F NO. 8/8/2012-B.O.1II
Government of India
Ministry of Finance
Department of Financial Services
(BO.IIl Section)
3rd Floor, Jeevan Deep Building,
10, Parliament Street, New Delhi-1 10 001
28th December, 2012
To,
(i). The Chief Executives of all Public Sector Banks PSBs),
(ii). The Chief General Manager, Customer Service Department, Reserve Bank of India,
Central Office — Mumbai; and
(i}, CEQ, Indian Banks' Association (IBA), Mumbai

Sub.: Steps towards pensioner's welfare and to ameliorate the hardships of pPENsioners —
fixation of time line for timely redressal of grievances from pensioners.

Sir,
| am directed to enclose herewith a copy of the Ministry of Personnel, Public Grievances

& Pension (Department of Pension and Pensioners' Welfare)'s letter No.41/36/2011-P&PW(C)
dated 15" October 2012 on the above subject for strict compliance in its word and spirit.

Yours. fai
oA

L
N
{Rakesh Kumar ﬁa\

Under Secretary
011-2374 8727
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F.No. 41/36/2011-P&PW(C)

/ Govt. of India e )
Ministry of Personnel, P.G. & Pensions lj\, /

Department of Pension & Pensioners’ Welfare :
o b2k ok RS N T

3+ Flogr, Lok Nayak Bhawan,
New Delhi, the 15t October, 2012

To

All Nodal Officers of all Ministries/ Departments
(Web Based Pensioners’ Portal) '

Subject: To fix timeline for redressal of grievances.
Gir/ Madam

As per software developed for monitoring of Pension related grievances, all on-
line grievances of pensioners are being fed fhrough web application CPENGRAMS
available in the Pensioners’ Portal maintained by [gpartment of Pension & Pensioners’
Welfare and  the same are forwarded online o the concerned
Ministries/ Departments/ Organizations for their redressal. It has, however, been felt
hat timely action is not being taken by wvarious Ministries/ Departments/
Organisations for redressal of grievances and same remain pending for unduly long
periods. There is thus need to amphasis upon the concerned officers dealing with these
orievances in your Department for taking timely action on the grievances of pensioners
s0 that unnecessary delays could be aveided. The regional offices and field officers,

wherever they exist also need to be sensitized in this regard accordingly.

2 As already requesied earlier vide this Department’s letter of even number dated

13.01.2012, you are once again requested to fix the M’j!ﬂﬂh’ redressal of

wmm_pa_thﬁ_gm issued by Department of AR&EPG {cmﬁclusedj. In
cases where it is not possible to give immediate reply, an Wuld be given
_f the apphcant. An immediate action by concerned
Ministries/ Departments/ Organizations will be steps towards pensioners’ welfare and

e

will go a long way in ameliorating the hardships of Pensioners.
____—.,—'_,_,_N_n_,___,____,—--.._ e —

[ Yours faithfully
i k{%&/ / Wl? | (Tripti P. Ghosh)
@\h

Director
U"; L@{) : *

Copy to _ ’ /«
1. NIC - For updating theiieter g";.i’unsiorm s—yortal. X L
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F.No. 41 ,/30,/2011-Pé& FW L)
Govt. of India
Ministry-of Personnel, .G & Penzions

Department of Fension & Pensioners’ Welfare

1,'*#‘?"' s Leony
]

31 Floor, Lok Nayak Ehawan,

- . T - A= -
MNew Delrd, the |2 January, 2012

A1l Nodal Officers of all Ministries,/ Departments

(Weh Based Pensioners’ Fortal)
Subject: To fix fimeline for redressal of grievances.

Sir/ Madam

As you are aware, that on line grievances of pensioners are being fed through
our application CPENGRAMS available in the Pensioners’ FPortal maintained oy
Department of Pension & Pensioners’ Welfare, It has, however been felt that that timely
action has not been taken by various Ministries/ Departments/ Organisations for
sal of grisvances and same remain pending for unduly long periods. There is thus

% s

B

—

nead to sensitize the concerned officers -flealmg wiith thesa f""p‘“t' ITICRS I woT
Diepariment for taking fimely action oOn the grievances of pensioners so  that
unnecessary delayvs oo could be avoidad. The regional offices angd field officers, wherever

shey exist also need to be sensitized in this regard accordingly.

redressal of grievsmces as per the guidelines issued by Department of AR&PG (copy
requested to please take necessary achion in this regard

z n this comnection your attention is invited to fix the time limit for timely

enclosed). You are, therefore,
while keeping this De*_;mrtmem' informed about it.

