
SERVICE PROVIDER AGREEMENT (SPA) 2025 - 87-
This Service Provider Agreement (SPA) is made on this Day- of 

-, 

2024 at Ministry of
Rcligious Affairs & Interfaith Harmony. Islamabad (hereinafter referred to as MORA&IH) between

MORA&IH and Munazzam M/s (Pvt) Ltd. MoRA

Registration No. _ (hereinafter called the Service Provider).

The main purpose of this Agreement is to regulate and monitor the Hajj operation 2025 of Service

Provider, in accordance with the terms and conditions mutually agreed. However, following are the

main points fbr strict compliance: -

a. Booking of atl Hujjaj shall be digitized through banking channels and amount of hajj dues by the

pilgrims shall be deposited only in company bank account provided to MORA&IH as prescribed

in HGO-MIS.
b. No manual receipt shall be issued to the intending Hujjaj
c. Bank Account numbers (Foreign curency and Local currency accounts) shall be properly

maintained in HCO-MIS and shall also be displayed at respective office premises.

d. QR code as per specimen provided by the Ministry shall be given to Hujjaj for baggage

identifi cation purpose.

e. Pak Hajj App (mobile App) is mandatory for all Private Hujjaj
f. Complaints generated on Pak Hajj App will be referred to HOAP for tesolution, however, after 48

hours, the complaints will be escalated to monitoring cell in case of non-resolution.

g. The Munazzam shall be responsible for breach of this agreement.

h. In case of any complaint, the Service Provider (Munazzam) alongwith constituent HGO shall be

responsible and also attend the proceedings of the CDC/Appellate Commitlee.The Munazzam

shall be responsible to ensure the implementation of the decision by the delinquent constituent

HGO.
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2. Definitions: In this Agreement, unless provisions of Hajj Policy 2025 provide otherwise:

i. Appellate Committee means the committee constituted by the Secretary, MORA&IH to entertain

appeals against the decision of Complaint Disposal Committee (CDC) within a specified period of
time.

ii. Blacklisting means to debar,/ban management of Service Provider for conducting Hajj business,

permanently

iii. Complaint means any grievance with relevant information or evidence lodged by a Haji against the

Service Provider relating to Hajj within the stipulated time

iv. Complaint Disposal Committee (CDC) means the committee conslituted by the Secretary,

MORA&IH to entertain complaints and its disposal thereof. The decision of CDC can be appealed

before the Appellate Committee by the complainant or the Service Provider within 30 daysof the

receipt of the decision.

v. Forfeiture means confiscation of performance/Bank/Cash/lnsurance guarantee in favor of
MORA&IH on unsatisfactory perlbrmance or violation of the SPA by the Service Provider.

Hajil Hujjaj means a person or persons who make(s) payment for Hajj and / or sign(s) an

agreement with the Service Provider lbr performance of Hajj within allocated quota having HGO-

MIS receipt.

vii. Hajj Group Organizer (HGO) means a constituent (lLr('ita ir()lrl!-r company of Munazzam duly

licensed and registered with MORA&lH and SECP.

i. Hajj Mobile Apps nreans all the rnobile apps developed by Ministry ol Relig ious Affairs &
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lntertaith Ilarmony and thc Minrsiry ol' Ilajj & LJmrah. KSA including t'ak I lajj App. Saudi Visa

Bio & Nusuk lor I'acilitation ol I ILtj.ia.i

ix. Ilajj Package means the amount ol'llajj services and additional facilities (if any) as agreed u'ith

the Haji(s) duly approved by MoRA&lll
x. Ilajj Quota nreans allocated numbcr of llujjaj by MORA&IH to a Scrvicc Provider for

perlbrmance ol'llaj-i in a particular vcar

xi. Ilardship rncans any unlbresccn mishap ur situation laccd b1' thc Servicc Provider restraining it

fiom provision ol'l'acilities to an intcnding lJu l.ia.i as pcr llrc agreement.

rii. TIOAP means llaj.l Organizcr Association of Pakislan. rcgistered under the 
-l'radc 

Organization Act

2013. HOAP is a representative body ofScrvice Providcrs.

xiii. HGO Management Information System (HGO-MIS); means the soflware prepared and

maintained by Ministry tbr Data Management of Scrvice Provider and the Private Scherne Hujjaj.

v. Munazzam: a private limited parcnt conrpany consisting of its constituent IICOs, registered with

SECP and MORA & [H in accordancc with Saudi ]'alecmat responsible lbr provision ol'services to

its Hujjaj in Pakistan and KSA.
Mujamla Visa means Hajj visa issued by the Ernbassy ol'KSA in Pakistan apart fiom country's

own Hajj quota.

