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FOREWORD

One of the biggest concerns facing the Government of India is how to make the public service
delivery system more citizen-centric. An essential pre-requisite for this is to have a robust public
grievance redress and monitoring mechanism, particularly in Government agencies that have a large
public interface. In the Government of India, this requirement has been strengthened since June 2007,
when a new software called the Centralized Public Grievance Redress and Monitoring System
(CPGRAMS) was made operational in all the Ministries / Departments.

2. A large quantum of Central Government activities involves statutory functions such as the
issuance of passports, collection of taxes, railway services and so on, that are grievance prone by nature as
they have a very large public interface. Other Ministries / Departments involved with the development of
social sector including education, health, minorities welfare, tribal affairs, women and child development
etc., have an indirect public accountability as they function through the State Governments / Union
Territory Administrations and the Panchayati Raj Institutions. The public grievances in such Central
Ministries needs to be settled through the State / Union Territories. The Centralized PGRAMS utilizes
the Internet based Information and Communication Technology to enable all Central Ministries /
Departments to handle multifarious and multi-level grievance related data, as well as, to collate it for
improved service delivery in the handling of grievances.

3. The Second Administrative Reforms Commission in its 12" Report entitled “Citizen Centric
Administration The Heart of Governance” in Chapter 7 paragraph 7.2.2 has stated as follows:

“7.2.2 The basic principle of a grievance redressal system is that if the promised level of service delivery
is not achieved or if a right of a citizen is not honoured then the citizen should be able to take recourse to a
mechanism to have the grievance redressed. This mechanism should be well publicized, easy to use,
prompt and above all, citizens must have faith that they will get justice fromit.”

4, The Parliamentary Standing Committee on Personnel, Public Grievances, Law and Justice, in
their Twenty-Fifth Report have observed:

“The Committee is of the view that generally people are not aware that a system of redressal exists in many

of the Government departments and its subordinate offices where they are required to visit.  The
Committee, therefore, recommends that wide publicity through national, regional and local media, as well
as through electronic media to create awareness regarding the redressal mechanism among people is the
need of the day, particularly for the weaker sections of the society, women and those challenged with
handicaps and also the people living in remote areas.”

“ The Committee also recommends that grievance-handling system should be accessible, simple, quick,
fair, responsive and effective. It is not uncommon to hear from people complaining against harassment,
waste of time, repeated visits to offices etc. The Commiittee, therefore, recommends that every Ministry /
Department in the Union / State Government UTs should have a dynamic public grievance redressal
mechanism in place with special focus on the information delivery system. The Committee further feels that
the language and the content of various application/ complaint forms should be user-friendly, and should
be widely available in various outlets, like post offices, on websites for downloading etc.”

The Committee is of the view that time limits should be fixed for approval or rejection of application on the
basis of well publicized and uniformly applied criteria. Also, redressal should be done within a reasonable
time period as prescribed for each stage of redressal without indulging in lengthy technicalities of the
procedure. The Committee, therefore, recommends that due attention should be given to timely redressal of
grievances lodged. It is also of the considered view that officers responsible for delay should be made
accountable and suitable action taken against them.
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5. The Public Grievance Division of the Department of Administrative Reforms and Public
Grievances fulfills the following significant responsibilities:

* Issueofpolicy guidelines for redress of public grievances
* Issueofpolicy guidelines for redress of staff grievances

* Emphasising on service delivery improvements by making Citizen's Charter more effective
with provisions for Information and Facilitation Counters

* Emphasising on using the grievances as inputs for making systemic improvements

6. From the foregoing, it can be surmised that the focus of policy formulation on grievance redress
mechanism has been moving from individual grievance redress to systemic improvements through
analysis of grievance prone areas in the functioning of a ministry / department. New technology based
systems such as the Centralized PGRAMS are at best a tool in the hands of Directors of Public Grievances
in the various Central Ministries / Departments, but a tool cannot become a substitute for a robust inbuilt
grievance redress framework that facilitates the effective use of the tools such as CPGRAMS. Therefore,
the need for publication of Compilations on Policy Guidelines such as this one, continues to exist.

7. With a view to making the compilation more useful, it is being brought out as a single copy in
bilingual version to facilitate its wider reach and impart it with a higher reference value. Its coverage has
been made more comprehensive by including the grievance redress mechanism for Joint Secretary and
above level officers. Moreover, its 'Ready Reference to Content' has been made more user friendly. For
example, the Staff Grievance Redress framework has been placed in a separate section, as the fact that
Guidelines for a framework for staff grievance redress also exist, was being overlooked by many
Ministries / Departments in the past.

8. I'am happy to place this edition of the Compilation of Guidelines in the hands of the users with the
hope that it is found to be useful in making the Grievance Redress framework in Government of India
more effective and responsive to the changing needs of the time.

New Delhi (Ramesh C. Misra)
Date : 3" August, 2010 Secretary (AR&PG and Pensions)
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Ready Reference to Contents on PGRM/Citizen's Charter/IFC

Chapter Nos | OM arranged in P
. . age
and Sl Nos of | chronological order Subject Nos
OM as per date of issue )
Chapter-1 Systemic Reforms Component of PGRM in Govern- 1
ment of India and its Organisational structure
Chapter-2 Framework for Redress of Grievance for
Officers of the level of Joint Secretary and Above
1 DO dated Construction of the Standing Committee 10
13.08.2004
2 DO dated 16.06.2008 Standing Committee in respect of grievances of Officers-| 12
3 Proforma for representating before the Committee 13
Chapter-3 Guidelines on Public Grievance Redress Mechanism
4 OM dated 01.03.1988 Job Description of Director of Grievances 17
5 OM dated 29.11.1988 Toning up arrangements for redress of public 20
grievances
6 OM dated 27.07.1989 Action on Grievances appearing in Newspapers 22
7 OM dated 04.11.1992 Joint Secretaries to be nominated as Director of 23
Grievances
8 OM dated 07.09.1993 Strengthening of Machinery for Redressal of 24
Public Grievances
9 OM dated 10.07.1995 Activating the machinery set up for PGRM 27
10 DO dated 23.08.1996 Concern expressed by the Standing Committee of 29
Parliament on delay in response to PG
11 OM dated 07.10.1996 Inclusion of PGM related statistics in the Annual 32
Administrative Reports and the Annual Action Plan
of Ministries/Departments
12 OM dated 31.10.1996 Fixation of Time limits 33
13 DO dated 25.02.1997 Stating of reason/rule for rejecting a grievance 34
14 DO dated 08.10.1998 Reiteration of MOP instruction relating to indicating 35
the name, designation and telephone number of the
officer over whose signature a communication is
issued in connection with reply issued to a public
grievance.
15 OM dated 21.09.1999 Courtesy and promptness as per Rules 36
16 DO dated 30.10.1999 Making GRM more effective —Cabinet Secretary$ 37
letter to all Secretaries
17 OM dated 21.02.2000 Monthly renew of pending greivances 38
18 OM dated 30.03.2000 Prompt action on grievances in newspapers 39
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OM arranged in

Chapter Nos Page
and SI Nos of | chronological order Subject Nos
OM as per date of issue )
19 DO letter dated Decision of the Standing Committee of Secretaries 40
17.05.2000 for Public Grievance Redress regarding forwarding
of newspaper clippings of public grievances to
the Ministries /Departments concerned
20 DO Letter dated Observations of Parliamentary Standing Committee 41
19.05.2000 on the lax monitoring of the disposal of grievances
in Ministries / Departments
21 DO letter dated Clarification on what constitutes ‘public grievance’ 43
26.06.2000 and what are ‘staff grievances’.
22 OM dated 19.04.2001 Preparation of a consolidated directory of officers 44
handling public / staff grievances in Ministry /
Department / Attached Office / Subordinate Offices /
PSU / Autonomous Bodies / and other
organizations
23 Cabinet Secretary’s Reiteration of instructions on prompt disposal of 45
DO letter dated public grievances appearing in newspapers for
18.05.2001 settling them within a time frame and undertaking
a quarterly review thereof
24 DO letter dated Proforma for Action Taken Report on grievances 46
18.05.2001 appearing in Newspapers
25 DO letter dated Time limit for acknowledging all public grievances 48
03.05.2003 with in three days and for settling them within three
months
26 DO letter dated Parliamentary Standing Committee’s emphasis on 49
28.05.2003 evolving of PGR mechanism for serving the less
literates to be monitored by each Department —
six monthly report on monitoring thereof -
27 DO letter dated Publicity of the Public Grievance Mechanism 51
21.07.2004 through Doordarshan and AIR
28 DO letter dated Request to Chief Secretaries for establishing an 52
18.03.2005 institutional mechanism for redress of grievances
appearing in newspapers and for issue of
rejoinders thereto -
29 DO letter dated Reiteration of Department Related Parliamentary 53
03.05.2005 Standing Committee’s observations on adequate

publicity to the grievance mechanism through
website updated regularly and through Citizen’s
Charters and use of local language
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Chapter Nos

OM arranged in

. P
and Sl Nos of | chronological order Subject N?)%e
OM as per date of issue )
30 OM dated 07.09.2005 Installing of PGRAMS software for monitoring of 54
public grievances and making it operational
31 OM dated 27.09.2005 Role of Director of Grievances in Public Grievances 55
Redress Machinery
32 DO letter dated Request to Chief Secretaries of States / UT for 57
05.05.2006 establishing an effective institutional mechanism for
prompt redress of public grievances
33 DO letter dated Request to all Secretaries for Central Ministries / 58
05.05.2006 Departments for ensuring time bound
acknowledgment of public grievances with in
three days and issue of reply with in two months
34 OM dated Consolidated Guidelines for Redress of Public 59
22.05.2006 grievances
35 DO letter dated New Centralized PGRAM System in Government 61
31.05.2007 of India
36 OM dated Public grievances and implementation of 63
12.03.2008 CPGRAMS - regarding
37 DO dated Strengthening of Grievance Redress Mechanism and 64
01.09.2008 usages of CPGRAMS - regarding
38 DO letter dated To effectively monitor pending grievances through 65
16.12.2008 CPGRAMS
39 DO latter dated 2" ARC recomendation on public grievance redress 66
22.06.2009 in central ministres
40 DO latter dated 2" ARC recomendation on public grievance redress 67
22.06.2009 in state Governments/union teriton administratives
41 DO latter dated Accessing grievances related to States through 69
06.05.2010 CPGRAMS -
42 Questionnaire I — Proforma for evaluation of Public 71
Grievances Redress Machinery (PGRM)
Chapter-4 Guidelines for Staff Grievance Redress Mechanism
43 DO letter Essential features for setting up of Grievances 78
dated 05.12.1988 Redress Machinery for Government Employees
working in Ministries/Departments/Offices
44 OM dated 06.03.1995 Prompt redress of Staff Grievances to prevent 80

large scale litigation in CAT
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58 o Mo feIR 30.07.2004 [ 9RG TEFR & Feft e/ fasgr o Amfie 107
IR & o e sifusrd &1 fgaa e

59 o Mo f&lR 30.07.2004 | Tt H mifier aRus & fow e sifusid 108
- SHeh! foeiiEt afeqd-

60 3o Mo fEATF 25.01.2005 | Res IRw &1 Fq1et St 115

61 #o Mo fEAF 07.06.2005 | XTI R ARTerEml W AMIE IR 116

T TER

(iv)




Chapter Nos

OM arranged in

. |

and SI Nos of | chronological order Subject N?)%e

OM as per date of issue )

45 OM dated 01.01.1997 Grievances of employees — reducing the 81
recourse to CAT

46 DO dated 06.03.1997 Identification of grievance prone areas and 83
simplification of procedures after review —

List of causes of 'Staff Grievances'
47 DO Ilatter dated Clarification on what constitutes 'public grievance' 86
26.06.2000 and what are 'staff grievances'.
48 OM Dated 07.09.2005 Strengthening of Staff Grievance Redress 87
Mechanism and enclosing essential features of the
mechanism
49 Questionnaire II — Proforma for evaluation of Staff 90
Grievances Redress Machinery (SGRM)
Chapter-5 Guidelines on Citizen's Charters
50 OM dated 06.01.1997 Prompt redress of Public Grievance in view of 93
Citizen’s Charter
51 DO letter dated Request from Cabinet Secretariat for formulation 96
08.01.97 Charters

52 DO letter dated Publicising the Citizen’s Charter and Monitoring 99
29.04.97 arrangements etc.

53 DO letter dated Request for formulation of Citizen’s Charter 100
31.01.2000

54 DO letter dated Parliamentary Standing Committee’s direction to 102
17.05.2000 formulate Citizen’s Charters

55 DO letter dated Publicity of Citizen’s Charter 104
25.05.2000

56 DO letter dated Observations of Parliamentary Standing 105
21.05.2001 Committee

57 DO letter dated Furnishing of Copies of Citizen’s Charters to 106
27.05.2003 MPs

58 DO letter dated Nomination of Nodal Of ficers for Citizen’s 107
30.07.2004 Charters in Ministries and Departments of

Govt. of India

59 DO letter dated Nomination of Nodal Officers for Citizen’s 108
30.07.2004 Charter in States/UTs including duties of-

60 DO letter dated Effective implementation of 115
25.01.2005 Citizen’s Charters

61 DO letter dated Publicity of Citizen’s Charters through 116

07.06.2005

AIR and Doordarshan

(iv)




o Hlo & | HIcTehiHeh Tl

e Ho wlo o =t fafr fawa s To

T A Ho | ITEW

62 FHo o feATH 05.12.2007 | e qRE=T I gaEl a°H & fau fad= 117
TS R ST i At

63 Fo WMo &I 21.07.2008 | f&dTa wemafer Gum &R &1 AW aRall | 119
TR 1 =

64 3o TMo AR 09.06.2009 | AR TRws R gt gemdfTh FuR = 121
AT i S5

65 Fo Mo TeTiF 09.06.2000 | T & q&=A Ffeai = fgdia wemafe &M &t 123
fawIfen &1 S5

ITAT-6 T 3T giaen vea w faen-fader

66 FHo Mo &l 07.04.1997 | FHETGA | T 9 FAHT qea Hl @iy 126
FHE-YIE@ a1l dfed

67 Ho WMo f&AIH 02.09.1997 | FrterEl H Fa 9 Goen qea 1 T 130
HE

68 3o WMo feATH 28.05.2003 | FHETaE o Fa 9 GrauT 9o il w@aq 131
HE

69 3o Mo fAH 04.12.2003 | =1 9 Hlaen weat 1 b -feremiin 133
=1 forreifal afea

70 136

T @ Gfaun 9ed & YR W
EREICKl

)




Chapter Nos | OM arranged in P
. . age

and Sl Nos of [ chronological order Subject Nos

oM as per date of issue )

62 DO letter dated 2" ARC on Citizen's Charters-request to all 117
05.12.2007 Ministry/Department

63 DO letter dated 2" ARC on Citizen's Charters-request to all 119
21.07.2008 Ministries

64 DO letter dated Forwarding of recommendations of 2" ARC on 121
09.06.2009 Citizen's Charter to all Secretaries in Govt. of India

65 DO letter dated Forwarding of recommendations of 2™ ARC to 123
09.06.2009 Chief Secretaries of States/UT

Chapter-6 Guidelines of Information & Facilitation Counters

66 DO letter dated Setting up Information and Facilitation Counters in 126
07.04.1997 public offices including salient Features of-

67 DO letter dated Setting up Information and Facilitation Counters in 130
02.09.1997 public offices

68 DO letter dated Setting up Information and Facilitation Counters in 131
28.05.2003 public offices

69 DO letter dated Functioning of Information and Facilitation 133
04.12.2003 Counters including Duties of Contact Officers-

70 Questionnaire on the Functioning of Information 136

and Facilitation Counters.

)







AT TWhR H TITerrad
aroT gttt et
SHEEAT GER <Rl 319
SYSTEMIC REFORMS COMPONENT OF
GRIEVANCE REDRESS MECHANISM IN

GOVERNMENT OF INDIA AND ITS
ORGANIZATIONAL STRUCTURE



T - 1

URd W ® forerraa famor yumel @t gren
3R SHA SR U’ T A9

‘o T fem, 19617 % STER Herer, faurm iR weensti i f&d e s e ot o
Trefua fererTadt 1 farr aifsd Harer a1 faum grn & foman < gk 21 wemafes GuR iR @i e
fasm, st fof wmiftfer it Rera @R Yo oo o €, o8 9Rd SR | die sl i gred, /i
e f9em iR T R ifq oIt sraeen fruifa wear 21 ‘e fraaa fraw, 19617 gR1 wemafer gur stk
e TrerTaa fawm =61 frefafad wrf frad frr e g

1. ‘vemEfTe guR, foad e’ ol s dfwefas’ wina €

2. 93 UE ugfd
3. Frefofed ame © Hifq, g iR Al
(31) e feorhmad famon gomett, T SR
(3M) &= IR ¥ vk gome|
4. (31) o Yo H WY
(3M) ek e "Il TR U5 SRR, foreiy weenet § §9e|
5. ‘&E Hieered wriad 9gid 1 gient’ 1 gemEies ge|

2. ‘s e w1961 9 foran Suder ofw, Rkl @ gwsifera Hifa, g oIk wi-efn & amd,
TR GUR R elteh freprera faum @ e s € fes (31) g dies frehEa fer, it
(3M) s TR Heqsl o frhad & qwe e 81 399 yeEiTe guR iR e Rk faem
ferehTera wesifera @l Areell W Aredt fawm amEn v 21 wea o, fawnt g fifd oI feen-fder s S wehd
T o fererrad fremor yomett Tenfid & weh, fafie=r Seenstt g Sueh Srf=ga e g 99 i gsft
HF Tl | IO 81 e, ifeh 98 Fie € U fordlt fershrara okt famor e Y Tk S e Harerat
71 faamT &t forae ford e 6Tl © Fwaf-rd |

3. faum, freaa fra o Reera fifa, 9o @) atfief & & &1 el w1 faR & foag,
e

Hferfad srfere! sl 8-

(1) T freer yfienr : st Hifa e gfe | faar i w=ie e giHed @
ST ol S TR MRG TR § YA 1 s fawg o7 o1 €, 2 el (eifa s 21 e St g
Tty foreRrd famor gomelt R St 9t & <A & faw, fouam sme-gme wHifa feen-faden @
oot YhIYTd <hial & 3 SHbT F1 GHH01 Ff Fehreral B1 3 & @R S, 2007 § g1y fuse
HeheT o1 37e SFTE, 2010 | TeHTenor fohan 72 21




CHAPTER - 1

SYSTEMIC REFORMS COMPONENT OF GRIEVANCE REDRESS MECHANISM IN
GOVERNMENT OF INDIA AND ITS ORGANIZATIONAL STRUCTURE

All Grievances received from the public as well as employees are required to be redressed by the
Ministry / Department / Organization concerned to which the area of work for that grievance has been
allocated as per the 'Allocation of Business Rules, 1961.' The Department of Administrative Reforms and
Public Grievances (DARPG) under the Ministry of Personnel, Public Grievances and Pensions, is the chief
policy making, monitoring and coordinating department for public grievances arising from the work of
Ministries / Departments / Organizations in Government of India. Allocation of Business Rules 1961,
have allocated the following work to DARPG:-

1. “Administrative Reforms, including e-governance and dissemination of best practices.
2. Organization and Methods
3. Policy, coordination and monitoring of issues relating to
(a) Redressofpublic grievances in general; and
(b) Grievances pertaining to Central Government agencies,
4. (a) Researchinpublic management

(b) Liaison with State Government, professional institutions etc in public management
matters

5. Administration of Central Secretariat Manual of Office Procedure”

2. The above extract from the 'Allocation of Business Rules, 1961' allocate the grievance related
work of Policy, Coordination and Monitoring of issues relating to (a) Redress of public grievances in
general and (b) Grievances pertaining to Central Government agencies' to DARPG. This makes the
Department of Administrative Reforms and Public Grievances the nodal agency on the all grievance
related issues. In sum, the Department can formulate the policy guidelines on the redress of grievance
framework, can monitor its implementation by various organizations on can coordinate with all central
agencies, but it cannot directly redress the grievances relating to work areas allocated to other government
agencies.

3. Under the work on grievance policy, coordination and monitoring allocated to it the Department
fulfills the following responsibilities.

(a) Policy formulation role: In its role as policy formulator and facilitator the Department
formulates new policies to meet the needs and challenges of Citizen Centric Administration that is now
regarded as the heart of governance in Government of India. For dissemination of'its policy framework on
grievance redress mechanism, the Department publishes a compilation on 'Policy Guidelines for Redress
of Public Grievances' and updates it from time to time. Accordingly the last edition of the compilation of
January, 2007 is now being updated through this edition of August, 2010.
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(b) Monitoring role: Inits monitoring role the Department acts as an external monitoring agency
and reviews the status of pending grievances in all the Central Ministries / Departments periodically. For
this purpose meetings of Directors of Public Grievances are organized and chaired by Joint Secretary /
Special Secretary / Secretary in DARPG. Normally 10 to 15 Ministries / Departments are invited for one
such meeting. Since June 2007, the Department also monitors on a daily / weekly / monthly basis the
progress of pending grievances through the Centralized Public Grievance Redress and Monitoring System
(CPGRAMS). The CPGRAMS is an internet based tool that links 89 Central Government Ministries /
Departments / Organizations. Seeking quarterly reports on various aspects of grievance redress is also a
part of the monitoring role of DARPG.

(c) Coordinating role: Inits coordinating role the DARPG provides networking with 89 Central
Ministries / Departments / Organizations in Government of India through the CPGRAMS. The citizens
are free to lodge their grievances directly with the Ministry / Department concerned or to send them to
DARPG through the CPGRAMS. They are also free to send their grievance by post on any plain sheet of
paper or on a postcard/ inland letter. Grievances received by postare also lodged on to the CPGRAMS and
sent to the Ministry concerned, by the Department, on behalf of the citizen and its receipt-cum-registration
number is sent to the citizen by post. The final reply when received from the redressing Ministry /
Department is also sent to the citizen by post. The DARPG publishes annually a consolidated list of
particulars and contact details of Directors of Public Grievances in all Central Ministries / Departments in
leading national dailies covering all the zones of India. This list is also accessible through- out the year on
the Department's website at www.darpg.nic.in and at www.pgportal.gov.in

4. Framework for redress of grievances in all Central Ministries / Departments: Each and every
Ministry / Department of Government of India has a Joint Secretary level officer designated as its 'Director
of Public Grievances' who is the nodal officer for redress of grievances on work areas allocated to each
Ministry / Department. It provides a single point of communication for monitoring authorities like
President's Secretariat, the Prime Minister's Office, Cabinet Secretariat, and the Department of
Administrative Reforms and Public Grievances to communicate with Ministries / Departments that
actually redress the grievances.

5. Framework for improvement of Service Delivery (Sevottam): The Grievance Redress Mechanism
is a part of a broader subject of public service delivery and as such a holistic view needs to be taken in the
matter of public grievance redress. While it is important to redress individual grievances efficiently it is
also important to adopt the systemic reforms methodology in the handling of grievances. This
methodology requires that top five areas in which the largest number of grievances have been received
during a year, should be identified by each Ministry / Department to take steps for reforming the processes
in amanner that eliminate the rise of such grievances in future.

6. The Sevottam framework: With a view to bringing systemic improvements in service delivery by
Government of India Ministries / Departments / Organizations,, the Department of Administrative
Reforms and Public Grievances, New Delhi engaged the services of a consultant to study the Grievance
Redress Mechanism through a systemic methodology in the context of the wider area of public service
delivery and its improvement. A number of field visits and field level consultations, desk reviews,
workshops, interaction with citizen groups and the study on international best practices in the sector were
taken up in 2004-05. The result was the creation of a new framework called 'Sevottam An Assessment
Improvement Framework for Bringing Excellence in Public Service Delivery”. The Sevottam has three
basic modules: (i) Citizen's Charter (ii) Public Grievance Redress (iii) Public Service Delivery
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Capability. Each of these three modules if further sub-divided into three criteria each as is shown in
Figure 1. Next, the nine criteria are further sub-dividedinto 11 elements each thereby giving a total of 33
elements in the framework. Details of the 33 elements are available at www.darpg.nic.in

Figure 1: Sevottam Framework

1. Citizen’s Charter 1.1 Implementation

Integrated 1.2 Monitoring
Framework 1.3 Review
for 2. Public Grievance 2.1 Receipt
Assessing Redress 2.2 Redress
Service 2.3 Prevention
Delivery 3. Service Delivery 3.1 Customers

Capability 3.2 Employees

3.3 Infrastructure

The framework provides a focused methodology to Ministries / Departments / Organizations in
Government of India that are taking up Service Delivery improvement initiatives.

7

Indian Standard 15700: 2005: The Department of Administrative Reforms and Public Grievances

in collaboration with the Bureau of Indian Standards, New Delhi, has developed an Indian Standard for
Quality Management. This Standard is based on IS/ISO 9000 series. The IS 15700 : 2005 provides for the
following standard features of that are essential for any workable Public Grievance Redress System:

“7.3 Complaint Handling :

The organization shall establish a documented procedure for complaint handling process. Various steps in
the complaints handling process shall include the following:

a)

b)

d)

Identification of complaint prone areas in a systematic manner and determine the time norms for
their redress;

Providing information concerning complaints handling process in clear language and formats
accessible to all. Such information shall include:

1) Where and how the complaints can be made,
2) Minimum information to be provided by complainant, and
3) Time limits within which the complaint will be closed.

Widely publicizing the information about complaints handling process through print, web and
other media. The name, address, telephone number and other contact details of the public
grievance officer of the organization shall also be displayed prominently at the reception and other
convenient places in the organization.

Unique identification of the complaint and recording necessary information including relevant
details of complaint, remedy requested, due date of redress, relevant data related to the complaint
and immediate action to be taken (if any)
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2)

h)

Scrutiny of the complaint and its categorization as critical, major or minor depending upon its
seriousness and severity.

Acknowledgement of each complaint promptly giving the complaint number along with an
indication of the redress time and the name designation and telephone number of the employee to
be contacted for all future correspondence

Investigation of relevant circumstances and information relating to the complaint. The level of
investigation shall be commensurate with the seriousness and severity of the complaint. If the
complaint cannot be immediately resolved, it shall be dealt in a manner which would lead to its
effective redress as soon as possible and the complainant shall be intimated.

Communication of the decision to the complainant regarding his complaint immediately after the
decision is taken and getting his feedback. In case the decision is not in line with the remedy
requested by the complainant the justification for the decision taken along with alternative internal
and external recourse available for appeal shall also be intimated after which the complaint shall
be closed; and

Nominating 'Ombudsman' who could be approached if normal service delivery mechanism does
notrespond.”

“3. Terms and Definitions :

3.2

33
34
3.5
3.6

3.7
3.8
3.9

3.10

Complaint (Grievance): Expression of dissatisfaction made to an organization related to its
products, services and /or process (es) where a response or resolution is explicitly or implicitly
expected.

Complainant: Person or organization or its representative, making a complaint.
Complaint Handling Objective: Something sought or aimed for related to complaints handling.
Customer: Organization or person that receives a product and /or service.

Customer Satisfaction: Customer's perception of the degree to which the customer's requirements
have been fulfilled. NOTES: (1) Customer complaints are a common indicator of low customer
satisfaction, but their absence does not necessarily imply high customer satisfaction. (2) Even
when customer requirements have been agreed with the customer and fulfilled, this does not
necessarily ensure high customer satisfaction.

Feedback: Opinions comments, suggestions, and expressions of satisfaction / dissatisfaction.
Non-conformity: Non fulfillment of a requirement.

Public Service Organization: An organization which provides services (s) to public at large and
/or whose activities influence public interest. Example: Government ministries and departments,
Regulatory bodies, Public Utility service providers etc. NOTE. Wherever the term 'organization'
has been used in this standard, it means 'public service organization'.

Quality: Degree to which a set of inherent characteristics fulfils requirements.
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3.11  Service: The results generated by activities at the interface between the organization and the
customer and by organization's internal activities, to meet customer requirements.

3.12  Service Delivery: The organizations' activities including those at the customer interface,
necessary to provide the service.

3.13  Service Quality Objectives: Something sought and aimed for, related to service quality

3.14  Service Quality Policy: The overall intentions and direction of an organization as regards service
quality, as formally expressed by top management.

8. Standing Committee on Redress of Grievances of officers of the level of Joint Secretary and above:

A Standing Committee to Redress the Grievances of officers of the level of Joint Secretary and
above has been constituted as per Cabinet Secretariat Order No. 501/2/8/2004- C.A.V dated 13" August
2004. The Committee has been constituted with the approval of the Prime Minister to suggest systemic
changes to improve the grievance redress mechanism. For this purpose the Standing Committee interacts
with officers of the level of Joint Secretary and above working in the Central Government Ministries /
Departments / Offices as well as PSUs and Autonomous Organizations under their control regarding their
specific grievances. The Standing Committee also interacts with officers of corresponding levels
working in the State Governments regarding such grievances the redress of which comes exclusively
under the domain and the authority of Central Government. The Department of Administrative Reforms
and Public Grievances serves as the Secretariat for the Standing Committee. The composition and
Operational Framework of the Standing Committee are given in orders reproduced in Chapter III of this
Compilation. Till the year 2009 the Standing Committee had considered 168 cases. The nine broad areas
to which these cases pertain are also given in Table 1 in Chapter I11.

