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Format of online complaint notice on intranet and on the
website of Principal Accountant General (A&E)

All the dignified pensioners are requested to submit the

online application for the execution of the grievances related to
their pension etc. on the given address on the website

pengrievancel.bih.ae@cag.gov.in and of the grievance cell of this

office in the prescribed form along with complete details and
attachments as required in support of the grievance. The current
status of the grievance will be intimated within 3 (three)
working days if the detailed filled is complete in all respect.



WIBIAT (Proforma)

1. 3des &1 A7 (Name of applicant) : -

2. 9I0N0310 Fe&ar (P.P.O No.) : -

3. 30-A (E-mail):—

4. EIAY HEAT (Mobile No.):—

5. Hdes I THER FHAY 7 ¥ A 37 WEN Jaw F7 AW Oy g9y F e
ST HEr & (If the applicant is not a Government servant, then the name of the
Government servant in respect of whom information is to be obtained):-

6. JMdeh FT WHRT Vg% & FaY (Applicant relation with the Govt, servant):—

7. 3maew F R (grar Tuse g afikw) Grievance of applicant)

(Grievance has to be clear & specific):—

8. NPT & Fada # Ay A wux & aF 35 RAoN 3ifFa & s T Rawhy
T Ud foetir ar Tad w1 udiw ve R O R @ =w satew & ox 9Re e
a7 AT 91 HIAT =T (If you have any supporting papers regarding the grievance,
please indicate it. For example-Department letter no. & date or self letter no. &
date which had been sent/receipt to this office):—

(3deF T FEATER)

(Signature of applicant with date)

AT VT EaRT A AW (To be filled by Grievance Cell)
Grievance Number :- Number/Date

URIeT AT (Pension Section):-

A HEIT (Serial No.) : -

fea  (Date) : -

(Signature of Grievance Cell)
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Grievance Cell Management-

All pension sections should give Utmost priority to redressal pensioner grievances.
As ordered, the following directions are being given for management of Pensioner grievances:-

1.
2.

ii.

iii.

Vi.

Pensioner grievances will be recorded in the proforma attached with this SOP.
The grievances could be received in three forms as detailed below

® Through DAK/Letter
Through Email in agaebihar@cag.cov.in/Pension email given below:
¢ Through in-person visit of Pensioner at Pension Grievance Cell

Grievances received through DAK/Email will be managed by Record section of the office and
in-person visits by Pension Grievance cell, as per the procedure prescribed subsequently.

Two e-mails for grievance cell have been received in DAG (P) Sectt. by ITS Section as
formed by Data Manager/ITS and these emails will be used to communicate the pensioner
grievances to the concerned sections(both online and offline).

SOP of grievance cell;

There will be two separate emails for the grievance redressal- one for receipt of online
grievances and one for offline re-dressal.

Online-pengrievance l.bih.ae(w;cag.gov.in
Ofﬂine—pengrievanceZ.bih.ae@cag.gov.in

The E-mail address of grievance cell along with format of re-dressal of grievance will be
uploaded on AG(A&E) website with direction to the pensioners that grievances may be filled
in proforma and sent to A&E office via email as far as possible.

concerned grievance in Utmost priority.

The flow chart of pensioner grievance management has been attached with office order and
will be followed as stipulated. Any violations will be seen seriously and necessary action will
be taken against erring officials.

If the re-dressal of grievance would take more time, an interim reply will immediately be
given to the grievance holder within the stipulated time period.

If any grievance requires action to be taken, the same will be recorded in diary of the Section
and Pension-ID from PRC will be taken immediately for the disposal. The grievance will be
treated as finally disposed by the section only if the Pen ID is disposed. For monitoring, the
section will keep the record in following format:

Date Grievance | Received Whether If  yes, | Date of |
Token through Action Pen ID Disposal of
Number Required Pen ID
Online/DAK/
offline visit Yes/No




Further, Section will also submit a monthly report on 2* of Every month in form:

Month Section Number of | Number of | Number of | Number
Grievances grievances Pension-1D of
Received from | where action is | taken grievances
during the | required to be Settled
month taken

vii.  Everyday at 5:00 PM grievance Cell and record section will invariable submit the details of
grievances received in cell for offline modes and record section online modes. The report
will be sent to email-1D of Pension-1 Section. The pension -1 Section will keep the record of
grievance redressal and violations will be immediately brought to notice of DAG(Pension)
without any delay. The format of the report is stated below:

Reports of Grievance cell regarding grievances received through Offline mode

Date Section Number of | Number of | Number of | Number of | Number of
grievances grievances replies Replies replies  not
received send to | received received received

Section via | from  the | from section | against
email section after  two | grievances
within two | hours

hours

Report of Record section regarding grievances received through Online mode

Date Section Number of | Number of | Number of | Number of
grievances grievances replies replies  not
received in | forwarded to | received received
the email Section via | from  the | against

email section grievances
viii.  No pensioner will be allowed to visit the section. No passes will be issued by the grievance

cell. If any pensioner, is not satisfied with the redressal, the pensioner can request for in-
person redressal. Such in-person redressal will be allowed only with permission DAG
(Pension) through their secretariat. The pass for entry of pensioner will be issued by DAG
(Pension Sect). the details of the pensioner will be provided by the Grievance cell to the Sectt
via intercom.

ix.  Any case of non-cooperation from the sections should be reported immediately by the
Pension Grievance cell or Record cell to the DAG(PEN Sectt).

x. ITS section will train the officials of grievance cell/Record for working procedure provide
requisite hardware support to the grievance cell in priority.

Authority:-PAG order:-N/P-06 dated-27.06.2022 in the concerned file

Anaes—
Sr. AcCou

Bihar, Patna



Pensioner Grievance Management

/\

Online/DAK
¥

Grievance in the filled proforma
will be received in designated
email of Record Section or through
DAK.

pengrievancel.bih.ae@cag.gov.in

Offline

v

Grievance in the filled proforma
will be received from the
concerned officials visiting the
Grievance cell in office. if
complete in all respect.

v

v

Record Section will make a record
in the diary of online
grievance/DAK and will send the
grievance received in email to
concerned section AAO for the
reply. Record Section will write
the diary number in subject of
email while forwarding to the
section. For DAK, the grievance
will be scanned and send through

Grievance cell diarise the proforma
and provide the number to the
pensioner for future reference.

v

above email
v

Record Section will call the
section official in their
intercom/mobile for the sent

After diarisation, the proforma
along with supporting will be
scanned and all the scanned
documents will be sent to Section
AAO via email(designated for
offline grievances).

Pengrievance2.bih.ae@cag.gov.in

v

grievances.

Within three working days, the
concerned section will provide a
reply to the record section against
the email received in their official

The grievance cell will mention
the Diary number in email subject
and call the official in intercom or
mobile. If not  available,
information will be provided
immediately to  DAG(pension
Sectt).

v

v

Upon receipt of Email from
section, the Record Section will
send the reply of section to the

pensioner in the same email from
where original grievance has been

received. With respect to DAK, the
reply will be sent to the concerned
address of pensioner after giving
Outward Number.

The concerned Section AAO will
provide the comments on  the
grievance Proforma within two
hours of receipt of email from
Grievance cell.

v

Y

The comments of section will be
sent as a reply to email received
from the grievance cell within the
stipulated time.

After sending of the reply, the
grievance will be marked in the
register as disposed against the
email sent or DAK outward.

v

As and when the email is received
from section, the same will be
provided to the pensioner against
token number and will be marked

1 1




