
\\ . -/#w
EH

INDIAN COUNCIL OF AGRICULTURAL RESEARCH
KRISHI BHAWAN: NEW DELHI-110 001

F.No.21-5412021-CDN Date:15, .09.2021

ENDORSEMENT

Sub:- Guidelines for timely and qualitative disposal of pensioners'Grievances-regarding.

Ministry of Personnel, Public Grievances and Pensions, Department of Pension and

Pensioners'Welfare has issued an O.M. No. 17l3l202l-P&PW (Coord.)E7l79 dated 06.08.2021

regarding above subject. The above mentioned O.M. dated 06.08.2021 is being uploaded on the

ICAR website t]:15v.il3lll!g!p and e-office for information and necessary action.

(Jitender Kumar Meena)
Under Secretary (GAC), ICAR

Distribution:-
1. All the Directors/ Project Directors/ NRCs/ PDs/ ZPDsl Bureaux/ ATARIs for information and
compliance.
2. All officers/ Sections at ICAR Ituishi Bhawan/ KAB-I & IV NASC.
3. Sr. PPS to DG, ICAR/ PPS to FA, ICAR/ PPS to Secretary, ICAR
4. Media Unit for placing on the ICAR Website.
5. Guard file/ spare copies.
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No: I 7,812021-P&PW(Coord.) E 7t 79
rrrir RifiT{ lGovernmmt of kdia

alft&, its fiTfitrd sfn qym rixraq/Ministry of Personnel, Public GrievancEs and Pension

*flT si{ qxfi*tft qgrq frinrr/Depa;tnrent of Pension and Pensioner$' Welfare
***

e fi*6* ** 8Sr Floox B-Wing,

srFI q?Ft, !FIqs[, Janpath Bhswan, Janpath,

q{ ftd -t 10001 AIew Delhi-l 10001

Dated:M-08.2021
CIr;{'ren ilIsMoeANpuM

Subject;- Guidelines for timely and qu*litetive disposal of Pensionerc' Grievances-reg.

the undersigned is direeted to sry that the kparfinent of Pension & Pensioners' Welfare (DoPPW)

has provided a single window inferface ior atl Centrat Govemment pertsioners to regrstgr.their grievances

pertiining to any of the Central Govermrcnt Minisfy,6epaffned0rpni$atioa.which is thereafter

lor*auOst onlinl to the concemed Mird$trylDeprtlrng Orgenisafion fur redressai through tho

CPENGRAMS Portal.

2. In 2019, Pensicners' grievance re&ggsal sy$em was expanded with ttre objective m provide easy

acoos{i to p"nrion"rs who 
-ure tiring iu rcmol,e aleas and tlale no proper soc€ss to &e Intemst fbr

registration of their grievances or rit convemrmt with online tectmotory. AccordinglS an Integrated

Gievance Cell & Cdi Centre was inauguratod on 20ttr June, 2019 br per:rsioneis enabling pensioners to

register their grievance by calling on ths toll fme number 1800-11-1960. The Call Cetrtre Executives

,e[istertt" grievunce on iPENCfeNlS, aftertaking inputs ftrompersioners, andthereafteritis fonrarded

to the con&med Ministryl D€partrnenf0rganizati$n-online for redressal. Deparunent of Pension &
Pensioners'Welfare also ioordinates with Oitt**nt MinistieVDeporftnents to resolve the grievances of
the elderly pensioners and keep the pensioners informed about the progress of &eir grievances till disposal

rhrough this online system CPXNORAM.

3. The purpose of grievance rodressal machinery is not only to allow easy access of Govt Machinery

tbr pensioners Lut also disposal of the grievances expeditiously while maintaining the quality in redressal

of the grievances. Keeping in view of the above objective, DoPPW has put in place a sy$tem of holding
regularreview meetings witn HAinisfy/ Department/ Oryanization having large pendency of grievances'

In order to ensure quslity in disposal of Criivances, DoPPW is periodically analyzing closed Grievances

and re-registuing eases,-wherever it is obssved that (kievanc€s were closed by the offices without taking

appropriate final astion. Though time and again specilic guidelinedinstructions have been issued to the

trAi*stri**, a need is felt to coniolidate all instructiinsiguidelines and revise tlre time limit for redregsal of
grievances specially ftrr the priority target groups i.e.-family pensioners and sqpr-senior pensionersin

6rder to. prnmot" good goveiirance and io ensuri that the pensioners /firrnily pansioners get their rightful
entitlements.