9. Organizational Structure For Redress Of Grievances:

Apart from the Department of Administrative Reforms and Public Grievances, the following have
been designated as the nodal agencies for receiving grievances from the citizens :

a) ThePublic Wing in Rashtrapati Bhawan Secretariat and its website
b) ThePublic Wing in the Prime Minister's Office

¢) The Directorate of Public Grievances in Cabinet Secretariat

d) The Department of Pensions and Pensioners' Welfare

All the above nodal agencies receive the online as well as postal grievances from the public and forward
them to the Central Ministries / Departments / Organizations concerned. The nodal agencies forward and
monitor the grievances but these can be redressed only by the Ministries / Departments to which the
grievance related function has been allocated as per Allocation of Business Rules 1961. These Rules can
be accessed at the website of Cabinet Secretariat.

9.1 "Helpline for Grievances'in President's Secretariat:

The Public Wing of the President's Secretariat, has a helpline portal at http://helpline.rb.nic.in on which a
citizen may lodge a request or a grievance, view its status, receive acknowledgment and final reply after
redress of the grievance. However, this helpline is only a lodging and monitoring facility and grievances
are in effect redressed only by the Ministry / Department / concerned, to which the work relating to a
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particular grievance has been allocated as per Allocation of Business Rules, 1961. As stated above, the
Allocation of Business Rules are accessible in the public domain on the website of Cabinet Secretariat at
http://cabsec.gov.in The Helpline Portal is integrated with the online Centralized Public Grievance
Redress and Monitoring System (CPGRAMS).

9.2 The Public Wing of the Prime Ministers Olffice:

The Public Wing of the PMO receives a large number of petitions which are given the name of public
grievances though their nature varies from case to case. The petitions include requests for financial,
medical aid, job placements, messages for various functions, suggestions for improving governance, etc.
and grievances also. The petitions are properly segregated in the PMO and forwarded to the Ministries/
Departments concerned for necessary action. A few cases which deserve closer attention are pursued by
the PMO, once again with the Ministry/Department concerned.

9.3 The Directorate of Public Grievances, Cabinet Secretariat:

Based on a review of the machinery for redress of public grievances in the Government of India made
in 1987, the Government, inter-alia, decided to set up a new organization in the form of the Directorate of
Public Grievances in the Cabinet secretariat. Accordingly, the Directorate of Public Grievances came into
being with effect from 1April, 1988 with four Departments, which were more prone to public complaints,
in its jurisdiction. Subsequently, some more Departments were added to the purview of the directorate.
The Directorate is now looking into the grievances relating to 14 Departments/Organisations as follows:-

1. Ministry of Railways and its undertakings;
2. Departments of Posts;

3. Department of Telecommunications, including Mahanagar Telephone Nigam Ltd. (MTNL)
and Videsh Sanchar Nigam Ltd;

4. Banking Division of the Department of Economic Affairs, including Public Sector Banks;

o

Insurance Division and national Savings Scheme Division of the Department of Economic Affairs,
including Public Sector Insurance Companies viz LIC, GIC and their subsidiaries;

6. Ministry of Urban Affairs including DDA, CPWD and Directorate of Estates;

7. Ministry of Surface Transport and its undertakings;

8. Ministry of Civil Aviation including Airport Authority, Indian Airlines and Air India;

9. Regional Passport Authority under the Ministry of External Affairs;

10. Employees Provident Fund Organisations under the Ministry of Labour;

11. Central Government Health Scheme under the Ministry of Health and FamilyWelfare;

12. Employees State Insurance Corporation (ESIC) Hospitals and Dispensaries directly managed
by ESIC under the Ministry of Labour;

13. Ministry of Petroleum and Natural Gas; and

14. Department of Education (Ministry of Human Resource Development) which covers Central
Universities and Kendriya Vidyalayas;

The Government Resolution dated 25 March, 1988, setting up the Directorate contains the following
important provisions:

(i) It will take up complaints after fully satisfying itself about the bonafides of the complaints and
keeping in view the gravity of the subject matter of the grievance. In other words, the Directorate
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was envisaged as an Appellate Body investigating grievances selectively and particularly those
where a complainant has failed to get redress at the hands of the internal machinery and
the hierarchical authorities.

(i) The Directorate has authority to call for relevant files/papers from the Ministries/Departments
concerned with a view to examining whether the grievance has been dealt with in a fair, objective
and just manner and whether a decision containing reasons has been communicated to the
complainant within a reasonable time. Under the existing instructions, reports/files called for by
the Directorate from the Ministries are required to be furnished by them within a period of six
weeks.

(iii) Where the Directorate is satisfied that the grievance has not been dealt with in a fair, just
and objective manner, it makes suitable recommendations for consideration and adoption by
the concemned Ministries/Departments. The recommendations made by the Directorate are
required to be implemented within a period of one month.

(iv) The Directorate does not concern itself with policy matters or where a grievance has already
been disposed of at the level of Minister. It also does not entertain grievances relating to service
matters (excluding those relating to payment of terminal benefits like gratuity, provident fund,
etc.), commercial contracts or cases which are subjudice or where quasi-judicial procedures
are prescribed for decision making.

The Directorate is expected to act as an appellate body investigating only selected grievances. The
main responsibility in the sphere of redress of public grievances continues to be with the internal machinery
set up in the various Ministries/Organisations. The Department of Administrative Reforms and Public
Grievances continues to function as the nodal agency for issue of policy guidelines and instructions for
strengthening the internal machinery in the government Departments.

9.4.  The Department of Pensions and Pensioners’ Welfare:

The Department of Pensions and Pensioners’ Welfare, being a policy formulation agency for all
matters pertaining to pensions and retirement benefits of government officials, handles all grievances
pertaining to their retirement benefits. All grievances received, except VIP references, are transferred to
the Ministry/Department concerned for setting the grievance since the payment of pensions and retirement
dues is de-centralized. The Department takes up only those cases wherein any policy issue is involved.
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CHAPTER - 2

Framework for Redress of Grievance for
Officers of the level of Joint Secretary and Above
No0.201/2/8/2004-C.A.V
CABINET SECRETARIAT
RASHTRAPATI BHAWAN

Dated the 13™ August, 2004

Subjects:- Constitution of a Standing Committee in respect of grievances of officers of
the level of Joint Secretary and above.

It has been decided, with the approval of the Prime Ministers to constitute a standing committe to
suggest systemic changes to improve the dressmechanism. For this purpose, the Standing committee
would interact with officers of the level of joint Secretary and above, working in the Central Government
Ministries/Departments/ Offices as well as PSUs and Autonomous Organisations under their control
regarding their specific grievances. The Standing Committee would also interact with officers of
corresponding levels working in the State Governments regarding such grievances, the redress of which
comes exclusively under the domain and the authority of the Central Government.

2. The composition of the Standing Committee shall be as follows:
i. Cabinet Secretary
ii. Principal Secretary to Prime Minister
iii. Secretary, Department of Personnel & Training

3. The committee shall be free to determine its own system and procedure and shall be serviced by
the Department of Personnel and Training.

4. The broad frame work within which the Standing Committee shall function is enclosed.
Sd/-
(Rajeev Ranjan)
Director

Tel.: 2-3792018
To
All Members of the Standing Committee.
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Standing Committee on Redress of Grievances : Operational Framework

(1)

(i)
(iii)

(iv)

V)

(vi)

(vii)

(viii)

(ix)

The committee would be primarily responsible for suggesting systemic changes in the grievance
redress mechanism. It would also interact with officers on their specific grievances to identify the
weaknesses in the existing grievance refress mechanism and thereafter make specific suggestions
for removing such weaknesses and effecting cutiable systemic changes. The intention is to make
existing mechanixm effective and responsive.

The Committee shall ordinarily meet once every week to consider the grievances received.

The Committee shall entertain grievances relating to the entire range of service matters and
conditions in so far as officers of JS level and above working in the Central Government are
concerned. Wherever considered necessary, the committee shall grant a personal hearing to the
aggrieved oficer.

AS regards officers of corresponding levels working int he State Governments, the Committee
shall entertain only such grievances in respect of which the final decision lies with the Central
Government.

The Committee, however, shall not consider grievances relating to matters which are sub judice or
form part ofa disciplinary proceeding.

All grievances shall be addressed to Secretary Dept. of personnel & Training and contain such
information as may be preseribed and necessary.

Secretary (Personnel) shall carry out an initial examination of every grievance received on behalf
of the Committee and see if it falls within the purview of the Committee. However, the final
decision, as to whether or not a grievance is to be considered, shall lie with the Committee.

The Committee shall not enter into any correspondence with the aggrieved or to send a reply in
respect of grievances received.

This will continue to be done as under the normal functioning of the Departments. The Committee
thus shall not replace or supplant the established mechanisms for decision making in the
Government. [t shall

(a) facilitate or expedite decision making wherever delays are noticed;

(b) get such rules and executive instructions revoked or modified as are proving unduly
cumbersome or harsh or are not servint the purpose for which these were framed ; and

(©) identify basic causes of officers grievances and direct taking of such measures as would
ensure that grievances do not arise in the first instance.

11



W, 501/2/8/2004-G. W4,
et A
Tyt wed

¢ fawelt, 16 9, 2008

Tawar : e Wi 3R 3He SUR o TR o STt oht fyTeRTardl © Heifare Termdt i

Gt Hea 3R 30 S % T o TRl s frehradl s far & & fore weh o afafa
1 TS Tohall T o1 36 ey H o S, =qaal, I8 Ated |fdad & fKAi® 22.7.2004 & TSI I
REEIRCIERRCRIES I

2. A & AR § ot T Tofa forn e ® R sl wrw deidt & sfaia geiewor 9
Teifd geg, fEisH &1 Wigfd 2 Td 3R T WHR & wEdes & Sfafd o o Ael afgd
TR eh/Hashdl hRATSA o &g AXIEEA R HeHft Tomht 9fafd g/ 81 fag s

(.t i)
AR TiEd, IR THR
LAY @ 23014378

Al TSl TSEH

BIEE]
OTETR GUR SR i e fawm

12



No. 501/2/8/2004-CA.V
CABINET SECRETARIAT
RASHTRAPATI BHAWAN

New Delhi, the 16" June 2008

Subject: Standing Committee in respect of grievances of officers of the level of Joint Secretary
and above.

A Standing Committee was constituted to redress the grievances of officers of the level of Joint
Secretary and above. In this connection, D.O letter of even number dated 22.7.2004 from Shri B.K.
Chaturvedi, Former Cabinet Secretary may please be referred to.

2. Ithas now been decided with the approval of the Prime Minister that issues related to empanelment
under the Central Staffing Scheme; representations against disciplinary/vigilance proceedings including
proposals for sanction of prosecution and matters which are in the domain of State Governments, will not
be taken up by the Standing Committee on grievances.

(V.P. Arora)
Under Secretary to Govt. of India
Tele: 23014378

Smt. Rajni Razdan
Secretary
Department of Administrative Reforms and Public Grievances.
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10.

11.

12.

Proforma for making a representation to Standing Committee in respect of grievances
related to service matters of officers of the level of Joint Secretary and above in

Government of India

Name
Designation and Office Address

Central Governmenet :
Ministry/Department/State Government/
UT Administration under which

Presently serving

Name of'the service cadre
to which he/she belongs

Present Grade

Year of Entry in the Grade
Nature of the Grievance

Authorities who are concerned
with the grievances

Brief Description of
Grievance

Name and Designation of the
Concerned authority approached
By the Officer for redress of this grievance

Details of response
Received, ifany.

Specific points on which the officer
is seeking redress

Has he moved any
Court or Tribunal on this matter ?
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I hereby confirm that the above statement is true to the best of my knowledge and belief.

Signature of the Officer

Place:

Date:

NOTE: The Standing Committee shall consider only those grievances where the aggrieved
officer has taken up his/her grievance with the concerned authorities and either the
aggrieved officer has not received any response within a period of 3 months or the
aggrieved officer is not satisfied with the response of the concerned authority or the
appellate authority.
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CHAPTER -3

No. 1/PLCY/PG-88(7)

Government of India
Ministry of Personnel, Public Grievances & Pensions
(Department of Administrative Reforms and Public Grievances)

Sardar Patel Bhawan,
Sansad Marg, New Delhi,
Dated the 1%t March, 1988.

OFFICE MEMORANDUM

Sub:-Strengthening of Machinery for Redressal of Public Grievances.

The undersigned is directed to state that the Government has been considering for some time a design
to strengthen the machinery for internal grievances redressal in order to make the administration more
responsive to the needs of the people. After careful consideration, the President is pleased to decide that
the internal Grievance Redressal Machinery in each Ministry/Department/Public Sector Undertaking/
Autonomous Organisations may be set up as under:-

I. Meetingless Day

(i) Every Wednesday of the week shall be observed as a meetingless day in the Central Secretariat.
Three hours (1000 hrs. to 1300 hrs.) on this day may be set apart for grievance redressal when all officers
of the level of Deputy Secretary and above will remain in their offices and will receive and hear public
grievances. No inter-ministerial meetings will be scheduled on a Wednesday. However, intra-ministrial
meetings, which cannot be postponed, may be fixed on Wednesday after 1300 hrs.

(i1) All Ministries/Departments may also designate one day of the week as a meetingless day for their
Subordinate/Attached/Field offices keeping in view their local requirements. Three hours on that day may
be earmarked for receiving and hearing public grievances.

(ii1) These instructions will be invariably observed except in cases where Parliamentary business
requires an officer to be away from his office on Wednesday between 1000 hrs. to 1300 hrs. or in cases
where urgent internal meetings cannot be delayed. In case an officer is required to be away from his
office unavoidably during these hours, he may set apart three hours at any other time on Wednesday. The
Secretary of the Ministry/Department may be apprised of the change in the schedule as soon as possible.

II. Integration of Grievance Redressal System into the decision-making process

(i) Officers in each Ministry/Department at each level should deal with every matter in a fair objective
and just manner.

(i1) The meetingless day has been prescribed to enable each officer to function as his own grievance
redress agent. Grievance can be classified into two categories.

(a) in the case of a grievance arising out of delay in decision or faulty implementation of any policy;
and

(b) a systemic grievance arising out of the policy itself requiring modification of the policy
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A careful analysis and appreciation of the grievances should, therefore, not only lead to identifying
problem-areas but also enable integration of the redressal of the grievance into the process of decision
making policy formulation.

III. Grievance Officer

(i) Each Ministry/Department/Public Sector Undertaking/Autonomous Organisation may designate a
full time Grievance Officer, known as the Director of Grievances. This Officer may be of the rank of not
less than a Director/Deputy Secretary (or equivalent) and should be selected on the basis of a careful
assessment of his aptitude and suitability for the job.

(i1) The Director of Grievances will be actively involved in the process of dealing with grievances.

Each Ministry/Department/Public Sector Undertaking/Autonomous Organisation may formulate a
job-chart for the Director of Grievances. (A suggested job-chart is placed at Annexure)

(iii) The Director of Grievances will be vested with powers to call for files/papers connected with
grievances pending for more than three months and to take a decision thereon with the approval of the
Secretary of the Ministry/Department or Head of the Department/Organisation. He may also communicate
the final decision to the aggrieved party.

IV. Staffing and Control

(i) The Director of Grievances and his staff may be selected out of the existing staff strength of the
Ministry/Department through re-deployment. No new posts shall be created for setting up the Grievances
Cell in any Ministry/Department.

(ii) The Director of Grievances shall report directly to the Secretary/Head of the Organisation. His
relationship with the line-functionaries may be clearly defined. The procedures necessary for his effective
performance may also be clearly indicated.

V. These instructions will come into force with effect from Wednesday, the 2 March, 1988. All Ministries/
Departments are requested to implement these decisions and report in this regard to this Department
latest by 15" March, 1988.

Hindi version of this Office Memorandum follows.

The receipt of this memorandum may kindly be acknowledged.

Sd/-
(Avinash Kumar)
Director
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ANNEXURE

Specimen job-description for the Director of Grievances in Ministries/Departments/
Organisations

1.Job Title: Director of Grievances
2. Responsible to:  Secretary/Head of the Organisation

3. Main activities:  Decision making: The Director of Grievances will take decisions on grievances
which are pending for more than three months. Aggrieved parties who are not
satisfied with redressal in subordinate/attached formation can approach Director
of Grievances for a decision. In consultation with Secretary/Head of the
Organisation, Director of Grievances can call for files/papers, if he feels so justified.
All decisions on grievances will be taken after obtaining the approval of Secretary
of the Ministry/Department or Head of the Organisation to whom Director of
Grievances is responsible.

Management Information System: He will set up Management Information System
(MIS) and evolve procedures which are necessary for monitoring the public
grievances and their redressal. The MIS should be comprehensive and capable of
generating meaningful data over a period of time.

Review and analysis: One the basis of the data made available to him through the
MIS, the Director will identify areas of recurring grievances, analyse underlying
cases, suggest commissioning of appropriate studies, where necessary, for systemic/
procedural corrections, cause review of policies/procedures which are identified
as sources of grievances. He should regularly inspect grievance machinery in
attached/subordinate formations and undertake random sampling with a view to
evaluating the quality of disposal of the grievances. He will prepare an annual
report which would inter-alia, highlight responsiveness and accountability achieved
at all levels.

Note: Thisis only general description of job chart. The Ministries/Department/Organisation wil spell out
a detailed job description as well as powers and responsibilities of the Director of Grievances. The
procedure necessary for flow of information and interaction between the Director of Grievances
and line functionaries should also be clearly indicated.
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No. 394739/PLCY/PG-88(7)-Vol. 111
Government of India
Department of Administrative Reforms and Public Grievances

Sardar Patel Bhavan,
Sansad Marg, New Delhi
Dated: 29" November, 1988

OFFICE MEMORANDUM

Subject:— Need to tone up the functioning of Government Offices-Prompt Redressal of Public
Grievances.

It has been observed that while interacting with the Ministries/Departments, their attached and
subordinate offices and particularly the field offices, the common man faces various type of difficulties,
which perhaps can be avoided by taking suitable remedial measures. Some of these difficulties are indicated
below:-

1. The head of office and other officers are not available even on the day fixed for meeting the
public on the plea of other urgent work.

2. Officers do not adhere to office timings and are not available during the working hours and even
at the appointed time when an appointment has already been fixed. Sometimes even PAs are not
aware as to when the officers will be available with the result that visitors have to wait indefinitely
causing them much inconvenience.

3. Personal staff and junior officials keep the phones busy with their personal conversation with the
result that officials’ phones are kept engaged and the public cannot have access to offices on
telephone.

4. While performing public duties, Government servants are sometimes discourteous and, instead of
functioning as public servants, they often display a show of authority.

5. There is a long time-gap in fair typing of the letters after approval by an officer with the result
that the replies to applications/petitions are delayed.

6. Sometimes cleawut decisions are not communicated to the petitioner, and whenever deficiencies
in the decisions are pointed out, considerable time is taken in replying to the same by the concerned
officers.

7. While rejecting the petition, the Rule(s), if any under which the same has been rejected is/are not
indicated with the result that the petitioner does not know the basis of the decision and, in case of
negative decision, may harbour a sense of grievance.

8. There is tendency to shield the lower officials when any complaint is made against them to higher
officers.

9. Time-limits have not been fixed for action/reply on various requests received from the members
of the public with the result that the common man has to wait indefinitely for action reply on his
request. This often leads to a sense of grievance against the Government.
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While some of the difficulties relate to inadequate supervisory control, lack of discipline in the offices
and observance of procedures, a few relate to behevioural approach of the officers towards the public. It
is requested that an all out effort should be made to remedy the deficiencies in working of Government
offices at all levels so that there is positive improvement in functioning of Government offices and the
difficulties faced by common man are mitigated and his grievances attended to promptly and sympathetically.
It may be recalled that under “A Responsive Administration”—Point 20 of the Twenty point Programme,
1986, prompt and sympathetic attention to public grievances is an important ingredient.

Action taken in this regard may be intimated to this Department in due course.

Sd/-
(Ravi Kant Chopra)
(Under Secretary to the Government of India)

To
All Ministries/Departments
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No. 58847/9/PLCY/PG-89(10)
Government of India
Ministry of Personnel, Public Grievances and Pensions
Department of Administrative Reforms & Public Grievances

Sardar Patel Bhavan, Sansad Marg
New Delhi,
Dated the 27" July, 1989

OFFICE MEMORANDUM
Subject:—Public Grievances appearing in the columns of newspapers-need for prompt attention.

As is well-known, Point 20 of the Twenty Point Programme, 1986, enjoins upon the Government to
make the administration more responsive and with that end in view, institutional arrangements are to be
made for attending promptly and sympathetically to public grievances. A number of newspaper run a
grievances column in which they publish grievances received from the members of the public on matters
arising from their interaction with various Government agencies.

While it is presumed that all Ministries/Departments take cognizance of such grievances with a view
to redressing them, it is necessary to assess the effectiveness of these measures and to take further steps
for establishing an institutional mechanism for attending to public grievances so received. Towards this
end, it is requested that all Ministries/Departments and other agencies of Government may take the
following steps:—

The Grievances column of the newspaper should be regularly examined by each Ministries/Departments/
agency of Government to pick up cases which relate to it. Quick action should be taken for redressing
these grievances on a time bound basis. The complainant should be quickly informed of the action taken
by way of redressal, where such redressal can be given within a month’s time. Where redressal is likely
to take longer, in interim reply should be sent to the complaint explaining the steps taken and assuring that
further necessary action is being taken in the matter. Such a course of action will go a long way towards
establishing the public’s confidence in the effectiveness of the grievances redressal machinery of the
Government agency.

It will be advisable to make a quarterly review of grievances received through the newspapers and
action towards their redressal.

Kindly acknowledge the receipt of this O.M.

Sd/-
(R.D. Samplay)
Under Secretary to the Govt. of India

To

All Ministries/Departments of Government of India (Standard List)

22



. 26/3/90-49t STt (111)
Hd HIhX
FITHE, o RrrEd IR 9vE T3

TR GHR SR e fYrenrer fasm

RER I

fEqier ¢ 4 TR 1992

HEIAT JUA
faw= : e foreRmaa Fawor a3 1 ggge

Iiewerl w1 YIRS GUR 3R ol fYehea faum & afig geell ArE, 1988 % W Wl 6.
| /aiferd/dt Sh-88(7) 1 gdre 37 H1 9 g T fEe ded e Hae/faum/Aestg 8 %
SYHT/AER & W e | 3Tdie Rema fare 7 & Ted & day # fowga sRe S’ fovg
MT | T TG WL-T T T § v (i) & &9 o s qui-shiferss forema sifeem
i TG A AR rerEa Faror gomelt qen fofa oF 1 9ihen Sl Thid i il WEHH 81 W
HoTerdl/faar gR1 g SR ! Wehford fohan wn ® SR S gR1 efafieh frehra faRor o &1 e
foan T B

2. B & H HHE Uiehod WUl 7 AR SRR H Renrad Freamo yurelt ) S sl R ki, ok
frerrera 3R Y forerre fraro 9 gafua oot ggelt faid & wfufa 3 gomeai/faamm o sl Rrema
RO 51 & GEEIul W agd i SR e 2

3. HISR FaEn & 1 Harera/ faami | | ot ok faren o %1 yg@ feee/su afea
Yo 1 iU eial 81 Wb fEfd w1 RUid 1 eam | Ted g 39 Ae R AU fR 9 R W g
I Hegd fran T ® T fdt gaera/faam | sriafie foera feaRo @3 # de frewad & ufa
Afereh STREET AT W1 Wehell € 3R 39 Rrehoral W 3ifeh IR &7 o ShiRaw i S Fehdl © AR 59
T B Y@ G qied % & frdt aftee eifushi ol s STe S e stfush orgw @i W wes
& RO Afersh freer 3R wierargess ol o gend &1 eraua g oy fohan s € &6 eraa sy fasm
& ofidRen fereRrad Famor o ot geten Y iR SA warerEy/faant § fRee (reed) & €9 ¥ 99
e ¥ & ot sifuserdt &1 a3 <l 39 faum & aifie 1-3-88 & o<l & ST{ER Ueel Ul
e T H T T

4, 309 € T 38 faum =1 a1 999 39 deoy § #) T FRAE H g )
Bdlo/-

(S, <. 99)
39 gfed, 9Rd GhR

B

Tt wAT3/fa9r

23



No. 26/3/90-PG(III)
Government of India
Ministry of Personnel, Public Grievances and Pensions
Department of Administrative Reforms & Public Grievances

Sardar Patel Bhavan, Sansad Marg,
New Delhi,
Dated 4-11-1992

OFFICE MEMORANDUM
Subject:— Strengthening of Machinery for Redress of Public Grievances

The undersigned is directed to refer to the Department of Administrative Reforms and Public
Grievances O.M. No. I/PLCY/PG-88(7) dated the 1% March, 1988, under which detailed instructions
regarding setting up of the Internal Grievances Redressal Machinery in each ministry/department/public
sector undertaking/autonomous organization of government were issued. These instructions provided,
inter-alia, for the designation of a full-time grievance officer as the Director of Grievances and integration
of the grievance redressal system into the decision-making process. These instructions have, by and
large, been compiled with by Ministries/Departments and the Internal Grievance Redressal Machinery
has been set up by them.

2. Recently, the Estimates Committee of Parliament examined the Grievance Redressal System in the
Government of India. In its first report on the Ministry of Personnel, Public Grievances and Pensions
System of Redressal of Grievances-the Committee has laid much emphasis on strengthening the Internal
Grievance Redressal Machinery in Ministries/Departments.

3. Under the present arrangement the Internal Grievance Redressal Machinery in Ministries/Departments
is generally headed by an officer in the rank of Director/Deputy Secretary. On considering the matter
afresh in the light of the report of the Estimates Committee it has been felt that the Internal Grievance
Redressal Machinery in a Ministry/Department can become more responsive to public grievances and
more effective in dealing with them if it is headed by a senior officer of the rank of Joint Secretary who
by virtue of his greater experience and wider jurisdiction can be expected to take decisions more objectively
and quickly. It is, therefore, requested that the Internal Grievance Redressal Machinery in your Ministry/
Department may be reviewed and an officer of the rank of Joint Secretary may be designated as the
Director of Grievances in those Ministries/Departments where this has not already been done in accordance
with the instructions dated 1.3.1988 of this department.

4. It is requested that action taken in this regard may be intimated to this Department in due course.

Sd/-
(B.K. Bansal)
Deputy Secretary to the Government of India

To
All Ministries/Department
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No. 9/PLCY/PG-93(8)
Department of Administrative Reforms and Public Grievances
Sardar Patel Bhavan, Sansad Marg
New Delhi-110001, Dated 07-09-1993

OFFICE MEMORANDUM

Subject : Strengthening of Machinery for Redressal of Public Grievances.

The undersigned is directed to refer to this department's O.M. No. 1/PLCY/PG-88(7) dated the 1st
March, 1988, under which detailed instructions regarding setting up of the Internal Grievance Redressal
Machinery in each ministry/department/public sector undertaking/autonomous organisation of
government were issued. These instructions provided, inter-alia, for the designation of a full-time
Grievance Officer as the Director of Grievances and integration of the grievances redressal system into the
decision-making process and observance of every Wednesday of the week as a meetingless day.

2. The Internal Grievance Redressal Machinery has now come to be established in most
ministries/departments; however, its effectiveness in settling public grievances expeditioulsy has not
always been upto the mark. The functioning of the Grievance Redressal Machinery in
ministries/departments has, therefore, been reviewed from time to time with a view to divising measures
for strengthening it and making it more respinsive to the needs of the public. After careful consideration it
has been decided that the following steps should be taken by each ministry/department/public sector
undertaking/ autonomous organisation to further strengthen its Internal Grievance Redressal Machinery.

(1) The meetingless day should be observed strictly. The Director of Grievances and other officers of
the rank of Deputy Secretary and above should remain in their offices during specified hours
(1000 hours to 1300 hours) on every Wednesday to receive and hear grievances of the members
of'the public.

(i) The receptionists, security personnel and peons should be given suitable instructions about the
meetingless day so as to allow the members of the public to meet officers on that day without
prior appointment.

(iii) The name, designation, room number, telephone number, etc. of the Director of Grievances
should be displayed prominently at the reception and some other convenient places in the office
building/ministries so that the public are made fully aware of the same.

(iv) A locked complaint box should be placed at the reception for convenient registration of
complaints by members of the public which must be opened by the designated officer at regular
intervals.

(v) Inthe intersest of expeditious disposal of grievances, the Director of Grievances should exercise
more frequently the powers vested in him to call for papers/documents of long pending cases and
take decisions with the approval of the Secretary of the ministry/department of Head of the
department/organisation.

(vi) Each grievance petition must be acknowledged. Even if no action is warranted on a petition, a
reply intimating the stand of the ministry/department must be sent to the petitioner.
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(vii) Ministries/Departments should analyse grievances received by them with a view to identigying
the major grievances-prone areas and devising corrective measures so as to reduce the scope of
occurrence of grievances. The AR Department may be requested to study these areas for
improvement.

(viii) More publicity should be given about the grievance redress machinery in the
ministries/departments/public sector undertaking/autonomous organisations.

