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DIRECTOR GENERAL MESSAGE 

As we commemorate a decade of progress since the launch of Helpline 1099, it is a 

as a pilot initiative has grown into a vital tool for supporting victims of gender-based 

Together, let's continue to empower victims, promote justice, and build a safer, more 

Mr. Abdul Sattar
Director General ZARRA
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DIRECTOR MESSAGE 

The Ministry of Human Rights (MoHR) continues to prioritize the support of victims of 
human rights violations, with Helpline 1099 serving as a crucial component of this 

providing free and accessible legal guidance to individuals navigating complex situations 

In its ten-year tenure, the helpline has facilitated millions of inquiries and directly assisted 

Moreover, the helpline has played an integral role in the MoHR's overarching strategies, 

helpline personnel have been instrumental in evolving this initiative from an initial pilot 

commemorate a decade of operation, we are motivated by the achievements of Helpline 

Muhammad Kashif Kamal 
Director Helpine 1099 
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EXECUTIVE SUMMARY

helpline, a Public Sector Development Program (PSDP) initiative, was established to provide free legal 

1099 helpline were multifaceted:

Free Legal Advice: To provide comprehensive legal counsel to victims of human rights violations, 

Referral Services: To connect survivors with relevant support services, such as shelters, law 

Stakeholder Coordination: To establish a robust coordination mechanism with key 
stakeholders, including government departments, civil society organizations, and legal 

Database Development: To create a comprehensive database of human rights violations, 

2015 to present , it has received a total of 1,448,202 calls and successfully provided assistance for over 

invaluable resource contains detailed information on various human rights violations, including 

range of organizations, the helpline ensures that victims receive the support they need, regardless of 

The 1099 helpline stands as a testament to the power of human compassion and the unwavering pursuit 

the helpline continues to evolve and adapt to emerging challenges, it remains a beacon of hope for those 
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ACRONYMS
MoHR - Ministry of Human Rights
GBV - Gender-Based Violence
HRCP - Human Rights Commission of Pakistan
NGO - Non-Governmental Organization
MIS - Management Information System
UNFPA - United Nations Population Fund
SSDO - Sustainable Social Development Organization
PMDU - Prime Minister's Delivery Unit
PWD - Persons with Disabilities
ICT - Islamabad Capital Territory
FATA - Federally Administered Tribal Areas
KPK - Khyber Pakhtunkhwa

OPF - Overseas Pakistanis Foundation
NADRA - National Database and Registration Authority
FIA - Federal Investigation Agency
UAN - Universal Access Number
ZARRA - Zainab Alert, Response and Recovery Agency
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INTRODUCTION

OBJECTIVES

In 2014-15, the Ministry of Human Rights (MoHR) launched the "Helpline for Legal Advice on Human 

evolved into a permanent service, transitioning from a developmental project to a sustained 

agencies, service providers, media organizations, civil society groups, law schools, private legal 

PART 1.
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OVERVIEW

OPERATIONAL FRAMEWORK OF
HELPLINE 1099 

The Helpline 1099 serves as a vital conduit for addressing human rights issues, facilitating connections 

a) Indicators Achieved: The Helpline has created an extensive referral network that encompasses a 
diverse range of organizations, including government bodies, non-governmental organizations 

b) Progress (2015 - 2024):  Helpline 1099 has been a key resource in addressing a wide range of human 

issues, with a focus on child rights, disabled persons' rights, human rights governance, and 

A sharp drop in calls and services was observed in 2022, though the helpline showed recovery in 2024, 

consistently played a vital role in providing assistance across diverse social, legal, and human rights 

The Helpline 1099 functions under the aegis of the Ministry of Human Rights, aimed at systematically 

In addition to its governmental collaborations, the helpline partners with Bar Councils, Shelter Homes, 

framework is designed to optimize the response to various human rights concerns, ensuring that 
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HELPLINE FOR LEGAL ADVICE
ON HUMAN RIGHTS VIOLATIONS

Director General (Zarra/Helpline)

Director Helpline/ZARRA

IT Experts

Call Operator

Assistants

LDCs
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THESE ARE THE CHANNELS OF COMPLAINT

