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INDIAN COUNCIL OF N : .
MEDICAL RESEARCH Indian Counci! of Medical Research
Sorving the pation sinee 1911 Department of Health Research, Ministry of Health
and Family Welfare, Government of India
No.16/56/2021-Admn.II Dated: 18/08/2021

To

The Director/Directors-in-Charge of
Permanent Institutes/Centres of ICMR

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

Sir/Madam,

I am directed to refer a copy of Office Memorandum No.17/3/2021-P&PW(Coord.)E 7179
dated 06.08.2021 received from Ministry of Personnel, Public Grievances and Pension,
Department of Pension and Pensioners’ Welfare, New Delhi on the subject mentioned above
for information and necessary action.

Yours faithfully

(’%?L:/

ci b
(Jagdish Rajesh)
Assistant Director General (Admn)

Encl: As above

Copy to :-

(1) PSto DG/PS to Addl. DG/PS to Sr. DDG(A)/PS to Sr. FA

(2) All Divisional Head

(3) DDG(A)

(4) ADG(A)

(5) Dr. L.K.Sharma, Scientist “E” — soft copy of the same has been mailed at your email ID
{Sharma.lk@icmr.gov.in) for website upload.

&t afeard 999, dRe 9t . 491, Tel: +91-11-26588895 / 26588980 / 26589794
IR TR, A8 2wl - 110 029, ARG +91-11-26589336 / 26588707

Fax: +91-11-26588662 | icmrnic.i
V. Ramalingaswami Bhawan, P.O. Box No. 491, ax | iemrnic.in
Ansari Nagar, New Delhi - 110 029, India
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. Email Hemant Kumar

Fwd: Reduction of stipulated time limit for disposal of Grievances pertaining to Family
Pensioners/ Super Sr. Pensioners in CP.GRAMS/CPENGRAMS portal - regarding

From : Jagdish Rajesh <rajeshj.hq@icmr.gov.in> Wed, Aug 11, 2021 07:21 PM
Subject : Fwd: Reduction of stipulated time limit for disposal of #7'1 attachment

Grievances pertaining to Family Pensioners/ Super Sr.
Pensioners in CPGRAMS/CPENGRAMS portal - regarding

To : b bgulati <b.bgulati@yahoo.com>
Cc : Hemant Kumar <kumarhemant.hq@icmr.gov.in>

Dear Bhushaniji,
Please circulate.
Regards,

J. Rajesh,

ADG (Admn.,)

From: "Prof. Balram Bhargava" <balram.bhargava@gov.in>

FIND-IL

To: balrambhargava@yahoo.com, "geetan" <geetan@nic.in>, "Anu Nagar"
<anu.nagari@gov.in>, "Rajeev Roy" <rajeev.roy@gov.in>

Cc: "Jagdish Rajesh” <rajeshj.hq@icmr.gov.in>, "Secretary DHR" <dg@icmr.org.in>
Sent: Wednesday, August 11, 2021 5:09:34 PM

Subject: Fwd: Reduction of stipulated time limit for disposal of Grievances pertaining to
Family Pensioners/ Super Sr. Pensioners in CPGRAMS/CPENGRAMS portal - regarding

