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Controller of Defence Accounts
Rajendra Path, Patna - 800019 caLegaaTG
e — mm‘“
Circular
NO. AN/1A/097/XI(CIRCULAR) Datedz</08/2022

Ta,

The officer in charge
1. All sub offices under CDA Patna
2. All Sections of Main Office

Sub:- Outstanding grievance more than 30 days under CPGRAMS paortals.
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A copy of Hgrs Office letter No. AN/Grievance/CPGRAMS/Reminders/2022 dated
22.08.2022 on the above subject matter is forwarded herewith for information, guidance and
strict compliance.

Further, it is requested to examine all the grievances outstanding at your end and all

efforts may be taken for redressal within 30 days .
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(Ashish Kumar Verma)
Dy. CDA (AN)
Copy to :-
\L’ﬂ;e Officer in Charge For uploading on CDA Patna website
| IT&S (Local) e ]

{Ashish Kumar Verma)
Dy. CDA (AN)
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&, & Controller General of Defence Accounts,
wt Ulan Batar Road, Palam, Delhi Cantt- 110010
PhoneD11-25665558, 25665745 Fax: 25674806 / 25674821 email  grievancecgda. aad@gey, in
(Through email)
F.No. AN/Grievance/CPGRAMS/Reminders/2022 . Dated:22.08.2022
s
To E"l- Ak ';“'3
. __.-""4 u: % Mff

The Grievance Officer @,’f’i 2 '| A\ ?ﬂ‘f |
Ofo the PCSDA/CsDA oM\ 4.2

H\Q')/P! Subject- Cutstanding grievances more than 30 days under CPGRAMS portals.

Of late it is observed that the huge numbers of gnevances are lying
pending on CPGRAMS portals for more than 30 days.

2. in this connection the attention of all the Grievance Officers are invited

% towards Para 2{A)(i) of DARPG OM FNo. $-15/212021-O/c DS(PG)-DARPG(7085)

N7

\ dated 27/07/2022 (copy enclosed) which states that * the grievances received on

CPGRAMS should be resolved promptly as soon as they are received but within a
maximum period of 30 days "

- In view of the above all the Grievance Officers are requested lo examine
all the grievances outstanding under their organization & all out efforts may be taken
for redressal within 30 days. In case redressal is not possible within the prescribed
time frame due to the circumstances such as sub-juidice matters/policy issues etc., an
interim /appropriate reply shall be given to the citizen.

4. Your co-operation is highly solicited. p
(Funeet Agarwal)
Jt. CGDA/Public Grievance Officer
Copy to:-
All Sections of this HQrs Office - For information & similar action please.
(Local)

(Shiv Mohan)
Accounts Officer (Grievance Cell)
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t No<.67801/2022/AN (G "<V-ANGC {Computer No. 2535 )

e

T.No.S 15/21/2021-0/ DS(PG)-DARPG (7085)

o ) ‘Government of Inidia '

| ' Ministey-ofPersonn el, Public Gricvances,& Pensions
Department of Administrative Reforms and Public,

| Gricvance

, (PG Division) ;

| -

_sfli-Fj,rx;r, Sardar If_:gté_l_ji{ijgwgn, Sansad Marg,
New: Delhi, dated the 37 July; 2000
)

Subject: Strengthening of Michinery for Rediessal of
| . - Publ ic;Grievance (CPGRAMS} F

@

The undersigned is' Wirected 1o say that  fhe Depariment  pf
Administrative i]i‘efb‘rm_s- au;f-f{l{[ﬁ':l-_l;.:‘ ‘Grievances has .‘-ﬁ,:‘],éja-}“;;l-.'ge_:i @ Lomprehensive:
1o 5f the Centralized Public Grighadey Redress. s g'\‘-ib_girbjfﬁ;g; System
;f!ZZPER'A_ﬂ;ISB; W make it ‘more Tesponsive o the ngeds of thé gitizéns. The
endedvor oF the: Governmrent s thae.

the individial citizen's Yoiee' misf ke
theard; gnd ‘Gitzen shust be empowered adequitely. to repose trustii the system,
In this regard,. DARPG. has. introduced, severdl hieasures ifop -gt:;e‘jxfg;ﬁé‘;ilng
LPGRAMS, viv, Manitoiing . dashiboards. for seikeloldars: Ficilinsie. deeper analysis of
friemces; capacity uilding @I Stakeholdars ‘widel” the Sevdittam Scheimg for
cffective Fedressal:ofgrjovances, Uniersalization of CPCRAMS

of @rievinces io. last mile; itegration of State o

Y

YEFT0 foranitosrouting
tal§ swith, CPGRAMS;
‘eperationalization-of feedback call Centers.tleveloping.an nclisive Systeimn: by .using;
“commoniSErvice conters, anceffective Fogiosal language inre;

facednts all :L:iiﬁgua_ges,
disted fir €he 8th Schedule of the Constitition,

and introduction of “a. Grievance:
.-:”Réﬂres&'é_ljn_(ig'.'\;‘.ﬁ_z'r?ir'.'inI&ii;g;\limnties} Depirlsiients,