(ix) The feedback mechanism and the monitoring system for grievance redressal should be
stregthened. Ministries/Departments should also ensure timely submission of reports/returns
about the redressal of grievances to the Department of Administrative Reforms and Public
Grievances.

3. All ministries/departments are requested to implement the above instructions immediately and to send
areport in this regard to this department latest by the 30th September, 1993.

4. Thereceiptof this memorandum may kindly be acknowledged.

Sd/-
(B.K. BANSAL)
Deputy Secretary to the
Government of India
Tele. 353472
To
All Ministries/Departments.
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10.
11.

12.

13.

14.

QUESTIONNAIRE

Proforma for Evaluation of Staff Grievance Redressal Machinery in

Ministries/Departments

Existing machinery for resolving staff grievances

Whether a Staff Grievance Officer (SGO) has been nominated ? If so, his name,
designation and telephone number.

Have staff grievance officers been designated in the offices/organisations under the
control of the Minsitry/Department? If yes, give their particulars (Name of
subordinate organisation, name of office, address, tele no. etc.)

Whether name of the SGO had been notified/displayed for information of all
concerned.

(a) Whether any day/time fixed for meeting the staff.

(b) Any fixed periodicity for meeting staff associations, if any.

Level of Meeting with staff.

Arrangements at present for dealing with various personnel matters processing of
claims, request for advances, medical reimbursement, etc.

Time-norms fixed for acknowledgement/Disposal of staff grievances.

Whether any analysis of staff grievances is done to identify areas of recurrence
grievances. Ifso, details thereof.

Total Number of staff grievances received and disposed of during the last one year.
Number of cases taken by staffto CAT/Court during the last one year.
(i) Selection/Promotion—
(i) Disciplinary matters—
(iii) Seniority/confirmation—
(iv) Adhoc appointment/regularisation
(v) Daily wages/Casual/Regularisation
(vi) Scaleofpay
(vii) Temporary Service Rules/Termination of Service
(viii) Recruitmentand Appointment
(ix) Reversion
(x) Retirementdues
(xi) Transfer
(xii) Any otherreason

Whether any register for monitoring staff grievances is maintained. If not, alternative
system for monitoring.

Is there any system of staff adalats/open house sessions at competent levels for hearing
and disposal of grievances ? If so, details.

Is there scope for computerisation ?

Note :

This Questionnaire has been subsequently revised. See page 71.
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No. K-12011/4/95-PG
Government of India
Ministry of Personnel, Public Grievances and Pensions
(Department of Administrative Reforms and Public Grievances)

Sardar Patel Bhavan
Sansad Marg

New Delhi-110001.
Dated: 10.07.95

OFFICE MEMORANDUM

Subject:—Activating the existing Machinery for Redressal of Public Grievances

The undersigned is directed to refer to this department’s O.M. No. 1/PLCY/PG-88(7), dated the
1"March, 1988 in which detailed instructions regarding setting up of the Internal Grievance Redressal
Machinery in each Ministry/Department/Public Sector Undertaking/Autonomous Organisation of the
Government were issued.

2. While the Internal Grievance Redressal Machinery has now come to be established in all the
ministries/departments, its effectiveness in settling public grievances expeditiously has not been upto the
mark. The functioning of the Grievance Redressal Machinery in ministries/departments has, therefore,
been reviewed from time to time with a view to devising measures for strengthening it and making it more
responsive to the needs of the public. After careful consideration, it has been decided that the following
steps should be taken to further strengthen the Internal Grievance Redressal Machinery:

(i) The meetingless day on every Wednesday should be observed strictly.

(i) The receptionists, security personnel and peons should be given suitable instructions about the
meetingless day so as to allow the members of the public to meet officers without prior appointment.

(i) The name, designation, room number, telephone number, etc., of the Director Grievance should
be displayed prominently at the reception and other convenient place in the office buildings/
ministries.

(iv) A locked complaint box should be placed at the reception.

(v) In the interest of expeditious disposal of grievances the Director of Grievance should exercise
more frequently the powers vested in him to call for papers/documents of cases pending for
more than 3 months and take decisions with the approval of the Secretary of the Ministry/
Department or Head of the department/organizations.

(vi) Each grievance petition must be acknowledged.

(vii) Ministries/Department should analyse grievances received by them with a view to identifying
the major grievance-prone areas and take corrective measures to reduce recurrence of such
grievances.

(viii) More publicity should be given about the grievance redressal machinery in the ministries/
departments/public sector undertakings/autonomous organizations.
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(ix) The grievance column of the newspapers should be regularly examined by each Ministry/
Department/agency of Government for picking up cases which relate to it and quick action
should be taken for their redressal on a time-bound basis.

(x) Time norms for disposal of application/requests for services/activities which bring the public in
contact with the Ministry/Department should be fixed so as to ensure improved public interface
and greater accountability.

(xi) A Staff Grievance Officer (SGO) should be designated in every Ministry/Department/Office to
deal with grievances of the employees.

(xii) The feedback mechanism and monitoring of grievances should be strengthened.

(xiii) Reports/returns required to be sent this Department should be sent as prescribed

3. All Ministries/Departments are requested to ensure strict compliance with the above instructions.

4. The receipt of this memorandum may kindly be acknowledged.

Sd/-

(Kiran Aggarwal)
Additional Secretary
Tele: 3732133

To
All Ministries/Departments.
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P.C. HOTA G 9N

g HIHE , ik PR den U He
SECRETARY T3 foett- 110001
Tele.: 3014848 GOVERNMENT OF INDIA
Fax: 3012432 MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES

AND PENSIONS
NEW DELHI-110001

D.O. No. 48011/1/95-O&M August 23,1996

Dear Shri,

On 20™ of August 1996, in the meeting of the Department-related Standing Committee of the Parliament,
the Members expressed their concern about of lack of Promptitude of some Ministries and the Union
Territory Administrations to grievances and replies to letters of Members of the Parliament.

I enclose a copy of the instruction issued by this Ministry on this important subject, and request you to
kindly give due priority to letters from Members of Parliament and send them at least an interim reply if
a final reply is likely to take time.

A detailed Note on the subject is enclosed.

With regards,

Your sincerely,
Sd/-
(P.C. HOTA)

To,
All Ministries/Departments/
Chief Secretaries of States/
Administrators of UTs
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Extract of Paras 57, 60, 122, 115 and 116 of the Manual of Office Procedure

Para 57: Correspondence with Members of Parliament

(i) Communications received from members of Parliament should be attended to promptly

(i) Where a communication is addressed to a Minister, it should as far as practicable be replied to by
the Minister himself. In other cases a reply should normally be issued over the signature of an
officer of the rank of Secretary only.

(ii}) Where, however, a communication is addressed to the Head of an attached or subordinate office,
it should be replied to by the addressee himself. In routine matters not involving questions of
policy, he may send an appropriate reply on his own. In matter involving questions of policy,
however, the officer should have prior consultation with higher authorities before sending a reply.

(iv) Normally information sought by a Member should be supplied unless it is of such a nature that it
could have been denied to him even if asked for on the floor of the House of Parliament.

Para 60: Prompt response to letters received
(1) Each communication received from a member of Parliament will be replied to within 15 days.

(i) Where delay is anticipated in sending a final reply or information has to be obtained from another
ministry or office, reply will be sent within a fortnight indicating the possible date by which a final
reply can be given.

(iif) If any such communication is wrongly addressed to a department, it will be transferred within 3
days to the appropriate department under intimation to the party concerned.

(iv) Where the request of the Member of the Public can not be acced to for any reasons, reasons for
not acceding to such a request should be given.

Para 122: Watch on disposal of communications revived from members of Parliament

(i) Each section/personnel section will maintain a register of communication received from Members
of Parliament.

(i) On 1%and 15" day of each month the sections will submit the register along with the report on the
disposal/status/reasons of pendancy of such communication to their senior officers for scrutiny
and for such other appropriate action considered necessary.

Para 115A: Time limits

Time limits will be fixed for disposal of as many types of cases as possible handled in the department
through departmental instructions. The system of exception reporting will be introduced to monitor
the disposal of receipts.

Para 116A: Handling of Public Grievances

(i) Delay in the movement of papers concerning public grievances will be checked at decision-
making levels.

(i) All officers of the level of Deputy Secretary and above will redress public grievances pertaining
to the divisions under their charge. They will view public grievances with sympathy and make
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special efforts to decide on such cases expeditiously. They will individually acknowledged, follow
up and redress complaint cases which come to them. In the acknowledgement letters a specific
time-limit proposed for redress will be indicated.

(iii) The Director of Grievances appointed in each department will monitor the disposal of grievances
by the concerned departmental officers.

NOTE
The Ministries/Department and the Administrations of the Union Territories are requested,

(a) to take immediate action for effective redressal of grievances in all Departments of the Union-
Territories, attached/subordinate offices and statutory bodies.

(b) to give wide publicity to the machinery as well as the procedure for redressal of public grievances.

(c) to ensure enforcement of time limits for sending replies to references received from Members of
Parliament and monitor their disposal.

(d) to include in the performance appraisal of the officials, the quality of their performance in grievance
redressal.

(e) to initiate disciplinary action for deliberate default, in terms of the conduct rules applicable to various
employees, and

(f) to include in theAnnual Action Plan of the Administration various steps taken for redressal of
grievances.
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G&1/No. K-12014/9/96-PG

AR HIhN / GOVERNMENT OF INDIA
WMEfTh YuR 3R i Rrerraa fasm

DEPARTMENT OF ADMINISTRATIVE REFORMS & PUBLIC GRIEVANCES
WIR 9o 9, 998 9, 78 feeet-110001

SARDAR PATEL BHAVAN, SANSAD MARG, NEW DELHI-110001

feis / Dated 7-10-1996

OFFICE MEMORANDUM

Subject: Inclusion of the Public Grievance Redressal work and receipt disposal statistics relating
to redress of public grievances in the Annual Action Plan and the Annual Administrative
Report of Ministries/Departments.

The undersigned is directed to say that while examining the work of this Department the Parliamentary
Standing Committee has desired to prioritize public grievance redressal in the Ministries/Departments and
to make the Public Grievance Redressal Machinery more responsive. The machinery and work relating
to public grievances and the statistics relating to receipt/disposal of public grievances should form a part
of the Annual Action Plan and the Annual Administrative Report of the Ministry/Department.

2. It is, therefore, requested that necessary action to include the above items in the Annual Action
Plan and the Annual Administrative Report of your Ministry/Department may please be taken. Action
taken in the matter may please by intimated to this Department.

Sd/-

(Sushmita Dasgupta)

Deputy Secretary to the Government of India
Tele. : 3360369

To
All Ministries/Departments
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No. D-12012/6/96-PG

Government of India
Ministry of Personnel, Public Grievances and Pensions
Department of Administrative Reforms and Public Grievances

Sardar ratel Bhavan, Sansad Marg,
New Delhi, the 31" October, 1996.

OFFICE MEMORANDUM

Subject : Fixation of Time Limits for Disposal of Work Relating to Public Grievances in
Ministries/Departments/Offices of the Central Government.

The undersigned is directed to say that the Parliamentary Standing Committee on Ministry of
Home Affairs has recently observed that the disposal of public grievances in the Ministries/Deptts./Offices
of the Central Government is unsatisfactory. Keeping in view the observations of the Parliamentary
Standing Committee, this Department has fixed time limits for disposal of grievances. A copy of our O.M.
No.D-12012/96-PG dated 16th October, 1996 in this regard is enclosed for information.

2. It is requested that the matter relating to fixing of time limits for work relating to redressal of public
grievances in your Ministry/Department may please be examined and time limits for disposal may be
fixed. A copy of the orders issued in this regard may please be forwarded to this Department offices
working under your Ministry/Department may also please be advised to fix time limits for disposal of
public grievances pertaining to them.

Sd/-
(Devika Kumar)

Director
To

All Ministries/Departments
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TIHE(eh GUR SR e Rrehrra fasm
9 WA

TER 9ed 9ad, 8 A0, 8 faeet- 110001
DEPARTMENT OF ADMINISTRATIVE

Dévika Kumar (Mrs.) REFORMS & PUBLIC GRIEVANCES
Director (PG) GOVERNMENT OF INDIA
Tele: 3352325. SARDAR PATEL BHAVAN, SANSAD MARG

NEW DELHI-110 001

370 IMo Yo Ho IESIED
D.O. No. D—12012/3/97-PG Dated: 25-2-97
Dear

It has been represented to this Department that, while sending replies communicating final decision
rejecting a grievance petition, the grounds on which the petition has been rejected are sometimes not
communicated to the petitioner. As a result , the petitioner does not know the basis of the decision.
Consequently, the decision being negative, the petitioner harbours a further sense of grievance. It is,
therefore, requested that while rejecting a grievance petition, the reason or the rule(s), if any, under which
it has been rejected should be communicated to the petitioner alongwith details of the appellate authority
where applicable. Please bring this to the notice of all agencies and public sector units under your Ministry
and send this Department a copy of the instruction issued by you.

With regards,

Yours sincerely,

Sd/-
(Devika Kumar)

To
Director of Public Grievances in all Ministries/Departments

Copy to:—

(1) Director (PG),
Directorate of Public Grievances
Cabinet Secretariat.

(2) 1.O. (Home). Sd/-

(Devika Kumar)

34



HRd H{h

it , e fRTehTa den UvE waed
eTEfTE YUR SR dieh Rrenra fasm

TER T ¥ad, 9898 °i, 8 feef-110 001

i)
HeEna WA

3faeh HAR

EEICN G NEAR

AW : 3362325

S1IM TH. $-13011/14/98-T. 5.

feTih @ 8 STRER, 1998

= weea,

79 f99T i 39 9@ & e Wi U R foh HTer/fan 39 eifuei % el hed g
1 Seoid TEl hid ¢ TS ewer § Arfeehrehdl i fofa/sw St foran sman 21

2. H i Wit Afg o u W 3T AfHH 1 IefHH F/hag |, I W M § e gwieR 9 9
o R femen ST R 39 ed H st ggfa i e g & W 62(12) Y S AUkt e TR
foran St @ o =8 erden = T @ 6 59 A % AW, UM 3R el wew o siferd w9
T Seo@ TR 91 =fen e swer @ o S fRan S 2l

Y,
Slecal
BT/~
(Ifaeh FHER)
e |

et A/ a9 & G dfae/feee (@R )

35



IR THR

It , ek fepTad qen UvH HAe™
T GUR X i frehrea fasm
TER e 9o, TEg 4, 98 feeti- 110001

Devika Kumar GOVERNMENT OF INDIA
Director (PG) MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES
Tel. 3362325 & PENSIONS

DEPARTMENT OF ADMINISTRATIVE
REFORMS & PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG,
NEW DELHI-110 001

3o Mo Ho IESIED
D.O. No. K. 13011/14/98-PG Dated 08-10-1998
Dear Sir,

It has been represented to this department that Ministries/Departments do not indicate the telephone/
fax number of the officer over whose signature a communication regarding the decision/reply is to issue
to the petitioner.

2. I shall be grateful if care is taken to indicate the telephone/fax number of the officer over whose
signature such communication is to issue. In this connection, your attention is also invited to para 62(12)
of the Manual of Office Procedure which requires that the name, designation and telephone number of
the officer, over whose signature a communication is to issue, should invariably be indicated.

With regards,

Yours sincerely,

Sd/-
(Devika Kumar)

To,
Joint Secretaries (PG)/Directors (PG) of all Ministries/Departments
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.- A

PRABHAT KUMAR CABINET SECRETARY
NEW DELHI
D.O. No. 502/1/1/98-CA.V September 21, 1999

Dear Secretary,

Asyou are aware one of the important obligations of public service is "promptness and courtesy" and
hence this has been specifically listed in the Conduct Rules.

2. Ithas, however, been brought to my notice that senior officials have, on some occasions, not been prompt
inresponding to or returning telephonic calls and messages.

3. I would, therefore, request you to kindly ensure that the obligations of public service, including
promptness and courtesy, are carried out in their true spirit.

With regards,
Yours sincerely,
Sd/
(Prabhat Kumar)
To
All Secretaries to the Govt. of India
(By Name)
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a>yHeed gfad
CABINET SECRETARY

PRABHAT KUMAR NEW DELHI
D.O. No. K-11013/10/99-PG Dated : 30 October, 1999
Dear Sir,

The Standing Committee of Secretaries on Public Grievance Redress has observed while reviewing
grievance redressal systems that in various Ministries/Departments/Offices not much attention is being
given to the subject of public grievance redressal. As you are aware, this is a major source of public
dissatisfaction and the subject of criticism by Member of Parliament and various Parliamentary Standing
Committee.

2. The Department of Administrative Reforms & Public Grievances vide their O.M. dated 1 March 1988
(copy enclosed) has issued guidelines regarding strengthening of machinery and redressal of public
grievances. However, it is also necessary to focus attention on the analysis of public grievances to identify
grievance prone areas and to implement systemic changes to reduce recurrence of such grievances. It is
suggested that the following measures may be taken to make grievance redressal mechanism more
effective:

(a) prompt acknowledgement of grievances;

(b) their careful analysis;

(c) obtaining feedback from the users;

(d) taking decision on grievances at a fairly senior level;
(e) sending reasoned reply to the complainant; and

(f) selective interaction with consumers/customers

3. It is expected that the Citizens Charter pertaining to your Ministry/autonomous offices must have been
formulated. The Citizens Charter needs to be placed on the website and publicized through the news
media. The names of the Grievance Officers of your Ministry/Offices may be published in the newspapers.

4. I would request you to urgently review the public grievance redressal, machinery in your Ministry/
Office and focus attention on regular analysis of public and staff grievances. A report on the action taken
in this regard may be sent to the Department of Administrative Reforms & Public Grievances within the
next one month to enable them to put up a consolidated report to me.

Your sincerely,
Sd/-
(PRABHAT KUMAR)

To
Secretaries of all Ministries/Departments
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PRABHAT KUMAR CABINET SECRETARY
NEW DELHI
D.O. No. 11011/2/2000-PG February 21, 2000

Dear Secretary,

Guidelines have been issued by the Department of Administrative Reforms and Public Grievances for
handling grievances and their expenditious disposal from time to time. The Joint Secretary/Director
designated for the purpose in your Ministry/Department has also been advised to take stock of all grivances
received by the Ministry/Department including its field agencies and monitor the same on a regular basis
every month. A copy of the O.M. No.A-11013/1/2000-PG dated 10" January 2000 issued by the DAR and
PG reiterating the above guidelines is enclosed for ready reference.

2. Despite the above guidelines, complaints continue to persist regarding delays and lack of response.
I would request you to discuss the position of receipt and disposal of grievances in the
Ministry/Department, including the field agencies, in the weekly meetings taken by you with the senior
officers of your Ministry/Department. Action taken in this regard may please be intimted to Dr. V. K.
Agnihotri, Additional Secretary, Department of Administrative Reforms and Public Grievances.

With regards,
Yours sincerely,
Sd/
(Prabhat Kumar)
To
All Secretaries to the Govt. of India
(By Name)
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HHesd af=a

PRABHAT KUMAR CABINET SECRETARY
NEW DELHI
D. O. No. 11011/3/2000-PG 30 March, 2000

Dear Secretary,

Please refer to Department of Administrative Reforms & Public Grievances’ OM No. 58847/9/
PLCY/PG-89(10) dated 27 July 1989 (copy enclosed for ready reference) regarding the need for prompt
attention on grievances appearing in the columns of newspapers. These guidelines have been reiterated
by the DAR & PG from time to time to ensure that an effective institutional mechanism is established for
attending to grievances appearing in newspapers’ columns for prompt disposal of such grievances. These
guidelines require each Ministry/Department/Organisation of Government to pick up cases appearing in
newspapers’ column which pertain to them and take quick action to redress the grievances in a time
bound manner.

2. In spite of these guidelines, complaints continue to persist regarding the lack of promptitude in attending
to such grievances. In all such cases, the complaint should be acknowledged quickly and redressed within
three months, failing which an interim reply indicating the expected date of final disposal should be sent.
A rejoinder should be issued after investigation in cases which are found to be baseless and/or damaging
to the image of the organization in order to create a responsive and interactive administration. This would
go a long way in establishing public confidence in the effectiveness of the grievance redress machinery of
the Government.

3. A quarterly review of grievances received through the newspapers and action towards their redress
may please be intimated to Additional Secretary, Department of Administrative Reforms and Public
Grievances.

With regards,

Yours sincerely,

Sd/-
(PRABHAT KUMAR)

To,
Secretaries of all Ministries/Departments
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HIHeh, oo foreha qen Uy T
TSR GHR SR olteh RrehrEa fasm
TER 92d 9o, a8 ARt
T feeel- 110001

Dr. Vivek Agnihotri, IAS GOVERNMENT OF INDIA
Additional Secretary MINISTRY OF PERSONNEL, PUBLIC
Tele. & Fax: 3732133 GRIEVANCES & PENSIONS

DEPARTMENT OF ADMINISTRATIVE REFORMS
& PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110001

K- 11023/6/2000-PG 17 May, 2000

The Standing Committee of Secretaries for Public Grievance Redress, chaired by Cabinet Secretary,
in its meeting held on 27.4.2000, directed the Department of administrative Reforms & Public Grievances
to obtain newspaper cuttings pertaining to public grievances and forward them to the concerned Ministries/
Departments for necessary action and for recording the receipt and disposal of these grievances.

2. We will be forwarding to your Director for Public Grievances public grievances/staff grievances received
from the office of the Press Information Officer, Ministry of Information & Broadcasting, pertinent to
your organisation. You are requested to

(a) settle the grievances;
(b) issue a rejoinder wherever considered necessary; and

(c) keep a statistical record of the numbers of public/staff grievances received and disposed of through
newspaper scan.

3. Data of grievances received & disposed of as well as rejoinders issued may kindly be sent to this
Department without fail on the 7th of each month for the preceding month.

Yours sincerely,
Sd/-

To, (V.K. AGNIHOTRI)
Secretaries of all Ministries/Departments
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A HIhK
hIfHeh, ik o den 9eF Hed
TOTERTeh GHR SR itk rehrad fasm
TER WA 9o, 99 9
T& faee- 110001

Dr. Vivek Agnihotri, IAS GOVERNMENT OF INDIA
MINISTRY OF PERSONNEL, PUBLIC
GRIEVANCES & PENSIONS
DEPARTMENT OF ADMINISTRATIVE REFORMS
& PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110001

Additional Secretary
Tele. & Fax: 3732133

D.O. No. 11-18013/1/2000-PG Dated : 19 May, 2000

I am enclosing a copy of the observations/recommendations made by the Parliamentary Standing
Committee in para 12.8 to its 60th Report on Demands for Grants (2000-2001) for the Ministry of Personnel,
Public Grievances and Pensions pertaining to this Department, The Committee has taken serious note of
the lax monitoring to the disposal of grievances in Ministries/Departments. The Committee has also noted
with concern that Ministries/Departments not only do not reply to the writers of letters appearing in the
Letters to Editors Columns but also give evasive replies when Questions are raised in Parliament.

2. In this connection, I would draw your attention to D.O. letter No. 11011/3/2000-PG dated 30 March,
2000 of Cabinet Secretary addressed to the Secretary of your Ministry/ Department regarding lack of
promptitude in attending to grievances appearing in newspapers columns, requesting for quick
acknowledgment of grievances and redressing the same within three months failing which to send an
interim reply indicating the expected date of final disposal. He also requested that a re-joinder should be
issued after investigation in cases which are found to be baseless and/or damaging to the image of the
organisation. | am also enclosing a copy of my D.O. letter No. K-11023/6/2000-PG dated 17 May, 2000
requesting inter alia to keep a statistical record of the number of grievances received and disposed of
through newspapers scan.

3. I would be grateful if necessary action is taken to settle these grievances expeditiously and to issue
rejoinders wherever necessary. Statistical data regarding the number of replies sent to the writers of
'Letters to the Editors' by your Ministry/ Department during the last one year may be sent to us by
20 June, 2000.

Yours sincerely,

Sd/-
(V.K. AGNITHOTRI)

To,
Joint Secretaries/Directors (PG) of all Ministries/ Departments.
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Extract from 60th Report on Demands for Grant (2000-2001) of Ministry of Personnel,
PG & Pensions

12.8  The initiative taken by the Government is undoubtedly laudable and should enable the public at
large to get their grievances redressed. However, it appears that the monitoring of the system is not up to
the malk. Details given by the Secretary, Personnel, are only on paper and are merely rhetoric.
The Committee is not sure as to whether replies are being sent to the writers of the 'Letters to the Editors'.
It appears that Ministries/Departments not only do not reply to the writers but even when question are
raised in Parliament, the Ministries/Department take pleasure in giving evasive replies. In this connection
attention is drawn to unstarred Question N0.949 answered in the Rajya Sabha by the Minister of State in
the Ministry of Health and Family Welfare (Independent Charge) on March 3, 2000. A Copy of the same
is placed as

Annexure-I The Committee would, therefore, like to know that during the last one year how many

replies to the writers of 'Letters to the Editors' have been sent by the Ministries/Departments. The
information should be furnished Ministry-wise/Department-wise.
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Tl foelsh AR, o w ww

ST Hia GOVERNMENT OF INDIA

Dr. Vivek Agnihotri, IAS MINISTRY OF PERSONNEL PUBLIC
Additional Secretary GRIEVANCES & PENSIONS

Tele. & Fax: 3732133 DEPARTMENT OF ADMINISTRATIVE REFORMS

& PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110001

D.O. No. K-11011/17/2000-PG Dated : 26.6.2000

The Department of Administrative Reforms and Public Grievances as the nodal agency for
institutionalising Public/staff grievances redress machinery in Central Ministries/Departments/ Organisations,
has issued guidelines from time to time for effective handling, monitoring and disposal of grievances.
Doubts have been expressed by certain Ministries/Departments regarding what constitutes "public
grievances" Further, most of the Ministries/Departments which do not deal with the public directly contend
that they have no public interface and hence do not receive public grievances.

2. It is clarified that in the context of public grievances "public" is a generic term used to indicate various
types of stakeholders, by the Ministries/Department/Organisations providing service to or having
interface with any other Ministry/Department/Organisation or State Governments or a group of individu-
als, associations, industrialists, professionals, Non-Governmental Organisations or members of the public
Hence, grievances received from any of them would constitute "public grievances".

3. Grievances received from retired/serving employees would be treated as "staff grievances".

Yours sincerely,

Sd/-

To, (V.K. Agnihotri)
JS/Dir(PG) of all Ministries/Deptts.
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No. K-12011/1/ 2001-PG
Government of India
Ministry of Personnel, Public Grievances and Pensions
Department of Administrative Reforms and Public Grievances

Sardar Patel Bhavan, Sansad Marg,
New Delhi, Dated : 19.4.2001

OFFICE MEMORANDUM

Subject: Preparation of consolidated directory of officers handling public/staff grievances in
Field Offices/PSU/Autonomous Bodies of Ministries/Departments

The undersigned is directed to refer to this Department's OM. NoF-17014/1/99-PG dated 14.6.99 (copy
enclosed for ready reference) addressed to Secretaries of all Ministries/Departments requesting each
Ministry/Department to prepare a consolidated directory of officers handling public/ staff grievances in
the PSUs/ subordinate offices/other organisations, autonomous bodies etc. under them along with the
Director (PG) at headquarter and to forward a copy of the compilation to this Department.

2. It is requested that a copy of the above compilation may please be forwarded to this Department.
Changes in the incumbency may please be intimated to this Department as and when they take place.

(Alok Sharma)
Deputy Secretary to the Government of India
Tele : 3362325

To,
All JS/Director(PG)s of all Ministries/Departments
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af>Hed gfed
CABINET SECRETARY
NEW DELHI

D.O.No. H-16011/5/2001-PGI

Dated : May 18, 2001

Dear Secretary,

Please refer to Department of Administrative Reforms and Public grievances O.M. No.58847/9/
PLCY/PG-89(10) dated 27 July 1989 regarding the need for prompt attention on grievances appearing in
the columns of newspapers. These guidelines have been reiterated by the Department of AR & PG from
time to time. These were last reiterated by my predecessor on 30 March, 2000 to Secretaries of all
Ministries/Departments to ensure that an effective institutional mechanism was established for examining
newspapers regularly to pick up grievances which pertain to them and take quick action for redressing
these grievances in a time-bound manner. It was emphasised that the complainants, in such cases, should
be quickly informed of the action taken by way of redress, where such redress can be given within a
month's time. Where redress is likely to take longer, an interim reply should be sent to the complainant
explaining the steps taken and assuring that further necessary action is being taken in the matter. The
handling of grievances appearing in the newspapers is also being specifically reviewed in respect of
certain Ministries/Departments by the Standing Committee on Public Grievances chaired by me.

2. However, complaints continue to persist regarding lack of promptitude in attending to such
grievances. The Parliamentary Standing Committee of the Ministry of Personnel, Public Grievances &
Pensions, has taken serious note that these grievances are not being settled within the stipulated time-
frame. The Committee has, therefore, desired that the status of the action being taken on the grievance
must be communicated to the 'writer of the letters to the editors', in case the concerned Ministry/ Department/
Organisation is likely to take time to settle the grievances. The Committee has further recommended that
action must be taken to give due publicity to the existing grievance redress mechanism and the mode of
handling/ settling grievances by Ministry/ Department/ Organisation. A quarterly review of such grievances
should be carried out by the Joint Secretary/ Director in-charge of Public Grievances in Ministry/ Department.
3. Action taken in the matter may please be intimated to Additional Secretary, Department of Administrative
Reforms and Public Grievances.