SIYY X 6-F 7

From: "Rajendra Kumar Dutta" <dutta.rk@nic.in>

To: "Sanjay Agarwal" <Secy-agri@nic.in>, "Trilochan Mohapatra" <dg.icar@nic.in>, "Mr
Jatindra Swain" <secy-fisheries@nic.in>, "Mr Atul Chaturvedi" <secyahd@pnic.in>,
chairman@dae.gov.in, "RAJESH KOTECHA" <secy-ayush@nic.in>, "Office of Secretary
(C&PC)" <sec.cpc@nic.in>, "Ms S. Aparna” <secy-pharma@nic.in>, "Mr Pradeep Kharola"
<secy.moca@nic.in>, "Anil Kumar Jain" <secy.moc@nic.in>, "Commerce Secretary Office"
<csoffice@nic.in>, "secy-ipp" <secy-ipp@nic.in>, "Anshu Prakash" <secy-dot@nic.in>,
secretary-posts@indiapost.gov.in, "Leena Nandan" <secy-ca@nic.in>, "Mr Sudhanshu
Pandey" <secy-food@nic.in>, "Secretary MCA" <secy.mca@nic.in>, "Raghvendra Singh"
<secy-culture@nic.in>, "Raj Kumar" <sdpns@nic.in>, "Shri B. Anand" <secyesw@nic.in>,
"DEFENCE SECRETARY" <defsecy@nic.in>, "Dr(Mr) Inderijit Singh" <secydoner@nic.in>,
"Pankaj Kumar" <secydws@nic.in>, "Secretary MoES" <secretary@moes.gov.in>, "Ms Anita
Karwal" <secy.sel@nic.in>, "Shri Amit Khare" <secy.dhe@nic.in>, "Ajay Sawhney"
<secretary@meity.gov.in>, "RIVA DAS" <secyeast@mea.gov.in>, "Dammu Ravi"
<secyer@mea.gov.in>, "Reenat Sandhu" <secywest@mea.gov.in>, "SANJAY
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BHATTACHARYYA" <secycpv@mea.gov.in>, "Shri Ajay Seth" <secy-dea@nic.in>, "T.V.
Somanathan" <secyexp@nic.in>, "Shri Tarun Bajaj Secretary DOR" <rsecy@nic.in>, "Shri