2. To.achieve:the objectives. of e CPGRAMS: amd-fo wtijst_'a’r:;ﬂrft;ﬁ: resolve
the: gifevane £ the cifizens, the: 'i'ugfja'l's_g;i;i,es:mﬁparimenl;e need 16 fview,
and §teengthen thelr internal i_*qs'd}uﬁan-mechanijsms‘, To make

£

be resolved promprly
as-soon as they ate received bu¢ within maximum period’ of.30
days. in case vedressal js not:pussible withid the prescribed tinie-
fframe due to thie circumstances such a5 $05fudice ma tters/policy
issues: etc, au. jnterim Fappropriste reply shall e given fo the
¢itizen. ‘
(1) ‘The grievaneds of urgent nature thave hepw mapped on- fhe
CRGRAMS with sysre specifications' and fagsed 6 a1 the Nody]'
Qfficens/ Grievance Rusolution Ufficers on the. CPGRAMS platform,

Generated:from eOffice by LEENA R, ASSISTANT ACCOUNTS OFFICER. Ol the R4 n 35mermn PPN

I
streamling
the systent effective, the'r ollowing decisionshave béen wiken:
‘ A.  Grievange Redréssal Timelines: -
https://lwww.staffnews.in



5 . File No, ANGC-MISC/8/2020-ANGC {Computer No. 2535
eceipt No : 67801/2022JAN (Gri.) ,
it shall be incumbent on Grievance Resolution Oficers to address
urgent grievances on priority hasis.
B. Closure of Grievances: -

0

)

The disposed gricvance will be treated as closed unless the citizen
has filed the appeal. I the appeal is received [rom the citizenagainst
the disposed gricvance, the grievance will be treated as closed only
after disposal of appeal,

Atter closure ol a grievance, citizens have the option to submit their
feedback and Ffile appeal. To obtain the feedbuck on the quality of
grievance disposed, an outbound Call Centre has heen started. All the
citizens, will he contacted by the Call Centre 1o obtain fecdback.
Citizens will be provided the option to Fle appeal f they are not
satisfied with the grievance disposed.

. The feedbhack received lrom Citizens by the Feedback Call Centre will

be shared with Ministries/Departments who would be responsible to
devise internal mechanism to deal with the fecdback thus received
and to make systemic improvements.

Grievance Resolution process: -

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

An Ofticer senfor to the Nedal Grievance Resolution Otficer will be
appointed as Nodal Appellate Authority for timely disposal ol PG
Appeals. The Nodal Appellate Authority is empow ered Lo appoint Sub-
Nodal Appellate Autharities o dispose PG appeals. The Nodal
Appellate Authority/ Sub Nodal Appellate Authorities arccompetent to
review the process/ guidelines followed by GROs in redressal of
grievances. The Appellate Authority will dispose the grievance within
30 days.

The legin 1D and password of the GROs will be created by Nadal
Oficer of the Ministry/Department. The details of the Nodal PG otficer
and Appellate Authority should be updated immediately in case of any
change.

Root Cause Analysis:-

Ministry/Department should regularly analvze the wend ol grievances
and conduct a root cause analysis  Based on the analysis of the
grievances the Ministry/ Department may take remedial measures

Aso- ol BEMA © AGQISTANT ARCOIINTS DFFICER. Ofo the CGDA on 22/08/22 10:46 AM
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File No. ANGC-MISC/8/2020-ANGC (Comput
No : 67801/2022/AN (Gri.) =y it

related to pelicy, procedures and people te reduce the grievances,
Necessary steps to deploy adequate resources and build capacity may
be taken for timely and effective resolution of grievances. Under the
Sevottam  Scheme, DARPG  will organize braining programs  in
collaboration  with the Institute of Secrectarial  ‘Training  and
Management  (ISTR). The Nodal Grievance Otfticers would be
responsible lor capacity building of other Grievance Resolution
Othcers.

(E) Review of PG Cases/ I'G Appeals in 50M’s:-

i. To ipstitutionalize the mechanism of grievance resolution, and to
ensure quality disposal, the Sceoretary el the Ministry/Department may
review disposal process in Senior Officers Meetings. Secretary may
make a few calls W the citizens to get  direct feedback if it is fedt
NeCessary.

ii. Ministrivs /Departments may also monitor grievances which may be
raised in print and ¢lectronic media.

3. This issues with approval of Competent Authority, P \Q @
ﬁ\‘)\\t"“/\( :]'3\‘;‘
(Satish K Jadhav)
Director (PG)
Tel No. 23401404
To

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

iv. Nodal Public Grievance officers of Ministries/eparntment/Attachedand
Subordinate organizations of Gove ol India/ State Govis

v. NIC, DARPG

i PRMO (Kind Attention : Sh Amit Khare, Advisor ta Pil)
ir. Cabinet Secretary

iii. Secretary to the President Sccretaria

. Secretary General . Rajya Sabha Secretarat

v. Seuretary General . Lok Sabha Secretarid,

vi. Secretary (Coordination &PG) . Cabinet Secretariat
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