CHANNELS
OF

COMPLAINT

DEDICATED TIME & SUPPORT

MANAGEMENT INFORMATION SYSTEM (MIS)

maintain comprehensive records, and produce detailed reports to enhance coordination and 

d) Mobile App   e) Public Meetings f) Whats app 03339085709 
g) In-Person Visits 8th Floor,Kohsar (TUV) Block New Pak Secreteriate

CALL Public
Meetings

FAX

Social
Media
pages for
e.g

Emails

By Post Voice
Mails
1099

Visits

1099
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TRANSGENDER DESK

In 2022, the Helpline launched a specialized application on the Prime Minister's Delivery Unit (PMDU) 

are provided with dual channels for lodging complaints: they can utilize the PMDU app or directly contact 

EMPOWERING CHANGE

the needs of women, children, transgender individuals, minority groups, and the elderly, ensuring they 

Trained counselors are available to deliver emotional and psychological support, particularly to victims 

takes a proactive stance in educating individuals about their rights under relevant human rights 

individuals through information dissemination plays a crucial role in advancing inclusivity and 

The Helpline 1099 plays a crucial role not only in providing direct support to individuals but also in 

inclusivity, the helpline ensures that all societal members have equitable access to essential resources 

ZARRA AND HELPLINE 1099

response, the Zainab Alert, Response, and Recovery Agency (ZARRA) was established in 2020 to tackle 

Functioning as a vital resource for both families and law enforcement, ZARRA operates through its 

Upon receiving a report of a missing child, ZARRA deploys a systematic response: trained professionals 
compile detailed case reports, collecting essential information such as the child's physical 
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This data is subsequently integrated into ZARRA's comprehensive database, facilitating a robust 
investigative framework that aids law enforcement in locating the missing child and preventing potential 

This data is subsequently integrated into ZARRA's comprehensive database, facilitating a robust 
investigative framework that aids law enforcement in locating the missing child and preventing potential 
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LITIGATION
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ZAINAB ALERT, RESPONSE & RECOVERY AGENCY (ZARRA ) DASHBOARD 

LITIGATION
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1. Human Rights Violations: This encompasses a range of issues, including but not limited to child 
labor exploitation, instances of abuse across various demographics, the rights of incarcerated 
individuals, the protection of minority groups, the rights of persons with disabilities, transgender 

and advocacy to address systemic injustices and ensure compliance with international human 

2. Service Matters: In the context of public service employment, these cases frequently pertain to 
matters surrounding government employment, including but not limited to promotions, 

3. Legislative and Policy Considerations: 
national legislation, such as the Transgender Rights Act and frameworks surrounding disability 

4. Others: This category encompasses various administrative matters and cases pertinent to the 

critical role in the protection of human rights, the maintenance of equitable treatment, and the 

PORTALS, INCLUDING THE RESOURCE PORTAL.PRIME MINISTER 
DELIVERY UNIT (PMDU)

Helpline 1099 has successfully processed over 300,000 complaints, either by directly  resolving them or 

    PMDU   DASHBOARD 
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PRIME MINISTER DELIVERY UNIT (PMDU) & IT SUPPORT 
TO MOHR

processed over 300,000 complaints, either resolving them directly or forwarding them to the appropriate 

HELPLINE IT SUPPORT FOR MOHR:

•  Website Management: 
•  NITB and NTC Coordination: Handles activities related to the National Information Technology 

•  Email and Portal Management: Manages the ministry's email accounts and web

LINKAGES AND COORDINATION 

organizations such as UNFPA, Roshni Helpline, and SSDO, which enhance inter-agency communication 

Furthermore, the helpline has instituted a network of designated contact points within police 

collaboration between the helpline and law enforcement agencies, thereby facilitating rapid and 

In addressing gender-based violence, the helpline has established a robust framework for delivering 

organizations, and pro bono legal practitioners, the helpline provides free legal assistance to numerous 

safe environment conducive to recovery, where survivors can access counseling services and begin the 

Through the cultivation of strong partnerships and the integration of diverse expert resources, Helpline 
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WOMEN RIGHTS ISSUES 

society organizations, bar councils, shelter homes, and health departments, the helpline addresses GBV 

that outlines the primary challenges faced by women, the role of Helpline 1099 in addressing these 

