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OFFICE MEMORANDUM

Subject: Qualitative, effective and timely resolution of Public Grievances at
various field offices and feedback from Insured Persons thereon — reg.

It has been observed that public grievances (including received under CPGRAMS
portal) taking long time for disposal by few field offices, and being disposed of
without qualitative resolution. Sometimes the number of days taken for resolution
has been found more than 21 days. This delay in qualitative disposal of Public
Grievances leads to dissatisfaction of Insured Persons/ ESI Beneficiaries/
petitioners.

In view of above, updated instructions to all Head of the Offices and Grievances
Redressal Officers (GROs) are reiterated as under:

1) All Head of the Offices/ GROs shall attend to the Public Grievances — received
through CPGRAMS portal, e-mail, hard copy by hand/ post/ complaint box, walk-in
(personal visit) or any other mode - on priority and resolve them qualitatively in
coordination with other offices/ branches in such a manner that PG is resolved
within the period of 21 days.

2) GROs shall monitor the CPGRAMS grievances on daily basis by log-in the
portal twice a day (preferably morning and evening).

3) Ensure that PGs are resolved within a period of15 days from the date of
receipt and no PG should remain pending for disposal beyond 21 days.

4)  Qualitative and self-speaking reasoned reply be given to the petitioner/
complainant through letter/ e-mail before disposing of the grievance and feedback/
satisfaction of petitioner/ complainant be confirmed telephonically and recorded at
the CPGRAMS portal while disposing of the case.

5) PGs related to medical reimbursement, medical facility, Cash benefit,
corruption, non-coverage/ non-compliance/ under-reporting of employees’ under
the provisions of ESI Act be given priority for resolution and disposal. Other PGs
also be disposed of within 21 days.

6) While dealing medical reimbursement grievances the complete details of
amount claimed, entitlement, rate, deduction made as per CGHS rates etc. be
informed to the petitioner/ complainant to avoid recurrence of grievances or
appeals.

7) Response to PG Appeals be submitted in the portal on priority with reasoning
and referring relevant rule/ regulation/ instructions and efforts be made to settle PG
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Appeal within 20 days of receipt. No PG appeal should remain pending beyond 30
days.

8) To ensure quick and effective resolution, the number of GROs may be
increased, if required, for smooth conduct of business. However, the quality of
resolution to grievances should not be compromised.

9) In case of change of GRO (transfer/ revised work allocation/ new nomination
etc.) the details of new GRO be immediately updated in the CPGRAMS portal
using the existing user ID of GRO and intimated to PG Branch, Headquarters, New
Delhi by sending e-mail at pg-hgqrs@esic.nic.in

10) PGs received in Hindi shall necessarily be replied in Hindi language only.

Moreover, Standard Operating Procedure/ instructions on redressal of grievances
issued by Headquarters, New Delhi letter bearing no. C-12/12/IVRS/2019-PG

dated 08.12.2020 (copy enclosed) shall also be kept in view while dealing with the
subject and providing resolution to Public Grievances.

Also, for on-spot resolution of grievances and feedbacks/ suggestions from Insured

Persons/ ESI beneficiaries, SUVIDHA SAMAGAM shall continue to be held at field
offices/ Branch Offices as detailed in the aforesaid instructions dated 08.12.2020
and reports may be sent to the Headquarters for information.

This issues with the approval of Insurance Commissioner(P&A).
Signed by Ravi Prakash

(PR r11calRt 1S#E0

Additional Commissioner
To,
1. PPS/PSto DG/ FC/ CVO, Headquarters, New Delhi

2. PPS/ PS to all Divisional Heads, Headquarters, New Delhi

3. All Zonal Insurance Commissioners/ All Zonal Medical Commissioners

4. All Additional Commissioners & Regional Directors/ Regional Directors/
Deputy Director (l/c)/ Joint Director, Estt. - V, Headquarters, New Delhi

5. Directorate (M) Noida/ Directorate (M) Delhi/ Zonal Training Institutes

6. All Medical Superintendents of ESIC Hospitals & ESIC Model Hospitals

7. All Deans of Medical Colleges/ PGIMSR/ Dental Colleges/ Principal,
Nursing Colleges.

8. To all the Grievance Redressal Officers (GROs) of ESIC.

9. Website Content Manager for uploading on the website of ESIC for

information of all concerned.

