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e All Chief Engineers/Con/ECR/MHX, Patna.
(NE, NC, Central, Planning, North, SE, NW, SD, South & GB).
e CSTE/Con/, South & North/ECR/MHX, Patna.
o CEE/Con/MHX, Patna.
e All Dy. CEs/Con/ MHX, Patna (North, South, TS, Design, General, ROB, PM, & Survey)
e All Dy. CEs/Con Of Field Units,
(DNR, RGD, MGS, BRKA, DHN, Renukut, Chopan, Singrauli, HZME-I & II, Hajipur-I & II,
Bettiah, NKE SPJ-L, I1, III & IV, & Muzaffarpur).
e Dy. CSTE/HQ, North, North-1I, South/ MHX/Patna & DNR, DHN, CPU & SPJ, SPJ-IL.
e Dy. CEE/Con/MHX/Patna/ South & North/MHX, North (SPJ), & CPU.
e Dy. CME, Dy. CE & Dy. CEE/GLP/Patna.
¢ SMM/Con/MHX, Patna.

Sub: - Guidelines for timely and qualitative disposal of Pensioners’ Grievances-reg.
Ref:- #EVEE® (P1) /TR /ETONGR &1 U 6.—ECR/ADM/PG/DOPPW Guidelines, Date:-13.12.2021
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A copy of above referred letter on the subject matter is being forwarded herewith for information
guidance and needful onward action please.

HeTT-Th—JATIR |

DA: As above.

Digitally Signed by Alok
Srivastav@,nsﬁa SaTea)

DalgRes -2 ttrntd: ) Frmfor
RePRE; DRRINES arftrardr / Pt

Copy to:-
1) Secy. to CAO/Con/South for kind information of CAO/C/South.
2) Secy. to CAO/Con/North for kind information of CAO/C/North.
3) Secy. to CAO/Con/GLP for kind information of CAO/C/GLP.
4) CA/Personnel - for uploading on WEBSITE of Construction Organisation.
5) Ch. OS/R & D/Pers,/Con/MHX.
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East Central Railway
| Office of the
General Manager
Hajipur

No: ECR/ADM/PG/DOPPW Guidelines Dated: 13.12.2021

All PHODs & All DRMs
East central Railway

Sub: Guidelines for timely and qualitative disposal of Pensioners’
Grievances-reg.
Ref: Executive Director Public Grievance Railway Board L/No.
2020/PG/6/3/CPGRAMS Pendency Report Dated 01/12/2021

Pl find enclosed herewith above referred letter of Executive Director Public
Grievances, Railway Board regarding guidelines issued by DOPPW to deal
pensioners grievances. It has been stated that DOPPW has provided a single
window interface for pensioners grievances and has issued new
guidelines/instructions regarding redressal of grievances specially for the
priority target groups i.e. family pensioners and super senior pensioners in
order to promote good governance and to ensure pensioners their entitlements.
To enable the machinery more effective DOPPW is periodically analysing closed
grievances and re-registering cases. Moreover, the main facts of the guide.ines
mentioned in the table below:

Annex | Guidelines

A Every grievance related to Pension and other retirement benetits shall
be redressed by the concerned office from where the employee retired
or served before death. ‘ ‘

B | Grievance shall not be closed for want of documents, concerned office
may contact on given mobile number or email as available.
C Speaking order — (i) The grievances falling outside the ambit of rules

indicating the rule position. ‘ ]

(ii) In case grievance disposed Partially accepted or Rejected, speaking
order giving reason shall be uploaded on the portal.

D Re-registered cases should be disposed of by Appellate Author.ties.

Therefore, it is requested to instructions may be strictly followed in
course of dealing of pensioners grievances. Disposal may be done after due
examination. It should be ensured that no grievances may be re-registered on
portal. The time-line of 07 days [ixed by Railway board should be adhered to.

