, confidential documents prepared for investigations that do not 
result in a recommendation for consideration of disciplinary, administrative or other action. A 
closure report is normally used in the following circumstances: 
i. Where  the  evidence  obtained  in  the  course  of  the  completed  investigation  does  not 

substantiate the allegations 
ii. Where, due to the circumstances, further investigation is not warranted the case will be 

closed 
 
The Investigation team will submit its report to the inquiry committee within the time agreed 
when such investigation was commissioned. The team will also present the report and explain it to 
the committee. 

 
15.2 Reporting to the Commission: 
The GBTI shall submit a report to the commission on formats as may be prescribed from time to 
time 
 

15.3 Investigation Report 
If the investigation reveals adequate evidence to reasonably conclude that wrongdoing has 
occurred, the investigation team will prepare an investigation report setting out the 
allegations, the investigation methodology and the facts established in the investigation. Where 
the complaint involves more than one allegation, the investigation report will provide details of 
the investigative steps undertaken to corroborate each allegation, the evidence gathered as 
relevant to each allegation, and the finding relating to each allegation. The potential consequences 
of an investigation report vary depending on the contract modality of the subject. Specifically: 

 If the  subject  is a  GBTI staff member, the  report is  submitted to  Chief  Executive  
Officer  for consideration of disciplinary proceedings or administrative action 

 If the subject is a Contractor, a report is submitted to the responsible manager (Head of 
Department) for review and further action along with copy to Chief Executive Officer 

 If  the  subject  is  a  vendor,  the  report  is  submitted  to  the  Purchase  Committee  of  
GBTI  or consideration of vendor sanctions 

 If the subject is a Volunteer/or intern, the report is submitted to the GM for 
consideration of disciplinary or other action; such as to terminate the internship agreement 

 

16. Responsibility for Updating the Guidelines 
These Guidelines have been approved by the Board of Directors of GBTI. Company secretary is 
responsible for keeping the Guidelines up to date, taking into account changes in the Legal 
Framework, applicable policies and procedures. 
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Ghazi Barotha Taraqiati Idara (GBTI) 
 

 

Information Notice for Complaints 
 
 

If there is any complaint regarding any aspect of any project being implemented by GBTI; for example, 
distribution of goods, financial aid, infrastructure schemes, loans etc; then please report it immediately. 

 

 

Please remember: 

 None of the employee/staff of GBTI is allowed to take part in any kind of business with CO/VO/LSO or its 

members 

 GBTI’s employee/staff are not allowed to intervene in the tasks which are the responsibility of 
CO/VO/LSO. 

 None of the employee/staff of GBTI has the authority to buy, sell or exchange any goods or services from 
or on behalf of CO/VO/LSO or its members. 

 None of the employee/staff is allowed to take any sort of loan, financial aid, support, wages or 
fee from any CO/VO/LSO or its members. 

 The repayment of the Loan Amount given by GBTI is the sole responsibility of the borrower and 

CO/VO/LSO. Under any circumstances, loans taken from GBTI cannot be paid in cash to any staff 

member of GBTI, nor is the loan repayment acceptable without an official receipt. In this case, loss will 

be the responsibility of the borrower. 

 In reference to the above guidelines and notices, if any CO/VO/LSO or its members remained engaged in 

type of exchange/business with any employee/staff of GBTI, then they will be responsible themselves. If 

any GBTI’s employee/staff tries to force, influence or threaten; then please report it immediately on 

the following address. 

 Suppliers/Vendors/Consultants can lodge their complaints in connection with any RFQ/RFP/Tender 
documents and its shortlisting/finalizations to the following contact details. 

 All  stakeholders  (including  staff)  can  file  their  complaints  through  following mechanism by clearly 
identifying themselves: 
 

o Sending a written complaint on GBTI’s official address Office #7, IRM 
Complex, Sunrise Avenue, Park Road,  Islamabad, Pakistan 

o Sending an email on complaints@gbti.org.pk 

o Calling at +92-51-8746607 or +92-301-8552013 
o Sending a fax at +92-57-2640202 
o By sending an SMS/Whats App at +92-301-8552013 

 
 
 
 
DISCLAIMER: “In case your complaint has not been properly redressed by us, you may lodge your complaint with 
Securities and Exchange Commission of Pakistan (the “SECP”). However, please note that SECP will entertain only 
those complaints which were at first directly requested to be redressed by the Company and the company has failed to redress 
the same. Further, the complaints that are not relevant to SECP’s regulatory domain/competence shall not be entertained.” 

Information Notice for Complaints 

mailto:complaints@gbti.org.pk
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رایقیت ادارہ

 

رواھٹ ب  (GBTI) اغزی ب 

 

 

رہض وریغہ وت وف  GBTIارگ  

ت

 وہ الثم اسامن یک میسقت ، امیل ادماد، ںیمیکس ، ق

ت

 
االطع  ری وطر رپ اس یکیک رطف ےس الچےئ ےئگ یسک یھب رپاٹکیج ںیم یسک احلظ ےس وکیئ اکشی

 دںی؛

 GBTI  ںیہن ہک وہ یسک یھب ےک یسک یھب المزم ی ا اٹسف وک ااجزتCO/VO/LSO  رض ربممان ےک اسھت یسک یھب مسق ےک اکروی ار ںیم رشتک

ت

ےک ربممان ی ا ق

 رکںی۔

 GBTI  اک وک یئ یھب المزم ی ا اٹسف ربمم سک یھبCO/VO/LSO  ا  ی ا اعموہض رکےن اک اجمز ںیہن سج یک ادیگیئ ی 

ت

دم

 

  ےس وکیئ اکم ی ا خ

 