" Debasish Panda Secretary FS" <secy-fs@nic.in>, "Secretary MoFPI" <secy.mofpi@nic.in>,
"Mr Rajesh Bhushan" <secyhfw@nic.in>, "Shri Ali R. Rizvi" <secy-dpe@nic.in>, jsp-
mha@nic.in, "Secy-ol." <secy-ol@nic.in>, "Secretary Iscs" <secy-iscs@nic.in>, "Sanjeev
Gupta" <gupta.sanjeev@gov.in>, "Ajay Kumar Bhalla" <hshso@nic.in>, "Mr DURGA
MISHRA" <secyurban@nic.in>, "Amit Khare" <secy.inb@nic.in>, "Secretary DIPAM"
<secydivest@nic.in>, "Secy Labour Employment" <secy-labour@nic.in>, "Barun Mitra"
<secy-jus@gov.in>, "Secretary LD" <secyoffice-ld@gov.in>, "Bidyut Behari Swain"
<secretary-msme@nic.in>, "Alok Tandon" <secy-mines@nic.in>, "Secretary(Minority Affairs)"
<secy-mma@pnic.in>, "Mr. Indu Shekhar Chaturvedi" <secy-mnre@nic.in>, "Mr Sunil Kumar"
<secy-mopr@nic.in>, "Gyanesh Kumar" <secympa@nic.in>, "Deepak Khandekar"
<secy_mop@nic.in>, "Tarun Kapoor" <sec.png@nic.in>, "Office of Secretary Ports Shipping
and Waterways" <secyship@nic.in>, "Secretary Power" <secy-power@nic.in>, "SECRETARY
MORTH" <Secy-road@nic.in>, "Mr Ajay Tirkey" <secy-dolr@nic.in>, "Ajay Tirkey"
<tirkeyaj@ias.nic.in>, "Prof Ashutosh Sharma" <dstsec@nic.in>, "Secretary DBT"
<secy.dbt@nic.in>, "Director General CSIR" <dgcsir@csir.res.in>, "Secretary MSDE" <secy-
msde@nic.in>, "Mr R Subrahmanyam" <secywel@nic.in>, "Ms. Anjali Bhawra" <secretaryda-
msje@nic.in>, chairman@isro.gov.in, "Secretary NCSC" <secretary-ncsc@nic.in>, "Dr(Mr) G
P Samanta" <secretary@mospi.gov.in>, "P.K. Tripathi" <secy-steel@nic.in>, "Secretary
Textiles" <secy-textiles@nic.in>, "Secretary Tourism" <sectour@nic.in>, "Lakshmi Naryain"
<secy-tribal@nic.in>, "Mr Indevar Pandey" <secy.wcd@nic.in>, "Ravi Mital" <secy-
sports@nic.in>, "Secretary Youth Affairs" <secy-ya@nic.in>, "Mr Nagendra Nath Sinha"
<secyrd@nic.in>, "Shri Pankaj Kumar" <secy-mowr@nic.in>, "Arun Goel" <shioff@nic.in>,
"Prof. Balram Bhargava" <balram.bhargava@gov.in>, "Shri R P Gupta" <secy-moef@nic.in>,
"Shri Anoop Kumar Menditratta" <secylaw-dla@nic.in>, "Secretary DoF" <fertsec@nic.in>,
chairman@dae.gov.in, dspower@dae.gov.in, "RABINDRA" <karnark@pnic.in>, "Sarvijit Singh"
<ds-pg@desw.gov.in>, "Punit Kumar" <no-sobo3-dfs@nic.in>, "Rajaraman K" <asinv-
dea@gov.in>, "Assistant CAG N I" <acn@cag.gov.in>, "delhi dittps2"
<delhi.dittps2@incometax.gov.in>, "Meenal Bhosale" <osdcx9-cbec@nic.in>, "EDPG
RailwayBoard" <edpg@rb.railnet.gov.in>, "Ms. Saheli Ghosh Roy" <jscpg-mha@nic.in>,
"Prabhat Kumar" <jscpo@mea.gov.in>, "ddgpg-dot” <ddgpg-dot@nic.in>,
ddgpga@indiapost.gov.in, "Mr PK Abdul Kareem" <pka.kareem@nic.in>, "A Bharti"
<adviser.moc@nic.in>, "Worthing Marchang" <worthing.mc@gov.in>, "Mrutyunjay Behera"
<mrutyunjay.o@nic.in>, "Mr Ajay Yadav" <a.yadav@ias.nic.in>, "GANGADHARAN C"
<c.gangadharan@nic.in>, "P RAMAMOORTHY" <usbgtfin.dare-agri@gov.in>, "Shri Otem
Dai" <secy.cvc@nic.in>, "Joint Secretary Estt." <jse@nic.in>, "Director" <dircoord-
mowr@nic.in>, "DS(Pers.)" <dspers.rev@gov.in>, "Purnendu Kant, DS MoTextiles"
<purnendu.kant@nic.in>, "Lata Tripathi" <tiwarilata@eci.gov.in>, "JAY PRAKASH U"
<jay.prakash12@gov.in>, "SRM" <sr.meenab5@nic.in>, "Rashmi Chowdhary"
<rashmi.edu@nic.in>, "Kishan Chand" <kishan.chand68@nic.in>, "Shomita Biswas"
<shomita.biswas@gov.in>, "P.Bali DyCCC" <p.bali@nic.in>, "LALTLANA CHHANGTE
DEPUTY SECRETARY" <laltlana.chhangte@nic.in>, "alok saxena" <js@naco.gov.in>,
pskutty@isro.gov.in, "Prabhudas Xalxo" <prabhudas.xalxo@nic.in>, "ualka"
<ualka@ias.nic.in>, "satya kumar" <satya.kumar@mca.gov.in>, "Sh. Kamlesh Chaturvedi"
<k.chaturvedi@gov.in>, pgcdelhi@gov.in, "Sagar Mehra" <sagar.mehra@nic.in>, "Debanjana
Ray" <debanjana.ray@gov.in>, "Mr Mr G. N. Singh" <gn.singh13@nic.in>, "Sita Ram Meena"
<dirpg-ca@gov.in>, "T G Venkatesh" <tg.venkatesh@nic.in>, "Shivendra Chaturvedi"
<shiv.chaturvedi@nic.in>, "Hurbi Shakeel" <hurbi.shakeel@nic.in>, "Vinod Kumar Tripathi"
<vinod.t@sansad.nic.in>, "joginder singh" <joginder.singh@sansad.nic.in>
Cc: "Mr Bhaskar Khulbe" <bhaskar.khulbe@gov.in>, "Rajiv Gauba" <cabinetsy@nic.in>, "K D
Tripathi" <secy.president@rb.nic.in>, "Secretary General Rajya Sabha"
<secygen.rs@sansad.nic.in>, "SG Lok Sabha" <sg-loksabha@sansad.nic.in>, "Secretary Co-
ordination" <secypg@nic.in>, "SUNILA BAGGA UNDER SECRETARY"
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<sunila.bagga@nic.in>, "Sarita Taneja" <sarita.taneja@nic.in>, "Shri Sanjay Singh" <secy-
arpg@nic.in>, "RUCHIR MITTAL" <ruchirmittal.cgda@nic.in>, "Sanjoy Shankar"
<sanjoy.shankar@nic.in>, "AMOL KET" <amol.ket@gov.in>, "Naresh Bhardwaj"
<naresh.bhardwaj@nic.in>, nareshistm@gmail.com, "R C Sethi US" <sethi.rc@nic.in>, "S.
Chakrabarti US" <s.chakrabarti75@gov.in>, "Charanijit Taneja" <c.taneja@nic.in>, "Manoj
Kumar Under Secretary”" <mkumar.mol@nic.in>, "Dhananjay Prasad Singh"
<singh.dp1973@nic.in>, "VISHAL KUMAR" <Kumar.vishal@nic.in>, "Ashok Kumar SO"
<ashok.kmr62@gov.in>, "ashok kumar singh” <ashok.ks72@gov.in>, "Rajesh Kumar"
<rajesh.kr73@nic.in>, "Subhash Chander" <subhash.chander123@nic.in>, "Anil Bansal"
<anil.bansal@nic.in>, "Manju Gupta" <manjugupta.dgca@nic.in>, "Sanjiv Narain Mathur" <js-
doppw@gov.in>, shivasharma2611@gmail.com, rachnachoudhary547@gmail.com
Sent: Wednesday, August 11, 2021 4:48:15 PM
Subject: Reduction of stipulated time limit for disposal of Grievances pertaining to Family
Pensioners/ Super Sr. Pensioners in CPGRAMS/CPENGRAMS portal - regarding

