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F.No.K-11019/12/2013-PG
Government of India/Bharat Sarkar o
Ministry of Personnel, Public Grievances & Pensions ,
Karmik, Lok Shikayat Evam Pensions Mantralaya
Department of Administrative Reforms & Public Grievances
Prashasnik Sudhar Evam Lok Shikayat Vibhag
(Public Grievances Division/Lok Shikayat Prabhag)

Sardar Patel Bhawan, 5™ Floor,
Sansad Marg, New Delhi
Dated: 10" December, 2014

OFFICE MEMORANDUM

Sub: Strengthening of the Grievance Redress Mechanism for Redress of Public
Grievances.

Department of Administrative Reforms & Public Grievances has been issuing
several guidelines for prompt & effective redress of public grievances. It has been
emphasized therein that a grievance should be redressed within a period of maximum of
two months of its receipt. It has further been emphasized that if finalization of a decision
on arparticular 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.

2 Complaints have been received that grievances are being closed without
furnishing any reply to the petitioner.

3 In this regard, it may be considered, that, if a grievance involves policy
decision/statutory change/court related matter, it could be closed under intimation to the
petitioner with the comments that it could be revisited, in case any fresh development
in the matter, merits the same.

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

8. This issues with the approval of the competent authority.

ita Dasgupta)
Deputy Secretary to the Goyernment of India
Tele: 011-23741006

To
Directors of Grievances of all Ministries/Departments of Government of india.



No. K-11019/4/2015-PG
Government of India/Bharat Sarkar
Ministry of Personnel, Public Grievances and Pension
Karmik, Lok Shikayat Aur Pension Mantralaya
Department of Administrative Reforms & Public Grievances
Prashasnik Sudhar Aur Lok Shikayat Vibhag
(Public Grievances Division/Lok Shikayat Prabhag)

5™ floor, Sardar Patel Bhavan,
Sansad Marg, New Delhi — 110001
Dated- 12" March, 2015

Subject:-Strengthening of Public Grievance Redress Machinery -

*kdkk

The undersigned is directed to refer to the Compilation of Guidelines for Redress of Public
Grievances issued by Department of Administrative Reforms & Public Grievances for prompt and
effective redress of public grievances, available on the website of this Department
www.darpd.gov.in and www.pgportal.gov.in and to reiterate that the following measures may be
taken to ensure expeditious redressal of public grievances:-

(i) A grievance may be acknowledged immediately and at the most within three working
days of receipt. A grievance should be redressed within a period of two months from its
receipt. |f finalization of a decision on a particular grievance is anticipated to take
longer than two months, an interim reply should invariably be sent.

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

(iiiy 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 mechanism to correct deficiencies.

(iv) The cases should be closed under intimation to the petitioner with reasoned reply to the
aggrieved citizen within the stipulated time limit.

(v) The Department of Administrative Reforms & Public Grievances with assistance from
NIC has been providing necessary training to officers of different Ministries for better
handling of grievances through CPGRRMS for effective redressal of grievances of
citizens. The attendance to the training session should be ensured.

(vi) The Citizen's Charter of the Ministry/Department and other authorities under their
jurisdiction may be updated and displayed on their website.

2. In addition to the above, it is further requested that the name of the Director of Public
Grievance Officer of the Ministries/Departments of Government of India may also be kept

updated as per administrative changes as may be taking place. r@

y (S

ita Dasgupta)
T\@; : Deputy Secretary to the Govgmment of India

E>1/ R ’f;g €D, Tdlefax 23741006

\("\\/h %T; %% ﬁcm)) el d-s;m/i:fnic.in

Secretary,
Ministries/Departments (As per list)
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