Monitoring mcans overseeing thc arrangements and services provided by the Service Provider to

the llujja.i during llaj.i operation hoth in Pakistan and in KSA as per Service Provider Agreement
(SPA) and individual agrcenrents rvith llujjaj.
Pcrformancc (iuarantcc rncans an anrount deposited b.v a Scrvice Providcr, in the lorm ol'
cash/bank/insurance guarantec (l'akal'ul) (issued by a conrpany having A.A rating) Ii)r perlbrnrance

of Hajj operation to the satisfaction of the MORA&Itl
Scrvice Provider means Munazzam and its constituent IIGOs so authorized by the Ministry to

book H u.ija.i lirr hajj on the specified tcrms and conditions contained in Haij Policy ofthe concerned

year and instructions issucd by the MOItA&lH from timc to time.
Subletting means sale and purchase of Ilajj quota or opcration of Hajj by a Service Provider to any

other person or Service Provider
Takaful is an Islamic insurance concept based on mutual cooperation, where participants pool their
resourccs to provide linancial prolcction against specificd risks.

3. Pcnalties mcan punishment to be awardcd ltl Service Provider on accounl olviolation under this SPA
I'he pc'naltics arc classified into tvvo catcgorics i.e.. Maior and Minor penalt1,.

(a) Major pcnalties:
(i) Cancellation/Rcvocation ol'liccnsc:
(ii) Suspension oflicense lbr a specitied period;
(iii) lllacklisting of Manageme nt olthe company:
(iv) Irorhiture of Quota exceeding 59zo of the total allocation;
(v) fbrl'citure ol'the perfbrmance/ hank guarantec exoeeding 50% of the total sum:
vi) (bnrpensation exceeding 50%, olthc packagc.
(b) Minor Penaltics:
(i) Forlciturc ol'Quota less than 5olo of the total allocation:
(ii) Forf'citure of pertbrmance/bank guarantcc less than 50% ol'the total sumi
(iii) Compcnsation less than 50% ofthe package /-:
(iv) inc proportionate to violation;

Warning on account of violation.

lhc I)irr,'t tor ( Nl orr ilorirr )/('l)ClAppc llllc ('o rn rrittt:e shall havc absolr:tc lruthority to pass ordc| lirr
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The service provider shall conduct Hajj booking through HGO-MIS, receive Hajj

dues through company's bank accounts (three local and one foreign currency

account) and issue system generated receipts of HGO-MIS to the intending Hujjaj

and same shall be duly signed by CE / Director of Munazzam company, its
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compensation to the aggrieved party

4. Terms and Conditions: The following terms and conditions shall constitute the integral part of the

SPA:

PenalClauses(s)
OFFICE STRUCTURE

(MAJOR)A-1 The Service Provider shall have their independent office well established, equipped

with computer, intemet, telephone facilities and technical staff located at accessible

but non-residentiat location(s). Service Provider shall display a sign board with
registered company name, including Haij Registration License number, Saudi

Munazam number. telephone number and functional website address (as per record

maintained at the Securities and Exchange Commission of Pakistan) at prominent
place outside the office approved by MORA&IH. The Munazzam shall also display

a list of its constituent HGOs inside its office at a prominent place.

(MTNOR),A-, The Service Provider shall properly maintain and update website of the company

on penrranent basis having company profile, details of management, list of member

HGOs, Hajj Package valid contact numbers for Hajj bookings.

HAJJ PACKAGE
The service provider will clearly mention the zone number and Maktab category
(A, B, C, D) and all other facilities to be provided to Hujjaj against the total amount

of their package for each haji. All these will be mentioned in the agreement signed

with Hu loaded on HGO-MISand will be uindividualla

B-1

(MrNoR)ln the light ofjudgment ofthe Honorable Supreme Court of Pakistan passed in C.P

No 1099 of 2016 dated 22.02.2017, the Service Provider shall display copies of
Registration Certificate/Quota Offer Letter and packages at prominent place inside
its office premises and website.

B-2

MAJORThe service provider shall upload estimated detailed breakup of the Package(s)

including additional lacilities alongwith amount offered on HGO-MIS prior to
commencement of its flight operation.

B-3

(MAJOR)The Service Provider shall not charge over and above the Hajj package.B-4

HAJJ BOOKIN(;

The service provider shall only book Pakistani citizens having valid Machine-

Readable International (MRl) Pakistani passport as per the Hajj Policy.
c-l

(MAJoR)
The service provider shall book Overseas Pakistani intending Hujjaj under

Sponsorship Scheme as per Hajj Policy 2025.c-2

(MAJOR)c-3 The service provider shall make sure that Hajj dues remitted from abroad under the
Sponsorship Scheme are deposited in foreign currency account and shall provide
digital trail of transactior.r(s) on HGO-MIS duly supported by bank statements.

