= R “gY PTH S & ATH”

¥ oY &[T rET TeTeRiT®

I §eR e, greH, fee Ba-110010
B0 o "l Controller General of Defence Accounts
l;_l-l- %" —IM !&\.u
vy Ulan Batar Road, Palam, Delhi Cantt.- 110010
Phone:011-25665745 Fax:011- 25674806 Email: grievancecgda.dad@gov.in

GrievanceCell
(Though Website Only)

F No. AN/Grievance/CPGRAMS/Reminders/2022 Dated: 31/08/2022

To
All PCsDA/PCA(Fys)/PIFAs
CsDA/CFAs(Fys)/CDA,RTCs/IFAs

Subject: - Strengthening of Grievance Redressal Mechanism in the Department —
Amendment to SOP on Reduction of stipulated time limit for disposal of
Public Grievance in CPGRAMS reg.

Reference: - HQrs Office circular no. AN/Grievance/Report meeting/Vol VIl dated
03.08.2021 (circular no. 4556 on CGDA's website) & 20/07/2022.

Please find attached a copy of the Ministry of Personnel, Public Grievances &
Pensions, Dept. of AR&PG OM bearing No. S-15/21/2021-O/o DS(PG)-DARPG (7085)
dated 27.07.2022. The said OM is self-explanatory. As may be seen from the said OM,
the DARPG has introduced several measures for strengthening of CPGRAMS, to make
it more responsive to the needs of the citizens, reduced the maximum time limit for

disposal of grievances from existing 45 days to 30 days.

2. Accordingly, necessary amendments may be read in SOP for Handling of
Grievance in the Department, circulated vide HQrs Circular dated 30.06.2022
(circulated through CGDA's website vide ID no. 4867 dated-01 .07.2022).

3. Further, it has been observed that grievances have not been redressed properly
which cause increased appeals on grievances day by day. Hence, it is requested that
grievances should be closed with satisfactory response with the approval of concerned

Grievance officers.



4. The above instructions/changes may please be disseminated to all concerned
with a request to submit the monthly report by 5 of the following month through mail
without fail.

5. Amended proforma of the report is enclosed herewith for ready reference please.

Pt

(Puneet Agarwal)
Jt. CGDA & Public Grievance Officer

Copy to :

The IT & S Wing : - With Request to upload the above circular on website.
(Local)

(Puneet Agarwal)
Jt. CGDA & Public Grievance Officer
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Annexure

Proforma for Monthly report for the month of -------------- on the Grievance Pending over 30/45 days in
respect of Family Pensioners/Senior Pensioners/Pensioners and other than Pensioners grievances.

Pendency Details of Family Pensioners Grievances for more than 30 days.

Sl. No. Reg. No. & Name of the Subject to Pendency/No. | Remarks(Reasons
Date Complainant Grievance of Days for delay)

Pendency Details of Senior Pensioners (aged more than 80 years) Grievances more than 30 days.

Sl. Na. Reg. No. & Name of the Subject to Pendency/No. | Remarks(Reasons
Date Complainant Grievance of Days for delay)

Pendency Details of Pensioners Grievances more than 30 days.

Sl. No. Reg. No. & Name of the Subject to Pendency/No. | Remarks(Reasons
Date Complainant Grievance of Days for delay)

Pendency Details of other than Pensioners Grievances outstanding for more than 30 days.

SI. No. Reg. No. & Name of the Subject to Pendency/No. | Remarks(Reasons
Date Complainant Grievance of Days for delay)
GO/SAQ/AO

O/o the PCDA/CDA



F.No.S-15/21/2021-0/0 DS(PG)-DARPG (70853)
Government of India
Ministry of Personnel, Public Grievances & Pensions
Department of Administrative Reforms and Publice
Gricvance
(PG Division)

;',th Floor, Sardar Patel Bhawan, Sansad Marg,
New Delhi, dated the 2710 July, 2022

OFFICE MEMORANDUM

Subject: Strengthening of Machinery for Redressal of
Public Grievance (CPGRAMS)

The undersigned is directed to say  that  the Department ot
Administrative Reforms and Public Grievances has undertaken a comprehensive
reform of the Centralized Public Grievance Redress and Monitoring  Svstem
(CPGRAMS) to make it more responsive to the needs of the citizens, The
endeavor of the Government is that the individual citizen's voice muslt  be
heard, and citizen must be empowered adequately to repose trust in the system.
In this regard, DARPG has introduced several measures for strengthening
CPGRAMS, viz. Monitoring dashhoards for stakeholders facilitate deeper analysis of
grievances, capacity building of stakeholders under the Sevottam Scheme for
effective redressal of grievances, universalization of CPGRAMS ver 7.0 for auto-routing
ol grievances to last mile, integration of State portals with CPGRAMS,
operationalization of feedback call centers, developing an inclusive system by using
common service centers, an effective regional language interface into all Languages
listed in the 8th Schedule of the Constitution, and introduction of a Grievance
Redressal Index tor ranking Ministries/ Departments,