Yours sincerely,

To, (T.R. Prasad)
Secretaries of all Ministries/Departments
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Alok Department of Administrative Reforms & Public Grievances

Director (PG) Sardar Patel Bhavan, Sansad Marg
Tele No. 3362325 New Delhi-110 001

D.O. No. K-11011/1/2001-PG (II) Dated : 18.5.2001
Dear,

Guidelines have been issued by the Department of Administrative Reforms and Public Grievances
from time to time to ensure that an effective institutional mechanism is established for attending to griev-
ances appearing in newspapers columns for prompt disposal of such grievances. These guidelines were
reiterated by Cabinet Secretary in his d.o. letter No. 11011/3/2000-PG dated 30.3.2000 where in it was
enjoined in newspapers' columns which pertain to them and take quick action to redress the grievance in
a time bound manner.

2. I would request you to intimate the mechanism set up in your Ministry/Department/ Organisation in this
regard. The names and editions of the newspapers covered for this purpose be also intimated.

3. Information regarding disposal of grievances appearing in newspapers for the year 2000-2001 may be
provided in the proforma enclosed.

With regards
Yours sincerely,
Sd/-
(Alok)
To,

All Joint Secretaries Directors (PG) of all Ministries/Departments
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Action Taken on grievances appearing in columns of Newspapers during the year

No. of No. of No. of No. of No. of grievances

grievances grievances grievances grievances pending as on 31% March

appearing settled settled in pending as of the year

in within 3 the year on

Newspapers months of 31 March

during appearing in

the year Newspapers 3__6 Beyond 6

months months

) 2) 3) 4 (%) (6)
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GOVERNMENT OF INDIA
MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES

AND PENSIONS, NEW DELHI-110001

AT 3094848
Thad: 3092432

3 H3, 2003
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D.O. No. K-11011/5/2003-PG
ARd IR
HIfHeh, Tk TR dem U3M Haletd

T2 feeeti- 110001

GOVERNMENT OF INDIA

S.S.DAWRA MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES
g AND PENSIONS, NEW DELHI-110001
Secretary

Tel. : 3094848
Fax :3092432

May 3, 2003

Dear Secretary,

As you may be aware, instructions have been issued by Department of Administrative Reforms and
Public Grievances (DAR & PG) from time to time to ensure that an effective institutional mechanism is
established for attending to public grievances promptly. I feel that the system would be failing in its primary
purpose if the barest minimum courtesy, that is, acknowledgment of the letter received from a complainant
is not sent in time. The acknowledgement should go immediately or at the most within three days of the
receipt of the grievance.

2. Normally a grievance should be redressed be within a period of three months of the receipt. Instructions
on the subject of 'Directors of Grievances' envisage that if a grievance is not redressed within a period of
three of months, Director of Grievances of the concerned Ministry/Department should call for the documents
of the case and take decision with the approval of the Secretary of the Ministry/Department or Head of
the Department/Organisation. The petitioner should be informed of the progress of his/her grievance.

3. T hope that the above time limits in processing of the grievances are followed in your Ministry/Department.
This would go a long way in established public confidence in the effectiveness of the grievance redressal
mechanism of the Government.
With regards,
Yours sincerely,

(S.S.DAWRA)
Secretaries of all Ministries/Departments
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HIfHe, ieh IR T U9 JAe™

T feeet- 110001

GOVERNMENT OF INDIA
MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES

e NEW DELHI-110001
BSIeE] -
Secretary

Tel. : 3094848
Fax :3092432

May 28,2003
D.O. No. K-11011/5/2003-PG

Dear Secretary,

I am enclosing a copy of the observations/recommendations made by the Parliamentary Standing
Committee in para 48 of its 99th Report on Demands for Grants (2003-20004) for the Ministry of
Personnel, Public Grievances and Pensions, pertaining to the Department of Administrative Reforms
and Public Grievances.

2. The Parliamentary Standing Committee, has laid emphasis upon evolving a grievance redress mecha-
nism that would serve the less literates. Since the Committee desired to see the results of at least one
such monitoring, I would be grateful if you could take appropriate action in this regard and arrange to
furnish a monitoring report within a period of six months from the receipt of this communication to
Additional Secretary, Department of Administrative Reforms and Public Grievances, Sardar Patel Bhavan,
New Delhi-110001.

With regards,

Yours sincerely,

(S.S.DAWRA)

Encl : as above
All Secretaries of Ministries/Deptts. of Govt. of India
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Extracts from 99th Report of the Department Related Parliamentary Standing Committee

on Home Affairs on Demands for Grants (2003-2004) of the Ministry of Personnel, Public
Grievances and Pensions

Para 48

"The Committee, while taking note of the above measures to strengthen the grievance mechanism,
recommends that all out efforts should be made to effectively monitor the same and due attending should
be given to timely redressal of grievances lodged. It is also of the considered view that officers responsible
for brooking delay should be made accountable and suitable action taken against them. This mechanism
may bring some success to computer savvy public, but the bulk of India lives in villages. It is therefore that
stress has been laid for evolving a mechanism that would serve the less literates. The Committee expresses
a desire to see the results of one such monitoring of each Department"
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PI.SUVRATHAN

ﬁ@lﬁﬂaﬁ? GOVERNMENT OF INDIA
Additional Secretary MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES
IR gf=g & PENSIONS

DEPARTMENT OF ADMINISTRATIVE REFORMS
& PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110001

D.O. No.H-18013/1/2003-PG Dated : 21 July 2004

Dear Shri Singh,

The Parliamentary Standing Committee in para 46 its Ninety Ninth report of the Department Related
Parliamentary Committee on Home Affairs on Demands for Grants (2003-04) of the Ministry of Personnel.
Public Grievances and Pensions has observed, as indicated below:-

"The Committee feels that there is need for publicity (India wide) through Doordarshan to enable
tha rural folk to know about the existence of these two channels for the redressal of public
grievances'.

2 You may be aware that public grievances are redressed in Government of India through a decentralized
system that functions in every Ministry/Department. The Department of Administrative Reforms & Public
Grievances and Directorate of public Grievances, Cabinet Secretariat (DPG) are the two nodal agencies
in Government of India for handling public grievances. The role of the Department of Administrative
Reforms & Public Grievances consists primarily to undertake such citizen-centric initiatives in the field of
administrative reforms and public grievances in the Government so as to enable the Government to deliver
quality public services to the citizen in a hassle free manner and eliminate the causes of grievances. The
Department also receives a large number of grievances which are sent to the concerned Government
agency to redress. The Directorate of Public Grievances, Cabinet Secretariat acts as an appellate body in
respect of public grievances related to 16 identified Central Government Departments/Organisations.

3. In this context it is felt that there is a need for nation wide publicity of the above two channels through
AIR also.

4. In this connection, | am sending herewith a 'Brief' for facilitating the production of a publicity programme.

with regards,
Yours sincerely,

(P.I. Suvrathan)
Shri Brajeshwar Singh,

Director General,
All India Radio, Akashvani Bhavan, New Delhi.
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T -11023/5/2005-oSfo
Rd THR/GOVERNMENT OF INDIA
Itk olier f¥TerTad, 9o 93F He™
MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES AND PENSIONS
TR GHR SR ofter RreRrEa fam
DEPARTMENT OF ADMINISTRATIVE REFORMS & PUBLIC GRIEVANCES

TER Ted 9o, TS 1A, I3 feeei-110001
SARDAR PATEL BHAVAN, SANSAD MARG, NEW DELHI-110001

feTmer: 18 |, 2005

ar H,

T gfbd, T ThR/EE Jemfer &

faua: A= = § 3 arelt et st fawT
RIS,
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T,

(fo 3o Fora)
R Gfea
AT 23742133

3-Tol: gadd @ TASTEH. 50T
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TE&A/No.: K- 11023/5/2005-PG
ORAd EHR/GOVERNMENT OF INDIA
e, ik fIh/d den 93F HAed
MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES & PENSIONS

TIMEfTeh GuR 3R ofieh frerrad fasm
DEPARTMENT OF ADMINISTRATIVE REFORMS & PUBLIC GRIEVANCES

TER 92 99, 99 HE, 93 foett- 110001
SARDAR PATEL BHAVAN, SANSAD MARG, NEW DELHI-110001

Dated : 18 March, 2005

To,
Chief Secretaries, State Govts./UTs

Subject : Redress of Grievances Appearing in Newspapers
Sir,

Kindly refer to the d.o. letter No.-H-18013/1/2002-PG (Pt.I) dated July 30,2002 of the Secretary,
Ministry of Personnel, Public Grievances and Pensions, Government of India for establishing an institutional
mechanism for examining public grievances appearing in newspapers and for redress of these grievances
in a time bound manner. It was also requested that a rejoinder might be issued after investigation in cases
which were found to be baseless and/ or damaging the image of the organization to create a responsive
and interactive administration.

2. It is requested that prompt action may be taken to redress public grievances appearing in newspapers to
establish public confidence in the effectiveness of the grievance redress machinery of the Government.

Yours faithfully,

(P.I. Suvrathan)
Additional Secretary
Tele : 23742133

e-mail : suvrathan@nic.in
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AT HIhX
e, wih ¥rehrd den 93M J3ed

T2 feeeii-110001

GOVERNMENT OF INDIA
MINISTRY OF PERSONNEL, PUBLIC
GRIEVANCES AND PENSIONS
NEW DELHI-110001

TATT: 23094848
Tad: 23092432

3o Mo Fo SH-11012/1/2005-Tlo fto 3 TE, 2005
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ARd HIhX
HITHeR, olich ThTad q2n 99 Hse ™

T2 feeeit-110001

GOVERNMENT OF INDIA
MINISTRY OF PERSONNEL, PUBLIC
Secretary GRIEVANCES AND PENSIONS
Tel. : 23094848 NEW DELHI-110001

Fax.: 23092432

34 May, 2005
D.O. No. G-11012/1/2005-PG

The Department Related Parliamentary Standing Committee on Personnel, Public Grievances, Law
and Justice during discussions on the Demands for Grants (2005-06) of the Ministry of Personnel, Public
Grievances and Pensions have emphasized the importance of an effective public grievance redress
mechanism in each Department/ organization. The Committee was of the view that the public should be
made fully aware of the grievance redressal Mechanism, the officers to be contacted and the time likely to
be taken for redressal of the grievances. This Department has already suggested to each Ministry/
Department to identify the grievance-prone areas and address the issues which give rise to grievances in
the first place. Procedural simplification in grievance-prone areas can reduce the occasions for grievances
to arise. The details of this may be conveyed to the public in local languages or through the Citizens'
Charter.

2. I shall be grateful if you could issue instructions to all organizations under the control of your Ministry/
Department for disseminating information relating to grievances redressal in local languages by printing
booklets, magazines, handouts etc. to make the citizens aware of the channels for redressal available and
to fully utilize the benefits of the various programmes. The websites of each Ministry/Department should
also contain as much information as possible about the activities of the Department and these should be
updated regularly so that a citizen does not have to make a separate application to obtain the required
information.

3. I shall be grateful if you could please intimate the action taken in this regards so that the Parliamentary
Standing Committee can be briefed.

Yours sincerely,

(AN.TIWARI)
All Secretaries of Ministries/Departments of Govt. of India
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No.K- 11011/3/2005-PG
Government of India
Ministry of Personnel, Public Grievances & Pensions,
Department of Administrative Reforms & Public Grievances

Sardar Patel Bhavan, Sansad Marg,
New Delhi, the 7% September, 2005

OFFICE MEMORANDUM

Subject :Installation and Operationalisation of Public Grievance Redress and Monitoring System

The Department of Administrative Reforms & Public Grievances, in consultation with National
Informatics Centre (NIC), had developed a uniform software called Public Grievances Redress and
Monitoring System (PGRAMSYS) for installation in various Central Government Ministries and Departments.
All grievances received in the Department of Administrative Reforms and Public Grievances are being
placed in this system since September 5, 2001. The Citizen-interface version of this system (http://darpg-
grievance.nic.in/) was launched on 31.5.2002. A citizen can now lodge his/her grievances on this website
and can also view the status of the action taken therons by accessing the website.

2. The PGRAMS provides the user an instant acknowledgment by way of flashing the registration number
Besides providing the citizens the facilities to lodge the grievances and to find the status of actions taken on
such grievances, a citizen can also send reminders and clarification from any geographical location. The
grievances are received in the Department of Administrative Reforms & Public Grievances which are
forwarded to the Public Grievances Officers of the Departments concerned for immediate redress of
grievances. Further, the PGRAMS is a speedy, efficient and secured System for monitoring the progress
of redress of public grievances which also generates reports on nature of grievances to indicate the
grievance prone areas in different Ministries/Departments of Government of India.

3. The Department has been pursuing with the Ministries and Departments of Government of India to
install the software (PGRAMS) for benefit of citizens for lodging of complaints and to help them to get the
progress in the matter. Emphasis has been given for installation of this system particularly in the Departments
having large public interface. Though some of the Central Government Ministries and Departments have
installed the System, many Ministries and Departments are yet to use the PGRAMS for effective handling
of citizens' grievances.

4. It is reiterated that the PGRAMS may be installed in all the Ministries and Departments and particularly
to those Departments having large public interface. The Department of Administrative Reforms & Public
Grievances with assistance of NIC can provide necessary training to officials of Government of India to
help the Ministries to operate the System effectively.

(Shyamalima Banerjee)
Director (PG)
Tel. No.23745472

All Secretaries of Ministries/Departments of Govt. of India
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F. No. K-11011/1/2005
Government of India
Ministry of Personnel, Public Grievances and Pensions
(Department of Administrative Reforms & Public Grievances)

Sardar Patel Bhawan, Sansad Marg,
New Delhi, the 27" September 2005

OFFICE MEMORANDUM

Subject: Strengthening of the Public Grievances Redress Machinery-Role of Director of
Grievances.

The Department of Administrative Reforms & Public Grievances have been issuing detailed instruction
regarding setting up of internal grievance redressal machinery in each Ministry/Department/Public Sector
Undertaking/Autonomous Organisation to make administration more responsive to the needs of the citizens.
The instructions, inter-alia, stipulate that:-

(i) Each Ministry/Department/Public Sector Undertaking/Autonomous Organisation may designate a full
time Grievance Officer, known as the Director of Grievances. The Officer may be of the rank of Joint
Secretary to Government of India who by virtue of his experience and jurisdiction can take decisions
more objectively.

(i1) The Director of Grievances will be actively involved in the process of dealing with grievances. Each
Ministry/Department/PSU/Autonomous Organisation may formulate a job-chart for the Director of
Grievances.

(ii1) The Director of Grievances will be vested with powers to call for files/papers connected with grievances
pending for more than three months in the Ministry/Department and to take a decision thereon with the
approval of the Secretary of the Ministry/Department. He may also communicate the final decision to the
aggrieved party.

(iv) The Director of Grievance shall report directly to the Secretary/Head of the Organisation. His
relationship with the line-functionaries may be clearly defined. The procedures necessary for his effective
performance may also be clearly indicated.

(v) The name and designation of the Director of Grievances should be separately incorporated in the list
of officers appearing in the local telephone directories.

2. The above instructions on Internal Grievance Redress Machinery have been largely complied
with by the Ministries/Departments. However, its effectiveness in settling public grievances expeditiously
has not always been up to the mark. In the interest of expeditious disposal of grievances, the Directors of
Grievances may exercise more frequently the powers vested with them to call for papers/documents of
long pending cases and take decisions with the approval of the Secretary or Head of the Organisation.
Further, the Director of Grievances may take measures to analyse the grievances devising corrective
measures so as to reduce the recurrence of such grievances.

3. One of the important issues that needs urgent attention of the Director of Grievances is grievances
relating to pensionary matters. It has been observed that a large number of grievances pertaining to
pensions and retirement dues are received in this Department mainly relating to delay in payment of
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settlement of claims. The pensioners have to visit the concerned Departments time and again and also
approach this Department when the grievance is not redressed by the concerned Departments.

4. It is suggested that the Director for Redressal of Public Grievances may also function as the Nodal
Officer for Citizen's Charter.

Sd/-

(Geetha Nair)
Deputy Director (PG)
Tel. No. 23741006

All Departments of Govt. of India
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D.O. NO. G-13013/1/2006-PG
9Rd THR
HIfHE, dlh PThrEd qen 43w

- e =R, T8 feeed- 110001
GOVERNMENT OF INDIA
MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES
AND PENSIONS
NORTH BLOCK, NEW DELHI-110001

SECRETARY
Tel.: 23094848

5% May, 2006

Dear,

One of the important obligations of public service is the prompt redressal of public grievances and
identification of grievance prone areas of Government Department in order to eliminate the causes of
these grievances of citizens. The Department of Administrative Reforms and Public Grievances have
been issuing guidelines from time to time in order to ensure that an effective institutional mechanism is
established in each government department for the expeditious redress of Public Grievances. Despite all
these guidelines and various efforts made by the State Governments, complaints continue regarding the
delay and lack of response in handling public grievances. The Parliamentary Standing Committee attached
to the Ministry of Personnel, Public Grievances and Pensions has taken serious view of the state of
affairs prevailing in the matter of settlement of public grievances. It has been pointed out that the response
of the public servants towards citizens’ grievances is lukewarm and often borders on complete indifference.

2. Any grievance redress system would be failing in its primary purpose if the minimum courtesy of
acknowledging receipt of a complaint is not observed. It is, therefore, reiterated that an acknowledgement
should go immediately and at the most within three days of the receipt of the grievance and the grievance
itself should be redressed within a maximum period of two months of'its receipt. The citizens approaching
the government departments with their grievance petitions should be informed of the progress of his/her
grievance. In case it is not found feasible to accede to his/her request, a reasoned reply may be issued to
the aggrieved citizen within this stipulated time limit. Further, if the finalization of a decision on a particular
grievance is expected to take longer than two months, an interim reply should invariably be sent.

3. I would request you to take suitable measures in bringing about a change in the prevailing situation in
order to ensure that the grievances of the citizens are settled expeditiously.

With regards,
Your sincerely

(Pratyush Sinha)
Chief Secretaries of States and UTs.
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D.O. NO. G-13013/1/2006-PG
R HIhX
ek, olieh fRrerTad den 99\ T
1ef seften, T8 fReett-110001
GOVERNMENT OF INDIA

gfag MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES
SECRETARY AND PENSIONS
Tel.: 23094848 NORTH BLOCK, NEW DELHI-110001
5% May, 2006
Dear,

Several guidelines have been issued by the Department of Administrative Reforms and Public
Grievances from time to time in order to ensure that an effective institutional mechanism is established in
each Ministry and Department of Government of India for the expeditious redress of public grievances.
Despite all these guidelines, complaints continue regarding the delay and lack of response. The Departmental
Parliamentary Standing Committee has taken a serious view of the present state of affairs that is prevailing
in the matter of settlement of public grievances. It has been pointed out that the response of the public
servants towards citizens’ grievances is lukewarm and often borders on complete indifference.

2. The grievance redress system would be failing in its primary purpose if the minimum courtesy of
acknowledging receipt of a complaint is not sent in time. It is, therefore, reiterated that an acknowledgement
should go immediately and at the most within three days of the receipt of the grievance and a grievance
should be redressed within a period of a maximum two months of its receipt. In case it is not found
feasible to accede to his/her request, a reasoned reply may be issued to the aggrieved citizen within this
stipulated time limit. Further, if the finalization of a decision on a particular grievance is expected to take
longer than two months, an interim reply should invariably be sent. Efforts may be made for prompt
redressal and for identification of grievance prone areas of government departments to eliminate the
causes of grievances.

3. I would request you to take suitable measures in bringing about a change in the prevailing situation in
order to ensure that the grievances of the citizens are settled expeditiously.
With regards,

Yours sincerely,

(Pratyush Sinha)
All Secretaries of Ministries/Departments of Govt. of India
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No. K-15011/1/2006-PG

Government of India
Ministry of Personnel, Public Grievances and Pensions
Department of Administrative Reforms and Public Grievances

Sardar Patel Bhawan, Sansad Marg
New Delhi, Dated : May 22, 2006

OFFICE MEMORANDUM

Subject: Activating machinery for Redress of Public Grievances.

The undersigned is directed to refer to the consolidated guidelines issued by the Department of
Administrative Reforms and Public Grievances for prompt and effective redress of public grievances. It
has been emphasized that a fully functional redress mechanism needs to be in place in all Ministries of
Government of India and in the Department/Organizations under the Ministries for expeditious redressal
of public grievances. It has further been emphasized that the system of grievance redress mechanism
should be well publicized to ensure that the citizens are aware of the system and can interact with the
Department to settle their grievances. However, complaints still continue regarding the delays and lack of
response.

2. It is now reiterated that the following step may please be taken to ensure that the internal grievance
redress machinery is in order for prompt redressal of grievances of citizens:-

(i)

(1)

(iii)

(iv)

)

(vi)

(vii)

A grievance should be acknowledged immediately and at the most within three days of the
receipt of the grievance. A grievance should be redressed within a period of a maximum of two
months of its receipt. If finalization of a decision on a particular grievance is anticipated to take
longer than two months, an interim reply should invariably be sent.

In case it is not feasible to accede to the request made in the petition, a reasoned reply may be
issued to the aggrieved citizen within this stipulated time limit.

Grievances received in the Ministries may be analyzed periodically at a senior level to identify
grievance prone areas of the Ministries/Departments to adopt systemic changes to eliminate the
causes of grievances.

Wide publicity of the grievance mechanism available in the Ministry and the names, designation
and address of Director of Public Grievances may be given.

The Director of Public Grievances of the Ministries/Departments of Government of India may
call for the documents of the case and take a decision with the approval of the Secretary of the
Ministry/Head of the Department/Organization if a grievance is not redressed within a period of
three months.

Every Wednesday may be kept as meeting-less day for the Directors of Public Grievances for
hearing the grievances of the citizens. The feedback mechanism may be ensured for an inbuilt
mechanisms to correct deficiencies.

In order to promote responsive administration, the system of regular dialogue with user and
citizen groups on grievance redress mechanism and service delivery may be strengthened.
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(viii) The software (PGRAMS) developed by the Department of Administrative Reforms and Public
Grievances in consultation with National Informatics Centre (NIC) for efficient management of
public grievances may be installed in all Ministries/Departments of Government of India.

(ix) The Department of Administrative Reforms and Public Grievances with assistance from NIC
has been providing necessary training to officers of different Ministries for better handling of
grievances through PGRAMS for effective redressal of grievances of citizens.

All Ministries/Departments are requested to strengthen the Grievance Redress Mechanism to ensure
effective redressal of public grievances. Action taken on the issues may be communicated to this
Department.

(Shyamalima Banerjee)
Director (PG)
Tele: 23745472

Directors of Grievances of all Ministries/Departments
of Government of India
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GOVERNMENT OF INDIA
MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES
AND PENSIONS
DEPARTMENT OF ADMINISTRATIVE REFORMS
AND PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110001
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HRT HIhX
it , olih frerTaa qen UM de™
TR GHR R ek e faam
TER WA o, U8 AR
T faeeit-110001

RAJNI RAZDAN GOVERNMENT OF INDIA
gfad MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES
SECRETARY AND PENSIONS

DEPARTMENT OF ADMINISTRATIVE REFORMS
AND PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110001

D.O. No. K-13011/1/2007-PG Dated : 31 May, 2007

Dear

The Department of Administrative Reforms & Public Grievances (DARPG) with technical support
from National Informatics Center (NIC) has developed a revised version of the Public Grievance Redress
and Monitoring System (PGRAMS), and the Centralized Public Grievances Redress and Monitoring
System (CPGRAMY) is being launched for prompt and effective redress of grievances of citizens. The
system is a single window grievance portal for the Ministies/Departments/Organisations to record and
receive the grievances online and redresses them indicating actions at different levels. The portal also
facilitates to receive the grievances lodged online through Internet by the citizens from any geographical
location. The important features and facilities of CPGRAMS have been given in the note annexed.

2. Since CPGRAMS is a web-enabled system, the Ministries/Departments/Organizations are not required
to acquire dedicated hardware and software for its implementation. Moreover, the system will effectively
help monitor the grievances across the subordinate and attached organization(s) and will provide the
overall scenario of grievances in the Ministries/Departments. The system enables departments to settle
grievances on-line and the system is expected to eliminate/reduce correspondence and curtail time for
settling grievance.

3. In order to make the system functional, you are requested to provide us the details of your subordinate
and attached organizations and their respective Directors of Public Grievance, specifying their name,
designation, contact address telephone number and email address. The required information may be
provided online by accessing the website http://darpg-grievance.nic.in and clicking the option 'CPGRAMS'
and providing the following user credentials.

Username : DOTEL Password : DOTEL 44

4. The above-mentioned information may be entered by selecting 'Administration Menu' in the PG Officer
Desk of CPGRAMS. However, the guidelines for providing the details of PG Officers of your Ministry/
Department and subordinate organization(s) have been provided on the home page of the CPGRAMS
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under the link 'User Manual'. The NIC officials posted in your Ministry/Department may be contacted
for any technical support in this regard. The system has been put on trial run and will be made fully
functional after receiving the desired inputs from your Ministry/Department/Organisation.

5. Subsequently, a workshop on CPGRAMS for the Nodal Public Grievances Officers and Ministries/
Departments will be conducted by DARPG followed by the training can awarenenss programme(s) for
the officials handling public grievance related matters and the NIC officials and your Ministry/Department.

An early action by the Ministry on Para 3 and 4 above would be highly appreciated.

With regards,
Yours Sincerely,
Sd/-
(Rajni Razdan)
To

Secretaries of all Ministries/Departments
(As per list enclosed)
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No. K-11017/1/2007-PG

Government of India
Department of Administrative Reforms and Public Grievances

Sardar Patel Bhawan, Sansad Marg
New Delhi, the 12" March, 2008

OFFICE MEMORANDUM

Subject : Review of pending staff and public grievances and implementation of
CPGRAMS -reg.

I'am directed to refer to D.O.letter No. K-13011/1/2007-PG dated 31.5.2007 whereby the Department
of Administrative Reforms has introduced Centralized Public Grievance Redress Monitoring System
(CPGRAMS) a web-enabled system for monitoring and effective redress of grievances. The user name
and password has been allotted and functional training has also been provided to the officials handling
public grievances. The DARPG has also advised the Ministries/Departments to add the user IDs of their
subordinate offices and ensure regular usage of the system.

2. Alist of grievances pending with your Ministry/Department since 1.6.2007 is enclosed.

3. The above list(s) of grievances are brought to your attention in order to facilitate the review of pending
grievances and effective implementation of the CPGRAM software in your Ministry/Department.

Encl: As above

Sd/-
(Manish Mohan)

Deputy Secretary to the Govt. of India
Tel: 23745472

All Secretarties of the Ministries/Departments
(As per list attached)
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No. K-11017/1/2008-PG

Government of India
Ministry of Personnel, Public Grievances and Pensions
Department of Administrative Reforms and Public Grievances

Sardar Patel Bhawan, Sansad Marg
New Delhi, Dated : 1% September, 2008

To,

Chief Secretary to the Govt. of Haryana / Chief Secretary of Rajasthan
Department of Administrative Reforms / Govt. of Rajasthan
Haryana Civil Sectt., Chandigarh - 160017 / Secretariat, Jaipur

Subject : Strengthening of Grievance Redress Mechanism and usages of
CPGRAMS - regarding.

Sir,
I am directed to refer to the subject cited above and discussions held in the recent past for introducing

grievances redress and monitoring system for the Govt. of Haryana.

2. The Department of Administrative Reforms and Public Grievances has installed a web based Centralized
Public Grievance Redress and Monitoring System (CPGRAMS) in all the Ministries/Departments/
Organizations in the Govt. of India for speedy and effective handling and monitoring of public grievances.
The main provision of the system is that :

(i) Effective control and monitoring at senior officer level.

(i) Easy retrieval of grievances by subordinate/field offices right up to local level and its speedy
redressal.

(i) A user ID and password under the centralized PGRAMS systems : user ID: GOVHY/GOVRJ
and Password : govhy85/govrj100has been created in order to familiarize you with the system
and appreciate its usability. This system can be accessed at the following url:

http://www.pgportal.gov.in.

3. It has been proposed to introduce similar system for all the State Govts/UTs. We have given the
project to NIC unit of DARPG who have created the software for the Government of India. Under the
project, NIC unit of DARPG will customize the same software for State Governments with local language
interface. It has been decided to pilot the project to the Govt. of Haryana and Rajasthan and providing
holding support for State Govt. in this area.

4. In order to discuss the above proposal with the officers of the Govt. of Rajasthan and Haryana, a
meeting is scheduled to be held on Friday the 5" September, 2008 at 3.00 PM in the Conference
Hall of Department of Administrative Reforms and Public Grievances. You are requested to
kindly depute the officer concerned to attend the meeting along with the officers of NIC handling public
grievances.