Respected Madam/Sir,

Please find attached DoPPW O.M. No. 17/3/2021-P&PW(Coord.) E-7179
dated 06.08.2021 in the above subject for information and necessary action/compliance.

Al / With regards,

(XTSI PHR GHN)(Rajendra Kumar Dutta)

YR WBHR P 3aR g /Under Secretary to the Government of India
DISTSALH/AUTIFRT /Co-ordination/CPENGRAMS,

UL Ud el oot faHFT/ Department of Pension & Pensioners' Welfare(DOPPW),
i, e Rbrad ud O Harey /Ministry of Personnel, PG & Pension

o -fdr, ¢ai aat , SFUY YaT , SOy S Reeh

B-Wing, 8th Floor, Janpath Bhawan, Janpath, New Delhi-110 001

q¥HIY /Tele: 011-233 10106
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- DOPPW OM dated 06 Aug 2021 reduction of redressal time limit to 30 days.pdf
837 KB
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No: 17/32021-P&PW(Coord.) E 7179
R TR /Govemment of India

[ hY O . | I - i "I .
FIf, S Rrermad o 9@ @09 Ministry of Personnel. Public Grievances and Pension
~ 5 -~ ~ ~ = . . o ] i M
Uy 3R GYANFTT Fe = o m /Depariment of Pension and Pensioners’ Wellare
B

8 &ff disteT, sfi-fm, Sth Floor, B-Wing,
SH9Y qA, S99, Janpath Bhawan, Janpath,
72 faseft - 110001 /New Delhi-110001
Dated : 06.08.2021
OFFICE MEMORANDUM

Subject:- Guidelines for timely and qualitative disposal of Pensioners' Grievances-reg.