This is with the approval of AGM/ECR.
Enclosure:- As above (3).
(Nitin Kumar) -
Dy. General Manager (G)
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| E\\ Government of India (Bharat Sarkar)
Ministry of Railways (Rail Mantralaya)
(Railway Board)

No. 2020/PG/6 /3/CPGRAMS Pendency Report New Delhi, Dated ¢f .11.2021
Additonal General Managers/ Zonal Railways /[;( R

General Managers/ Production Units

MDs CMDs/ Railway PSUSs

Sub: Guidelines for timely and qualitative disposal of Pensioners’
Grievances-reg.

LR R 2

Department of Pension & Pensioners” Welfare (DoPPW) has provided a single
window interface for all Central Government pensioners to register their grievances
pertaining 1o any of the Central Government Ministry/Department/Organisation, which is
thercafter torwarded online to the concerned Ministry/Departman/Organisazion for
redressal through the CPENGRAMS Portal. In Ministry of Railways these grievances arc
received on CPGRAMS portal.

—
~

2. Recently, Department of Pension & Pensioners” Weltare (DoPPW) vide O.M.
dated 06.08.2021, has issued new guidelines/instructions and revised the time iimit for
redressal of 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. (Copy enclosed)

3. All officers are requested to bring the above instructions to the notice of the all
concerned under their administrative control for compliance.

DA: As Above U

(H){l

(Vivek Srivastava)
Exccutive Director Public Grievances
Ratlway Board
Copyv to: 1. Sceretary
2. AM/HR
5. AM/EFinance

t'
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Room No. 507-A, Rail Bhawan, Raisina Road, New Delhi-110001
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No: 17230202 1-P&PW(Coord.) E 7179
W At /Govenment of India
ald, e B o e derMinistry of Personnel, Public Grievances and Pengion

. N - , . TR & Welfar
A1 ot Hereaidt swemer foamt /Departiment of Pension and Pensioners Welfare
koK Ok

8 #ff +iRre, sh-fem, 8th Floor, B-Wing,
Fue e, IETA, Junpath Bhawan, Janpath,
74 feef - 110001 /New Delhi-11000]
Dated : 06.08.2021
OFVFICE MEMORANDUM

X . s . ! (O rlevances-re
Subjeet:- Guidelines for timely and qualitative disposal of Pensioners Gricvances-reg.

The undersigned is directed to say that the Deparument of Pension & "Pestic)nwez".'s" Welfare (Do?PW)
aas provided o single window interface for all Central Government pensioners (o register thetr EHiEvaICES
pertatning o any ol the Cenmral Government Ministry/Department/Organisation, which is therealtes
forwarded online 10 the concerned  Ministry/Department/. Organisation  for redressal through ihe
CPENGRAMS Portal. o -

2. In 2019, Pensioners’ grievance redressal system was expanded with the objective to provide easy
access o pensioners who are living in remote areas and have no proper access to the Intemet tor
registrition o) their grievances or not conversant with online technology. Accordingly, an lx?tcgraled.
Grievance Cell & Call Centre was inaugurated on 20th June, 2019 for pensioners enabling pensioners to
register their urievance by calling on the 10l free number 1800-11-1960. The Call Centre Executives
register the grie vimee on CPENGRAMS, aller taking inputs from pensioners, and thereafler it is forwarded
o the concerned Ministry/ Department/Organization online for redressal, Department of Pension &
Pensioners’ Weltare also coordinates with different Ministries/Departments to resolve the grievances ot
the elderly pensioners and keep the pensioners informed about the progress of their grievances till disposal
through this online system CPENGRAM. :

5. The purpose of grievance redressal machinery is not only o allow easy access of Govt Machinery
tor pensioners but also disposal of the grievances expeditiously while maintaining the quality in redressal
of the grievances. Keeping in view ol the above objective, DoPPW has put in place a system of holding
regular review meetings with Ministry/ Departiment/ Organization having large pendency of grievances.
In order 1o ensure quality in disposal of Grievances, DoPPW is periodically analyzing closed Grievances
and re-registering cases. wherever it is observed that Grievances were closed by the offices without taking
appropriate final action. Though tiwe and again specific guidelines/instructions have been issued to the
Muusiries, a need is felt to consolidate all fnstructions/guidelines and revise the time limit for redressal of
gnevances specially for the priority targel groups i.c. fumily pensioners and super-senior pensioners in
ord_ei* t promote good governance and to ensure that the pensioners /family pensioners get thetr rightful
cnutiements.