Yours Faithfully,

Sd/-

(Manish Mohan)
Deputy Secretary (PG)
Tel : 23745472

e-mail: mm.govil@nic.in
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GOVERNMENT OF INDIA
MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES

AND PENSIONS
DEPARTMENT OF ADMINISTRATIVE REFORMS
AND PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110001
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HRI HIhR
Ik, olich f¥rehTaa qen UvH daerd
TeEfeh GUR 3R o freera faam
TER 9ed 99, 998 Al

T fEeeil-110001

GOVERNMENT OF INDIA

RAJNI RAZDAN MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES
gfag AND PENSIONS
SECRETARY DEPARTMENT OF ADMINISTRATIVE REFORMS

AND PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110001

D.O. No. K-11017/1/2007-PG Dated : December 16, 2008

Kindly refer to my D.O. letter No. K-13011/1/2007-PG dated 31.5.2007 regarding implementation
of Centralized Public Grievance Redress and Monitoring System (CPGRAMS) for monitoring and redress
of grievances lodged by the citizens, followed by O.M. of even number dated 12/3/2008 for review of
pending grievances and effective implementation of CPGRAMS. Periodical review meetings with the
Directors of Public Grievances have been organized by this Department followed by operational training
on CPGRAMS to the officers/staff handling public grievances in your Department.

2. The CPGRAMS is an effective tool in the hands of the Directors of Public Grievances to effectively
monitor the pending grievances. The software also facilitates easy accessibility for redress and to upload
reports and communication to the petitioners/complainants. Most of the organizations having large public
interface have been successfully using this system and have achieved remarkable improvement in disposal
of grievances in a time bound manner. The status of the pending grievances can be accessed at the web-
site http://pgportal.gov.in. However, it may be seen that a number of grievances still remain pending,

some of them are more than a year old. A list of the pending grievances with your Ministry/Department
is enclosed. A number of grievances directly received by your Department through CPGRAMS are also
pending for action.

3. Ishall be grateful if you could kindly facilitate periodical review of pending grievances at your level for
speedy redress and disposal. In case you find that the system is not being used regularly causing inordinate
delay in disposal of grievances you may take appropriate remedial measures. [ would be grateful if you
could keep me inform of the action taken in the matter.

Regards,
Yours sincerely,
Sd/-
(Rajni Razdan)

All the Secretaries to the Govt. of India as per list enclosed

65



IR ThR
HIHe, i TIThRTId dem U9 HATe™

TIIEfTeh GUR IR s Rk faem
TER T 9o, 998 An
T2 feeet-110001

GOVERNMENT OF INDIA

MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES
AND PENSIONS
DEPARTMENT OF ADMINISTRATIVE REFORMS
AND PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110001

o Yo T Ho S-11012/02/2009-Tosfo e 22 S[H, 2009
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HRd HIhX
1Tt , o FTehTaa qen UM Hre™
O GuR iR ek e faam
TER A 9o, GEg HA
& fEeedi-110001

GOVERNMENT OF INDIA

RAJNI RAZDAN MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES
gfeg AND PENSIONS
SECRETARY DEPARTMENT OF ADMINISTRATIVE REFORMS

AND PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110001

D.O. No. G-11012/02/2009 PG Dated : 22™ June, 2009

The Second Administrative Reforms Commission in its Twelth Report entitled —“Citizen Centric
Administration — Administration — The Heart of Governance” in paragraph 7.9.3.3 has given four
recommendations out of which the first recommendation at (a) has been accepted for implementation in all
Central Ministries / Departments by the Core Group on Administrative Reforms headed by Cabinet
Secretary. This recommendation is as follows: “(a) There is need for a strong and effective internal
grievances redressal mechanism in each organization”. In this connection the Centralized Public
Grievances Redress and Monitoring System (CPGRAMS) has already been installed in 89 Central
Ministries / Departments / Organizations since June 2007 and personnel from all Ministries where the
system has been installed have already been trained in its usage. A Brochure on CPGRAMS is enclosed at
Annex | for information and further action with respect to your Ministry/ Department.

A Second recommendation on the subject accepted for implementation by the CGAR is given in paragraph
7.10.3 that states “(a) Government organizations should analyze the complaints received and identify the
areas wherein interventions would be required so as to eliminate the underlying causes that lead to public
grievances. This exercise should be carried out at regular intervals.” You are requested to issue necessary
directions for implementation of these two recommendations of the Second Administrative Reforms
Commission in your Ministry / Department/ Organizations under your charge.

I'would be grateful if you could inform us of the action taken in the matter.

Yours sincerely,

(Rajni Razdan)

To,

All Secretaries of Central Ministries / Departments as per list
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T¢ feeel-110001

GOVERNMENT OF INDIA

MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES
AND PENSIONS
DEPARTMENT OF ADMINISTRATIVE REFORMS
AND PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110001
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HRI HIhX
1Tt , o FTehTaa qen UM Hre™
TR GuR iR ek e fawm
TER WA 9o, GEg HE
T fEeeit-110001

GOVERNMENT OF INDIA

RAJNI RAZDAN MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES
gfeg AND PENSIONS
SECRETARY DEPARTMENT OF ADMINISTRATIVE REFORMS

AND PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110001

D.O. No. G-11012/02/2009 PG Dated : 22" June, 2009

The Second Administrative Reforms Commission in its Twelth Report entitled —“Citizen Centric
Administration — Administration — The Heart of Governance” in Chapter 7 have given recommendations
for upgrading of the Grievance Redressal Mechanism in Government of India, State Governments and
various organizations under them. The Grievance Redress Mechanism is an integral part of any
governance system today because with increased awareness and aspirations the citizens demand for
prompt and effective resolution of their grievances. For the purpose the Department of Administrative
Reforms and Public Grievances, Government of India has launched its web-based 'Centralized Public
Grievances Redress and Monitoring System (CPGRAMS) in 89 Central Ministies / Departments /
Organizations. A Brochure on CPGRAMS is enclosed at Annex I for information.

Inparagraph 7.5.2. of the aforesaid Report the Second Administrative Reforms Commission has expressed
its view that a similar system should be installed at the State and district levels because a decentralized
system would benefit a larger number of citizens on the one hand and wold also help in improving the
effectiveness of field offices on the other. Similar concepts have been tried out in several States, such as the
lokvani in Uttar Pradesh. In paragraph 7.7 the Commission observes that 'Some Chief Ministers hold
regular public hearings and also use electronic media for hearing and responding to public grievances. In
some States, Ministers and senior officers visit districts and even villages accompanied by officers and
hear and resolve grievances of citizens. At the district level the District Magistrate is normally designated
as the District Public Grievance Officer. He / she monitors the disposal of various complaints received
from the public. In Some States, the Zila Panchayats have also constituted their own public grievance
mechanisms.

In pagargaph 7.10.1 the Commission observes that every year the government organizations at the Union
and the State levels receive a large number of petitions for redresall of grievances from the public. While
evolving a robust internal mechanism to deal with grievances, the main focus of such systems should be to
reduce the number of grievances through analysis of grievances prone areas and simplifying of processes.
In view of the concerns expressed by the Commission you may like to consider installing of the fully
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developed CPGRAMS as a pilot in one department of your choice. The System has facilities for linking as
many field offices as needed and being web based it is accessible from any internet facility in any part of the
country.

The Department of Administrative Reforms and Public Grievances would be happy to facilitate in this
process. The CPGRAMS with a Hindi interface is already in the process of being installed as a pilot in the
Government of Rajasthan and the Government of Haryana. The vernacular interface for your State can
similarly be provided in the System.

I'would be grateful if you could let us know about the views of the State Government in the Matter.

Yours sincerely,

(Rajni Razdan)

To,

Chief Secretaries of all States as per list
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1Tt , olidh fTehTad den UM drerd
TR GHR SR e fYrenrer fasm
TER WA qoH, GEg ARt
T faeelt-110001

GOVERNMENT OF INDIA
MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES
AND PENSIONS
DEPARTMENT OF ADMINISTRATIVE REFORMS
AND PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110001
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HRd HIhX
1Tt , o fTehTaa e UM Hed
TR GuR iR e e faam
TER A 9o, GEg A
T fEeedi-110001

wmyr =g fasr GOVERNMENT OF INDIA

Ramesh C. Misra MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES
o AND PENSIONS

SECRETARY DEPARTMENT OF ADMINISTRATIVE REFORMS

AND PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110001

D.O. No. K-11017/1/2008-PG Dated : May 6, 2010

Dear,

The Department of Administrative Reforms and Public Grievances (DAR&PGQG) receives a large
number of online grievances on the Centralized Public Grievances Redress and Monitoring System
(CPGRAMS) which require redressal by the State Government / Union Territories. This System was
developed and introduced in the Ministries / Departments / Government in June 2007 for online transfer of
grievances of such organizations and their field formations.

2. While the grievances received pertaining to Central Government Ministries / Departments are
directly transferred online, those pertaining to the State Governments are manually forwarded by post to
the designated nodal officers in State Governments / UTs. This is causing delay in communication and
ultimate redress.

3. In order to facilitate the receipt of grievances online by the nodal officers in the State
Governmnets, the following user id and password has been created for the State Public Grievance Officer,
(List of State Nodal PG Officer is enclosed which may be updated, ifrequired).

Userid Password
GOVDN GOVDNS1
4. The grievances pertaining to the State Government received by DARPG can be directly accessed

by the State Nodal PG Officer by using the above user name and password after logging on to the online
grievance system www.pgportal.gov.in. The link Ministries / Departments / Organizations / State
Governments is to be clicked to enter the user name and password. Queries regarding use of the system can
be sent to cpgrams.darpg@nic.in.
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5. The DARPG is also organizing a meeting of the State Government Nodal PG Officers in order to
facilitate and sensitize the usage of the above software.

You are requested to kindly pass on the user id and password to the State Nodal Public Grievance

th

Officer and also depute him to attend the meeting at the Conference Room, 5" Floor, Sardar Patel Bhavan,
Sansad Marg, New Delhi-110001 on 26" May 2010 at 15.00 hrs.

Kind regards
Yours sincerely,
Sd/-
(R.C. Misra)
To,
All Chief Secretaries /
Administrator (UT)
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QUESTIONNAIRE -1

Proforma for evaluation of Public Grievance Redress Machinery (PGRM) in the Ministry/
Department

1. (a)  Existing Public Grievance Redress Machinery (PGRM) (details of
official/sections).

(b)  Procedure for processing grievances from the public relating to
Organisations under Ministry/Department.

(c)  List of Organisation* under the Ministry/Department (attach Annex if
necessary).

2. Whether statistics regarding receipt and disposal of grievance of the
Ministry/Department and Organisations under it form part of the Ministry/
Department’s Annual Report.

3. (a) Whether grievance are diarosed centrally and if so, whether-
(1) manually through register or
(ii) through a computer.
(b)  Periodicity of monitoring of grievances by Director designated for PG
(c) Are all grievances acknowledged within 15 days?
4. Computerisation

(a)  Whether uniform NIC software circulated by Deptt. of AR&PG has
been implemented and if so,

(1) whether grievances received in different divisions are consolidate
and reflected in this data base for transmission to DAR&PG on a
monthly basis.

(i1) Whether this is done every month by 5" for transmission to DAR&PG.
(iii) Which areas of grievances handling have been computerized
If not,
(b) (i) What is the alternative system for monitoring?
(i) Scope for computerizing grievance handling if not

Already done.

(c) What is the status of compilation of grievance handling mechanism in
the organization under the Ministry/Department.
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5. (i) Total number of the grievance received for all Year Received Disposed Pending

sources in Ministry/Department during last (including of
financial year and current year separately. carry forward)
(i) In Organisations under Year Received Disposed Pending
the Ministry/Department (including of
carry forward)

Implementation of the guidelines
6. Follow-up on the O.M. dated 1.3.1988:

(a) Has a Joint Secretary level officer been designated as Director/Joint
Secretary of grievances in Ministry/Department? If yes, give his
particulars. (Name, address, telephone no. e-mail and organisation’s web
site addresses etc.)

(b)  Has the Director of Grievances been vested with powers to call for
files/papers in respect of grievance pending for over 3 months and to
take a decision to settle the same with the approval of the Secretary. If
yes, a sample of 3 such cases may be mentioned.

(c) Whether monitoring of pendency of grievances in Ministry/Departmnet
and organizations under it is done on a monthly basis.

(d)  Have grievance officers been designated in the organization under the
Ministry/Department? If yes, give their particulars (Name, address, tele
no. etc; attach list, if necessary.

(e)  Are name, room no. etc. of Grievance Officer of Ministry/Department
and Organisation under it displayed at a prominent place near the
Reception Office?

()  Indicate publicity measures taken regarding public grievance and other
activities of Ministry/Department and organizations under it.

(g) Is notification issued to the DOT/MTNL for inclusion of telephone
number of Director/JS(PG) of the Department and organizations under
it for inclusion in telephone directory.

(h)  Whether complaint box has been installed near the Reception.

7. (a) Do the Ministry/Department and all organizations under it observe the
weekly ‘meetingless day’? Have three hours been set apart for hearing
the Public Grievances by the officers of the level of Deputy Secretary
and above?

(b)  Are grievance column of newspapers regularly examined for picking up
grievances? If yes, how it is done?

(c)  Copy of instructions given to office reception permitting complainants’
access to the Grievance Redress Officer on Wednesday.

(d)  Have time norms been fixed for acknowledgement and final disposal of
public grievances.
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General
8.

10.

11.

12,

13.

14.

15.

16.

17.

18.

19.

(a) Please enumerate the services/activities of the Ministry/Department/
organization involving direct interaction with the public.

(b)  Have time norms been fixed for activities/services provided by the
Ministry/Department/organization under it. If yes, provide details.

(c)  Have the time norms been displayed for information of public at premises?
If yes, name location of display.
(d)  Was any review of the time-norms undertaken and if so, result thereof?

Has Single Window System been introduced for public dealings? If not, identify
areas proposed for introduction of Single Window System.

Has the Ministry/Department issued any booklets/pamphlets/posters on services
and activities by it or its organizations or given media coverage to publicise the
services available for the public. If so, provide details of these services? Attach
copies of booklets pamphlets, publicity etc.

Do all applications/proforma intended for public use contain full instructions for
filling in clearly indicating all the documents required with the applications? 2/3
samples.

Has the Ministry/Department undertaken studies to simply rules, regulations
and procedures for payment of fees and duties, for reducing avoidable contact
points with the public.

Identify the areas where affidavits or certificates by gazetted officers are needed
from public. Has any review been made to replace these with self-statements/
certificates?

Has the Department delegated authority in areas of public contact empowering
field officers to dispose of applications? Indicate areas.

Has the Department analysed grievances to identify areas of recurring
grievances? If yes, indicate a few “grievance prone areas” and also indicate
systemic changes introduced to reduce recurrence of such grievances.

Any special measures taken to look into the grievances of:
(1) Scheduled Caste/Tribe/Backward Classes;

(i) Women;

(ii1) Handicapped/Senior Citizens, other vulnerable groups.

Do the negative responses sent to the grievances contain the reason (s) for
dispoal of the complaint?

Implementation of Point 20 of Twenty-Point Programme-Quarterly Progress
Report of grievances received and disposed of by the Ministry/Department and
offices under its control. Whether all reports for current financial year sent?

The PGRM study of your Ministry/Department was conducted in the year
Furnish status report in the enclosed proforma.
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20.

21.
22.
23.

(a) Citizen's Charter prepared (enclose copy).
(b) Whether IFC set up.
(c) Other Best practice—Citizen friendly measures taken.
(d) Any other proactive measures taken to improve public inter-face.
Measures for systemic changes to improve procedures etc.
Steps taken to measure citizen satisfaction in activities having public interface.
(a) Whether Shikayat/Service Adalats has been constituted?
(b) If yes;
(i) Number of cases
(i) Number of cases disposed

(iii) Number of meetings of the Adalats

*Qganisation under Ministry/Department includes statutory/autonomous/subordinate/attached units/agencies.
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(Refer Para 19 of Questionnaire-I)
Status of Implementation of recommendations made
In the Study Report in respect of
Public Grievances Redressal Machinery

S.No. [ Recommendations Whether accepted Steps initiated/ Date by which | Date of actual
in total or with proposed for the recommen- | implementation
some modifications implementations | dation in likely

to be
implemented
1 2 3 4 5 6
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CHAPTER - 4

B. G. Deshmukh giued 9f<eg
CABINET SECRETARY

NEW DELHI

D.O. No. 39457/39/2/87-PG Dated : 5" December, 1988

Dear Secretary,

It has been observed that often Government employees seek outside help for the redressal of their
grievances relating to service matters. This is despite the fact that Rule 20 of the CCS (Condct) Rules,
1964, specifically prohibits a Government employee from bringing political or other outside influence to
further his interests in respect of service matters. It is felt that recourse to outside influence is taken
because sometimes Ministries/Departments/Offices are not able to attend to service matters of Government
employees in time and in a manner which is just as equitable. Perhaps, there is also a feeling among
Government employees that if they approach the Government through outside influence, the results might
be quicker and more effective; whereas in the normal course even a just and legitimate grievance may
not be always looked into with fairness and promptitude. This is probably due to the fact that in many
Government offices either there is no formal institutionalized arrangement to redress the genuine grievances
of the employees; or even where there is some arrangement, there is no organized system of monitoring
of grievances to ensure their fair and timely redressal. It is, therefore, felt that if the Government employee
is assured of fair and impartial treatment and timely action on his requests and claims in service matters,
he would hardly have any need to approach any outsider. In fact, some service matters which have to be
attended to by the Government offices in the normal course and which can cause lot of difficulties to the
Government employees, related to normal service matters, like completion of service records, timely
drawal of increment, issue of correct seniority lists, fair promotion, proper medical facilities, transfer at
the end of school session, provision of residential accommodation in accordance with the approved criteria,
grant of timely pensionary benefits, etc. If the administrative response for compliance with such matters
is adequate and prompt, the majority of case of Government employees resorting to outside influence for
furtherance of their service interests will not arise. But, apparently, it is not so in many cases.

2. Recognising the importance of the subject and the concern of the Government for ensuring maximum
welfare of its employees, it is considered necessary that all Ministries/Department of the Government as
well as the office under their administrative control should set up an institutionalized arrangement for
dealing with the grievance of staff, sympathetically and promptly. Some of the major Department like
Railways, Defence and Posts, have already made such arrangements and these arrangements are proving
fairly effective. Other Ministries and Departments should also make similar arrangements.

3. Though any set up for redressal of staff grievances will, perhaps, differ from one Ministry to another,
and from one office to another, keeping in view the nature, functions and size of the Government offices,
it is necessary that any such redressal machinery should have certain essential features, as incorporated
in the attached Annexure.
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4. It is further suggested that nodal Ministries, like the Ministry of Health and Family Welfare and the
Ministry of Urban Development, who look after medical facilities and allotment of accommodation for all
Government employees, should establish adequate grievances redressal machinery where a Government
employee can approach for redressal of his grievance about the matters which are dealt with in these
Ministries.

5. I shall be grateful if action taken in the matter is intimated to me by 31% January, 1989.

Yours sincerely,

Sd/-

(B.G. Deshmukh)
As per list attached

Encl.: as above
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R. RANGANATHAN D.O. No. K-13011/1/PG-95

Hfea AR TR
SECRETARY HIHeh, ik fRTeRTad aen 9= He™
Tele: 3014848 75 Teeeti- 110001
FAX No. 3012432 GOVERNMENT OF INDIA

MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES
AND PENSIONS

NEW DELHI-110001

Dated : 6" March, 1995

Dear Shri,

A recent analysis done of the grievances received by the Department of Public Grievances revealed
that a large number of them related to service matters. You will agree that staff grievances are the
concern of the concerned Ministries and Departments. In this connection, you may recall that vide his
D.0O.No. 39457/39/2/87/PG dated 5.12.88 the then Cabinet Secretary had suggested that each Ministry/
Department of the Government should set up an institutionalized arrangement for dealing with the grievances
of staff in a sympathetic and prompt manner. For your ready reference I am enclosing a copy of the said
letter alongwith its annexure in which the essential features for setting up grievances redress machinery
have been listed.

2. In view of the large number of grievances relating to service matters being received by us as also the
large number of cases coming up before the various Benches of the CAT etc. There is need for each
Ministry to review its set up for staff grievances redressal. I would, therefore, request you to review the
grievance redressal machinery in your Minsitry/Department in terms of the instructions issued in 1988.
You may also like to look into the kind of grievances that have been received in your Ministries/Department
in the past couple of years and identify the grievance prone areas with a view to remedying the defects,
if any, in the system. Wherever the rules or procedures are cumbersome, steps may be taken to simplify
them. I would particularly like to draw your attention to the need fix time norms for all staff matters, as it
is the delay in the disposal of staff matters that most often drives the aggrieved Government servant
redress through the courts.

3. Action taken in the matter may please be intimated to us in due course.

With regards,

Your sincerely,

Sd/-

(R. RANGANATHAN)
To,

All Ministries/Departments
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Tl o THo T FIH AR Gfaa
DR. P.S.A. SUNDARAM IEfTeh R IR wien Rk fasm
TELE: 3732133, 3732546 T THR

FAX: 3732133 HER Yo 9o, HEg /i, 78 feefi -110001
Additional Secretary (AR & T)
Department of Administrative Reforms &

Public Grievances,
Sardar Patel Bhavan, Sansad Marg, New Delhi-110001

D.O. NO. K-11022/26/96-P Dated: 01.01.1997

Subject: Responsive Administration — Focus on the concerns and grievances of employees
— reducing the recourse to CAT.

Dear Shri,

Your kind attention is invited to letters addressed by Secretary (Personnel) on the critical issues
relating to responsive administration, arising from the Conference of Chief Secretaries. In the review of
follow-up action on these issue, the Cabinet Secretary emphasized the need for attention to the prompt
redressal of employee grievances as an important means to better services for the public.

In this context, this Ministry has been reviewing the experience with resort of employees to the
various CAT benches for the judicial resolution of their disputes, the huge pendency of cases, and the
implications of cost and congenial relations for both the Government and the employees. It is felt that it is
necessary to devise urgent preventive measures, rooted in the role of the Government as a good and
caring employer, to reduce the incidence of such cases, while raising employee satisfaction and morale.
This is seen as contingent upon conscious action and continuous monitoring by the Secretaries and heads
of departments. Personnel management and motivation of operational staff is vital to the success of
department objectives and its public interface.

It has been found that the substance of cases before the CAT relate as much to appeal against
statutory decisions of Department Authorities, as to matters of emoluments, placement and service
conditions of employees. The latter cases are generated by inadequate attention to prompt decisions on
cases of pay fixation and arrears, travel claims, PF Advance, Efficiency Bar, improved working
environment, adverse entries in CRs, etc. They also arise from perception of non-transparent norms and
rules for performance assessment, fixation of seniority, promotion, regularization of daily wage employment,
placement and transfers. Most of all, employee frustration rises from the perception of inaccessibility and
lack of concern for superior officers, failure to acknowledge and act on grievance applications, and non-
involvement in department activities. There is little effort for periodic review of employee issues and
grievances on a collective or individual basis, and the excellent results of Staff Adalats in many units of
Railways and Posts are not replicated in most government service. Not much attention is given to training
and quality circles.
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It is felt that these issues may be addressed energetically by activising the posts of Staff Grievance
Officers with exclusive mandate and access to Joint Secretaries and above. In addition, it is possible
provide for appeals by employees to independent internal committees or designated senior officials against
decisions on service matters. If this works well, then it can be legally provided that the employees will be
required to take recourse to this internal second level grievance redressal before approaching the CAT.

You are requested to review existing systems of personnel management and staff, with reference to
what has been stated above, and arrange to send a status report. It is proposed, with your cooperation, to
undertake individual ministrywise discussions in the course of February, 1997.

With regards,
Yours Sincerely,
Sd/-
(P.S.A. Sundaram)
To,
Shri P. P. Chauhan Shri K. Rajan
Secretary Secretary
Department of Health Department of Agriculture
Nirman Bhavan, New Delhi Krishi Bhavan, New Delhi
Shri N. P. Nawani Shri N. P. Singh
Secretary Secretary
Ministry of Information and Broadcasting Ministry of Urban Development
Shastri Bhavan, New Delhi Nirman Bhavan, New Delhi

Copyto : (i) AS (P) for favour of report on pension related grievances
(i) JS(T)
(1i1) JS (E)
(iv) PPS to Secretary (P)

Sd/-

(P.S.A. Sundaram)
Addl. Secy (AR&T)
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WA GUR IR d frerEd faam
A TR

TER T 9ed, 998 4, T8 feeet- 110001

DEPARTMENT OF ADMINISTRATIVE
Devika Kumar (Mrs.) REFORMS & PUBLIC GRIEVANCES
Director (PG) GOVERNMENT OF INDIA
Tele: 3352325, SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110 001

D.O. No. D—12014/12/96-PG Dated : 6-3-97

Dear

A large number of grievances relating to service matters are being received in this Department. Also
more and more employees are resorting to litigation in the various branches of the Central Administration
Tribunals as they fail to get redressal from their office. [ am to enclose a list of the major grievance prone
areas which have been identified as the cause of generating most of the grievances amongst the employees.
Although some of these pertain to service rules and your Ministry/Department may not be concerned, I
shall be grateful if you look into these grievance prone areas and remedy the defects, if any, in the system
which fall within your ambit. Where the rules or procedures are cumbersome, steps may please be taken
to simplify them. I would particularly draw your attention to the need to fix time norms for all matters, as
it is the delay in the disposal of staff matters that most often drives employees to secure redress through
the courts.

2. This may also please be brought to the notice of all the agencies and public sector undertaking under
your Ministry/Department.

3. Action in the matter may please be taken and copies of the orders etc., issued may also please be
endorsed to us.

With regards,

Yours sincerely,

Sd/-
(Devika Kumar)
To
All Ministries/Departments

83



‘et @ e’ & wrT

aiftfer Aagfg w1 Hel o faema|

TR O M % SYEY &1 19E|

AT JareH | Fafeed dueh i A9E|
TR o faer

forrrerd &1 framor T g

TfeTeT0T 3R eAR T T

Sl 1 Al i i w1 ST

1 T STHAA o

areh Raifén =mett =1 g

FHE H -] T ATE|

wiferdl & T YAISH 1 A9E|

1 =l AR 3w fIem % R o T w1 9|

e I 9 gafud gt o & feareem o faer)
faura aReg ¥ sTaeafd & |+ AW o HeERed & WEHE &1 A9E|
e frehra & fou wge afea (RmEE) &1 ATt a
T TGOS i STt SR Fer-vid | STEHE|
FE H hT AR IREN TE M

TErh gadmet S-S, WIhHR, HEZ K Sl 37|
R & YA § fHqeafaar &1 Tea 19 ol

STETE giaunst 1 s19mE|

=t fafercan glawnet 1 s1vmE

Thel 1 st 1 9|

e W oWt =9 i gfagfd o fau fan v &1 sA9m@)
SETE/ATR S & oA 97|

Ta A W SR G H YA & G R 19|

AR R ST A /R

3faa wrol & o gedt 7 faemm

FR T W I H gUR & T giced &1 e

3755 T4 I IR T ST
FH-FToIEA & oAl &1 STHATSHS Fome|

STRME® Amal & M9 ¥ 5ga sifuew oo

Mo e @Ue 3 &1 Umeh! 3R qRomTTeEEy 9o faivet diee we=nE i
e &t IHI-HH *1 319E|

84



Cause of ‘Staff Grievance’
Delay in sanction of Annual increment.
Absence of provision for deemed confirmation.
Lack of systematic approach in personal management.
Delay in promotion.
Non-redressal of grievance.
Lack of Training and Assessment.
Lack of Manpower deployment strategy
Uneven distribution of work.
Multiplicity of reporting channels.
Absence of job rotation.
Lack of delegation of clear-cut powers.
Absence of clarity in channel of submission and level of final disposal.
Delay in implementation of administrative decision relating to service conditions.
Absence of provision for arbitration in all cases of disagreement in Department Council.
Joint Secretary (Admn.) in-charge of public grievance.
Inadequate career prospects and disparities in service condition.
Poor physical environment is working place.
Lack of support facilities like telephone, staff car, computers, etc.
Misplaced sense of economy in management of office.
Lack of housing facilities.
Lack of good medical facilities.
Lack of schooling facilities.
Lack of educational allowance to companies cost of education.
Inadequate advances for housing/conveyance etc.
Absence of provision for encashment of LTC and leave.
Inadequate TA/DA on tour.
Refusal of leave in genuine conditions.
Lack of incentives for improvement of efficiency in work place.
Lack of recognition of good work.
Unsatisfactory system of Performance Appraisal.
Long delay in disposal of disciplinary cases.
Threat to spoil CR and consequent exploitation especially of lady officials.

Absence of time limit for suspension.

84



a3l 1 Sehdl SR 3{dq:-Hel qiqee | Scq=1 Hell § HewrE|
IR e TerifaR gR g T Afifa

H Gieared § Yol & SIeRTEl i e qAl % WEHE w1 39|
Yot S 3R adfaeh Al % s qHE S|

Tafa Ade W H1eT HT FHiET T HE

fafre weER & foau il & afom fHuRe &1 e

e & gaE | foer|

Tk € Ry W 9fq 3R gl T a4 T g

FHehTSH Afgenstl & faw sa glawst &1 stvm@|

SRS Afeanrstl & falu e ¥99 & e § a=ielad i SA9E|
AT HEAT I

85



Service bias arising out of multiplicity of service and interservice rivalry,

Policy of ‘pick and choose’ by the Politician for postings.