*******



Employees’ State Insurance Corporation
“Panchdeep Bhawan”, C.I.G. Marg, New Delhi - 110002
(Public Grievance Branch)

No: C-12/12/IVRS/2019-PG Date: 68/12/2020

To,

All Divisonal Heads, Headquarters Office
All Add! Commissioners &RDs/ Directors /Jt Director In-charge, Regional/Sub-Regional office

All Dean/Med Superintendents - ESIC Medical/Dental Colleges/PGls/ESIC Hospitals.
Director (Medical)- Delhi/Noida

Subject: SOP for functioning for redressal of Grievances at ESIC Offices.

Sir/Madam,

The undersigned is directed to forward herewith the Standard Operating
Procedure, as approved by the Director General, towards the functioning for redressal of
Grievances received through various modes like CPCGRAMS Portal, email, hard copy etc at ESIC
Offices.

It is requested that the SOP must be adhered to while redressal of Public Grievances,
failing which the responsibility shall be fixed in terms of the provisions laid down in the SOP
against concerned Officers/Officials.

This issues with the approval of Competent Authority.

Yours faithfully,

S.L.Meena
Dy. Director (PG)

/Copy to: 1.PPS/PS to DG/FC/CVO/Medical Commissioner/IC for information

2. All ACs/ Directors/ Joint Directors/ Deputy Directors, Headquarter.
3. All Branches, Headquarter Office.
4. Website Content Manager for uploading on the ESIC Website.

n

Dy.Director (PG)



SOP FOR FUNCTIONING FOR REDRESSAL OF GRIEVANCES AT ESIC
OFFICES

Introduction:

As a service organization, stakeholder service and stakeholder satisfaction are our prime
focus area. While the complaints are a means for the aggrieved to voice their grievances, they
also tell us the reach of our programs and our deficiencies & failures. It thus becomes essential

that all the Grievances are addressed expeditiously and effectively.

Objective:

The objective of this SOP is to provide efficient & effective grievance redressal
mechanism to stakeholders/beneficiaries eligible for benefits under the ESI scheme. This SOP
has been formulated considering the following:

Complaints/Grievances raised by General public/IP/IW/Beneficiary are dealt with courtesy and
in time bound manner.

Complete transparency is maintained with the stakeholders and all grievances are dealt in
efficient, timely and fair manner.

stakeholders are fully informed of avenues to escalate their complaints/ grievances within the
organization.

Stakeholders are informed of their rights to alternative remedy if they are not fully satisfied
with the response of a particular field unit to their complaints.

To ensure all inputs are logged in defined manner and system.

Every category of Request or Complaint should have pre-defined turnaround time (TAT) & same

would be communicated to the complainant.

Definition of Grievances/ Complaints:

A "Grievance/Complaint” is defined as any communication that expresses dissatisfaction about
an action or lack of action, about the standard of service/deficiency of service and/or process
(es) from the Corporation and/ or its intermediary or asks for remedial action where a response
or resolution is explicitly or implicitly expected.
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b)

An "Inquiry/Query" is defined as any communication from a person for the primary purpose of
requesting information about the corporation and/or its services. A query is an interaction with
Corporation which can be resolved during the contact itself. A query does not require any
follow-up action.

A "Request" is defined as any communication from a person soliciting a service such as a

change or modification in the policy.

Channels to Lodge a Grievance: The person may lodge his/her complaint, using any

of the following facilities given below:

Through ESIC Website www.esic.nic.in by selecting “Grievance Redressal” option in “Services”

link at Homepage.

CPGRAMS Portal: https://pgportal.gov.in/Signin

Email: pe-hgrs@esic.in or through any Hars Office/ field offices email addresses

Toll Free Help Lines- 1800-11-2526 (General Helpline) & 1800-11-3839 (Medical Helpline).
In Hard Copy by post, by hand, through complaint Box etc.

Walk-in (personal visit): To respective field offices/Headquarters Office.

Nomination of Public Grievance Officer (PGO):

Head of the Office may nominate a Deputy Director (Preferably senior most in the Office)/
Assistant Director (in case no DD is posted in the Office Senior most AD) as the Public Grievance
Officer for the purpose of ensuring timely and appropriate action on various
representations/PGs from Stake Holders/Citizens. A link Officer may also be designated to
ensure everyday/regular availability of PGO in the office.