Furthermore, the aggregated sponsorship inward remittance amount can also be

collectively considered within a Munazzam company.

(MAJOR)The service provider shall not sell or purchase or sublet its assigned quota to or

, from other Service Providers/person/agents.
c'--+

V (MAJOR)

(MAJOR)

(MAJOR)
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c-6

constituent HGOs and intending Hujjaj and same shall uploaded on HGO-MIS.

(MA.roR)The service provider shall neither book nor issue manual receipt of hajj amount to

the intending Hujjaj

(MAJOR)The service provider shall not book the Hujjaj over and above its allocated quota

and in case ol violation criminal proceedings shall be initiated in addition to major

penalty.

c-7

(MAJOR)
c-8 The service provider shall not book Hujjaj prior to the permission of the Ministry.

The service provider shall not book Hujjaj tbr Hajj through visit i business /
mujamla visa himsell or through any agent / sub-agent. However, under the

sponsorship schemes. service provider is allowed to book overseas Pakistanis

through other service provider /person/ agent with consent of intending Hujjaj.

c-9

(MAJOR)The service provider shall sign a systetn generated agreement (covering all the

details and services including Airline, accommodation, transportation, food etc and

additional facilities, if any, as per the Hajj package) with each Haji or authorized

nominee (in written) in case of overseas Hujjaj. at the time of booking and shall

provide a copy of the same to the Haji as well as upload on HGO-MIS. Further, any

change in the agreement shall also be updated on HGO-MIS and new print of
system generated agreement shall be signed with the consent of the Haji and same

shall also be replaced / uploaded on HGO-MIS.
(ln case of those Hujjaj who do not sign agreements, proof of providing such

agreements to those Hujjaj shall be retained and shared as and when required.)

c- l0

(MTNOR)c-11 The service provider shall inform the MORA&IH about all its substitution (not

exceeding 20oh of quota) cases and shall upload and update on HGO-MIS on or

before specilied date by MORA&IH. However, if the permissible limil of
substitution exceeds 20o%, it may be relaxed on case-to-case basis by MORA &IH.

Substitution will be allowed with the condition that dropped out Haji has no

objection and has been relunded as per agreement. To this effect a written

statement is required from the dropped-out Haji, to be submitted by the Service

provider to the Ministry. However, if intended haji after issuance of hajj visa,

intentionally or due to any reason did not travel tbr hajj and substitution was not

availed, refrind will be made after deduction of non-refundable amount of the

package.

c-12

(MTNOR)c-13

(MrNoR)c- l4

V
Female Hujjaj can proceed for Hajj without mehram subject to the conditions that i)
their parents/ husband/mehram allow them ii) they are in the group of reliable

;females iii) there is no threat to their dignity, as per the decision the Council of
Islamic Ideology (CII) taken in its session No. 232 held on 6th-7th June,2023.

(MTNOR)c- l5 The service providel as per SOPs olgovernments ofKSA and Pakistan shall obtain

and upload valid medical cefiificate including no pregnancy certiflcate, in case of
female Haji that she does not have pregnancy olmore than five (05) months at the

L
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(MAJOR)

(MAJOR)

The service provider shall also provide a Hajj book (details about Manasik-e-Hajj

and administrative matters) as per agreement to each Haji well before proceeding to

KSA.
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Governme

hospitals.

eparture to KSA for Hajj, issued by authorized Federal / Provinci

nt / semi govemment / armed forces / autonomous bodies / corporations'

(MAJOR)D-l The service provider shall ensure that there is no discrepancy in the information

uploaded on HGO-MIS and KSA E-Hajj/\lusuk regarding accommodation etc.

There shall be no dummy entries in the system.

The service provider shall provide accommodation to the Hujjaj as per the

information uploaded on KSA E-Hajj System and HGO-MIS system.
D-2

(MAJOR)D-3

-_)

Service Provider, ol}-ering non-economy package(s), shall provide accommodation

in hotel or executive buitding to its Hujjaj in Azizia./Shouqia/Khaldia etc. Service

Provider shall ensure provision of proper space for dining, hygienic and proper

fbod, maximum 5 beds in a room with bath pressure up to six persons, WiFi
facility, maintain cleanliness, room service, proper reception, room equipped with

chairs, table, electric kettle, etc.