A) GENDER-BASED VIOLENCE (GBV)

PHYSICAL AND SEXUAL VIOLENCE (88 CASES): 

The analysis of these 88 cases underscores the perilous conditions in which women navigate their lives, 

TRAFFICKING OF WOMEN (11 CASES): 

HONOR KILLINGS (33 CASES): 

Honor killings refer to the murder of women by family members who perceive that the victim has brought 

Such acts of violence are a profound infringement on women's rights and underscore the extreme 

RAPE (229 CASES): 

vulnerabilities that women encounter across various environments, including domestic settings, public 
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In response, Helpline 1099 plays a crucial role by providing immediate crisis intervention, protective 
measures, and referrals to legal and healthcare services, thereby addressing the needs of survivors in a 

B) FAMILY DISPUTES (13,605 OVERALL CASES) 
Family disputes comprise the predominant category of legal cases, accounting for more than 75% of the 

of these disputes pertain to critical issues surrounding women's rights in contexts such as marriage, 

DOWRY ARTICLES (250 CASES): 

DOWRY AMOUNT (67 CASES):

expectations may lead to domestic violence, harassment, or even the abandonment of the bride by her 

SHELTER (223 CASES): 

Women experiencing domestic abuse or residing in hazardous family environments often seek sanctuary 

forms of violence, including physical, emotional, and psychological abuse, that they endure within their 

INHERITANCE MATTERS (440 CASES): 

Inheritance disputes frequently arise when women are systematically excluded from their legitimate 
claims to familial property or assets, often attributable to cultural norms or legal frameworks that hinder 

highlight the complexities of gender bias in property law and the need for reforms to ensure equitable 

FORCED MARRIAGES (200 CASES): 

Forced marriages refer to circumstances where individuals, predominantly women, are compelled to 
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C) WORKPLACE HARASSMENT
Workplace harassment remains a critical issue, comprising 508 cases, these cases underscore the 
numerous challenges faced by women in professional settings, wherein they frequently encounter 

harassment include verbal abuse, unsolicited sexual advances, and derogatory gestures, all of which 

dignity of women but also impairs their job performance, contributing to emotional distress and 

facilitates access to appropriate channels for reporting harassment, thereby empowering women to 

HELPLINE HAS HANDLED

A total of 508 , workplace harassment
majority of these cases, 321 incidents, involved sexual comments
for 63% Intimidation and sexual misconduct, were reported 137 times, 
making up 27% requests for sexual favors were recorded in 50 incidents, 
which represent 9%

VICTIMS OF VIOLATION OF CHILD RIGHTS
The helpline prioritizes child rights and ensures continuous support for victims throughout all stages of 

 

1. Child Abuse: With a total of 1,082 cases, these reported cases of children , indicating a critical need 

2. Child Education: There are 213 cases representing child category with violation of Educational 

3. Corporal Punishment: 
highlights continuing concerns regarding the appropriateness and legitimacy of corporal 
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PART 2.

DATA ANALYSIS AND DESCRIPTION

SUMMARY OF CALLS/CASES OF HELPLINE FROM JANUARY 2015 TO OCTOBER 2024

This document provides an in-depth analysis of the performance metrics for Helpline 1099 spanning 

when robust awareness strategies were employed to dissiminate the message of helpline through print 
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PART 3.

THE IMPACT OF HELPLINE 
1099: ANALYZING SUCCESSES 
AND CHALLENGES

Helpline 1099 has established 
itself as an essential mechanism 
for addressing human rights 

delves into multiple case studies 
that illustrate the functionality and 

also addressing the various 

By examining these narratives, we 
can gain insight into the 
far-reaching implications of 
Helpline 1099's interventions on 
the lived experiences of victims 
and their families, as well as the 

miscellaneous Issues (21,888), followed by Women’s Rights (17,116) and unfold  HR Governance Issues 

Child Rights (2,065 cases) and Disabled Persons’ Rights (2,239 cases) highlight the helpline’s role in 
protecting vulnerable groups, while categories like Labour Rights (198 cases), Minorities’ Rights (186 

Relief (3 cases) and COVID-19 issues (1 case) had minimal activity, along with missing persons cases, 
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CASE OVERVIEW