Absence of provision for mandatory posting of empanelled officers in the Central Secretariat.
Time gap between empanelment and actual posting.

Non-review of cadre at regular intervals.

Absence of qualification of penalties for specific misconduct.

Delay in payment of pension.

Failure to post husband and wife in the same station.

Absence of créche facilities for working women.

Absence of flexible timings for working women.

Inadequate welfare measures.
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A HIhR
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TUTETR YUR 3R oieh ek faem
TER T YA, WO A/

T feeet- 110001

Tl fads AR, o v
AR g
Dr. Vivek Agnihotri, IAS

Additional Secretary
Tele. & Fax: 3732133

GOVERNMENT OF INDIA
MINISTRY OF PERSONNEL PUBLIC
GRIEVANCES & PENSIONS
DEPARTMENT OF ADMINISTRATIVE REFORMS
& PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110001

D.O. No. K-11011/17/2000-PG Dated : 26.6.2000

The Department of Administrative Reforms and Public Grievances as the nodal agency for
institutionalising Public/staff grievances redress machinery in Central Ministries/Departments/ Organisations,
has issued guidelines from time to time for effective handling, monitoring and disposal of grievances.
Doubts have been expressed by certain Ministries/Departments regarding what constitutes "public
grievances" Further, most of the Ministries/Departments which do not deal with the public directly contend
that they have no public interface and hence do not receive public grievances.

2. It is clarified that in the context of public grievances "public" is a generic term used to indicate various
types of stakeholders, by the Ministries/Department/Organisations providing service to or having
interface with any other Ministry/Department/Organisation or State Governments or a group of individu-
als, associations, industrialists, professionals, Non-Governmental Organisations or members of the public
Hence, grievances received from any of them would constitute "public grievances".

3. Grievances received from retired/serving employees would be treated as "staff grievances".

Yours sincerely,

Sd/-

To, (V.K. Agnihotri)
JS/Dir(PG) of all Ministries/Deptts.
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No.K- 11011/3/2005-PG
Government of India
Ministry of Personnel, Public Grievances & Pensions,
Department of Administrative Reforms & Public Grievances

Sardar Patel Bhavan, Sansad Marg
New Delhi, the 7* September, 2005

OFFICE MEMORANDUM

Subject : Strengthening the Staff Grievance Redress Mechanism

Department of Administrative Reforms & Public Grievances had issued instruction to all Ministries/
Departments to set up an institutionalized arrangement for dealing with the grievances of staff in a sympathetic
and prompt manner. However, it has been observed that a large number of grievances relating to service
matter are still being received in the Department of Administrative Reforms & Public Grievances.
Government employees seek outside help for redressal of their grievances and more and more employees
are resorting to litigation in the various benches of the Central Administrative Tribunals as they fail to get
proper redress from their offices. This is probably due to the fact that in many government offices there is
no formal institutionalized arrangement to redress the genuine grievances of the employees or there is no
organised system of monitoring of grievances to ensure fair and timely redressal of such grievances.

2. If the administrative response towards the grievances relating to service matters is adequate and prompt,
the majority of cases of government employees resorting to outside influence for furtherance of their
service interest will not arise. Where the rules or procedures are cumbersome, steps may be taken to
simplify them. There is also a need to fix time norms for all matters, as it is the delay in the disposal of staff
matters that most often drives employees to secure redress through outside help including approaching
different Courts. It has also been observed that employees' frustration rises from the perception of
inaccessibility and lack of concern by superior officers, failure to acknowledge and act on grievance
applications and non-involvement in departmental activities.

3. In view of the importance of the subject and the concern of the Government for ensuring welfare of its
employees, it is considered necessary that all Central Ministries/Departments as well as the offices under
their administrative control should set up an institutionalized arrangement for dealing with the grievance of
staff, sympathetically and promptly. The set up for redress of staff grievance may be according to suitability
of different organisations and may be different in different Ministries keeping in view the nature, functions
and size of the government offices. However, it is necessary that such redress machinery should have
certain essential features, as incorporated in the attached Annexure.

4. It is requested that the issues concerning the grievance of the staff may be addressed promptly and
sympathetically by activating the post of Staff Grievances Officers with exclusive mandate and access to
Joint Secretaries and above level officers. In addition, the system should also keep provisions for appeals
by employees to a higher authority.

(P.I. Suvrathan)
Additional Secretary
All Secretaries of Ministries/Departments of Govt. of India
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Annexure

Essential Features for setting up of Grievances Redre ssal Machinery for Government

Emplovees working in Ministries/Departments/Offices of the Government of India.

Every Ministry/Department/Office should designate a Staff Grievances Officer (SGO) in the
Ministry/Department and also in their attached and subordinate, regional/zonal offices to deal
with grievances of the employees working in the respective organisation. Though in small
organisation, the Head of Office or any officer of a comparative status could function as Staff
Grievances Officer, in a Ministry/Department, an officer of the level of Deputy Secretary/
Director should be entrusted with such work and designated as Director (Staff Grievances).

Director (Staff Grievances)/ SGO should make himself/herself freely available to hear the
grievances personally, at least once a week at fixed timings. Similarly, the Secretary in the
Ministries/Head of Department/Head of Department/Head of Offices should make himself/
herself available once in a month at fixed timings when employees could meet him/her in person
for redress of their grievances.

Every grievance from the staff should be registered and if a final decision is not possible within
a fortnight, an acknowledgement should be sent to the applicant along with an indication as to
when he/she can expect a final reply.

SGO/Director (Staff Grievances) should be specifically charged with the work of monitoring the
grievances and ensuring that timely action is taken on the same. As a matter of general rule no
grievances should be pending beyond the limit of three months.

As far as possible, a reasoned reply should be given while replying to the grievances submitted
by a Government employee.

It should be the duty of every official to deal with the staff matters in a fair, impartial and speedy
manner. Where Rules and Regulations have already been laid down by the Government, the
same should be applied uniformly. Discretion, where permissible, should be used in a limited
number of cases and in a manner which does not lead to dissatisfaction among other employees.

Existing arrangements pertaining to matters like completion of service documents, drawal of
annual increment, preparation of Seniority Lists etc. which are necessary for promotion to higher
grades should be continuously reviewed, and delays avoided so that employees do not have to
undergo hardship in service matters.

In other service matters like transfers, postings in difficult areas, etc., clear-cut norms should be
prescribed. For example, laying down a limit of 2-3 years for posting in a difficult area, ordering
routine periodical transfer only at the end of the school session and providing uniform opportunities
for deputation, training, etc.

Meeting of the Selection Committee/Departmental Promotion Committee should be held regularly
and a select list/approved list of officials approved for promotion prepared in advance so that
when an official is transferred or retires and vacancy is to be filled up by transfer or promotion,
the same is done promptly without affecting the work or efficiency of the organisation concerned.
This will also ensure that opportunity of timely promotion to an official next in line is not delayed
or denied which otherwise could give rise to a grievance.
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X)

For requests of various kinds from the staff on personal matters, like seeking admission to join
educational institutions, for grant of leave, request to leave station, advances for medical attendance/
travelling allowance, festival advance for purchase of a motor car/motor cycle, etc., issue of
LPC, issue of 'no objection certificate', transfer of GPF balance, transfer of service documents,
etc., time limits for completion of action should be fixed within which, as far as possible, the
personnel/administration section should complete the action so that the applicant does not have
to waste time on unnecessary enquiries or personal visits to the concerned sections. As far as
possible a week to two weeks should be the outer limit for deciding all such routine matters.

Nodal ministries like the Ministry of Health, Ministry of Urban Development etc., which look
after the medical care and residential accommodation of all Government employees, should
make specific arrangements for redress of employees' grievances relating to their services and
designate an officer of appropriate rank as Director of Grievances who should meet Government
officials and hear their grievance once a week at fixed timings, like other Director (Staff
Grievances).
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Proforma for Evaluation of Staff Grievances Redress Machinery in Ministries/Departments

10.

11.

12.

13.

QUESTIONNAIRE - 11

Existing machinery for resolving staff grievances:-
Whether staff grievances are registered centrally in a register/computer?

Whether a Staff Grievance Officer has been nominated? If so, his name, designation
and telephone number.

Have Staff Grievance Officers been designated in the offices/organizations under
the control of the Ministry/Department? If yes, give their particulars (Name of
subordinate organization, address tele no. etc.

Whether name of the SGO has been notified/displayed for information of all
concerned?

(a) Whether any day/time fixed for meeting the staff and displayed?
(b) Any fixed periodicity for meeting staff associations, if any?

Whether time norms fixed for dealing with various personnel matters processing of
claims, requests for advances, medical reimbursement, etc.?

Whether Time-norms fixed for acknowledgement/disposal of staff grievances?

Whether any analysis of staff grievance is done to identify areas of recurrent
grievances? If so, details there of?

Total number of staff grievances received, disposed of and pending during the last
one year.

Number of cases taken by staff to CAT/Court during the last one year relating to—
(1) Selection/Promotion

(ii) Disciplinary matters.

(iii) Seniority/Confirmation

(iv) Ad-hoc appointments/regularization

(v) Daily wages/Casual/Regulation

(vi) Scale of pay

(vii) Temporary Service Rules/Termination of service
(viii) Recruitment and Appointment

(ix) Revision

(x) Retirement dues

(xi) Transfer

(xii) Any other reason.

Is there any system of staff adalats/open house sessions at competent levels for
hearing and disposal of grievances? If so, details.

(a) Has any computerization of staff grievances been undertaken?

(b) If not, is there any scope for computerization?
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CHAPTER - 5

F. No. K-12011/15/96-PG
Government of India
Ministry of Personnel, Public Grievances and Pensions
(Department of Administrative Reforms and Public Grievances)
Sardar Patel Bhavan, Sansad Marg,

New Delhi
ew el Dated : 6™ January, 1997

OFFICE MEMORANDUM

Subject:— Activating the existing Machinery for Redressal of Public Grievances—Citizen’s
Charter for Public Agencies.

The undersigned is directed to refer to this Department’s O.M. No. 1/PLCY/PG-88(7), date the 1*
March, 1988 in which detailed instructions regarding setting up of the Internal Grievance Redressal
Machinery in each Ministry/Department/public sector undertaking/autonomous organisation of the
Government were issued. The Cabinet Secretary has expressed his concern about the routine and
lackadaisical manner in which these instructions are observed by most public agencies, and the growing
dissatisfaction of the public about delays, lack of information and unsympathetic attitude of officials at all
levels.

2. While the Internal Grievance Redressal Machinery has now come to be established in all Ministries/
Departments, its effectiveness in settling public grievances expeditiously and in reducing systemic
deficiencies or public dissatisfaction has not been upto the mark. The Parliamentary Standing Committee
has taken a serious view of the routine manner in which grievances are handled in Ministries/Departments.
The functioning from time to time with a view to devising measures for strengthening it and making it
more responsive to the needs of the public.

3. It is reiterated that the following steps should be taken to further strengthen the Internal Grievance
Redressal Machinery in the interest of promoting responsive administration. This acquires significance in
the context of the announcement of the Prime Minister for examination of the entire scene of Citizen-
friendly Government machinery and the introduction of the principles of Citizen’s Charter in all
Departments:—

(i)  Ameetingless day on every Wednesday should be observed strictly. The designated officer
or his/her immediate subordinate should be accessible on this day and for emergent complaints
at stipulated hours on other days.

(i)  The receptionists, security personnel and peon should be given suitable instructions about
the meetingless day so as to allow the members of the public to meet officers without prior
appointment. This should be enforced also in respect of all the attached offices and public
agencies under the supervision on the Ministry/Department.

(i) The name, designation, room number, telephone number etc., of the Director of Grievances
should be displayed prominently at the reception and other convenient places in the office
buildings/ministries.

(iv)  Alocked complaint box should be placed at the reception and opened each day for expeditious
action.

(v) In the interest of expeditious disposal of grievances, the Director of Grievances should
exercise more frequently the powers vested in him to call for papers/documents of cased
pending for more than 3 months, and take decisions with the approval of the Secretary of
the Ministry/Department or Head of the Department/Organisation.
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(Vi)

(vii)

(viii)

(ix)

)

(xi)

(xii)

(xiii)

(xiv)

(xv)

(xvi)

Each grievance petition must be acknowledge within two weeks of receipt, alongwith an
indication of the name, designation and telephone number of the employee who is processing
the case.

Ministries/Departments should analyse grievances received by them, with a view to identifying
the major grievance-prone areas and take corrective measures to reduce recurrence of
such grievances.

Wide publicity should be given about the grievance redressal machinery in the Ministries/
Departments/public sector undertakings/autonomous organizations.

The grievances column of the newspapers should be regularly examined by each Ministry/
Department/agency of Government for picking up cases which related to it and quick action
should be taken for their redressal on a time-bound basis and for publicizing the action
taken.

Time norms for disposal of applications/request for services/activities which bring the public
in contact with the Ministry/Department should be fixed and advertised so as to ensure
improved public interface and greater accountability. Systemic deficiencies and centralization
leading to recurring grievances should be taken up for urgent corrective action.

A Staff Grievance Officer (SGO) should be designated in every Ministry/Department/Office
to deal with grievances of the employees on the lines done by Departments like Railways
and the possibility of holding regular Staff Adalats can be pursued.

The feedback mechanism and high levels monitoring of grievance should be strengthened,
so that there are in-built mechanisms for steps to correct deficiencies. The scope for regular
dialogue with user and Citizen groups on grievances and procedures should be pursued.

Reports/returns required to be sent to this Department should be sent as prescribed.

Lok Adalats/Staff Adalats should be constituted if not already constituted and held every
quarter for quicker disposal of public as well as staff grievances and pensioners’ grievances.

Social Audit Panel or such other machinery, if not already constituted may please be constituted
for examining areas of public interface with a view to recommending essential changes in
procedures to make the organisation more people friendly.

Grievances should be segregated from those which are requests, suggestions, allegations
and matters requiring legal redress and built into computerized monitoring as advised by this
Department.

(xvii) Grievance redressal should be decentralized to the lowest possible field formations with

built in participative systems of evaluation.

(xviii) A Single Window System may be established at points of public contact, wherever possible

(xix)

(xx)

at points of public contact wherever possible to facilitate disposal of applications. Areas so
identified may be intimated to this Department.

Booklets/pamphlets may be made available to the customer at easily accessible contact
point to notify requisite procedures of the organisation computerized enquiry centers for
writing lists, information on procedures, etc. may be set-up wherever necessary.

MTNL should be notified separately about directory entries pertaining to Public Grievance
Redressal Officers.
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(xxi) The Annual Action Plan and Annual Report of the organisation should reflect the public and
staff grievance redressal machinery and the statistical details of receipt and disposal of
public /staff grievances.

(xxii) The working of the public grievances redressal machinery should be monitored. Further, a
small percentage of complaints (about 3 to 5 per cent) should be enquired into by Senior
Officers to ensure efficacy of the system.

4. All Ministries/Departments are requested to ensure strict compliance with the above instructions and
report action taken on the letter, so that a consolidated report may be sent to the Cabinet Secretariat.

5. The receipt of this memorandum may kindly be acknowledged.

Sd/-

(P. S. A. Sundaram)
Additional Secretary (AR&T)
Tele: 3732133.

To
All Ministries/Departments
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AR wiEe (T &R 3R &)
TR GUR IR olieh ek fasm
IR HLHR
TWER S 9ed, 99 Arl, 98 feet-110001
ADDITIONAL SECRETARY (A R & T)

Tlo Hlo THo To YIH DEPARTMENT OF ADMINISTRATIVE
DR. P.S.A. SUNDARAM REFORMS & PUBLIC GRIEVANCES
ATY: 23094848 GOVERNMENT OF INDIA

Therd: 23092432 SARDAR PATEL BHAVAN, SANSAD MARG

NEW DELHI-110 001

o Mo Fo H-12015/3/96 o 3o feien: 8 SFadl, 1997
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S | (T R 3R )
eTEfTE GUR 3R dieh Rrenra faam
TR TR

TER 9ed oI, 998 Anf, 78 feee- 110001
ADDITIONAL SECRETARY (A R &T)

T W TH U g™ DEPARTMENT OF ADMINISTRATIVE
DR. P.S.A. SUNDARAM REFORMS & PUBLIC GRIEVANCES
Tele.: 3732133, 3732546 GOVERNMENT OF INDIA

Fax: 3732133 SARDAR PATEL BHAVAN, SANSAD MARG

NEW DELHI-110 001

D.NO. No. K-12015/3/96-PG Dated : 8" January, 97

Subject: Citizen's Charter- Communication from Cabinet Secretariat.

Ref.:- Cabinet Secretary’s D.O. No. 501/6/4/96-CA V dated 2" January, 1997.

Dear Shri

I am writing this to you consequent to the discussions in the meetings convened by Cabinet Secretary
on 11.11.96 and 13.12.96 in the context of the Debate on effective and responsive administration covering
transparency, accountability and efficiency in Government. The Prime Minister and recently expressed
the need for department-wise exercises on citizen-friendly procedures and Citizen's Charter. The Committee
of Secretaries has decided that each Ministry/Department may evolve its own series of consumer/citizen
friendly, initiatives and publicise them in the form of Citizen's Charter so as to improve the overall quality
of services provided by them. To start with, it was decided that each Ministry/Department should identify
areas which have wide pubic interface in which the Charter could be introduced and implemented. They
may also identify short and long term moving targets for improving services and simplifying procedures.
Once the areas and targets are fixed, they could then be publicized widely.

2. With a view to making the public services people-oriented, a copy of the citizens’ Charters was forwarded
to your Ministry/Department vide our d.o. letter of even no. dated 16.12.96 with the request to identify
areas which have wide public interface and inform to this Department by 30.12.96. A letter was also
issued by the Department of Consumer Affairs and Public Distribution.

3. I shall be grateful if at least 2-3 specific areas of public interface in your Ministry/Department in which
the charter could be introduced in 1997 are identified and the Charters framed within a month’s time as
desired by the Cabinet Secretariat. For identifying the areas and framing the Charter, you may like to set
up review groups consisting of consumer organization, experts, retired public servants and others so as to
ensure that the reforms proposed actually meet the needs of the people. The requirements of computerization
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and other inputs in this regard may be indicated and these will be remitted to an expert group set up under
Chairman, PESB.

4. 1 shall be grateful for a reply by 31* January, 1997 in order to enable this Department to submit a
consolidated report to the Cabinet Secretariat.

Regards,
Yours sincerely,

Sd/-
(P.S.A. Sundaram)

Secretaries of all Ministries/Departments
(as per list enclosed)

Copy to:

1. Additional Secretary (Pensions), Department of 'Pension and Pensioners' Welfare with the request
that as majority of the grievances relate to retirement dues, the machinery in this regard may please
be strengthened.

2. Secretary, Department of Consumer Affairs and Public Distribution.
3. JS(E), Department of Personnel & Training

Sd/-
(P.S.A. Sundaram)

Copy of the D.O. communication No. 501/6/4/96-CA V dated 2.1.97 from Shri T.S.R. Subramanian,
Cabinet Secretary to all Ministries/Departments, Government of India regarding formulation of Citizen's
Charters.

Dear Secretary,

You are aware that in the Conference of Chief Secretaries held in November, 1996 on ‘An Effective
and Responsive Administration’ a number of important recommendations were made for ensuring
accountability and transparency in the agencies engaged in providing services to the people.

2. One of the specific areas in which action has to be initiated on priority basis is the phased introduction
of the concept of Citizen's Charter incorporating essentially citizen’s entitlement to public services, wide
publicity of standards of performance, quality of services, access to information. Simplified procedures of
complaints, time bound redressal of grievances and provision for independent scrutiny of performance.

3. In order to accomplish this task, it is necessary that each Ministry/Department and its public agencies
should work out its own Citizen’s Charter and related actions in terms of the nature of work, and more
importantly, the client groups, geographical spread, nature of regulatory functions and paid-for services. It
short-term/moving targets for improved public satisfaction and efficient performance through systems
orientation, work place changes, use of alternate providers, citizen’s partnerships, etc. An in-built machinery
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should also be set up for system audit and Charter principles. Once the areas/activities sought to be
improved/streamlined have been identified, adequate aware of the proposed changes. It is desirable that
consumer organizations, citizens’ groups, experts, retired public servants and others are involved in this
process so as to ensure that the reforms introduced actually meet the needs of the people.

4. 1 would like you to set up a Task Force within your Ministry/Department which could be assisted by
field agencies and representatives of consumer groups to formalize a set of immediate actions, on the
above lines. The Department of Administrative Reforms and Public Grievances and Consumer Affairs
and PDS can assist the Task Force, as may be required.

5. A report on the action programme drawn up by the may sent to the Department of Administrative
Reforms and Public Grievances by 31* January, 1997 under intimation to this Secretariat.

Yours sincerely,

Sd/-
(T.S.R. Subramainan)
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Tlo To THo To HiH ADDITIONAL SECRETARY (AR & T)

DR. P.S.A. SUNDARAM DEPARTMENT OF ADMINISTRATIVE

LHM: 3732133, 3732546 REFORMS & PUBLIC GRIEVANCES

ﬁﬂ'\q: 3732133 GOVERNMENT OF INDIA
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AR giaa
eTEfTe GUR 3R wieh Rresra faam
IR TR

WER 93 9o, HUg Ar, 7 feeii-110001
ADDITIONAL SECRETARY (AR &T)
DEPARTMENT OF ADMINISTRATIVE
REFORMS & PUBLIC GRIEVANCES
GOVERNMENT OF INDIA
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110 001

oL . TE T g5H
DR. P.S.A. SUNDARAM
Tele.: 3732133, 3732546
Fax:3732133

D.O.NO. No. K-12015/3/96-PG Dated : 29-04-97
Dear,

We are happy to note that the Citizen's Charter for your Ministry/Department has been finalized. It is
now desired by Cabinet Secretariat that it may be widely publicized after giving it a final shape, and after
ensuring the implement ability of all the commitments.

2. You will appreciate that the requirement initially is for small, highly visible changes, particularly at the
cutting edge of the organization. The document should contain information and commitments in tangible
terms relating to description of services offered, quality standards, targets of performance and procedure
for grievances redressal. The Task Force set up by you may continue to monitor the performance and
take up procedural changes, capacity building, motivation of staff etc. A core group under the Cabinet
Secretary will periodically review the progress.

3. The standards of services offered must essentially be workable. It is, therefore, desirable to being with
conservative and achievable standards which can subsequently be made increasingly stringent. Additional
services can be added as part of a long term plan. You may like also to have a trial run to assess its
functional viability. A single-page charter, which can be framed for display at information counters and all
visible public interface locations, would be ideal. The P.1.O. may be approached for appropriate publicity
besides other channels of publicity you may decide.

4. Please find enclosed an illustrative check list for implementation of the charter, a copy of the General
Structure guidelines and of the list of Dos and Donts to assist your Task Force with the finalization of
charter.

5. A Conference of Chief Ministers is proposed to be held in the near future. It will be appropriate that the
Citizen's Charter may be finalized and due publicity given before the conference by 15.5.97, under intimation
to this office.

6. I shall be grateful for you reply at the earliest enclosing the final charter, monitoring arrangements etc

and the publicity given. An interim response to this letter is requested.

With regards,
Yours sincerely,

Sd/-
(P.S.A. Sundaram)
All Secretaries of Ministries/Departments of Govt. of India
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TER YA W, 998 Am
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Dr. Vivek K. Agnihotri, 1AS GOVERNMENT OF INDIA
Additional Secretary MINISTRY OF PERSONNEL PUBLIC GRIEVANCES
& PENSIONS

DEPARTMENT OF ADMINISTRATIVE REFORMS
& PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110 001

D. O. No. F. 12014/1/2000-PG(CC) Dated : 31.01.2000
Subject: Citizen's Charters

Dear Shri,

As you are aware, from 1996 onwards a consensus has emerged in Government on “An Effective and
Responsive Administration” culminating in the Chief Ministers’ Conference on 24 May, 1997. A number
of important decisions were taken for ensuring accountability and transparency in agencies engaged
accountability and the people. It was decided to initiate action on a priority basis for the introduction of
Citizen's Charters services, wide publicity of standards of performance, quality of services, access to
information, simplified procedures for complaints, time-bound redressal of public grievances and provisions
of'independent scrutiny of performance. It was also agreed that State Governments would adopt Citizen's
Charter principles for provident a more citizen-friendly administration at all levels. As per our information,
initiative in this regard has been taken by the Governments of NCT of Delhi, Haryana, Tamil Nadu,
Himachal Pradesh, Rajasthan, Goa and the Union Territory of Pondicherry.

2. I am sure that your Government must have taken initiatives in this regard and would have, by now,
formulated and operationalised Citizen's Charters of the Departments with a large public interface. I shall
be grateful if you could kindly give a brief status note indicating the initiatives taken in this regard. List of
Charters prepared so far alongwith 5 copies of each of the Charters may also be sent to this Department.
In cases the Charters are only in local language, it is requested that English translation of the same may
also be provided.

3. In case, however, Charters have not yet been finalized, I shall be grateful if you could take action to
formulate Citizen's Charters in respect of Departments having a large public interface. Please find enclosed
a concept Note on basic principles of Citizen's Charters, Model and general structure guidelines, and a list
of Do’s and Dont’s for implementing the Charter. You will appreciate that the requirement initially is for
small, highly visible changes, particularly at the cutting edge of the organization. The document should
contain information and commitments in tangible terms relating to information and commitments in tangible
terms relating to description of services offered, quality standards, targets of performance and procedure
for grievance redressal. The standards of services offered must essentially be workable. It is, therefore,
desirable to begin with conservative and achievable standards which can subsequently be made increasingly
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stringent. Additional services can be added as part of a long-term plan.You may also like to have a trial
run to assess its functional viability. A single-page Charter, which can be framed for display at information
counters, which can be framed for display at information counters and all visible public interface locations,
would be ideal.

4.1 shall be grateful if we are kept informed about the various initiatives taken by your Government in this
regards.

With Regards,
Yours sincerely,

Sd/-
(V.K. Agnihotri)

To,
Selected Deptts. as per list
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GOVERNMENT OF INDIA
MINISTRY OF PERSONNEL PUBLIC GRIEVANCES

Dr. Vivek K. Agnihotri, 1AS & PENSIONS
DEPARTMENT OF ADMINISTRATIVE REFORMS

Additional Secretary
& PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110 001
D. O. No. F. 12014/1/2000-PG(CC) Dated : 17.05.2000
Dear Shri

Please refer to my d.o. letter of even number dated 31% January, 2000 regarding formulation, and
implementation of Citizen's Charter in your State/UT for levels, alongwith which I had forwarded a
Concept Note on basic principles of Citizen's Charters, Model & general structure guidelines and a list of
do’s and don’ts for implementing the charter.

2. In this connection it is pointed out that the Parliamentary Standing Committee for the Ministry of
Personnel, Public Grievances and Pensions in its Sixteenth Report has recommended that all those
States/Union Territories who have not formulated Citizen's Charters be persuaded to do so.

3. Initiatives in this regard has already been taken by the Governments of Assam, Andaman & Nicobar
Islands, NCT of Delhi,Goa, Haryana, Himachal Pradesh, Madhya Pradesh, Pondicherry, Rajasthan,
Tamil Nadu, and Uttar Pradesh.

4. I am sure that your Government must have taken initiatives in this regard and would have, by now
formulated and operationalised Citizen's Charters of the Departments with a large public interface. I
shall be grateful if you could kindly give a brief status note indicating the initiatives taken in this regards.
List of Charters prepared so far alongwith 5 copies of each of the Charters may also be sent to this
Depatt. In case Charters are only in local language, it is requested that English translation of the same
may also be provided.

5. In case, however, Charters have not yet been finalized, I shall be grateful if you could take immediate
action to formulate citizen's charters in respect of the Departments having a large public interface. In this
regard the Parliamentary Standing Committee has suggested that widest possible consultation should be
undertaken with the users while formulating the Charters. The Guidelines also provide for consultation
with staff members as well as users of the service.

6. Wide publicity of the Charters framed by your Government through Newspapers, TV/radio, In house

magazines, Annual Reports etc. should also be ensured. In this regard I would like to mention that
publicity has also been given by this Department regarding Charters and their contact offices. NIC is
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also setting up a website for all Citizen's Charters. You are also requested to put the Charters on the
websites of concerned Departments. The URL of the demo website of the NIC is http://omega.delhi.nic.in/
demo/charter.

7. In view of the specific observations of the Parliamentary Standing Committee, I shall be grateful if you
expedite the formulation of Citizen's Charters and inform us about the various initiatives taken by your
government in this regard.

Yours sincerely,

Sd/-
(V.K. Agnihotri)

All Chief Secretaries of all Ministries/Departments
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GOVERNMENT OF INDIA
MINISTRY OF PERSONNEL PUBLIC GRIEVANCES
& PENSIONS
DEPARTMENT OF ADMINISTRATIVE REFORMS
& PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110 001

Dr. Vivek K. Agnihotri,1AS
Additional Secretary

D. O. No. H-18013/2/2000-PG(CC) Dated : 25.05.2000

Dear Shri

Kindly refer to my d.o. letter No. K-12015/3/96-PG dated 8" January, 97 regarding formulation and
operationalisation of Citizen's Charter by various Central Government Ministries, Departments and
Organizations. From time to time this Departments and Organisations. From time to time this Department
has issued guidelines for formulation of Charters which contain provisions for consulting staff as well as
users. The Parliamentary Standing Committee for this Ministry, in its sixtieth report, has desired that the
Citizen's Charters formulated so far should be made available to the public including representative of
people for information and review.

