Government of Haryana/RR@mm &R
Directorate of Food, Civil Supplies & Consumer Affairs
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Sh. Surender Singh, HCS, Additional Director (Administration) is hereby
appointed as Nodal Appellate Authority for timely disposal of Public Grievance appeals
i.e. within 30 days and Dr. Anita Kharub, Joint Director appointed as Nodal Grievance
Resolution Officer (GRO) to resolve the public Grievances in CPGRAM. The particulanof

the officers are as under:-

Sr. | Name of the | Designation | Contact Detail Supporting Staff
No. | Nodal Officer
1. | Sh. Surender Additional Mob. No. 9599206272 | Sh. Gaurav Thakur,
Singh, HCS Director Landline No. Clerk (IT Cell)
(Admn.) 0172-2701211
Email.id
adfs.admn@gmail.com
2. | Dr. Anita Joint Mob. No. 9466119099 | Sh. Gaurav Thakur, |
Kharub Director Landline No. ' Clerk (IT Cell) |
0172-2705866
Email.id
dfschq@gmail.com

Dated, Chandigarh, the MUKUL KUMAR
30.11.2022 Director, Food Civil Supplies &
Consumer Affairs, Haryana

Endst. No. 6E(1)-2022/20:42\ Dated Chandigarh. the oa’/ié’/é‘ﬂa?z
A copy of the above is forwarded to the following for information and
necessary action:-
E. Sh. Surender Singh, HCS Additional Director (Admn.). Hqrs.

2. Dr. Anita Kharub, Joint Director, Hgrs.

= Chief Secretary to Govt. of Haryana, (Grievamce Cell) w.r.t. their letter No.
26/6/2021-3D.G dated 17.08.2022.

Superintendent, PDS, Hgrs.
All Officers/Branch In-charge at Hgrs.
PS/DFCS&CA (for kind information of W/DFSCS&CA).

N o owoa

Smt. Shikha. Junior Programmer, Hqrs for uploading the order on the

Superiélt/e(ndent Estt.-1

for Director, Food Civil Supplies &
Consumer?‘%ffairs, Haryana

website of the department.

24 Floor, 30 Bays Building, Sector:17-B, Chandigarh/T90 #f9#1, 30 a9 famfegn, fwe-17-#6t, 9veme

Please visit us at http://haryanafood.nic.in
E-mail/Z-#=: foodesti@gmail.com & dir.foodhry@gmail.com
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From
Chief Secretary to Government Haryana 3003 2#@
CPGRAMS (Grievance Cell).
To s /
1 All the Administrative Secretaries of Government of Haryana. @ ,,(’ £esS (ol)
2. All Head of the Departments. ) -
3. All the Divisional Commissioners. 98 €26
4. All the Managing Directors of Boards and Corporations in Haryana. Qo P D
. All the Deputy Commissioners. '
6.  All the Registrars of State Universities.
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Subject:  Strengthening of Machinery for redressal of Public Grievances (CPGRAMS). 1.9 32

Dated 17" August, 2022

Sir/Madam, SNy

[ am directed to invite your kind attention towards letter No. S-15/21/2021 -Olo DS(PG-
DARPG(7085), dated 27.07.2022 (copy enclosed and also available on Govt wvebsite L€
“csharvana.gov.in” under branches “Grievances™) received from Director (PG), Governmeit of Indiam’qk R
Ministrv of Personnel, Public Grievances & Pensions, Department of Administration Reforms apd Public
Grievance (PG Division) New Delhi on the subject cited above. N j(Pﬁj)
G '11"\ 2

% It has been directed by the said letter that the grievances received on CPGRA}A\-’{S hall be
resolved promptly as soon as they are received but within 2 maximum period of 30 days. In case redressal is
not possible within the prescribed time frame due to the circumstances such as sub-judice’ matters/police
issues etc., an interim/appropriate reply shall be given to the citizen.

e The department will appoint Nodal Grievance Resolution Officers (GRO) to resolve thie pubiic
grievances. An officer senior to the Nodal Grievance Resolution Officer will be appointed as Noda l
Appellate Authority for timely disposal of PG appeals i.e. within 30 days. The login ID and password of the -
GROs will be created by Nodal Officer of the Department. The Department may regularly analyze the trend
of grievances and conduct a root case analysis and take remedial measure related to policy procedures and :
people to reduce the grievances. Department may also monitor grievances which may be raised in print and
electronic media.