An expatriate employee of UNICEF engaged the Helpline after uncovering a case of child 

CHALLENGES FACED 

The family's hesitance to advance with legal proceedings underscores the complexities 

psychological toll associated with confronting child abuse allegations often dissuades 

IMPACT OF INTERVENTION

The Helpline 1099 provided a timely and empathetic response that empowered Suzan with 
the necessary knowledge and resources to take action, despite the family's decision not to 

-This case highlights the helpline's instrumental role in fostering advocacy, enhancing 

SUCCESS STORY 1: ENHANCING ACCESS TO
JUSTICE IN CHILD ABUSE SITUATIONS 

CATEGORY:
“CHILD RIGHTS, CHILD SEXUAL ABUSE”
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CASE OVERVIEW

In a notable incident, a teacher employed physical punishment on a student, prompting the 

CHALLENGES FACED 

-
-  There exists institutional resistance concerning accountability measures for educators, 

IMPACT OF INTERVENTION

The intervention by the helpline facilitated a rapid resolution, promoting accountability for 

addressing urgent crises but also fostering a culture of accountability within educational 

SUCCESS STORY 2: ADDRESSING EDUCATIONAL
ACCOUNTABILITY 

CATEGORY:
“WOMEN RIGHTS, HARASSMENT AT
WORKPLACE”
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CASE OVERVIEW

An expatriate woman contacted our helpline, seeking intervention to protect her elderly 

CHALLENGES FACED 

Geographical Barriers: Physical distance can hinder timely interventions in familial crises, 

emotional distress, leading to a pervasive sense of helplessness and potential 

IMPACT OF INTERVENTION

Through proactive measures, including assessment of the situation and establishment of a 

-

SUCCESS STORY 3: A COMPREHENSIVE
INTERVENTION - SAFEGUARDING VULNERABLE
ELDERLY INDIVIDUALS

CATEGORY:
“FAMILY DISPUTES, DOMESTIC VIOLENCE”
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CASE OVERVIEW

In a notable incident, nine Pakistani nationals found themselves stranded in Iraq due to the 

CHALLENGES FACED 

The case presented numerous challenges, primarily rooted in the complexities of 

- Additionally, communication barriers with local authorities compounded the 

IMPACT OF INTERVENTION

- The successful resolution not only underscores the operational prowess of the helpline 

- The relief experienced by the pilgrims upon their return serves as a testament to the 

-

SUCCESS STORY 4: SAFE RETURN OF
STRANDED PILGRIMS

CATEGORY: “OVERSEAS PAKISTANI’S RIGHTS,
PASSPORT ISSUE”
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CASE OVERVIEW

A teacher experiencing harassment reached out to Helpline 1099, which implemented 

CHALLENGES FACED 

- Victims of harassment often encounter societal stigmas that dissuade them from 

- Initial reluctance to engage law enforcement can introduce delays in the intervention 

IMPACT OF INTERVENTION

The prompt response from the helpline not only empowered the teacher but also enhanced 

-

SUCCESS STORY 5: SAFEGUARDING AN
EDUCATOR FROM HARASSMENT

CATEGORY: “WOMEN RIGHTS, HARASSMENT
AT WORKPLACE”
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CASE OVERVIEW

A young individual sought assistance in locating his missing brother, which prompted a 

CHALLENGES FACED 

- The emotional turmoil experienced by the families of missing persons often 

-

IMPACT OF INTERVENTION

The successful recovery of the missing individual underscored the critical role of advocacy 

- The family's expressed gratitude underscores the transformative impact of the helpline 

SUCCESS STORY 6: REUNITED THROUGH
HELPLINE 1099

CATEGORY: “CHILD RIGHTS, MISSING CHILD”
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CASE OVERVIEW

CHALLENGES FACED 

- Prioritizing cases within a congested and resource-limited framework presents 

IMPACT OF INTERVENTION

The helpline's rapid response protocol and subsequent resolution culminated in a joyful 

- The gratitude expressed by the uncle underscores the helpline's critical role in providing 

SUCCESS STORY 7: A LIFELINE FOR FAMILIES

CATEGORY: “CHILD RIGHTS, MISSING CHILD”
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PART 4.