Head of the Office may ensure that the details like Name, Designation, Contact Number, E-mail
id, room no etc. of the PGO is publicly displayed at a conspicuous spot at RO/SRO/BO/
D(M)D/Medical College/Hospital/Dispensary and ESIC Website for easy information and access
to the aggrieved stakeholders.

in case of change of PGO, Head of the Office may ensure to inform the details like name,
Designation, Landline & Mobile Number and email id of the new PGO to the Public Grievance
Branch, ESIC, Hars to have easy/quick access. He/She may also ensure that this change is also
updated at the publicly displayed conspicuous spot/Website of the office.
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d)

Internal Grievances Redressal Framework:

The Head of Office/PGO at all ROs/SROs/D(M)D/Medical College/Hospitals shall make

his/her best endeavor to resolve such grievance at the earliest. The Public Grievance officer at
field office shall be inter alia, responsible for ensuring that:

All the officers designated as PGO, are required to update their details on CPGRAMS portal
immediately while taking over/receiving the charge of PGO.

All the grievances received at the office are registered in the system and addressed
appropriately.

All grievances are resolved at the earliest and not later than the time limit prescribed in the
SOP

If the Grievance cannot be settled within the prescribed time, the complainant shall be well
informed of the same with the probable/possible time in which the Grievance will be finally
redressed, but not later than the time limit prescribed in the SOP

Responsibility:

The SOP should be implemented in its true spirit so as to fulfill the objectives of timely and
proper redressal of Grievances of the stakeholders/beneficiaries. There should not be any
delay, negligence or lack luster approach towards disposal of Grievances. In case of any
delay/negligence/inadequate/misleading response found in disposal of Grievances the
officers/officials concerned as mentioned in each level shall attract penal/administrative action
as per SOP. Heads of Offices/Divisional Heads of each of the Field Office/Divisions will also be

equally responsible for timely and adequate disposal of the grievance as per the SOP.

Administration and Review of the SOP:

The Director General, ESIC shall be the overall in-charge for administration, interpretation,
application and revision of this SOP. The SOP shall be reviewed and revised as and when
needed.
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Action to be taken on Complaints/Grievances/Representations received through

various channels.

As per prevailing guidelines various authorities are required to redress the grievance received
though various channels within 30 days of receipt of the grievance. For this, following
Standard Operating Procedure (SOP) at all levels must be followed:

Grievances received through CPGRAMS Portal

Headquarters Office

1)

2)

3)

4)

5)

6)

PG Branch shall forward the Grievances to
the concerned division/field unit within 3
days of receipt of the Grievance. If the
grievance does not pertain to ESIC, it may
be returned back with appropriate reply
within 3 days.

All Divisions at Headquarters Office shall
take appropriate action and redress the
grievance within 7 days. In case more time
is needed, an interim response shall be
provided within 07 days, However, final
redressal shall be completed within 20 days
in any case.

Nodal Officer (PG) shall monitor all the
responses received from Divisions/field
units and dispose of the grievances.

If the reply given by the Concerned
Divisions/field units is not found
satisfactory, the Nodal Officer (PG) shall
revert back to the Concerned Divisions/field
units within 3 days with the direction for
proper redressal/reply. The field
unit/Division shall submit proper reply and
redress the grievance within 7 days
thereafter.

IC (PG) may review 80% of the Grievances
disposed of during the month

Nodal Officer (PG) shall ensure that 20 PG
cases per week out of redressed cases must
be sent to the Director General for perusal.
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The responsibility for non-adherence to t@
time limit and adequate response as per
above SOP shall lie on the concerned
Officers/Officials at each level.

Regional Office

1)

2)

3)

4)

5)

6)

7)

PGO shall forward the Grievances to the
concerned Branches/field unit within 3 days
of receipt of the Grievance. If the grievance
does not pertain to that unit, it may be
returned back with appropriate reply within
3 days.

All Branches at Regional Offices shall take
appropriate  action and redress the
grievance within 7 days. Interim reply shall
be given within 7 days, if more time is
needed, but in no case the final redressal

is delayed beyond 15 days.

PGO at RO shall monitor all the responses
received from all Branches/Field Units,
update the reply on the portal and send to
Hgrs office to dispose of the grievances.

If the reply/response given by the
Concerned Branches/field units is not found
satisfactory, the PGO shall revert back to
the Concerned Branches/field units within 3
days with the direction for proper reply. The
concerned Branches/Division shall submit
proper reply and redress the grievance
within 7 days.

The Regional Director may review 80% of
the Grievances disposed of during the
month

The PGO shall ensure that proper
reply/response is  provided to the
complainant while closing the case.

The responsibility for non-adherence to the
time limit and adequate response as per
above SOP shall lie on the concerned
Officers/Officials at each level.

The Grievances pertaining to State Govt/ESI
Scheme shall be forwarded to the

concerned State Govt authority with proper

and specific advice for timely and
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appropriate redressal within 3 days.
PGO/HoO shall pursue such cases with the
concerned appropriate authorities till
redressal by the concemed authorities.