2. I am once again enclosing the Model Guidelines and General Structure Guidelines for formulating
Citizen's Charter, Dos and Don’t’s for implementing the charter and a checklist for what makes a good
Charter. You may refer to them to carry out the directions of the Parliamentary Standing Committee in
reviewing the Charter.

3. I would be grateful if you could please make your Citizen’s Charter available to the public including
representatives of people for information and review in the light of guidelines issued by this department.

4. The Standing Committee also observed that general awareness about Charters is inadequate and
requires publicity through Television, Radio, Newspapers, advertisements or posters/flyers/newsletters.
You are also requested to place your Citizen's Charter on your website. NIC is setting up a website for all
Citizen's Charters. The URL of the demo website of the NIC is http://omega.delhi.nic.in/demo/charter.
To provide a visible face to the charter you may consider opening of a Information and Facilitation
Counter too.

5. The action taken on each of the items above may please sent to this Department by 20.6.2000.

Yours sincerely,

Sd/-
(V.K. Aginihotri)

All Secretaries of Ministries/Departments of Govt. of India
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Dr. Vivek K. Agnihotri GOVERNMENT OF INDIA
Additional Secretary MINISTRY OF PERSONNEL PUBLIC GRIEVANCES
& PENSIONS

DEPARTMENT OF ADMINISTRATIVE REFORMS
& PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110 001

D. O. No. H-18013/2/2001/PG(CC) Dated : 21 May 2001
Dear Shri

Parliamentary Standing Committee on Home Affairs, while reviewing the functioning of this Ministry
has made the following observations/recommendations regarding the implementation of the Citizen’s
Charter initiatives:-

(i) That the feedback of the users must be assessed by the Organisations providing services in the
light of suggestion received from the representatives of the people. The concerned organization
must strive to find method to ensure the participation of representatives of people in formulation
as well as evaluation of Citizen’s Charter.

(i) The Committee is of the view that review of implementation of Charter is not given proper
attention and, therefore, recommends that evaluation aspect of implementation of Charters
from customer-point of view must be given due stress and importance.

(iii) The Committee feels that publicity of Charters is very essential to make the general public aware
about its existence and utility, which would help in soliciting their feedback given adequate publicity,
if required, open discussions with the users of services of organizations may be resorted to make
it a visible instrument for achieving responsible and responsive administration.

2. This Department has issued various guidelines in this regard from time to time emphasizing the need to
give wide publicity about the Citizen’s Charter through electronic media, newspapers advertisements,
posters, flyers, pamphlets etc. You may like to ensure that the Charter movement in your Organisation is
given adequate publicity through the conventional methods and also organize seminars/workshops/open
house discussions with the users of services of your Organisation to ensure proper implementation of the
Charter.

3. You may also like to evolve a feedback mechanism to ensure proper evaluation of the implementation
of the Charter from the customer point of view. Such mechanism should ensure participation from the
representatives of the people and their observations/suggestions should be taken into consideration while
evaluating the Charter so as to rectify the defects pointed out by the representatives of the people.

4. I would be grateful if you could take immediate steps in this regards and inform this Department of
Action Taken on each of the recommendations by 30 June, 2001 so as to enable us to inform the Committee
accordingly.

Yours sincerely,

All States Govts./UTs Sd/-
(V.K. Agnihotri)
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GOVERNMENT OF INDIA

e

MINISTRY OF PERSONNEL PUBLIC GRIEVANCES
S. S. Dawra & PENSIONS
gfea NEW DELHI-110 001
Secretary
Tele: 23092056
23094848

Fax:23092432

D. O. No. H-18013/2/2003/PG(CC) Dated : May 27, 2003
Dear Secretary,

Parliamentary Standing Committee on Home Affairs while reviewing the functioning of this
Ministry has made the following observations/recommendations regarding the implementation of the
Citizen’s Charter initiative:-

“While taking note of the number of Citizen’s Charters brought out by Central Government Ministries/
Departments and States/UTs, the Committee recommends that the Government should vigorously pursue
with the concerned Ministries/Departments and States/UTs who have not brought out their Citizen’s
Charters, Copies of Citizen’s Charters framed by Ministries/Departments need to be given to all Members
of Parliament as and when they are prepared to elicit their suggestions for effective improvements in
governance”.

2. This department has issued various guidelines in this regard from time to time emphasizing the need to
evolve a mechanism to ensure participation from the representatives of the people in formation and
implementation of Citizen’s Charters. Keeping in view the specific recommendations of the Parliamentary
Standing Committee, you may please ensure that copies of the Citizen’s Charters already framed by your
Ministry/Department and Organisations are given to all the Members of Parliament. In case the Citizen’s
Charters have not been formulated, that should be done in a time-bound manner and then sent to the
Members for obtaining their suggestions.

3. I would be grateful if you could take immediate steps in this regards and inform this Department of the
action taken by 31 July, 2003 so as to enable us to inform the Committee accordingly.

With regards,
Yours sincerely

Sd/-
(S. S. Dawra)

All Ministries/Deptts. of Govt. of India
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P.I. Suvrathan GOVERNMENT OF INDIA

ql. T gora MINISTRY OF PERSONNEL PUBLIC GRIEVANCES
Additional Secretary & PENSIONS

R gfag DEPARTMENT OF ADMINISTRATIVE REFORMS

& PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110 001

D. O. No. F 12012/4/2003/PG(CC) Dated : 30 July 2004

Dear Shri/Smt.

As you are aware Citizen’s/Client’s Charter is a tool devised to improve quality of public services,
address the needs and expectations of the citizen's/clients and to set clear standards of services being
provided by the Organization. A Conference of Chief Ministers presided over by the Prime Minister of
India on “Effective and Responsive Administration” held in May, 1997, adopted an action plan which, inter
alia, laid special emphasis on formulation of Citizen’s Charters by all Central Government Ministries/
Departments/Organisations so as to provide an accountable and citizen-friendly public service.

2. The Department of Administrative Reforms and Public Grievances has been coordinating the efforts of
formulation and operationalisation of Citizen’s Charters in the Central Government Ministries/Departments/
Organisations as well as in State Governments and UT Administrations and issuing guidelines on the
subject of formulation and implementation of Citizen’s Charters from time to time.

3. A “Core Group on Citizen’s Charter” set up in Government of India under the chairmanship of Secretary,
Ministry of Personnel, Public Grievances and Pensions regularly monitors and reviews the progress and
effective implementation of Citizen’s Charter initiative in the Government. A need had been felt to designate
a Nodal Officer in each Central Government Ministry/Department/Organisation to coordinate and monitor
the formulation and implementation of their respective Citizen’s Charters. It was in this background that
the Core Group, in its meeting held on 27 July, 2004, decided upon the duties and responsibilities of Nodal
Officer for formulation and implementation of Citizen’s Charter in Central Government Ministries/
Departments/Organisations with a view to ensure proper formulation and effective implementation of
Citizen’s Charter. I am enclosing a copy of the same for your reference.

4.1 shall be grateful if Nodal Officers for Citizen’s Charters are designated in your Ministry/Department
and Organisations under your purview with duties and responsibilities assigned as per the decision of the
Core Group. The Department of Administrative Reforms and Public Grievances may be apprised of the
action taken by your Ministry/Department in this regard.

With regards,
Yours sincerely
Sd/-
All Secretaries of Central Government Ministries/Departments/Organisations (P.I. Suvrathan)
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GOVERNMENT OF INDIA
MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES
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AR Hfwe DEPARTMENT OF ADMINISTRATIVE REFORMS
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Sk <ieh RTehraa den U3 Hae™
eTEfTH GUR 3R i Rresra faam

P.I. Suvrathan :rsc feeefi-110001
‘cﬁ‘ 3:|'|§ W GOVERNMENT OF INDIA
.. MINISTRY OF PERSONNEL PUBLIC GRIEVANCES
Additional Secretary & PENSIONS
AR A= DEPARTMENT OF ADMINISTRATIVE REFORMS

& PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110 001

D. O. No. F 12012/4/2003/PG(CC) Dated : 30 July 2004

Dear Shri/Smt.

As you are aware Citizen’s/Client’s Charter is a tool devised to improve quality of public services,
address the needs and expectations of the citizen's/clients and to set clear standards of services being
provided by the Organisation. A Conference of Chief Ministers presided over by Prime Minister of India
on “Effective and Responsive Administration” held in May, 1997 adopted an action plan which, inter alia,
laid special emphasis on formulation of Citizen’s Charter by all the States/UT Administrations so as to
provide accountable and citizen-friendly public service.

2. The Department of AR&PG has been coordinating the efforts of formulation and operationlisation of
Citizen’s Charters in the Central Government Ministries/Departments/Organisations as well as in State
Governments and UT Administrations and issuing guidelines on the subject of formulation and

implementation of Citizen’s Charters from time to time. It was in this context that Secretary, Ministry of
Personnel, Public Grievances and Pensions vide his letter No. F 12018/2/2003/PG(CC) dated 20 May,
2003 had suggested to designate a Nodal Officer for Citizen’s Charter initiative in your State/UT

Administration.

3. A“Core Group on Citizen’s Charter” set up in Government of India under the chairmanship of Secretary,
Ministry of Personnel, Public Grievances and Pensions regularly monitors and reviews the progress and
effective implementation of Citizen’s Charter initiative in the Government. It was in this background that
the Core Group, in its meeting held on 27 July, 2004, decided upon the duties and responsibilities of “Nodal
Officer for Citizen’s Charter Initiative” in State Governments/UT Administrations who would be responsible
for coordinating and monitoring of Citizen’s Charter initiative in the State Government/UT Administration
(Annex A) as well as the duties and responsibilities of “Contact Officer on Citizen’s Charter” in various
Departments/Organsiations in State Governments/UT Administrations who would be responsible for various
activities involved in formulation and implementation of Citizen’s Charter in their respective Department/
Organisation (Annex-B).
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4.1shall be grateful if the “Nodal Officer for Citizen’s Charter” designated in your State/UT Administration
is assigned the duties and responsibilities as per Annex A “Contact Officer for Citizen’s Charter” may

also be designated in all Departments/Organisations of your State/UT Administration and assigned duties
and responsibilities as per Annex B.

5. The Department of Administrative Reforms and Public Grievances may be apprised of the action
taken by your Government/Administration in this regard.

With regards,
Your sincerely,

Sd/-
(P.I.Suvrathan)

All the Chief Secretaries/Administrator of State Governments/UT Administrations
(As per list enclosed)
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Annexure - A

Duties and Responsibilities of “Nodal Officer of Citizen’s Charter” in State Governments/
Union Territory Administrations for Coordinating and Monitoring of Citizen’s Charter Initiative
in State/Union Territory

1. Citizen’s/Client’s Charter :

1.1. Citizen’s/Client’s Charter is a document which represents a systematic effort to focus on the
commitment of the Organisation towards its Citizens/Clients in respect of Standard of Services,
Information, Choice and Consultation, Non-discrimination and Accessibility, Grievances Redress,
Courtesy and Value for Money. This also includes expectations of the Organisation from the
Citizen/Client for fulfilling the commitment of the Organisation.

1.2 A Charter comprises of the following components :—
@) Vision and Mission Statement;
(i)  Details of Business transacted by the Organisation;
(iii)  Details of Customers/Clients;

(iv)  Statement of services provided to each Citizen/Client group separately and time limits for
the same;

(v)  Details of Grievances Redress Mechanism and how to access the same; and
(vi)  Expectations from the Citizen/Client
2. Nodal Officer for Citizen’s Charter Initiative in the State Government/UT Administrations

2.1 Each State Government/UT Administration may designate an officer as '"Nodal Officer for
Citizen’s Charter" for that State/UT. This officer may preferably be of the rank of Principal
Secretary in State Governments/UT Administrations and should be selected on the basis of a
careful assessment of his/her attitude and suitability for the job.

2.2 The Nodal Officer for Citizen’s Charter shall be responsible for Citizen’s Charter initiative in the
State Government/UT Administration. He/She shall be the contact point for the interaction with
the Department of Administrative Reforms and Public Grievance, Government of India. State
Governments/UT Administrations may formulate a job chart for the Nodal Officer for Citizen’s
Charter keeping in view the duties and responsibilities of Nodal Officer for Citizen’s Charter
enumerated in subsequent paras.

3. Duties and Responsibilities of Nodal Officer on Citizen’s Charter in State Governments/UT
Administrations

I. Job Title: Nodal Officer for Citizen's Charter

II. Responsibleto:  Chief Secretary/Administrator
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3.1

A Core Group on Citizen’s Charter shall be set up under the Chairmanship of the Chief Secretary/
Administrator with following members :—

(i)  Chief Secretary/Administrator - Chairperson

(ii) Principal Secretary, Department of Civil - Member
Supplies

(iii) Principal Secretary, Administrative - Member
Reforms

(iv) Principal Secretary, Information Technology - Member

(v) Director, Public Relations - Member

(vi) Representatives of Citizen’s Interests (NGOs, People’s Forum, Consumer Societies etc.)
(vii) Nodal Officer for Citizen’s Charter - Member Secretary

[Note: Nodal Officer on Citizen’s Charter may co-opt any other officer to the Core Group with
the approval of the Chief Secretary/Administrator]

Core Group shall examine and approve all the draft Citizen’s Charters formulated by various Departments/
Organisations of the State Government/UT Administration before they are issued by the respective
Departments/Organisations.

3.2

33

34

3.5
3.6

Nodal Officer shall ensure formulation of Charter in all Departments/Organistions of the State
Government/UT Administration.

Nodal Officer shall ensure that each Department/Public Sector Undertaking/ Organisation of
the State/ UT Administration appoints a ‘Contact Officer on Citizen’s Charter’ responsible for
formulation/ implementation of the Citizen’s Charter in their respective Organisations. The duties
and responsibilities of the Contact Officers on Citizen’s Charter are given in Annex B.

Ensuring monitoring of Citizen’s Charter Initiative in the State Government/ UT Administration
and apprising the Chief Secretary/ Administrator on a regular basis.

Plan and execute awareness campaign on the Citizen’s Charter Initiative.

Arranging for organization of Capacity Building Workshops, training programmes etc. for officers/
staff of various Departments/ Organisations.
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Annexure - B

Duties and Responsibilities of ‘Contact Officers of Citizen’s Charter’ in State Governments/
Union Territory Administrations for Formulation and Implementation of Citizen’s Charter in
various Departments/Organisations of State Governments/Union Territory Administrations

1. Citizen’s/Client’s Charter :—

1.1. Citizen’s/Client’s Charter is a document which represents a systematic effort to focus on the
commitment of the Organisation towards its Citizens/Clients in respect of Standard of Services,
Information, Choice and Consultation, Non-discrimination and Accessibility, Grievances Redress,
Courtesy and Value for Money. This also includes expectations of the Organisation from the
Citizen/Client for fulfilling the commitment of the Organisation.

1.2 A Charter comprises of the following components :—
(xiii)  Vision and Mission Statement;
(xiv)  Details of Business transacted by the Organisation;
(xv)  Details of Customers/Clients;

(xvi)  Statement of services provided to each Citizen/Client group separately and time limits
for the same;

(xvil))  Details of Grievances Redress Mechanism and how to access the same; and
(xviii) Expectations from the Citizen/Client
2. Duties and Responsibilities of ‘Contact Officer of Citizen’s Charter’

Each Department/Public Sector Undertaking/Organisation of the State/UT Administration shall
appoint a ‘Contact Officer on Citizen’s Charter’ responsible for formulation/implementation of the
Citizen’s Charter in their respective Organisations. The duties and responsibilities of the Contact
Officers of Citizen’s Charter are given below:

I.  Job Title: Contact Officer for Citizen’s Charter
II. Responsible to : Principal Secretary/Head of the Organisation

The Contact Officer will be responsible for various activities involved in formulation and
implementation of Citizen’s Charter in the Organisations enumerated below.

2.1 Formulation of Citizen’s Charter

(a) Formation of a Task Force in the Organization to oversee the formulation of the Citizen’s
Charter. The Contact Officer shall act as a Member Secretary for the Task Force. The
composition of the Task Force shall be :—

(1)  1-2 representatives from top management
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(i) 2 -3 Representatives from Middle Management
(i) 2- 3 Representatives from cutting-edge level staff
(iv) Representatives from Staff Associations/ Unions

(v) 2 -3 Representatives from Citizen’s/ Client’s/ Citizen’s Associations/ NGOs/ Consumer
Groups

2.1.1 Duties of Task Force

(i) Identification of all stakeholders/ clients and services/ products provided by the
Organisation in consultation with the officers/ staff/ clients representative etc.

(i) Determining the standards of outputs/ services etc. provided by the Organisation in
consultation with all stakeholders and officers/ Staff etc. (particularly at cutting edge
level).

(i) Preparation of a draft Charter and circulation amongst various clients/ stakeholders,
management levels and staff for comments/ suggestions.

(iv) Modification of draft Charter to include suggestions etc.

(v) Submission of draft Charter for consideration by the ‘Core Group on Citizen’s Charter’
of the State/ UT Administration and liaisoning with the Nodal Officer for Citizen’s Charter
of the State/ UT Administration.

(vi) Modification of the draft Charter on the basis of suggestions/ observations made by the
Core Group on Citizen’s Charter.

(vi)) Seeking the approval of Minister In-Charge
(viii) Issue/ release/ publish the Charter in public domain.
2.2 Implementation of Citizen’s Charter

2.2.1 Ensuring wide publicity of the Chartef onduct awareness campaigns. Putting up the Charter
on the Department/ Organisation’s website and sending copies to people’s representatives and
all stakeholders and their representative associations etc.

2.2.2 Organising training programmes, workshops etc. for orientation and motivation of officers and
staff of the Organisation for aligning the workforce to the commitments made in the Charter so
as to ensure proper implementation of the Citizen’s Charter.

2.3 Monitoring of Citizen’s Charter

2.3.1 Set up an Integrated Performance Monitoring System and monitor Organisation’s performance
vis-a-vis commitments made in the Charter on a regular basis and keep the Head of the
Department informed.
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2.3.2 Publish data relating to performance of the Organisation, vis-a-vis, commitments made in the
Citizen’s Charter, in the Annual Report and share with citizens/clients using appropriate media.

2.4 Evaluation and Review of Citizen’s Charter

2.4.1 Arrange for regular internal and external evaluation of implementation of Citizen’s Charter in
the Organisation and assessment of the level of satisfaction among citizen/client. Report to the
Head of the Department/Organisation on a regular basis.

2.4.2 Based on the feedback/assessment/evaluation, taking necessary steps for review/revision of
the Citizen’s Charter.

2.4.3 Ensuring that activities related to formulation/implementation of Citizen’s Charter form a part
of the Annual Action Plan of the Organisation.

2.4.4 Ensuring that all the activities relating to Citizen’s Charter during the year are included in the
Annual Reports of the concerned Department/Organisation.
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P.I. 'S.uvrathan GOVERNMENT OF INDIA
Additional Secretary MINISTRY OF PERSONNEL PUBLIC GRIEVANCES
& PENSIONS

DEPARTMENT OF ADMINISTRATIVE REFORMS
& PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110 001

D. O. No. F 18013/4/2004-PG(CC) Dated : 25 January, 2005

Dear Shri,

In its latest report, the Parliamentary Standing Committee on Personnel, Public Grievances, Law and
Justice has taken note of various efforts of the Government in streamlining and improving upon the
Citizen’s Charter initiative and recommended that the Ministries/Departments/Organisations should make
efforts to educate public in this regard by publicizing the service, through print and electronic media and
ensure that the services could be utilized by different strata of the society. The Committee has also
recommended that the Department should constantly endeavour to improve upon the Citizen’s Charters
already formulated and ensure exemplary implementation of the Citizen’s Charter so as to popularize
them amongst the public.

2. The Department of Administrative Reforms and Public Grievances of the Government of India has
been promoting and coordinating formulation and implementation of Citizen’s Charters amongst Central
Government Ministries/Departments/Organisations, State Government and UT Administrations. For the
purpose, the Department has been issuing guidelines from time to time to make the system effective.

3. While ensuring the vide publicity through print and electronic media and also the traditional means to
bring awareness among all categories of citizen, arrangements may be made for regular monitoring and
reviewing the progress and effective implementation of the Citizen’s Charter initiative by the Department/
Organisation. It would also be necessary to monitor organizations ‘performance vis-a-vis commitments
made in the in the Charter on regular basis; arrangement for regular internal and external evaluation of
the implementation of the Charter and steps for review/revision of the Citizen's Charter based on the
feedback/assessment/evolution.

4. 1 would also request you to ensure that the organizations under your Ministry/Department/State
Government which have not so far formulated Citizen’s Charter may also be advised to do so in a time
bound manner.

5. Department of Administrative Reforms and Public Grievances may kindly be apprised of the action
taken by (i) your Ministry/Department (ii) your Government/UT Administration in this regard.

With regards,

To, Your sincerely,

1. Secretaries to Govt. of India

2. Chief Secretaries of State Govt./UTs Sd/-
(P.I. Suvrathan)
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GOVERNMENT OF INDIA
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AND PUBLIC GRIEVANCES
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P.I. SUVRATHAN GOVERNMENT OF INDIA

®. o1 gaad MINISTRY OF PERSONNEL PUBLIC GRIEVANCES
Additional Secretary & PENSIONS

TR afeg DEPARTMENT OF ADMINISTRATIVE REFORMS

& PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110 001

D.O.No. H-18013/4/2004-PG(CC) Dated : 7 June, 2005

Dear Shri

The Parliamentary Standing Committee of the Ministry of Personnel, Public Grievances and Pensions
had observed that the Department of Administrative Reforms and Public Grievances, Government of
India should make efforts to educate the public regarding various initiative of the Government regarding
Citizen's Charters by publicizing the service through electronic and print-media, to ensure that the services
could be utilized by different strata of society.

2. The Committee while taking note of various efforts of the Government in streamlining and improving
upon the Citizen's Charter initiatives had again recommended that the Ministries/Deparments/Organisations
should make the public aware of citizen-centric initiatives of Government of India by publicizing them
through print and electronic media. The Committee has also recommended that the Departments should
constantly endeavour to improve upon the Citizen's Charters already formulated and ensure exemplary
implementation of the Citizen's Charter so as to popularize them amongst the public.

3. The publicity of the Citizen's Charter initiative through Doordarshan and All India Radio would
undoubtedly benefit the people who are still not aware about this initiative and the facilities it is supposed
to provide to the citizens.

4. I am sending herewith a brief for facilitating a publicity programme.

With regards,
Yours sincerely,

Encl: as above (P.I. Suvrathan)

Shri Navin Kumar

Director General (Doordarshan)
Prasar Bharati

Doordarshan Bhawan
Copernicus Marg

New Delhi

116



HRd HIhR
hITHeh, ik RTepTad Tl 49 HAe™
e GHR SR ek e faem
TWER T 9aq, 995 ARt

T2 feeeii-110001
GOVERNMENT OF INDIA
W‘ﬁ' RIS G MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES
e AND PENSIONS

DEPARTMENT OF ADMINISTRATIVE REFORMS
AND PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110001
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AR HIhR
hITHeh, ik RTepTad Tl 49H HATe™
e GHR SR ek Yt faam
TWER T 9aq, 995 ARt
T fReeit-110001

GOVERNMENT OF INDIA

RAJNI RAZDAN MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES
e AND PENSIONS
SECRETARY DEPARTMENT OF ADMINISTRATIVE REFORMS

AND PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110001

D.O. No. D-13014/02/2007-PG Dated : December 5, 2007

The Administrative Reforms Commission (ARC) in its fourth report titled “Ethics in Governance”
has emphasized on the effective implementation of Citizens's Charters. The ARC in its report has observed
that “the Citizens Charters make administration both accountable and citizen friendly. A few years back
every government department and organization launched its Citizen's Charter. Over time, in a large
number of offices Citizens' Charters have fallen into disuse. The promises made in the Charters have
bacome pious declarations with no mechanism to enforce them”. ARC have there fore recommended that

Citizen's Charters should be made effective by stipulating the service levels and also the
remedy if these service levels are not met.

2. In light of the recommendations of the ARC, the government departments and organizations
working under your Ministry must revise their Citizen's Charters, which should necessarily contain the
details of business transacted or general services provided, name, address and phone numbers of key
officials, procedure to avail services, information on costs of service provided, standard of services (Time
limits etc.), Grievances Redress Mechanism with names, addresses, phone numbers and email of officials
in charge of Grievance Redress System and duties of citizens to avail the services.

3. A mechanism or system should also be put into place in each government department or
organization to ensure monitoring of standards of services defined in the Citizen's Charter. The Citizens'
Charter should be reviewed periodically after taking the feedback from users & stakeholders and they
should be involved in review of the Charter.

4. The Department of Administrative Reforms and Public Grievances have issued several guidelines
for effective implementation of Citizen's Charters from time to time, which are also available at the
Departmental related website http://darpg.nic.in & http://goicharters.nic.in. The Department of AR & PG
provides support in reviewing the Citizens Charter and putting in place a system for effective monitoring
and review of Citizen's Charter.
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5. The above recommendation of the Administrative Reforms Commission has now been accepted
by the Government and it is therefore requested that the Citizen's Charter should be revised in your
Ministry / Department to ensure its effective implementation.

Yours sincerely,

Sd/-
(Rajni Razdan)

All Secretaries
(As per list attached)

Copy to Director (AR) for Correspondence
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GOVERNMENT OF INDIA
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AR HIhR
hITHeh, ik RTepTad Tl 49H HATe™
e GHR SR ek Yt faam
TWER T 9aq, 995 ARt
T fReeit-110001

GOVERNMENT OF INDIA

RAJNI RAZDAN MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES
e AND PENSIONS
SECRETARY DEPARTMENT OF ADMINISTRATIVE REFORMS

AND PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110001

D.O. No. D-13014/02/2007-PG Dated : 21 July, 2008

The Administrative Reforms Commission (ARC) in its fourth report titled “Ethics in Governance”
has emphasized on the effective implementation of Citizens's Charters. The ARC in its report has observed
that “the Citizens Charters make administration both accountable and citizen friendly. A few years back
every government department and organization launched its Citizen's Charter. Over time, in a large
number of offices Citizen's Charters have fallen into disuse. The promises made in the Charters have
bacome pious declarations with no mechanism to enforce them”. ARC have there fore recommended that

“Citizen's Charters should be made effective by stipulating the service levels and also the
remedy if these service levels are not met”.

2. In light of the recommendations of the ARC, the government departments and organizations
working under your State could consider revision of their Citizen's Charters, which should necessarily
contain the details of business transacted or general services provided; name, address and phone numbers
of key officials, procedure to avail services, information on costs of service provided, standard of services
(Time limits etc.), Grievances Redress Mechanism with names, addresses, phone numbers and email of
officials in charge of Grievance Redress System and duties of citizen's to avail the services.

3. A mechanism or system should also be put into place in each government department or
organization to ensure monitoring of standards of services defined in the Citizen Charter. The Citizens'
Charter could be reviewed periodically after taking the feedback from users & stakeholders and they
should be involved in review of the Charter.

4. The Department of Administrative Reforms and Public Grievances have issued several guidelines
for effective implementation of Citizen's Charters from time to time and these are also available at the
Departmental related website http://darpg.nic.in & http://goicharters.nic.in.
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5. I look forward to your positive action on these revommendations. I would appreciate if we could
be kept informed of the progress made in the matter.

Yours sincerely,

Sd/-
(Rajni Razdan)

All Chief Secretaries / As per list

120



HRd HIhR
1Tt , ol frepTaa qen UM Aare™
e GHR SR ek fYrenrea fawm
TER WA 9o, U8 ARt

T2 feeeii-110001
GOVERNMENT OF INDIA
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GOVERNMENT OF INDIA

RAJNI RAZDAN MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES
. AND PENSIONS
SECRETARY DEPARTMENT OF ADMINISTRATIVE REFORMS

AND PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110001

D.O. No. G-11012/2/2009-PG Dated : 9" June, 2009

The Second Administrative Reforms Commission in its twelfth report entitled "Citizen Centric
Administration - the Heart of Governance" in paragraph 4.6.2. has recommended for making Government
organizations transparents, accountable and citizen friendly through making Citizen's Charters more
effective and manadatory adoption of the 'Seven Step Model for Citizen Centricity'. This model has been
illustrated in the Brochure on Sevottam enclosed as Annex. I. The recommendations that have been
accepted by the Core Group on Administrative Reforms (CGAR) headed by Cabinet Secretary and are to
be implemented by all the Ministries/Departments of Government of India.

As recommended by the Second ARC all Ministries / Departments / Organizations have to adopt
certain principles to make their Citizen's Charter effective. The DARPG has included these principles in
the existing guidelines on Citizen Charter that are available on www.charter.gov.in. These may kindly be
accessed for requisite action on behalf of your Ministry for revision of the all Citizen's Charters of

organizations under your charge.