ACTIVITIES /TRAININGS/WORKSHOPS  

seminars with stakeholders and networking meetings with referral partners were held to enhance service 

organizations helped build public capacity and promote the helpline's services, which are also detailed 

PICTORIAL VISIT OF HELPLINE ACTIVITIES 

LAUNCHING CEREMONY OF 
HELPLINE (1099) FOR LEGAL ADVICE 

ON HUMAN RIGHTS VIOLATIONS

Awareness Raising Seminar on Helpline 1099 At Bahria University Awareness Raising Seminar At Federal Urdu University (FUU) of
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Awareness Raising Seminar at Sarhad University Peshawar

Weeklong Festival at Kahuta Sponsored By Helpline (1099) For Legal Advice on Human Rights, Ministry of Human Rightsfestival

Meeting with Dastageer Legal Aid Centre (DLAC)
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  Meeting with Northern Areas Welfare & Development Organization dated 11th October, 2017

Meeting with Good Thinker Organization (GTO) for Transgenders Community dated 10th October, 2017

Celeberation Of Internation
Human Rights Day 10th December, 2017
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First Ever Internation Human Rights Conference And Meeting With The International Delegates Dated 19th February, 2018

Consultation Meeting With The Khawaja Sira Society Dated 11th May, 2018

Consultation Meeting With Hawwa Lur KPK Working Women Union at Peshawar Dated 12th May, 2018
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Consultation Meeting St Sialkot With Chamber Of Commerce Dated 23rd May, 2018

Visit By Parliamentary Secretary of The Ministry of Human Rights Dated 22nd March, 2018

Christmas Peace Train Headed by Director Helpline
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Consultation Meeting St Sialkot With Chamber Of Commerce Dated 23rd May, 2018

    "Festival for Inclusion: Celebrating the International Day of Persons with Disabilities"

Meeting with the President on the progress of ZARRA 
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ZARRA Application Launch at Prime Minister House
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MR. PIO SMITH, REGIONAL DIRECTOR OF UNFPA ASIA AND THE PACIFIC, 
VISITED THE MINISTRY OF HUMAN RIGHTS' HELPLINE 1099 

the Federal Secretary for Human Rights, Allah Dino Khawaja, who acknowledged UNFPA's valuable 
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PRINT MEDIA COVERAGE
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The evolution of Helpline 1099 over the past decade serves as a critical case study in human rights 

family disputes, gender-based violence, workplace harassment, and child welfare dilemmas, the 

uptick in call volume indicates an increasing public awareness regarding individual rights and accessible 

Helpline 1099 not only provides emotional support for victims but also delivers practical solutions 

shift in societal perceptions, encouraging individuals to vocalize their grievances against injustices 

The continuous evolution of Helpline 1099, underpinned by a robust data collection and analysis 

feedback loops facilitate ongoing adaptations to emerging challenges, thereby enhancing operational 

the helpline to implement targeted awareness initiatives, ensuring that critical issues receive 

In summary, Helpline 1099 has established itself as a cornerstone of human rights protection in 

steadfast commitment to addressing vital social issues has transformed lives and fostered a culture 

As the helpline continues to innovate and expand its contributions, it stands as a beacon of hope for 

of Human Rights to fortify this initiative are poised to pave the way for a safer and more equitable society 
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PROGRESS REPORTCALLS & SERVICES PROVIDED 2015 TILL 2024 

Main Area

Child Rights

Disabled persons Rights

HR Governance Issues

Labour Rights

Minorities Rights

Miscellaneous

Protection of Life liberty

Senior Citizen

Women Rights

Flood Relief

Covid-19

Right to information 

Men Rights

Transgender Rights

Female Missing

Male Missing

2065

2239

15000

198

186

21888

653

83

17116

3

1

1

19

37

85

209

Counts

ANNEXES 
Year Total Calls

78,050

51959

280,825

414,725

144948

233,970

21661

84977

137087

1448202

2015 & 2016

2017

2018

2019

2020

2021

2022

2023

2024 (October)

Total

8497

4424

20279

8590

4506

5654

422

1782

3527

57681

Service Provided
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HELPLINE 1099 STAFF 
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HELPLINE 1099 STAFF 
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