Al Ministries/Departments are advised to follow the guidelines eiven below for redressal of the
Grievances -

L. Inaccordance with the Cenvral Civil Services (Pension) Rules, 1972, cvery office is
responsible tor pension sanction, revision and payment of retirement benetits to its employees.
Pherefore. every grievanee related to pension and other retirement benefits shall be redressed
by the coneerned office (rom where the employee retired or served before his/her death.

) _ 3
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i1, Every prievance shall be disposed of within the ambit of extant rules. In case of a grievance ") C.~ \
falling outside the ambitol rules, a speaking order shall be issued indicating the sule positinn.
LAl Ministries/Departments/Organisations shall strictly adhere to the time limit 0f 45 days to resolve

the pensioners’ gricvances, 117 the grievance pertains to a family pcnsionur/supcr-sunior_gcns;ioncr
aced 80 vears and above) the dead-lne to_resolve the grievance shall be 30 duays,

v Bvery orievance shall be closed only after its final resolution. If a grievance pertains o
subordinate/attached oflice, the case may be [orwarded by the :
Minstey/ - Department o the coneerned  oltice but it should  not be cloged untl
dnal sction s taken. The responsibility lies with the concerned Ministry/ Departinent 1 follow up
e matter with subordinac/atached units Tor final resolution. Every Nodal Officer should
anderiake aoweekly review of pending grievances in the portal.

V. Uhe grievance shall not be closed for the want of any documents from the pensione/tamily B
nensiones. The office may contact the concerned pensioner on the mobile number or emati 25 2 Q)

avabiable in the CPENGRAM Portal in order to ensure speedy and satisfactory disposel of

Srievancces.

2]

Vi, Ninustry/DeparunenvOrganization shali dispose of the grievances after tndicating that 1t
'Accepted! or "Rejected” or 'Partially Accepted.' In case grievance is disposed of in fa _
of nensioner, the option "Accepted' shall be indicated. In other cases, a speaking order shal! be iy
passed giving rcasons for rejection/partial acceptance and also uploaded in the portal.

H
avour

vii.  Re-recistered cases should be disposed of by Appellate Authoritics nominated in ¢very ¥
Ministrv/Department/Organization for the purpose. D

Vi MinsiriesDepartments/Organisations shall identify core grievance prone arcas and streamiine the
svstems Lo eliminate root cause of grievances. Cases delayed beyond the dead-lige should be analysed
and addressed promptly.

£ All the Ministries/Departments are requested to bring the above instructions to the notice of the alt

concerned under therr administrative control for compliance. i
: S \a—\\\\\
NS >

(Nuresh Bhardway)

Deputy Secretary to the Govt. of India
E-mail: naresh.bhardwaj@nic.in
Tele: 011-23350020

1 Secretaries (o the GO
2 Nodal Public Grievance officers of Ministries/Depanment/Attached and Subordinate organizations
of Govi, of India/State Govts
3. /NIC, DOPPW for appropriate action and uploading on the DOPPW Website.
Copy 1o information to:
. PMO. (Auention Sh Bhaskar Khulbe, Advisorto PM), South Block, New Delhi
Secretary, President Secretariat, Rashirapati Bhavan, New Delhi
3 Secretary General, Rajya Sabha Secretartat, Parliaunent House, New Dellu
4. Secretary General, Lok Sabha Scereturint, Purliament House, New Delhi
L Seeretary (Coordination & PG). Cabinet Secretariat, Rashirapati Bhavan, New Delh

e |