: 4, It is also further requested to kindly direct the concerned Nodal Officer to clear the pending
i grievances pertaining to your Department(s) and to regularly send a weekly report 10 this Department.

Yours faithfully,

Su‘g}\ﬁ;ﬂ@g@mgances
for Chief Secretary to Gove mment Haryana
CPGRAMS(Grievan e Cell).
Endst. No. 26/6/2021-3D.G. dated: 17" August, 2022
A copy is forwarded to Director (PG), Ministry of Personnel, Public Grievances &
Pensions, Department of Administration Reforms and Public Grievances w.rt. their letter No.
$-15/21/2021-O/o DS(PG-DARPG(7085), dated 27.07.2022 for information.

Suﬁ%d&? r;';’?lrmes
for Chief Secretary to Government Haryana
CPGRAMS(Grievance Cell).
Endst. No. 26/6/2021-3D.G. dated: 17" August, 2022
A copy is forwarded to Worthy Nodal Officer, CPGRAMS for information and further
necessary action.

Sup‘éf'mté‘rflfd%&rieﬁances

for Chief Secretary to Government Haryana
CPGRAMS(Grievance Cell).
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F.No.S-15/21/2021-0/o DS(PG)-DARPG (7085)
g0 Government of India
Ministry of Personnel, Public Grievances & Pensions
Department of Administrative Reforms and Public
Grievance
(PG Division)

W

5th Floor, Sardar Patel Bhawan, &“ansa.-c?;__Mazg,
New Delhi, dated the 27t July, 2022

Subject: Strengthening of Machinery for Redmwséal of
Public Grievance (CPGRAMS) '; '

The undersigned is directed to say that the Department of
Administrative Reforms and Public Grievances has undertaken a comprehernisive
reform of the Centralized Public Grievance Redress and Monitoring System
(CPGRAMS) to make it more responsive to the needs of the citizeins. 'The
endeavor of the Government is that the 4ndividual citizen'’s voice m?Stv be
heard, and citizen must be empowered adequately to repose trust in the_é‘sy.stem.
In this regard, DARPG has introduced several measures for strengthe:ning
CPGRAMS, viz. Monitoring dashboards for stakeholders facilitate deeper analys is of
grievances, capacity building of stakeholders under the Sevottam Scheme for
effective redressal of grievances, universalization of CPGRAMS ver 7.0 for auto-rout.ng
of grievances to last mile, integration of State portals with CPGRAM.S,
operationalization of feedback call centers, developing an inclusive system by using’
common service centers, an effective regional language interface into all Languages
listed in the 8th Schedule of the Constitution, and introcluction of a Grievance
Redressal Index for ranking Ministries/ Departments.

Z To achieve the objectives of the CRGRAMS, and to satisfactorily resolve
the grievances of the citizens, the Ministries/Departments need to review,
streamline and strengthen their internal resolution mechanisms. Tp make
the system effective, the following decisions have been taken:

A, Grievance Redressal Timelines: -

(i)  The grievances received on CPGRAMS shall be resolved promptly
as soon as they are received but within a maximum periog of 30
days. In case redressal is ot possible within the prescribgd time-
frame due to the circumstances such as sub-judice matterg{?g:po-llicy
issues etc, an interim/appropriate reply shall be given':j"-to the
citizen. A

