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MINISTRY OF COMMUNICATION AND IT 

~vcf~~J"i?ll<>i'!l 
" DEPARTMENT OF TELECOMMUNICATIONS 
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20, ASHOKA ROAD, SAN CHAR BHA WAN 


20- 31~ITcf;rfu", ~ 31CI01-NEW DELHI-~~-1 Hll OOl 

NO. 6-24120 l 5frA-1/28/CPGRAMS/17 ~o ti, no:,- Dated k{) .03.2016 

To 
Pr. CsCA/CsCA 

Sub: - Improving the quality of Grievances Resolution booked on C GRAMS. 

Enclosed please find DoT letter No DDG (PG)/2016111 3 dated 15th March 
1

2016 on the subject cited above for necessary information & compltance. 

I 

Encl :-As above ~ 
~~rb~t~~2~~~~~~~ts -1) 

Copy to:­

I) Sh Ram Narain, DDG(PG) DoT, Mahanagar Door Sanchar B avan 6th Floor, Old 
Minto Road, New Delhi for information 
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RAMNARAIN 
DEPUTY DIRECTOR GENERA 

Phone (Off) : 011-23221231 

. ·•.: - ~. ~· 

No. DDG(PG)/'2016/ I 12'3. 

Sub : Improving the quality of Grievances Resolution 

Sir, 

m«J '« '< Cli I'< 
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ct'< ;fl ii f\( fclwr 
~ 1JCF{, 20, ~ 
~ ~-11000· 
Government of Ind 

Ministry of Communicati1 
epartment of Telecommu 
Sanchar Bhawan, 20 Ash 

New Delhi-11 ooo· 
Website : www.dot.ge 

15th March, 201 6 

ooked on CPGRAMS 

Kindly find attached a letter No. K-11022/1 /2016-PGfPart) dated l i 11 Februai 
2016 received from DARPG, wherein the officers are required to personally exami: 
certain number of grievances depending on their rank. 

2. 	 Therefore, you are requested to examine the number grievances mentioned in ti 
letter and instruct all officers under your control to examinj the prescribed number 
grievances pertaining to their unit for early disposal. 

3. In this regard it is further stated that Government is la ing stress on the quality • 
disposal of public grievances. The Secretary (Telecom), in the meeting held c 
14.03 .2016, has stressed that it is the responsibility of the organization/unit head 
ensure quality disposal of grievances and as far as possible to the satisfaction of tl 
complainant. Therefore, besides examining the prescribed number of grievances by tl 
senior officers, following steps may also be taken which wo~lld help in improving tl 
quality of grievances resolution:­

1a) 	 Before the closure report of a grievance bookl d on CPGRAMS portal 
sent to DoT or grievance closed, the complai~ant may be contacted ar 
his satisfaction/feedback should be taken and i~ should form part of tt 
report being sent to DoT on CPGRAMS. Initially, it may be take 
telephonically but gradually a system of confirrtlation with records such < 

through email, sms or satisfactory slip may be irbplemented. 

b) 
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c) An analysis of grievances may be carried out a d systemic changes ma) 
be brought about for those types of grievances where grievances are ir 
large number so as to contain such types of grievrces. 

Action taken report on the above issue may kindly be sent to this office for apprising the Secretary (T). 

To, 

CMD,BSNLICMD, MTNL 

Cc to:­

i) Member (S)/Member (T)/Member (F), 
ii) AS(T)/Sr. DDGs!DDGs!JSs 

Copy to : Secretary (T) for information please. 

Yours sincerely, 

~~~' 

(Ram Narain) 



~ 	\\) \"~,~~\2_.-.-~7 , i)t-'\o No.K-11022/1/2016-PG (part) 
I C\'?.1 Government of India 


<\r\ b "'.,...\ ri....- Ministry of Personnel, Public Grievances & Pensions 


) " Department of Administrative Reforms & Public Grievances 


5th 	Floor, Sardar Patel Bhawan 

\ Sansad Marg, New Delhi 
!Dated : 121

h February, 201E 

OFFICE MEMORANDUM 

Subject Review of Grievances - PRAGATI (Pro Active Governance and Timely 

Implementation) meeting of 27.01.2016 

During the PRAGATI interaction on 27.01.2016, the Hon' ble Prime Minister 
, I 
1_ reviewed the status of disposal of grievances relating to Central Board for Excise and 

J/ 	 . . I . 
j/ . ,Customs. During the discussion, the Hon'ble PM, inter-alia, desire, that: 

·{..V'j 

.~~)£:~ecretaries of all Departments having substantial public dealing should personally examine 

P j;[...tl~,ept 10 grievances every week and ~~~~ecr_~~~_:.'.:.Qk and J_:i.~~he~re~~.':'.__off~C:~~-s hould 
-;; 1:3? I; b ~;) :~ in:_=~~~. :_?..~:~.=-~~~e..~..~:r?_:~.~~:~y-~:.~Y.-~~:_:.~: 
~+--i/P~ /-f1'°J This has also been uploaded on eSamikSha by Cabinet Secretariat vide UID No . 2689/3 

~"J..JA under 'Pragati ATR on ISSUES RELATING TO EXCISE & CUSTOMS' on 27/01/:2016 . 

)}---J ­

!----­*-ff',.,. 2. . Accordingly, all Ministries / Deparfments are requeste\ d to note the above 

~;:rs-1 J ­
------~·-· instructions for strict compliance to ensure effective redress of l ublic grievances and to 

\ dispose of grievances as per above. Department of Administra t\ive Reforms and Public 

'i>.,~r/_:.>r!3;ievances would be also reviewing the progress from time to time In the ma~ 

,~ ~ (Su/m·ta oakt:tp(a}' 
\ \ • l)... i\~\--vO\ 0· Deputy Secretlary to the ovfof India 

To 

No. K-11022/1/2016-PG(part) 

1 · 	 Secretary, 

Department of Telecommunications, 

Sanchar Bhavan , 

New Delhi-110001 . 
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