Yours faithfully
ad’ -
NECY s

Tripti F. Ghosh)
Director

1. NIC -For -_1pmq.,r~<* the letter on Pensioners’ Portal.
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SE"‘PE St _ GOVERNMENT OF INDLA
i MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES

m.y . ¥
Tel.: 23004848 AND PENSIONS
WNOETH BLOCE, NEW DE._HI-110001
5% hiay. 2008

Drear,

Cme of the imporam ohligations of public service 18 the prompt redressal of public grievances and
jdentification of grievance prone arsas of Government Department in order to eliminate the canses of
thage crievances of clliZens. The Department of A dmimistratve Reforms and Public Grisvancss have
been issuing guidelines from fime to Hrme in order 10 ensure that 2n affective insdmuonal mechanism 1s
eqrablished in each government department for the expedinous redress of Public Grievances. Daspite all
thase guidelines and various afiorts made by the State Governmerts, complaints continue resarding the
delay and lack of response In handiing public grievances. The Parljamentary Standing Commmitte= amached
to the Minismy of Personnel, Public Grievances and Pensions has taken serious view of the st of

¢ances, 1t has been pointed outthat the raspOnSE

affzirs prevailing in the matier of settlement of public gris
harders on complere indifferenics.

of the public servants towards cidzens’ grievancesis lnkewanm and often
7, Any grievance redress SYSEm would be failing in i primary purposs i +he munimum courtesy of
aclmowledging receiprof 2 complaint 15 not observed. It is, therefore, reiterared that an aclmowledgement
should mo immediately and at he most within thres days of e recaipt of the gmevance and the gricvance
irself shomid be redressed within & maximum period of Two months of its recsipt. The cinzens approaching
she rovemnmsnt deparrments with their orievance DeUions should be informad of the progress of his/mer
grievance. In case i i not found feasible 10 acceds to his/her request, 2 rezsoned reply may be Issued 10
the agarieved citizen within this stipulated time Limit, Turther, if the finalization of 2 decision on 4 pardcular
rievance i8 expected w take longer then two months, an intenm reply should ipvariably De senl.

5. 1 wonld Teguest vou Lo e gnitabie measures in bringing about 2 change in the prevailing simation in
order to ensure that the TTisvances of the citizens are seltled expeditiously.

Witk regards,
Your sinceraly

{Pracyush Sinba)

Chief Secretaries of States and UTs.




No. F-LS0130/T2006-PG
Government of India
Ministey of Personnel. Public Grievances and Pensions
Drepartment of Admipistrative Reforms and Public Grievances

. Sardar Patel Bhawan. Sansad harg
New Delhi, Dated; May 22, 2006

OFRICE MEMOTRANDUM

Subject: Activaiing machinery for Redress of Public Grievances,

The undersigned is direcied to refer 10 the consolidated gudelines issusd by the Department of
Admministrative Reforms and Public Grisvances for prompt and effective redress of public grievances. It
has be=n emphagized that a fully functonal redress mechanism nesds to be in place In all Ministies of
Government of India and in the Department/Organizations under the Minismias for expeditions redressal
of public grievances. It has further been emphasized that the svstem of orievance radress mechamism
chould bz well publicized 10 spsure that the cinzens are awars of the system and can interact with the
Deparment to settle their gnevances. However, complaints stll continue regarding the delays and lack of
FEEDDOSE,

2 Tt is now reizerated that the following siep mav please be 1aken t ensure that the mternal grievance
redress machinery is in order for prompt redresaal of grievances of citizens:-

A mrevance s'r.cu]d e acknowledesd immediately and at the most within thres days cof the
acaint of the grisvance, A grievancs shonld be redressed within a period of & maximum of two

TOCEIT
months of its receipt, If finalization of a decision on a partichlar grievance iz ammicipated o aks

i1

.

longsr than twe months, an interim reply showld mvariably be senl

i) In case it is not feasinle to accede to the request made in the petiton, & reasonec reply may be
issued 1o the agrreved citizén within this stipulated dme Hmiz,

(iil) Grisvances recelved in the Minismes may be analvzed periodically at a senior level wo idennfy
smevance prone areas af the Ministries/Departments 10 aropt systemic chanses to eliminate the
canses of STievAnces. & :

(iv) Wide publicity of the grisvance mechanism available ip the Mimsy and the names, designation

and address of Director of Public Grievances may be given.

revancas of the Minismies/Deparments of Government of India may
H

tv)  The Director of Public G
decision with the approval of the Secretary of the

call for the documents of the caze and 1ake a
Wirastry/Head of the Department/COrganizaton if & grigvancs is 1ol redressed within a peried of

three months.

Every Wednesday may be kept as meeting-less day for the Directors of Public Grievances for

(vi}
hearing the srievances of the citzens. The feedback mechanism may be epsured for an inbuilt
mechanisms to correct deficiencies.

(i) In order to promote respe snsive admimstraton, the system of regolar dialogue with user and

citizen Troups on grisvance redress mecharism and servics delivery may be so mengihened.

7




(viii) The sofrware (PGRAMS) developad by the Depariment of Adminisrratve Reforms and Poblic
Grievanses in.consultation-with Narienal Informarics Cenre (NIC) for efficient management of

public grievances may be installed m all Winismies/Departments of Governmen: of India.

The Deparmment of Admimisradve Reforme and Public Grievancss with assistance from NIC
has beer providing necessary waining to officers of differemt Minismies for beter handling of
oTievances throngh PGRAMS for effective redressal of srievances of citzens.

All Minismies/Depermments are requesied to srengthen the Grievence Redress Mechanism 1o ensure

effeetive Tedressal of public prievances, Acton taken on the igsues may be communicated 1o this

Diepartmant,

(Shyamalima Banerjee)
Direcior (PG)
Tele: 23745472

Directors of Grievances of all Ministries/Departments
of Government of Indiz