Your attention is also invited to Paragraph 157 of the Central Secretariat Manual of Office
Procedure, (CSMOP) 12" edition May, 2003 that requires Ministries/Departments to include five aspects
of information as per Annex II in their Annual Report. A study conductd by this Department has revealed
that many of the Ministries/Departments are not including this mandatory information in their Annual
Reports. You are therefore, requested to ensure compliance of this requirement from the Annual Report
2009-10 onwards. The Annual Report may also include information, on adoption of the Seven Step Model
for Citizen Centricity.

The Department would be happy to facilitate in the adoption / implementation of the
model/revision of the Citizen's Charters for your Ministry / Department and such organizations under your
charge. For this Shri Manish Mohan, Director (Public Grievances), can be contacted at Tel. 23745472 or
email sevottam@nic.in.
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A confirmation on the adoption of 'Seven Step Model for Citizen Centricity' by your Ministry /
Departments / Organizations under your charge may kindly be conveyed to facilitate updating of the
position to be reported to the Group of Ministers.

Yours sincerely,

Sd/-
(Rajni Razdan)

To,
All Secretaries of Central Ministries/Departments as per list
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GOVERNMENT OF INDIA

RAJNI RAZDAN MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES
afe AND PENSIONS
SECRETARY DEPARTMENT OF ADMINISTRATIVE REFORMS

AND PUBLIC GRIEVANCES
SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110001

D.O. No. G-11012/2/2009-PG Dated : 9" June, 2009

The Second Administrative Reforms Commission in its Twelfth Report entitled "Citizen Centric
Administration - The Heart of Governance" has given a recommendation on mandatory adoption of the
‘Seven Step model on Citizen Centricity’ by all organizations under Central Government / State
Governments / Union Territories Administration. The Core Group on Administrative Reforms (CGAR)
headed by Cabinet Secretary has accepted this recommendation of mandatory adoption in all Central
Government Ministries / Departments. The CGAR has also accepted the recommendation to be shared
with all State Governments / Union Territory Administration for consideration for adoption. The ‘Seven
Step Model for Citizen Centricity’ is included in the Brochure on Sevottam enclosed as Annex 1. You are
requested to consider adoption of the model in the State Government Departments / Organizations / Union
Territory Administrations. The Department would be happy to facilitate in the adoption / implementation
of the model in the States / Union Territories. For this Shri Manish Mohan, Director (Public Grievances)
DARPG can be contacted at Tel. 23745472 or email sevottam(@nic.in.

A confirmation about the decision of your Government / Administration in the matter would
facilitate updating of the position to be reported to the Group of Ministers.

Yours sincerely,

Sd/-
(Rajni Razdan)

To,
All Chief Secretaries of States /
Administrators of UT Administrations as per list
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CHAPTER - 6

TR gfea
WTEfTS GUR 3R dieh Rresra faam
9Rd THR
TER 93d 9od, TEg |0, 98 feett-110001

L 0. TE T g3W ADDITIONAL SECRETARY (AR &T)
DR. P.S.A. SUNDARAM DEPARTMENT OF ADMINISTRATIVE
Tele.: 3732133, 3732546 REFORMS & PUBLIC GRIEVANCES
Fax: 3732133 GOVERNMENT OF INDIA

SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110 001

D.NO. No. K-13011/2/97-PG Dated : 7.04.1997

Subject: Setting up people Facilitation Counters in public offices.

Dear

As ameasure of responsive and effective administration, it has been decided by the Cabinet Secretary
to set up Facilitation Counters at the Reception at all the Ministries/Departments of the Government of
India for disseminating information to the citizen/user regarding schemes/procedures of the organization,
forms and applications, and about individual applications.

2. It has been decided that in the first phase, Ministries/Departments located in Sanchar Bhavan, Shastri
Bhavan, Krishi Bhavan, Udyog Bhavan, Nirman Bhavan, Rail Bhavan and North Block should set up
such counters in the security-free areas for the convenience of the citizen/user within the next three
months. It is prosposed that a rapid survey is undertaken, similar to an exit poll, to get information on the
type of information and services sought by the people coming to government offices. Related to the
provision of this information and services to the public, the internal procedures would need to be streamlined,
the responsibility centers at US/Desk officer level identified, and the provision of computer terminals
arranged.

3. A concept note with an annex on the salient features of the proposed counter is enclosed for reference.

4. For formulating further immediate action in this regard, Secretary (Personnel) has convened a meeting
on thellth April, 1997 at 11.30 a.m. in the Committee Room No. 119 of the Ministry of Home Affairs,
North Block.

5. I am to request you to depute the Joint Secretary in-charge of Administration and Computerisation
along with NIC coordinator in your Ministry/Department to attend the meeting.

With regards,

Yours sincerely,

Sd/-
(P.S.A. Sundaram)

Secretaries of all Ministries/Departments offices located in
7 buildings mentioned above.

126



Tl ol Gk ShTIicTal Ud Glaem el
W HUYET & WIEAH § RN IUCTS! ST

. URIEfTE GUR 1, ol 3R sid eafy w1 gfie @, vy 9 omeH alie ¥ S Suote
FIAT, Tk FHlRd U8l 1 98 S THR gRI T 51 ® Fral 3R Syt 30 T @I ganeit
% T 4 3T “HRSTH STRREYH TEEA @ o1 Y STeTe S ST Hehdl 81 WA T
o foum # sfed sqeaeen 9 eF % SRl dieh el & R | foers g @ w=ifs Sar)
I &l B U] TR S R Wi S et YA S w/3ues T8 7l UKt 36 fan
3R T WA ¥ TSN A1 oAl HS=R F1 HTLT FEAT STa9TF & T 2

. THH I & T g B Ued I8 T Sfad gl yumett s W e, s R %

guft wrafeE ferhia a1 o, 991 T q&d wEied 9 Wl | &g Sl s Sier S e
o 9l ISR g9t €9 9 Al w1 S | 39 WER H S Al gErs a9 S|
T & e ¢ for RehT 1 TG @ go1 Suas wEH & foau weR fafe= weiaar &
[t T I AT A Ak qordfaes oi@n qe Jaos WA, aie e onfs & amei/|
SR HEREL & UR W ST § ST s o §ah|

. 9Rd R ¥ 3@ HNA W T foRive 9 "fed R T #) R T8 fAu A aF
et ® Geied 0 R off foar R @ 2, @i o R e & wrmeie &
A | TR SHRRI, AT i ST s S Hehl

. g fafga & for o greifient =i (TosmEowio) BRI Tl | Hqgedientol ¥ wiieh Tweh
1 TEEAl i W W B el &R W TosmEoHo W2 Suee 3R wEiarad g1 fifen 'R W
THosTEoHo TH=T T 7 6 000 STHHN oF ST 1 foU § 3R Sfo3MEoTH oo THo 3T oH o
BN sreferrareer 3R TUhT Tl W GEl SUCTed S S W 71 3EH 31 ey Sigd w1 g
21 foen #1 # ff FOgR Feask ¥ Sier o W@ ¢ difes =t fofa W SHeR Suers @
T 150 B | T8 M T e Gl 71 HE Tod H TWHR THodMEoHo R ST TS S
At Yarel W @9 331 W Rl kR WHR THA oEist & HEgedw & faw ot geema
IS HU T B S T THR A AT Joredt oft o1 2 SiF for e wewr o weenn fafeet
1 Herer, fafu= dismre &1 wfa @ wielin enft st s 9 e @l Rl

. S 1 S Garel @ aR H SHEN SYAs HUH i AN B IR 98 gEre e A

o 5 wfua forw ST (98 TE @ A9 /) S URee SHR W, Ued S fame
T SUHERT Al % foum W S T SR % Wedl 9 Sdtied 9l 3 % Wieow
ST G, ITHIT HedT HUE F Y el § e, S| Sfehd ST § AN i
S T s foreraa e o1 Sqasd &aH &t giadr, S9 sEed § e fud se=l
&, & S gewdl B

127



Annex

COMPUTERISED ACCESS OF THE PEOPLE TO INFORMATION
FROM PUBLIC OFFICES AND FACILITATION COUNTERS

Scheme:

1. Anintegral aspect of administrative reforms, both in the short term and in the longer perspective
is related to the speedy and easy access of information to the public on the services and activities
of Govt. and the development of appropriate Management Information Systems in Government.
There are considerable delays in redressal of grievances and securing access to information,
since Government departments with a public service interface do not have a mechanism to
provide information to the citizens across the counter or to deal with their queries and complaints
at a single point.

2. This would necessarily involve two areas. The first is related to the development of an appropriate
computerized network of information to internally link all offices of Central Government, Telecom
or Railways, as well as to integrate Central or state offices for effective information sharing in
the cause of services to investors and the public, and more intelligent government. The second
aspect would be linked to the need to ensure widespread and easy access of citizens to information
at various levels in the Government, and its agencies, as well as the issue of revenue records and
certificates, simplified and speedy systems of securing approvals and permits, redressal of grievances
etc. with the help of computers.

3. The Expert Group set up by the Government of India is examining these issues. Meanwhile, the
Government is studying the legislative amendments or new laws necessary to ensure the legal
and transactional acceptability of computerized data transfer and printouts.

4. It is evident that a significant infrastructure to create a computerized public interface is already
available through National Informatics Centre (NIC), which is working closely with the state
government. The district NICNETSs are fully operational, and district level NIC co-ordination
committees at the state level. NIC had already set up 6,000 data based and the GISTNic is
providing information on various aspects of the economy and functioning of Government, to
which a new section on public services is now proposed to be added. All the district courts are
proposed to be computerized with NIC help over the next years, to provide uptodate information
on judgments and the stage of cases, with 150 courts covered already. Many state governments
are taking full advantage of the facilities provided by NIC, including the Central assistance for the
computerization of land records, and have also devised their own systems to computerize
procedures, information to the public etc., states like Andhra Pradesh are monitoring the movement
of files, and the implementation of scheme through the computers.

5. As part of the programme to disseminate information on public services to the public, it is
proposed to set up citizen information centers on a pilot basis (starting with all State Capitals)
through the efforts of the Department of Consumer Affairs and Public Distribution, and the
involvement of state governments. These centers would be run by voluntary agencies with
assistance from the Consumer Welfare Fund. However, the real help needed by the citizens in
terms of security various services or getting their complaints promptly attended to besides
information on procedures and forms can be provided only through counters set up in public
offices.
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6. The Government of India has decided that all officers of the Government and agencies under it
should have a computerized public interface, aimed at dissemination of information to the public
for a fee or fare of charge. The Central Government Ministries and their agencies would take
steps to sure provision of all unclassified information on procedures and decisions to the public
through facilitation counters which should be set up near the reception hall of the Ministries or
offices, similar to the Lakhina model in Maharasthra. These counters would be operated continuously
during the day by trained officials with courteous approach, with the capacity to converse in
English and the local language, and capable of using computers. The salient features of the
facilitation center are enclosed. These counters can be provided with computer consoles to provide
instant information on the status of pending cases, waiting lists, etc., and also print out permits and
licenses across the counter wherever possible.

7. The state governments could consider similar steps to identify services most frequently required
by the people, and set up people facilitation counters in all offices with a public interface in the
districts and towns/State Departments, Directorates and Public Utilities. The Central Government
could consider supporting the establishment of these counters through help from the NIC training
of staff etc., and ensure delegation of powers and procedural changes for this purpose. The
Central and state governments can jointly work towards providing the people of India in all
Tehsils, districts and towns so that, over the Ninth Plan period, all the public offices have at least
one information and facilitation outlet for the harassed consumers or the applicant. The facility
could be extended to the police stations at the same time.

Processed Action

8. The State Governments could consider steps to promote widespread and easy access of the
people in rural and urban areas to information on public services, details of government schemes,
status of applications, allotments and permits etc. They could ensure this through the systematic
and phased computerization of administrative operations with the help of NIC, and the emphasis
on providing quick information and assistance to the people across the counter for priority services
in all offices with public interface. This could be linked with the scheme for public facilitation
counters in all government offices.

Public Facilitation Centre: Salient Features

Provide information regarding services, schemes and procedures through brochures, booklets report etc.

Provide information regarding position of waiting list and applications through computer, screens updated
every day, and through comptuerised query to Departmental data base.

Provide information regarding matters such as bill payment, registration, land/house allotment, payments,
etc. on phone or personally to the public.

Forms which are to be utilized for various procedures should be available at the Facilitation Centre, even
if the processing is to be done elsewhere.

Receive complaints, issue acknowledgement slips indicating the section dealing with the complaints.
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A sufficiently senior officer is to man the Facilitation Centres with appropriate orientation, capable of
speaking English and local language for handling customers, and knowledge of use of computers.

Time limits and other details be notified through display boards at the Facilitation Centres for completion
of various procedures and for disposal of cases.

Ensure easy accessibility to Facilitation Centres for the Customer and average citizen, and publicity
regarding the location and hours of access.

Utilising Inter Active Voice System where feasible for enquiry response.

Benches and fans for the waiting public especially the old and the handicapped.
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el . T U g5 ADDITIONAL SECRETARY (AR &T)
DR. PS.A. SUNDARAM DEPARTMENT OF ADMINISTRATIVE
Tele.: 3732133, 3732546 REFORMS & PUBLIC GRIEVANCES
Fax: 3732133 GOVERNMENT OF INDIA

SARDAR PATEL BHAVAN, SANSAD MARG
NEW DELHI-110 001

D.NO. No. K-13011/2/97-PG Dated : 2™ September, 1997

Subject:- Setting up people Facilitation Counters in public offices
Dear,

As a measure of responsive and effective administration, it has been decided by the Cabinet Secretary
to set up Facilitation Counters at the Reception at all the Ministries/Department of the Government of
India for disseminating information to the citizen/user regarding schemes/procedures of the organization,
forms and applications, and about individual applications.

2. In the first phase, such counters have been set up in Ministries/Departments located is Sanchar Bhavan,
Shastri Bhavan, Krishi Bhavan, Udyog Bhavan, Nirman Bhavan, Rail Bhavan and North Block and Dak
Bhavan. Your Ministry/Department has now been identified for setting up of a Facilitation Counter and
making it operational by 31.12.1997. These counters are to be set up in the security-free areas for the
convenience of the citizen/user. The counters already set up in the above Bhavans might serve as a model
for setting up the facilitation counter in your Ministry/Department. This will involve identifying the location,
preparation layout, estimate, financial sanction, requisite software information for software, display boards,
identifying and training the staff for manning the counter and giving publicity regarding the counter. Shri S.
K. Chawla, Chief Engineer (New Delhi Zone I) C.P.W.D (Tel. No. 3017284) regarding identifying location
preparation of layout, estimate and Dr. B. K. Gairola, D.D.G., N.I.C (Tele. No. 4362753) regarding
software may be contacted.

3. It is proposed that a rapid survey is undertaken similar to an exit poll, to get information on the type of
information and services sought by the people coming to government offices. Related to the provision of
this information and services to the public, the internal procedures would need to be streamlined, the
responsibility centers at US/Desk Officer level identified, and the provision of computer terminals arranged.

4. A concept note with an annex on the salient features of the proposed counter is enclosed for reference.

5. T am to request you to nominate the Joint Secretary incharge of Administration as the nodal officer and
intimate his name, address and telephone/fax number for correspondence in this regard.

6. It has been decided that these counters should be operational by 31.12.97. A monthly progress report
regarding the action taken may please be sent to us.

Yours sincerely,

(P.S.A. Sundaram)
All Secretaries of Ministries/Departments
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GOVERNMENT OF INDIA
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e

S'S. DAWRA MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES
S AND PENSIONS
NEW DELHI-110 001
SECRETARY
Tel.: 23092056
23094848

Fax: 23092432
D.O. No. H-18013/3/2003-PG(CC) May 28, 2003

Dear Secretary,

You are aware of the exercise initiated by the Cabinet Secretary through the Ministry of Personnel,
Public Grievances and Pensions for ensuring effective and responsive administration. One of the important
measures envisaged for accountability and transparency in administration is easy and speedy access to
information for members of the public in respect of the services and activities of the Government as well
as facilitation of approvals, permits and redress of grievances. With this objective in view, the Government
of India decided that all its offices should set up their Information and Facilitation Counters (IFCs) starting
with those Ministries/Department/Organizations who have large public interface. So far 93 such counters
have been set up by various Ministries/Departments and the organizations under their administrative
control.

2. The Department Related Parliamentary Standing Committee on Home Affairs in its 99 Report on
Demands for Grants (2003-04) of the Ministry of Personnel, Public Grievances and Pensions has made
the following observations:-

“While taking note of the information furnished by the Ministry with regard to the setting up of
IFCs, the Committee reiterates its earlier view that the Government should monitor each of the
Ministries/Departments/Organizations who have not set up their IFCs and render necessary
assistance thereto and submit a detailed report of its monitoring to the Committee in its ATR”.

3. In view of these observations of the Parliamentary Standing Committee, may I request you to ensure
that all the Department/Organizations under your administrative control set up their I[FCs in a time bound
manner. [ am enclosing the ‘salient features’ of the IFC. These are only the broad guidelines and the
actual requirement of the infrastructure and facilities at [IFC will have to be assessed by the organization
concerned on the basis of the nature of services being provided and the size of the organization and also
the degree of public interface involved. In case any assistance is considered desirable with regard to the
guidelines and the parameters of setting up of the Facilitation Counters, the services of the Department of
Administrative Reforms and Public Grievances are always available. If some of the Department/

Organizations under your administrative control have already set up the IFCs, confirmation to this effect
may be given indicating the name of the Department/Organization and the location of the IFC.

With regards,
Yours sincerely,

(S. S. Dawra)
Encl: As above
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Information and Facilitation Counters : Salient Features

Provide information regarding services, schemes and procedures through brochures, booklets, reports
etc.

Provide information regarding position of waiting lists and applications through computer screens updated
every day and through computerized query to Department data base.

Provide information regarding matters such as bill payment, registrations, land/House allotment, payment
etc. on phone or personally to the public.

Forms which are to be utilized for various procedures should be available at the Facilitation Centre, even
if the processing is to be done elsewhere.

Receive complaints, issue acknowledgement slips, indicating the section dealing with the complaints.

A sufficiently senior officer is to man the Facilitation Centre with appropriate orientation, capable of
speaking English and local language for handling customers and knowledge of use of computers. Time
limits and other details be notified through display boards at the Facilitation Centres for completion of

various procedures and for disposal of cases.

Ensure easy accessibility to Facilitation Centres for the Customer and average citizen and publicity regarding
the location and hours of access.

Utilizing Interactive Voice System where feasible for enquiry response.
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No. H-18013/3/2003-PG(CC)

Government of India
Ministry of Personnel, Public Grievances & Pensions

Department of Administrative Reforms & Public Grievances
Sardar Patel Bhavan, Sansad Marg, New Delhi-110 001

Dated : 4.12.2003

OFFICE MEMORANDUM

Subject: Functioning of Information and Facilitation Counters-Duties and Responsibilities
of Contact Officers.

One of major needs of the common citizen while transaction business is the availability of access to
information. With a view to ensuring easy, speedy and hassle free information to the citizen/ customer of
the service providing agency, the Central Government decided in 1997 that all its organizations having
large public interface would open their Information and Facilitation Counters (IFCs). More than 90
IFCs are operational in various Central Government Ministries/Departments/Organizations.

2. The Department of Administrative Reforms and Public Grievances monitors the functioning of IFCs

through on-the-sport-studies by the departmental teams and also through evaluation studies in collaboration
with outside agencies. These evaluation studies have revealed that majority of IFCs are not performing

to the desired level of expectation due to lack of infrastructure , proper orientation and motivation at the
level of functionaries. It has been observed that the information needs of the clients have not been given
due consideration while creating necessary support system and the counters have been created just to

meet the organizational commitments. It is felt that IFCs need to be activated so as to make them more
efficient and user-friendly.

3. The Contact Officer plays a very important role in optimizing the performance of IFC as he is the link
between the Head of the Organization and the cutting edge level. It has therefore, been decided that the
duties and responsibilities of this level may be defined and circulated. Accordingly, an illustrative list of
duties and responsibilities of the Contact Officer is enclosed for putting the same in operation. Considering
officer in the organizational hierarchy may be designated as Contact Officer preferably by rotation so
that all the senior level officers get acquainted with the cutting edge level.

(Alok)
Director (PG)

To,
Contact Officers of all IFCs
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Information and Facilitation Counters

An integral aspect of administrative reforms both in the short term and in the longer perspective is
related to the speedy and easy access of information to the public on the services and activities of
Government and the development of appropriate management Information System in Government. There
are considerable delay in redressal of grievances and securing access to information since Government
departments with a public service interface do not have a mechanism to provide information to the citizen
across the counter or to deal with their queries and compliance at a single point.

The Government of India has decided that all offices of the Government and agencies under it should
have a computerized public interface, aimed at dissemination of information to the public for a fee or fare
of charge. The Central Government Ministries and their agencies would take steps to ensure provision of
all unclassified information on procedures and decisions to the public through facilitation counters which
should be set up near the Reception Hall of the Ministry, offices, similar to the Lakhina model in Maharashtra.
These counters would be operated continuously during the day by trained officials with courteous approach,
with the capacity to converse in English and the local language and capable of using computers. The
salient features of the facilitation center are given in Annexure — I to be included. These counters can be
provided with computer consoles to provide instant information on the status of pending cases, waiting
lists, etc. and also print out permits and licenses across the counter wherever possible.

3. So far 102 Ministries/Department/Organizations have set up IFCs/”May 1 Help You™/ “Enquiry Counters”.
These Ministries/Departments/Organizations have designated a senior officer as Contact Officer who is
overall incharge of the IFC and can be contacted in case of any difficult or feedback.

Duties and Responsibilities of the Contact Officers of IFCs

The Contact Officer of the Information and Facilitation Counter is the overall in charge of the unit and is
the link between the IFC and the mother organization. He/She has to assess the information needs of the
clients, create the corresponding supporting system at IFC, arrange the posting of suitable personnel and
also to motivate them for the assigned job. Therefore, it is imperative that a senior level officer not below
the rank of Deputy Secretary, Director should be nominated as the Contact Officer and he/she should be
reporting to the Head of the Department directly. The duties and responsibilities of the Contact Officers
would be as under, in addition to the duties and responsibilities of the post that he/she is holding:-

(A) Planning

(1) The Contact Officer will act as a link between the IFC and the mother organization and project
the role of IFC before the senior management.

(i) He/She will identify the clients/prospective visitors of the organization and assess their information
needs/possible queries, initially on the basis of substantive functions of the organization and
subsequently on the basis of analysis of the visitors’ queries.

(i) He/She will plan, visualize and install the supporting system, the source of information, flow of
information to and from the IFC, the space/layout and other infrastructure required at the counter.

(iv) He/She will take steps to create public awareness about existence of IFC through adequate
publicity.
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(B) Organizing

As an organizer, the role of the Contact Officer will be:

(i)

(if)
(iif)
(iv)

)
(vi)

To assess the manpower requirement with job profiles, to identify suitable personnel, preferably
the willing ones, for IFC and to arrange their positing.

To provide proper orientation and motivation to the personnel by clarifying the importance of
their work at IFC and its contribution in building the image of the organization.

To identify the training needs of the functionaries at IFC and arrange suitable training programmes
in behavior skills, computer operation and other area of operation.

To ensure availability of necessary tools like computer with printer, telephone line (internal as
well as external), photocopier etc. basic amenities like drinking water/toilet facilities, proper
sitting space for visitors, connectivity with the organization through Local Area Network (LAN).
To install proper feed back mechanism through visitors’ register/suggestion box and inviting
suggestions from NGOs etc.

To ensure proper signage/indications for easy access to the IFC.

(C) Controlling
The Contact Officer will be controller of the IFC mechanism and his role in the capacity would be as

under:-
)
(i1)
(1)

(iv)

v)
(vi)

To ensure upkeep and tidiness at the counter.

To ensure punctuality and discipline among the personnel.

To ensure availability of relevant information material like Annual Report, brochures of schemes,
projects of the organization, periodicals, booklets, Citizen’s Charter, Departmental Telephone
Directory, list of officers dealing with substantive functions along with their telephone Nos.,
copies of departmental instructions, list of priced publications along with the details of outlets
applications form of public usage etc.

To ensure that IFC is included in the organization’s mailing list and all the circulars etc. on
policy changes of general interests are sent to it.

To attend to the day-to-day problems/personal needs of the staff.

To ensure timely submission of periodical report/returns by IFC to DARPG.

(D) Supervising

The Contact Officer will perform the following functions in the capacity of the supervising officer:-

Q)
(ii)
(iif)
(iv)
v)
(vi)
(vi)

Keeping track of complaints/grievances.

To scrutinize the visitor register every week.

To analyze the suggestions/feedback received through the suggestion box or visitors register
and initiate corrective action.

To conduct surprise/periodical visits at the counter to see the mannerism and behaviour of the
personnel manning [FC.

To ensure that the telephone queries are being attended to with courtesy and their record is
being maintained.

To see that the names and telephone No. of Director of Grievances and the Contact Officer
are displayed prominently.

To arrange visits of the senior officers to the counter.

(vii)) To arrange annual O&M inspection the IFC.

(ix)

To arrange for wide and regular publicity of the IFC in media.
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Questionnaire on the functioning of Information and
Facilitation Counters (IFCs)

Question Reply

Introduction

(I)  Name of the Department / Organisation
(2) Name of the Building where IFC is located
(3) Date of Commencement of IFC

(4) Name and Designation of the official monitoring
the counter

(5)  Number of visitors to IFC per week

General Information

(1) Does the IFC have proper display board in English
and local language ?

(2)  Are there proper direction indicators for locating the
IFC at or near the entrance to the Building ?

(3)  Whether the IFC is located outside the security zone
and easily accessible.

(4)  Whether the IFC has proper layout and sufficient
space.

(5) Are adequate facilities available for visitor’s e.g.,
Chairs, drinking water, toilet etc. ?

(6) Is the display board containing names of Vigilance
Officer, Grievance Officer and Contact Officer with
requisite details available at IFC ?

(7)  Isvisitors register being maintained at the [FC?

(8)  Whether complaints / applications are received at the
IFC?

(9)  Whether the Department has a website ? If so, are the
public use forms available on it ? Are the downloaded
forms accepted ?

(10) Has the Department formulated its Citizen’s Charter ?
If so, is it available at the IFC ?

Computer Facilities
(1)  Is computer with printer available?

(2) Is the computer provided at IFC connected with the
Organisational network ?
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Question

Reply

Telephone Facilities

@

Is a telephone provided for the visitors ? Can it have
external access or is it only internally connected ?

(2)  Is the lack of telephone /external access posing any
problem ?

(3)  Whether telephonic enquiries are entertained and
replied to ?

(4) Is a photocopier required at the IFC or is adequate
photocopying facility available ?

Manning of IFC

(1)  Isthere an official specifically earmarked for the IFC or
different officials in rotation man it ?

(2) Does the official possess sufficient knowledge of the
working of the Department ? (Give designation and
number of years of service of official)

(3) Does the official have the adequate knowledge of
computer operation ?

(4) Has any special training been given to the official for
attending to visitors ?

(5)  Does the official wear a name badge?

Availability of Information and Functioning of IFC

@

@)

©)

Q)

®)

Is there a list of topics / subjects or a folder containing
information in respect of various schemes of the
Ministry / Department available to the visitors for
perusal ?

Are booklets / pamphlets, annual reports of the
Department etc. on display and available either free of
cost or on sale ?

Is a list of publications on sale indicating price of
such publication available ?

Is there a system for updating information on line for
individual query related information ?

Are attempts made to obtain information on phone for
conveying same to the visitors ?
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Question

Reply

In case information is not available immediately, is
acknowledgement issued to visitor indicating names
of official/section concerned and the date by which
information will be available ?

(6) Is it possible to ascertain current status in such cases
say a few days before the information becomes due ?

What arrangement exist for monitoring such cases for
ensuring that information will be available on the date
as mentioned in acknowledgement ?

(7)  In how many cases information was provided :
(@) Immediately across the counter ?

(b) On the due date as indicated in acknowledge-
ment ?

(c) Inhow many cases information was not available
on the due date and what action was taken in
such cases ?

(8) Isasuggestion/complaint/ visitors book nominated?
(Give general remarks based on perusal of the same)

7.  Publicity
(1) Hasany publicity been made by the Department in the
media regarding the IFC functioning ?
(2)  Whether information relating to IFC is published in
the Annual Report of the Organisation ?
(3)  Are the details of IFC available on the Departmental
website ?
8. Internal Review
(I) Do senior officers of the Department visit the IFC; if
so, how often ?
(2) To whom are reports sent from the IFC within the
Department about its functioning ?
9. Observe the functioning of the IFC and the manner in which
visitors are handled and give your objective remarks.
10. Talk to a few visitors and ascertain their reaction / level of
satisfaction regarding the functioning of the IFC.
11. Any other comments not covered above.
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Question

Reply

12.

QUESTIONS FOR VISITORS

(M

2

3)

“)

®)

What type of additional Information / facility you will
like to be available at IFC;

How many times you have visited the IFC till now?
What is your experience about it ?

Was the concerned official available at IFC to solve your
problem or you were directed to contact some Other
Officer ?

How much time did the official at the IFC took to provide
you the information ?

Any suggestions / comments on the services
provided by the by the IFC.
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