Atl Ministris:s/neoortmenx are ildgised lofollow lhe.faidelfues siven heW {br redrwsl of frre
Grievurca-

i. In accordance with the Central Civil Services (Fension) Rules, 1972, every office is
responsible for pension sanction, revision and payment of retirement benefits to i-ts employees'

Therefore, every grievance relaied to pension and other retirement benefits shall be redressed

by the concerned office from where the employee retired or served before hisftrer death.

I



8127 0312021 /Goordination Section

vlu.

ii. Every grievance shall be disposed of within the arnbit of extant rules. In case of a grievance

falling-o*side the ambit of rules, a speaking order shall be issued indicating the rule position.

iii. AII Minisries/Depafimenty0rgardsations shall stri*ly adhere to the time limit of 45 davs 1q repplXe

iv, Every gr.ievance shatl be slosed only after its final resolutinn. If a grievance pertains to

subordinate/attached offtce, the ca*s may be lbrwarded by the

Ministryl Department to the concerned office but it should not be closed until

final aclon is tiken. The responsibility lies with the concerned Ministry/ Depafiment-to {bllow up

the malter with subordinate/attachei rmits for final resolution. Every Nodal Officer should

undertake a weekly review of perding grievances in the portal.

The grievance shall not be closed for the wanl of any documertts from the pensioner/family
pensiiner. The oflice may contact the concemed pensioner onlhe mobile numb*r or email as

available in the CPENGi{AM Portal in order to ensure speedy and satisfactory disposal nf
grievances.

Ministry/Department/Organiintion shatl dispnse of the grievances after indicating that it is

'Aceepie*t or 'Rejectedi or 'Prrtially Ae*epted,' In case grievance is disposed of in favuur

of pensioner, the optitm'Accepted'shall be inAi*ated. In other cases, a speaking nrder shall bc

passed giving reasons fur rrjectio#partial acceptance and also uploaded in the portal.

Re-registered cases should be disposed of by Appellate Authorities nominated in evety
MinistrylDepartmend0rganization fcrr the pul?ose"

Ministries/DepartnrentVOrganisations slrall identify ccne grievance prone areas and strreamline their
systons to eliminate root cause of grievances. Cases detayed beyond the dead-line should be analysed

and addressed promptly.
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4. All &e Ministies/lleparrnents are rquested to bring tire above instructions to the notice ofthe all
cnnceryed urderttrir admif$ve contnol for campliarrce.

(Nnmh Bhardw*j)
Dee$y Seffstery l0 the 6wt of India

F-mail : naresht*rardw{@dc.in
Tele: 011-23350020

Sccreraristothe 60I
Nodal Public Grievalce offieers of Minisfii@ and Subordinate organizdiotts
of Crort oflrdia/St*e Govts

f,dIC, DOPPW for appropriate action and uploading on the DOPPW Website.

Co1ry fix infornation to:
1. PM0, (Attemion Sh Bhaskar Khulbe, Advisor tn FM), $outh Block, New Delhi
2. Secmary, President Secr*ariat, Rashtrapati Bhavan, New Delhi
3, Secrstary Geneml, Rajya Sabha Secretariat Parliament Flouse" New Delhi
4. Slecretary Generaio Lok Sabha Secretariat, Parliament H*use, New Delhi

5. Secretary (Coordination & PG). Cabina Seretariar, Rashtrapati Bhavan. New Delhi

L
2.

AII Minisries/Departnrarts/Orgardsations shall stri*ly adhere to the time limit of 45 d?vs 1o repplXe

te pp.ns.ioners' grlevances.Jf {e g{3varce pertains to a family ff:?TI/1yr-senior Pslsuel
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