(i) The grievances of urgent nature have been mapped on the
CPGRAMS with system specifications and flagged to all the Nodal
Officers/ Grievance Resalution Officers on the CPGRAMS platform.
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It shall be incumbent on Grievance Resolution QOfficers to %gldress
urgent grievances on priority basis. i 5

Closure of Grievances: - - ﬂ

The disposed grievance will be treated as closed unless the%icitize.n
has filed the appeal. If the appeal is received from the citizenggainst -
the disposed grievance, the grievance will be treated asclosgd only
after disposal of appeal. ‘-

. After closure of a grievance, citizens have the option to submit their

feedback and file appeal. To obtain the feedback on the quality of
grievance disposed, an outbound Call Centre has been started. All the
citizens, will be ccntacted by the Call Centre 1O obtain feedback.
Citizens will be provided the option to file appeal if they are not
satisfied with the grievance disposed.

The feedback received from Citizens by the Feedback Call Centre will
be shared with Ministries/Departments who would be respensible to
devise internal mechanism to deal with the feedback thus received
and to make systemic improvements.

L 4

Grievance Resolution process: -

The Ministry/Department will appoint Modal Grievance Resolution
Officers (GRQ) and empower them adequately to resolve: public
grievances. Ministry/Department may appoint as many GROs as
deemed necessary based on the number of public grievances received
under the overall supervision of the Nodal Grievance Resolution
Officer.

. An Officer senior to the Nodal Grievance Resolution Officer 'will b

appointed as Nodal Appellate Authority for timely disposal of PG
Appeals. The Nodal Appellate Authority is empowered to appoint Sub-
Nodal Appellate Authorities tO dispose PG appeals. The Nodal
Appellate Authority/ Sub Nodal Appellate Authorities arecompetent to
review the process/ guidelines followed by GROs in redressal of
grievances. The Appellate Authority will dispose the grievance within
30 days. :
bl ies” o

The login ID and password of the GROs will be created by Nodal
Officer of the Ministry/Department. The details of the Nodal PG officer
and Appellate Authority should be updated immediately in cas¢ of any
change.

Root Cause Analysis:-

Ministry/Department should regularly analyze the trend of grievances
and conduct a root cause analysis. Based on the analysis of the
grievances the Ministry/ Department may take remedial measures
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;egxated to policy, procedures and people to reduce the grieyan:
viecessary steps to deploy adequate resources and build capacif
te taken for timely and effective resolution of grievances. Und
Sevottam Scheme, DARPG will crganize training 1progr§f§hs in
collaboration with the Institute of Secretarial Training and
Management (ISTM). The Nodal Grievance Officers wotild be

responsible for capacity building of other Grievance Res;glutian
Officers. :

(E) Review of PG Cases/ PG Appeals in SOM's:-

i. To institutionalize the mechanism of grievance resolution, ignd to
ensure quality disposal, the Secretary of the Ministry/ Departnlqﬁat may
review disposal process in Senior Officers Meetings. Secret‘a%y may
make a few calls to the citizens to get direct feedback if itis felt
necessary.

ii. Ministries /Departments may also monitor grievances which may be
raised in print and electronic media. :

3. This issues with approval of Competgnt Authority. %
: a' L i ‘:ﬁ‘x\
(Satish K jadhav)
Directer (FG)
Tel No. 23401404

To

i. Secretaries to the GOI
i Chief Secretaries of States/ UTs
iii. Heads of autonomous/ Statutory bodies

iv. Nodal Public Grievance officers of 'Ministries/Departme-nt/Attac;iedand
Subordinate organizations of Govt. of India/ State Govts :

v. NIC, DARPG

i. PMO (Kind Attention : Sh Amit Khare, Advisor to PM)
ii. Cabinet Secretary

iii. Secretary to the President Secretariat

iv. Secretary General , Rajya Sabha Secretariat

v. Secretary General , Lok Sabha Secretariat,

vi. Secretary (Coordination &PG) , Cabinet Secretariat




