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NO. 6-24/2015/TA-I/28/CPGRAMS[ 1740 01768 Dated 3(7).03.2016

To v \
Pr. CsCA/CsCA

\
Sub: - Improving the quality of Grievances Resolution booked on CPGRAMS.

Enclosed please find DoT letter No DDG (PG)/2016/1183 dated 15™ March
2016 on the subject cited above for necessary information & compliance.

Encl :-As above /@xﬁ

Director (Accounts -1)

Ph 011- 23036511
Copy to :- |

I) Sh Ram Narain, DDG(PG) DoT, Mahanagar Door Sanchar Bhavan 6™ Floor, Old
Minto Road, New Delhi for information |
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| No. DDG(PG)/*2016/ 1182 | T

Sub:  Improving the quality of Grievances Resolution booked on CPGRAMS

Sil‘, |

Kindly find attached a letter No. K-11022/ 1/2016-PG!(Part) dated 12™ Februar
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 t|
letter and instruct all officers under your control to examine the prescribed number
grievances pertaining to their unit for early disposal. ‘
3. In this regard it is further stated that Government is l_ay:ing stress on the quality
disposal of public grievances. The Secretary (Telecom), in the meeting held «
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 t

senior officers, following steps may also be thken which would help in improving tl
quality of grievances resolution:- ‘

a) Before the closure report of a grievance booked on CPGRAMS portal
sent to DoT or grievance closed, the complaiqant may be contacted ar
his satisfaction/feedback should be taken and it should form part of tk
report being sent to DoT on CPGRAMS. Initially, it may be take
telephonically but gradually a system of confirmation with records such ¢
through email, sms or satisfactory slip may be implemented.

On the CPGRAMS portal the feedback of the complainants is availabl
where a complainant can grade the satisfaction of his grievanc
resolution ona 1 to 5 scale i.e., Poor to Excellent. The grievances whic
are graded as Poor and Average should be analyzed by th
organizaL%n/Unit Head and remedial action take‘:n.
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c) An analysis of grievances may be carried o
be brought about for those types of grieva

ut and systemic changes may
nces where grievances are ir

large number so as to contain such types of grievances.

Action taken feéport on the above issye may kindly be sent to this office for

apprising the Secretary (T),

To,
CMD,BSNL/CMD, MTNL

Co'to -

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

Copy to : Secretary (T) for information please.

Yours sincerely,

K/{'\'\lk.«

(Ram Narain)

7
7

r//



t

T

0 ,
Q\q,@\%\ P No.K-11022/1/2016-PG (part)
' ' Government of India |
Ministry of Personnel, Public Grievances & Pensions
Department of Administrative Reforms & Public Grievances

5™ Floor, Sardar Patel Bhawan
Sansad Marg, New Delhi
Dated : 12™ February, 201¢€

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

reviewed the status of disposal of grievances relating to Central Board for Excise and

Z/ Customs. During the discussion, the Hon’ble PM, inter-alia, desired that:

%M

) iy |
Mecretanes of all Departments having substantial public dealing should personally examine

(;u 10 grievances every week and Addl Secretary / CMD rank and Jomt Secretary officers should

] };;féw examine 20 anct_hjo grievances respectively every week

?7;% y'}% This has also been uploaded on eSamikSha by Cahinet Secretar;‘iat vide UID No. 2689/3
LS 7 ” |
. /’ﬁiﬁﬂ under ‘Pragati ATR on ISSUES RELATING TO EXCISE & CUSTOMS’ on 27/01/2016.

) ﬁl"jﬂ 2 Accordingly, all Ministries / Depafrt"ments are requestéd to note the above
Dord D . o . ‘ ‘ i i
" _M,.ﬂ«*‘““” instructions for strict compliance to ensure effective redress of public grievances and to
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dispose of grievances as per above. Department of Administrative Reforms and Public

Grievances would be also reviewing the progress from time to time in the matter.

B ‘ (SumuavD/g,u ta)
%\%\W\Q,' : | ' Deputy Secre’sary to the Govt. of India

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

Secretary,

Department of Telecommunications,
Sanchar Bhavan,
New Delhi-110001.
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