The undersigned is directed 1o say that the Department of Pension & Pensioners' Welfare (DoPPW)
has provided a single window interface for all Central Government pensioners to register their grievances
pertaining to any of the Central Government Ministry/Department/Organisation. which is thereafler
forwarded online to the concerned Ministry/Department/  Organisation for redressal through the
CPENGRAMS Portal.

2. In2019. Pensioners' gricvance redressal system was expanded with the objective to provide easy
access to pensioners who are living in remote areas and have no proper access to the Internet for
registration of their grievances or not conversant with online technology. Accordingly. an Integrated
Grievance Cell & Call Centre was inaugurated on 20th June, 2019 for pensioners enabling pensioners to
register their grievance by calling on the twll free number 1800-11-1960. The Call Centre Executives
register the grievance on CPENGRAMS. afier taking inputs [rom pensioners, and therealter itis forwarded
o the concerned Ministry/ Department/Organization online for redressal. Department ol Pension &
Pensioners’ Welface also coordinates with different Ministries/Departments o resolve the grievances of
the elderly pensioners and keep the pensioners informed about the progress of their grievances till disposal
through this online system CPENGRAM.

3. The purpose of gricvance redressal machinery is not only to allow easy access of Govt Machinery
for pensioners but also disposal of the grievances expeditiously while maintaining the quality in redressal
of the grievances. Keeping in view of the aboyve objective. DoPPW has put in place a system of holding
regular review meetings with Ministry/ Departiment/ Organization having large pendency of grievances.
In order to 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 hinal action. Though time and again specilic guidelines/instructions have been issued to the
Ministries, a need is felt to consolidate all instructions/guidelines and revise the time limit 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 Aamily pensioners get their rightful
entitlements.

Al Ministries/Deparinients are advised to follow the euidelines given below for redressal of the
Grievances -

1. In accordance with the Cenwral Civil Services (Pension) Rules. 1972, every office is

responsible [or pension sanction, revision and payment of retirement benelits to its employees.
Therefore. every grievance related to pension and other retirement benelits shall be redressed
by the concerned office from where the employee retired or served belore his/her death.



i,

iil.

V.

vi.

vil.

V11l

Every grievance shall be disposed of within the ambit of extant rules. In case of a grievance
falling outside the ambit of rules, a speaking order shall be issued indicating the rule position.

All Ministries/Departments/Organisations shall strictly adhere to the time limit of'43 days to resolve

the pensioners’ grievances. 11 the grievance pertains to a family pensioner/super-senior_pensioner

(aged 80 vears and above) the dead-line w resolve the grievance shall be 30 days.

Every grievance shall be closed only after its final resolution. It a grievance pertains to
subordinate/attached office. the case may be forwarded by the

Ministry/ Department to the concerned office but it should not be closed uniil
final action is waken. The responsibility lies with the concemned Ministry/ Departiment to follow up
the matter with subordinate/attached units for final resolution. Every Nodal Oflicer should
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 Poital 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 Aceepted.’ 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 disposed 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 (o eliniinate root cause of grievances. Cases delayed beyond the dead-line should be analysed
and addressed promptly.

4. All the Ministries/Departments are requested to bring the above instructions to the notice of the all

To.

ro

4

concerned under their administrative control for compliance. s

e T = - b

<\ = e

(Navesh Bhardwayj)

Deputy Secretary to the Govt. of India

E-mail: naresh.bhardwajigmic.in
Tele: 011-23350020

Secretaries to the GOl

Nodal Public Grievance otticers of Ministies/Department/Attached and Subordinate organizations
of Govt. of India/State Govis

NIC. DOPPW for appropriate action and uploading on the DOPPW Website.

Copy for information to:

L D

s

PMO. (Atention Sh Bhaskar Khulbe, Advisor to PM). South Block, New Delhi
Secretary, President Seeretariat. Rashuwapati Bhavan, New Delbi

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
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