Sub-Regional Office/Divisional
Office.

1)

2)

3)

4)

5)

6)

7)

PGO shall forward the Grievances to the
concerned Branch through e-mail/Hard
copy within 3 days of receipt of the
Grievance. If the grievance does not pertain
to that SRO, it may be returned back with
appropriate reply within 3 days.

All Branches at SRO shall take appropriate
action and redress the grievance within 7
days. All the replies shall be approved by
the In-charge of the SRO. Interim reply shall
be given within 7 days, if more time is
required, but in no case final redressal is
delayed beyond 15 days.

The PGO at SRO shall monitor all the
responses received from Branches, update
the reply on the portal and send to Regional
Office to dispose of the grievances.

If the reply/response given by the
Concerned  Branches is not found
satisfactory, the PGO shall revert back to
the Concerned Branches within 3 days with
the direction for proper reply. The
concerned Branches shall submit proper
reply and redress the grievance within 7
days.

The PGO shall ensure that proper
reply/response is provided to the
complainant while closing the case.

The responsibility for non-adherence of the
time limit and adequate response as per
above SOP shall lie on the concerned
Officers/Officials at each level.

In case of the grievance pertaining to State
Govt/ESI Scheme, the same shall be
forwarded to the concerned authorities
within 3 days and pursued with the said
authorities till redressal.
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D(M)D/D(M)N/Medical/Dental
College/PGl/Hospital/Other
Medical Institutions

1)

2)

3)

4)

5)

6)

The PGO shall ensure that grievances must—l
be forwarded to the concerned Branch/ESIC
Dispensary through e-mail/Hard copy within
3 days of receipt of the Grievance. If the
grievance does not pertain 1o that
Hospital/Institute it may be returned back
with appropriate reply within 3 days.

All Branches at D(M)D/ D(M)N/ Medical/
Dental College /PGl/Hospital/Other Medical
Institutions shall take appropriate action
and redress the grievance within 7 days. All
the replies shall be approved by the
MS/Dean of the Hospital/Institute. Interim
reply shall be given within 7 days, if more
time is needed, but in no case final
redressal is delayed beyond 15 days

PGO at D(M)D/ D(M)DN/ Medical / Dental
College College/ PGl/ Hospital/ Other
Medical Institutions shall monitor all the
responses received from Branches/ESIC
Dispensaries, update the reply on the portal
and send to Regional Office to dispose of
the grievances.

If the reply/response given by the
Branches/ESIC Dispensaries is not found
satisfactory, the PGO shall revert back to
the Branches/ESIC Dispensaries within 3
days with the direction for proper
redressal/reply. The Branches/ESIC
Dispensaries shall submit proper reply and
redress the grievance within 7 days.

The PGO shall ensure that proper
reply/response s provided to the
complainant while closing the case.

The responsibility for non-adherence to the
time limit and adequate response as per
above SOP shall lie on the concerned
Officers/Officials at each level. J
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Grievances received on E-mail

Headquarters Office

1)

2)

4)

5)

The PG Branch shall forward the e-
mail/grievance to the concerned
division/field unit within 3 days of receipt of
the Grievance. If the grievance does not
pertain to ESIC it may be returned back with
appropriate reply to the MOL&E or any
other Department/Authority within 3 days.
All Divisions at Headquarters Office shall
take appropriate action and redress the
grievance within 7 days. Divisional Heads
shall ensure that proper reply/response
may be sent to the complainant within 15
days from the date of receipt of the
grievance in MOL&E/ESIC. Interim reply
may be given, if time is needed, but in no
case final reply is delayed beyond 20 days
PG Branch shall monitor all the responses
received from Divisions/field units.

If the reply/response given by the
Concerned Divisions/field units is not found
satisfactory, the PG Branch shall revert back
to the Concerned Divisions/field units
within 3 days with the direction for proper
redressal/reply. The field unit/Division
thereafter shall submit proper reply and
redress the grievance within 7 days.

The responsibility for non-adherence to the
time limit and adequate response as per
above SOP shall lie on the concerned
Officers/Officials at each level.

Regional Office

1)

2)

The PGO shall ensure that grievances must
be forwarded to the concerned
Branch/Branch Office within 3 days of
receipt of the Grievance. If the grievance
does not pertain to that RO it may be
forwarded to the concerned RO/SRO/
Hospital/ Institute keeping Headquarters’
PG Cell in copy within 3 days.

