OFFICE OF THE PRINCIPAL
ACCOUNTANT GENERAL (A&E),
PUNJAB, SECTOR-17E,

CHANDIGARH - 160017.
No. Admn. I/Correspondence/21-22/1 559-61

Date:- )\ [ 09 - 20|

S

Subject: Guidelines for timely and qualitative disposal of Pensioners grievances.

Copy of Headquarters office email dated 27.08.2021 and DOPT OM 17/3/2021
— P& PW (Corrd.) .E7179 dated 06.08.2021 is forwarded to the following for information and

necessary action.
1. Sr. Accounts Officer, Admn-I (Pension Seat)
2. Sr. Accounts Officer, Works Admn

3. Sr. Accounts Officer, IT Support Cell for up loading on the office web-site

FEncl: As above.
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ievances and Pension, Department of Pension and Pensioners' Welfare, Govt. of India, New Delhi has forwarded

OM No. 17732021 -P&PW(Coord.) E 7179 dated 06.08.2021 on the subject cited above has been attached with this E-mail.

The field offices may download
website of the corncerned Ministry.
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No: 17/3/2021 P&PW(Coord.) E 7179

e WRA T&HR /Government of India
HTfieh, g six gy 1ﬁTr‘@re';/Ministry of Personnel, Public Grievances and Pension

R o A Eﬁ(’q["l R /Departrlflent of Pension and Pensioners' Welfare
%

8 off ifrer, f-fm, 8th Floor, B-Wing,

SH9Y Y&, SH9Y, Janpath Bhawan, Janpath,

7§ fieeft-110001 /New Delhi-110001

Dated : 06.08.2021

OFFICE MEMORANDUM ,
Subject:- Guidelines for timely and qualitative disposal of Pensioners' Grievances-reg.
e e

The undersigned is directed to say that the Department of Pension & Pensioners' Welfare (DoPPW)

has provided a single window interface for all Central Government pensioners to register their grievances

pertaming to any of the Central Government Ministry/Department/Organisation, which is thereafter

forwarded online to the concemed Ministry/Department/ Organisation for redressal through the
--PENGRAMS Portal. R e B £Rr o

2. In 2019, Pensioners' grievarice redressal system. was expanded with the objective to-provide easy
access 10 pensioners who are living in remote areas and have no proper access to the Intermet for
- registration of their grievances or not conversant with onlire technology. Accordingly, an Integrated
Grievance Cell & Call Ceritre was inaugurated on Z0th June, 2019 for pensioners enabling pensioners to
register their-grievance by calling on. the: toll free number 1800-11-1960. The Call Centre Executives
register the grievance on CPENGRAMS, after taking inputs fromi pensioners, and thereafier it is forwarded
to the concerned Ministry/ Department/Organization online for redressal, Department of Pension &
Pensioners' Welfare also coordinates with-different Ministries/Departments to resolve the grievances of
the elderly pensioners and keep the pensioners informed about the progress-of their grievances &l disposal

through this online system CPENGRAM.

3. The purpose of grievance redressal machinery is not only to allow easy access of 'G'gvt Machinery

for pensioners but also disposal of the grievances expedifiously while maintaining the quality in redressal

of the grievances. Keeping in view of the above objective, DoPPW has put in place a system of holding

regular review meetings with Ministry/ Department/ Organization having large pendency of grievances.

In order to ensure quality in disposal of Grievances, DoPPW is pericdically analyzing closed Gricvangcs

and re-registering cases, wherever it is observed that Grievances were closed by the offices ufi‘thom taking
appropriate final action. Though time and again specific guidelines/instructions have been issued to the
Ministries, a need is felt to consolidate all instructions/ guidelines and revise the time limit for r'ed"ress,al 9f
grievances specially for the priority target groups i.e. family pensioners and super-senior pensioners in
order to promote good governance and to ensure that the pensioners /family pensioners get their rightful
entitlements, : ;

All Ministries/Departments are advised to follow the guidelines given below for redressal of the
Grievances -

1 In accordance with the Central Civil Services (Pension) Rules, 1972, every office is
responsible for pension sanction, revision and payment of retirement benefits to its employees.
Therefore, every grievance related to pension and other retirement benefits shall be redressed
by the concerned office from where the employee retired or served before his/her death.




il

iv.

Every grievance shall be disposed of within the ambit of extant rules. [ i
: _ ‘ . . In cas
falling outside the ambit of rules, a speaking order shal] be issued indicating t;eoiu?eg;g:s\;?i%f

All Ministries/Departments/Organisations shall strictly adhere to the time limit of 45 days to resolve

the pensioners' grievances. If the grievance pertains to a fami nsioner/! P e
(aged 80 years and above) the dead-ine to resolve the grievance stall be 30 due oL

Every grievance shall be closed only after its final resolution, i e '
subordinate/attached office, the case may be forwarded by the B S
Ministry/ Department to the concemed office but it should not be closed until
final action is taken. The responsibility lies with the concerned Ministry/ Department to follow u
the matter with subordinate/attached units for final resolution. Every Nodal Officer shoulg
undertake a weekly review of pending grievances in the portal.

The grievance shall not be closed for the want of any documents from the pensioner/family
pensioner. The office may contact the concerned pensioner on the mobile number or email as
available in the CPENGRAM Portal in order to ensure speedy and satisfactory disposal of
grievances.

Ministry/Department/Organization shall dispose of the grievances after indicating that it is
'Accepted’ or 'Rejected’ or 'Partially Accepted.’ In case grievance is disposed of in favour
of pensioner, the option "Accepted’ shall be indicated. In other cases, a speaking order shall be
passed giving reasons for rejection/partial acceptance and also uploaded in the portal.

Re-registered cases should be dispesed.of by Appellate Authorities nominated in every
Ministry/Department/Organization for the purpose.

Ministries/Departments/Organisations shall identify core grievance prone areas and streamline their
systems to ¢liminate root cause of grievances. Cases delayed beyond the dead-line should be analysed
and addressed promptly. '

4. All the Ministries/Departments are requested fo bring the above instructions to the notice of the ali
concerned under their administrative-control for compliance. - e
Oy 14 o Ir A N SN

To,
I.

‘ (Naresh Bhardwaj)
Deputy Secretary to the Govt. of India
E-mail: naresh.bhardwaj@nic.in

Tele: 011-23350020

Secretaries to the GOI g

2. Nodal Public Grievance officers of Ministries/Department/Attached and Subordinate organizations

of Govt. of India/State Govts

Q/NIC, DOPPW for appropriate action and uploading on the DOPPW Website.

Copy for information to:

N

PMO, (Attention Sh Bhaskar Khulbe, Advisor to PM), South Block, New Delhi
Secretary, President Secretariat, Rashtrapati Bhavan, New Delhi

Secretary General, Rajya Sabha Secretariat, Parliament House, New Delhi

Secretary General, Lok Sabha Secretariat, Parliament House, New Delhi

Secretary (Coordination & PG). Cabinet Secretariat, Rashtrapati Bhavan, New Delhi