TRAVEL ARRANGEMENTS

(MrNoR)
E-1

The service provider shall arange travel for the intending Hujjaj or his / her

substitute as agreed in the Hajj Package and confirm the same to the Haji at least 03

(three) days prior to departure of Hajj flight. This witl not be applicable to

substitution cases and technical errors regarding E-Hajj.
(MAJOR)Every group (number of hujjaj as per KSA SOPs) shall be accompanied with one

representative of the Service Provider and this responsibility shall not be assigned

to any Haji.

E')

E-3

ffi

(MrNoR)The service provider shall provide identity card to each Haji as per specimen of the

Ministry containing Name, Passport number, KSA Building address, Maktab

number, Pakistani Contact number, Ilajj Application number, Service Provider

Name & Enrollment number, Pakistani Hajj Mission Contact number, KSA

Complaint Cell No, KSA Contact number of Service Provider and its representative

etc.

ADMINISTRATIVE ARRANGEMENTS

(MAJOR)The service provider shall be responsible to upload all Hajj related information on

E-Hajj portal for issuance of visa within specified time. The same information shall

be available on HGO-MIS by the service provider.

F-1

(MAJOR)
F-2

'Ihe CE/Director of service provider shall accompany the Hujjaj to KSA and shall
rell]ain with their group throughout the stay in KSA

(MAJOR)
F-3

The service provider shall maintain experienced employees of the company @ 99

Hujjaj per employee, as per the Saudi Taleemat.
(MINoR)r2 ,Fhe service provider shall specifically mention the names of Ziaraat to be arranged

in Makkah and Madina in Hajj agreement as well as during training sessions.

(MAJOR)4-t

0

The service provider shall upload correct information pertaining to KSA

accommodation and contact numbers/WhatsApp Numbers of its staff in KSA on

HGO-MIS at least 48 hours befbre every Hujjaj group flight.
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ACCOMMODATION ARRANGEMENTS

(MAJOR)
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(MAJOR)The service provider shalt deposit performance Guarantee @ 5% in case of existing

Service Provider and @ l0% in case of new Service Providers, of the packages

(package x quota) in the form of Bank Guarantee / pay order/demand draft /
insurance guarantee Insurance guarantee (Takaful), issued by a company having

AA rating and accredited with IATA
The collective pertbrmance guarantee f'urnished by HOAP as per MOU shall be

valid for one year or till final decision of the CDC/Appellate committee only in

case ofthose service providers against which complaints are under process for hnal

decision of the CDC/Appellate Committee. (SOPs for insurance (takaful) guarantee

shall be issued separately). On satisfactory performance of the Service Provider, the

Bank Guarantee / pay order/demand draft / insurance guarantee shall be released

accordingly.

F-(r

The service provider shall ensure to get surety liom their respective Hujjaj for not

skipping in Saudi Arabia and retum within due course of time
F-7

F-8
The service provider shalt fumish prooflcertificate from HOAP that amount of l7o

accommodation; as per Saudi Taleemat has been deposited with HOAP.
(MAJoR)The service provider shall be held responsible, if his/her pilgrim is found involved

in beggary or any other immoral activity(s) in KSA
(MAJOR)

F-10
The service provider shall provide proof of insurance in the form of Takaful/term

insurance to provide protection to Hajj dues of intending pilgrims form any

unlbreseen circumstances on part of the Service Provider. The insurance shall be

issued by a company having AA rating and accredited with IATA.

COMPLE'I'E IN F()IIMATION
(MTNOR)The service provider shall carefully till in the Hajj Application Form, individual

Hajj Agreement, Registration Form, Summary Fomr and Logistic Form. The

Service Provider is also bound to upload the same on HCO-MIS as per time line

issued by the Ministry.
(MTNOR)The service provider will enter conect cell number ofthe Hujjaj in hajj application

lbrm

G-l

G-2

(MAJOR)
(r-j service provider shall upload correct inlbrmation on HGO-MIS (Hajj

Application Form) in respect of nominee of the intending Hujjaj with his / her

t. The nominee should be next to kin of intending Haji or any person

minated b Ithe Ha

T HA.I.I REQUIREMENTS

'the

(MA.IOR)
H-l The service provider shall provide financial statements (audit report) annually duly

authenticated by the Auditors as and when requisitioned by MORA&IH.
(MA,rOR)

H-2
The service provider shall provide filled feedback fbrms from Hujjaj who have not

downloaded and used Pak Hajj App, to this Ministry within a fortnight time of

GENERAL RULES & REGULATIONS
(MA.rOR)The service provider shall treat the Hujjaj with dignity and respect

I-t
(MA.roR)V 'The service provider shall abide by the Rules, Regulations and the lnstructions

issued by the Govemment of Pakistan and KSA from time to time.