2, To achieve the objectives of the CPGRAMS, and to satistactorily resolve
the grievances of the citizens, the Ministries/Departments need to review,
streamline and strengthen their internal resolution mechanisms. To make
the system effective, the following decisions have been taken:

A. Grievance Redressal Timelines: -

(il The grievances received on CPGRAMS shall be resolved promptly
as soon as they are received but within a maximum period of 30
days. In case redressal is not possible within the prescribed time-
frame due to the circumstances such as sub-judice matters/policy
Issues ele, an interim/appropriate reply shall be given to the
citizen,

(1) The grievances ot urgent nature have been mapped on the
CPGRAMS with system specitications and flagged to all the Nodal
Officers/ Grievance Resolution Officers on the CPGRAMS platform.



(D)

[t shall be incumbent on Grievance Resolution Officers to address
urgent grievances on priority basis.

Closure of Grievances: -

The disposed grievance will be treated as closed unless the citizen
has filed the appeal. If the appeal is received from the citizenagainst
the disposed grievance, the grievance will be treated as closed only
after disposal of appeal.

After closure of a grievance, citizens have the option to submit their
feedback and file appeal. To obtain the feedback on the quality of
grievance disposed, an outhound Call Centre has been started. All the
citizens, will be contacted bv the Call Centre to obtain feedback.
Citizens will be provided the option to file appeal if they are not
satisfied with the grievance disposed.

The feedback received from Citizens by the Feedback Call Centre will
be shared with Ministries/Departments who would be responsible to
devise internal mechanism to deal with the feedback thus received
and to make systemic improvements.

Grievance Resolution process: -

The Ministry/Department will appoint Nodal Grievance Resolution
Officers (GRO) and empower them adequately to resolve public
grievances. Ministry/Department may appoint as many GROs as
deemed necessary based on the number of public grievances received
under the overall supervision of the Nodal Grievance Resolution
Officer.

An Officer senior to the Nodal Grievance Resolution Officer will be
appointed as Nodal Appellate Authority for timely disposal of PG
Appeals. The Nodal Appellate Authority is empowered to appoint Sub-
Nodal Appellate  Authorities to dispose PG appeals. The Nodal
Appellate Authority/ Sub Nodal Appellate Authorities arecompetent to
review the process/ guidelines followed by GROs in redressal of
grievances. The Appellate Authority will dispose the grievance within
30 days.

The login ID and password of the GROs will be created by Nodal
Officer of the Ministry/Department. The details of the Nodal PG officer
and Appellate Authority should be updated immediately in case of any

change.
Root Cause Analysis:-

Ministry /Department should regularly analyze the trend of grievances
and conduct a root cause analysis.  Based on the analysis of the
grievances the Ministry/ Department may take remedial measures



related to policy, procedures and people to reduce the grievances.
Necessary steps to deploy adequate resources and build capacity may
be taken for timely and effective resolution of grievances. Under the
Sevattam  Scheme, DARPG will organize training programs in
collaboration with the Institute of Secretarial Training and
Management (ISTM). The Nodal Grievance Officers would be
responsible for capacily building of other Grievance Resolution

Officers.

(E) Review of PG Cases/ PG Appeals in SOM's:-

i. To institutionalize the mechanism ot grievance resolution, and to
ensure quality disposal, the Sceretary of the Ministry/Department may
review disposal process in Senior Officers Meetings. Secretary may
make a few calls to the citizens to get  direct feedback if it is felt
necessary.

i, Ministries /Departments may also monitor grievances which may be
raised in print and clectronic media.

3. This issues with approval of Competent Authority. ; 1
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(Satish K Jadhav)
Director (PG)
Tel No. 23401404
To

i. Secretaries to the GOI
i, Chief Secretaries of States/ UTs
ii. Heads ot autonomous/ Statutory bodies

iv. Nodal Public Grievance officers of Ministries/Department/Attachedand
Subordinate organizations of Govt, of India/ State Govts

v. NIC, DARPG

Copy forinformation to:

i PMO (Kind Attention @ Sh Amit Khare, Advisor to PM)
I, Cabinet Secretary

i Secretary to the President Secretariat

iv. Secretary General , Rajya Sabha Secretariat

v. Secretary General , Lok Sabha Secretariat,

vi. Secretary (Coordination &PG) , Cabinel Secretarial



