No S§-15/22/2017-PG(States)
Government of India/Bharat Sarkar
Ministry of Personnel, Public Grievances and Pension
Department of Administrative Reforms & Public Grievances

Public Grievance Division
*Khkd

5th floor, Sardar Pate] Bhavan,
Sansad Marg, New Delhi — 110001
Dated the {4 October, 2017

OFFICE MEMORANDUM

Subject: Review of Grievances — Follow-up action on the Minutes of the
PRAGATI (Pro Active Governance and Timely Implementation)
meeting held on 27.09.2017

The undersigned is directed to say that in the PRAGATI meeting held on 27.09.2017
while reviewing the public grievances of the Department of Financial Services (Banking
Division) the following decisions inter-alia were taken:

i.  Ministry should analyze the grievances (problems related to person, process,
policy, in particular region/nature) and work accordingly for faster resolution.
ii.  Sensitization of officers and use of technology to increase efficiency and
effectiveness should be ensured.
iii.  Efforts should be made to make systemic changes so as to minimize grievances.

Accordingly, it is re-iterated that all Ministries/Departments may kindly note the
above instructions also conveyed vide this department’s O.M. No. K-11022/5/2016-PG dated
20.09.2016 and K-11022/1/2017-PG-3 dated 17.03.2017 for compliance is order to ensure
effective redress of public grievances within the stipulated time period of 60 days and where
redressal is likely to take a longer time an interim reply should be sent to the citizen
explaining the steps taken and assuring that further necessary action is being taken in the
matter. It is also reiterated that the reply furnished to the citizen should invariably be
uploaded on pgportal which can be downloaded (including attachment, if any) by the citizen
directly. Further, it is reiterated that the Ministries/Departments should expeditiously examine
the grievances received by them and return back the grievances which do not pertain to them
within a period of maximum five working days and all the attached and subordinate
organizations under the Ministries/Departments should also be instructed accordingly.

(Surpita-Dasgupta)
Deputy Secretary to the Govefnment of India
' Tel:23741006

To,
Secretaries of all Ministries/Departments (As per list attached)
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