F

(MTNOR)

(MAJOR)

\F-9

completion of I Iaii operation.
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(MAJOR)

r-3
The service provider shall conduct Hajj training with intending Hujjaj and inform

them about Manasik-e-Hajj and administrative matters including facilities in
Mashair like living capacity in tent, use of toilets cooling system (desert cooler or

AC), menu of food, bedding, transport etc. (as per Tawafah) and as per agreed

package. Moreover, the Service Provider shall also upload the schedule (i.e., date,

time and venue) of trainings on HGO-MIS under intimation to concemed

Directorate of llajj and shall ensure '100% intimation to all intending I{ujjaj
(MTNOR)The service provider shall impart training regarding Hajj mobile Apps to ensure

real-time updates, f'eedback, and notifications for the Hujjaj. Hujjaj should also be

provided with a QR code (provided by MORA) containing all their Hajj details,

ensuring quick assistance when needed

l-4

(MAJOR)Any fraudulent acl on account of Hajj arrangements in Pakistan or KSA on the part

of Service Provider shall be treated as a mis-commitment
I-5

(MA.rOR)Munazzam companies shalt sign individual agreements with its constituent HGOs

for provision of services to Hujjaj. The constituents HGOs will sign individual

agreements with its booked Hujjaj specifying its Munazzam information, services

and additional facilities (ifany) to be provided to Hujjaj.

J=6

(MAJOR)I-7 Collaborative arrangements within the Munazzam Company shall be permissible with

the approval of MORA&IH. However, each Service Provider shall book Hujjaj

independently as per their package/quota. Responsibility of complainant haji shall lie

upon the concerned constituent HGO by whom it was booked.

GENERAL INSTIII.,]CTIONS

J-l The MORA&IH will allow CE / Director of the Service Provider for issuance of multiple entry

visas to KSA lbr making arrangements of the Hujjaj. The Service Provider shall ensure that

multiple entry visas shall be utilized as per KSA Taleemat and instructions of the Govemment of
Pakistan.

J-2
Eflorts will be made to resolve and settle the complaints of Hujjaj in KSA. Director (Monitoring)

will decide and settle conplaints, as per SPA, in consultation with Chairman, HOAP or his

nominee in KSA. However, only unsettled complaints shall be placed before Complaint Disposal

Committee (CDC) in Pakistan and settled cases will not be reopened.

J-j This Agreement shall be govemed by the laws of Pakistan and the Courts in P

the exclusive jurisdiction to adjudicate upon the cases in this regard after the decision of
akistan shall have

Appellant Committee

J-4
Decision of MORA&IH regarding interpreting clauses of this Service Provider Agreement shall

be considered as flnal. Perfonnance assessment/audit of service provider will be carried out any

time with prior notice of l5 days to the concerned Senice Provider with intimation to HOAP.

All complaints of Hujjaj received against the Service Provider or cases referred by Director

(Monitoring), shall be placed before Complaint Disposal Committee (CDC) in Pakistan, having

its jurisdiction to impose one or more penalties for violation of the individual agreements, the

duly approved packages, non-compliance of SPA, monitoring mechanism or any other fiaud with

the Hujjaj. Appeal against the decision of CDC can be filed before the Appellate Committee of

zrde UOnaAIH within 30 days of issuance of CDC decision.

J-5

Only those signed complaints of Hujjaj shall be considered by CDC which are received with

specific time as determined by the Ministry.
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1
Complainants should only be allowed to take back or withdraw their complaints or arrive at

mutual settlements before the decision of CDC.
t-7

J-8
The service provider shall abide by the tenns and conditions prescribed in the sPA or any

additional conditions to be prescribed thereafter by the MORA&IH, Govemment of Pakistan and

KSA.

J-9
Eiforts shall be made to provide "Route to Makkah" facility to Hujjaj travelling from Islamabad,

Karachi and Lahore airports to KSA.

Hajj Quota
2025

SignatureName of Chief
ExecutiveSr. E No. Namc of Service Provider

I

2

1

5

6

7

8

9

zG.l0

AFFIDAVIT
I have read and understood the Agreement and undertake that all activities pertaining to performance of
Hajj shall be governed under Hajj Policy 2025. I have no objection to the quota allocated to the

Munazzam namely M/s oRA Reg No.- for Halj 2025.1 shall abide

by the provisions ofthe SPA prescribed above for transportation of Hujjaj to KSA, as well as otier terms

or any additional conditions / SOPs to be prescribed thereafter by the Ministry and KSA for providing
services to the Hujjaj during Hajj 2025.

Name of Chief Executive of Munazzam

Signature

Chief Executive of member / constituent service provider
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