ےک ربممان یک اجی

 یک ذہم داری ےہ۔ CO/VO/LSOارصنام وخد 

 GBTI  یھب المزم ی ا اٹسف وک  ےک یسکCO/VO/LSO  داری رکےن ی ا نیل دنی رکےن اک اایتخر ری 

 

اوثں یک خ

 

ا ای ےک ربممان یک رطف  ےس یسک مسق ےک اسامن ی 

 ںیہن ےہ۔

 GBTI  اک وکیئ المزم ی ا اٹسف اس ی ات اک اجمز ںیہن ےہ ہک وہCO/VO/LSO  ا  ی 

ت
 

رض ی ا امیل ادماد /اعموی

ت

رت ی ا سیف ووصل ی ا ان ےک ربممان ےس یسک مسق اک ق
 
ُاخ

 رکے۔

 GBTI   رض دار اور

ت

رض اور وایسپ یک رمق رصف ق

ت

رہض یسک یھب وصرت ںیم   GBTIیک ذہم داری ےہ۔  CO/VO/LSOےک دےیئ ےئگ ق

ت

ےس ایل ایگ ق

GBTI  رض یک وایسپ یک رمق

ت

 وبقل ےہ وصبرِت درگی اصقنن یک امتم ذہم داری  GBTIےک یسک اٹسف وک دقن ںیہن دی ا اج اتکس اور ہن یہ ق
 
 رر اقب

ی

 

 ض
ب

یک رساکری وجمزہ ردیس ےک 

رض دار رپ وہیگ۔

ت

 ق

  ات دہای ات ےک ی اووجد ارگ یسک

 

ات اور االعی

 

ےک یسک المزم ی ا اٹسف ےک اسھت وکیئ نیل دنی  GBTIی ا ان ےک ربممان ےن  CO/VO/LSOدنمرہج ی اال زگارش

ر ادناز وہےن یک وکشش رکے ی ا دیکمھ دے وت وفری وطر رپ دنمرہج ذلی ہتپ رپ االطع ۔ایک وت وہ وخد ذہم دار وہاگ 

 

ا اث  رکے۔ ایسی یسک وصراحتل ںیم ارگ وکیئ اٹسف ارصار رکے ی 

 س

 

ن

 

ن

 

سلن

 

کن

ر /وڈنیرز/

 

راےئ(Suppliers/Vendors/Consultants)الپسث  ث 

ت

راےئ رپووپزل  (RFQ)وکنشیٹ وک یسک یھب دروخاس  ث 

ت

دروخاس

(RFP) ںیہ۔ 

ت

 وہ وت ذلی ںیم دےیئ ےئگ ہتپ رپ درج رکواتکس

ت

 
گ / یمتح اتنجئ ےک وحاےل ےس وکیئ اکشی

 

ن

 

سن
ل

ارٹ 

 

رات یک ش

 

 اور ڈنیٹر یک داتسوث 

  ںیہ۔ )ومشبل اٹسف (امتم رشاتک دار 

ت

 اینپ اکشی ات وک دنمرہج ذلی رطےقی ےس راکیرڈ رکوا تکس

o  

ت

 
 سکیلپمک، یکارک روڈ، چک زہشاد، االسم آی اد IRM، ۷ےک آلشیف ہتپ رپجیھب رک: آسف ربمن  GBTIیھکل وہیئ اکشی

o  وک 

ت

 
 رپای لیم رک ےک g.pkro.gbtis@tinalmpocاینپ اکشی

o +92-51-8746607  ربمن رپ وفن رک ےک 

o +92-57-2640202  ربمن رپ سکیف رک ےک 

o +92-301-8552013   ربمن رپSMS ک رک ےک
 

 ، وسٹ ای

شکایاتاطالع عام برائے   

mailto:complaints@gbti.org.pk
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Annex-I 

 

Samples SMS 

 

Acknowledgement SMS 

 زگار آیکپ

ت

 اکش رتحمم  دروخاس

ت

 
ُ ی

ک
 ےہ اس اکش  ربمن__________ صووصل وہ ُ

ت

 
 اج اتکس ےہ، سج اک  آ  ےس را ہط ایک وک اج ےنچ اور  ل  رکےن  ےک ےیی

 

ت
ت

  ۔دن دراکر ےہ 03ےس 51وتمعق وق

 اکش

ت

 
 لیس ی

  30355111350را ہط ربمن: 

 آیئ یٹ یب یج

Final SMS (Resolved) 

 

 زگار آیکپ

ت

 اکش رتحمم  دروخاس

ت

 
ُ ی

ک
 ںیہلی  وت درج ذ  نئمط ںیہےہ، ارگ آ  ریغ  ربمن__________  ل  وہ ُ

ت

  ۔  ربمن رپ را ہط رک تکس

 اکش

ت

 
  لیسی

  30355111350را ہط ربمن: 

 آیئ یٹ یب یج

Final SMS (Denied) 

 زگار آیکپرتحم

ت

 اکش م  دروخاس

ت

 
ر ۔ اج اتکس ایکےک اطمقب   ل ںیہن یکایسیل یک آیئ یٹ یب   ہقلعت ےہ     سج وک یج ربمن__________ ریغی

 

دم  ت ےک ےی الیصفی 

 ںیہلیآ  درج ذ

ت

 ۔ ربمنوں رپ را ہط رک تکس

 اکش

ت

 
          لیسی

     30355111350را ہط ربمن: 

 آیئ یٹ یب یج

 

      88008-0800را ہط ربمن: 

 

س

 
ن 
 
ک
  
ی

 )یپ یس ی اسیا ( آف یکااتن نشیجنیچسکی اڈنیا و ریٹ
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