All Branches at Regional Offices shall take
appropriate action and redress the
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3)

4)

5)

6)

grievance within 7 days. The Regional
Director shall ensure that proper
reply/response is sent to the complainant
within 15 days from the date of receipt of
the grievance in MOL&E/ESIC. Interim reply
shall be given, if more time is required, but
in no case final redressal is delayed beyond
20 days.

PG Cell at RO shall monitor all the
responses received from all Branches.

If the reply/response given by the
Concerned Branches/field units is not found
satisfactory, the PGO shall revert back to
the Concerned Branches/field units within 3
days with the direction for proper reply.
The field unit/Branches shall there after,
submit proper reply and redress the
grievance within 7 days.

The responsibility for non-adherence to the
time limit and adequate response as per
above SOP shall lie on the concerned
Officers/Officials at each level.

The Grievances pertaining to State Govt/ESI
Scheme shall be forwarded within 3 days to
the concerned State Govt authority for
timely and appropriate redressal within 3
days. PGO/HoO shall pursue such cases
with the concerned appropriate authorities
till redressal.

Sub-Regional Office/Divisional
Office.

1)

The PGO shall ensure that grievances must
be forwarded to the concerned
Branch/Branch Office within 3 days of
receipt of the Grievance. If the grievance
does not pertain to that SRO it may be
forwarded to the concerned RO/SRO/
Hospital/ Institute keeping Headquarters’
PG Cell in copy within 3 days.

All Branches at SRO shall take appropriate
action and redress the grievance within 7
days. The SRO In-charge shall ensure that
proper reply/response is sent to the
complainant within 15 days from the date
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3)

4)

6)

more time is required, but in no case final
redressal is delayed beyond 20 days

PG Cell at SRO shall monitor all the
responses received from Branches/Branch
Offices.

If the reply/response given by the Branches
is not found satisfactory, the PGO shall
revert back to the Branches within 3 days
with the direction for proper reply. The
Branches shall submit proper reply and
redress the grievance within 7 days.

The responsibility for non-adherence to the
time limit and adequate response as per
above SOP shall lie on the concerned
Officers/Officials at each level.

The Grievances pertaining to State Govt/ESI
Scheme shall be forwarded within 3 days to
the concerned State Govt authority for
timely and appropriate redressal within 3
days. PGO/HoO shall pursue such cases
with the concerned appropriate authorities
till redressal.

D(M)D/D(M)N/Medical/Dental
College/PGI/Hospital/Other
Medical Institutions

3.

The PGO shall ensure that grievances must
be forwarded to the concerned Branch/
ESIC Dispensary within 3 days of receipt of
the Grievance. If the grievance does not
pertain to that D(M)D/  D(M)N/
Medical/Dental College College/ PGl /
Hospital/ Other Medical Institutions it may
be forwarded to the concerned RO/SRO/
Hospital/ Institute keeping Headquarters’
PG Cell in copy within 3 days.

All  Branches at DM)D / D(M)N/
Medical/Dental College/PGl/Hospital/Other
Medical Institutions shall take appropriate
action and redress the grievance within 7
days. The DMD/DMN/Dean/MS shall ensure
that proper reply/response is sent to the
complainant within 15 days from the date
of receipt of the grievance in MOL&E/ESIC.
Interim reply shall be given within 7 days, if
more time is needed, but in no case final
redressal shall be delayed beyond 20 days.
PG Celi at D{M)D / D(M)N/ Medicai / Dental
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College/PGI/ Hospital / Other Medical
Institutions shall monitor all the responses
received from Branches/ESIC Dispensaries.
If the reply/response given by the
Branches/ESIC Dispensaries is not found
satisfactory, the PGO shall revert back to
the Branches/ESIC Dispensaries within 3
days with the direction for proper reply.
The Branches/ESIC Dispensaries shall
thereafter submit proper reply and redress
the grievance within 7 days.

The responsibility for non-adherence to the
time limit and adequate response as per
above SOP shall lie on the concerned
Officers/Officials at each level.

Grievances received By Post/By

hand/by any other physical

form like Complaint Box etc.

1)

2)

Headquarters Office

3)

4)

5)

The PG Branch shall forward the Grievance to the
concerned Division/field unit within 7 days of
receipt of the Grievance in the Branch. If the
grievance does not pertain to ESIC it may be
returned back with appropriate reply to the
MOL&E or any other Department/Authority
within 7 days.

All Divisions at Headquarters Office shall take
appropriate action on the grievance within 7 days.
The Divisional Heads shall ensure that proper
reply/response is sent to the complainant within
15 days from the date of receipt of the grievance
in ESIC. Interim reply shall be given within 7 days,
if more time is required, but final redressal shall
not be delayed beyond 20 days.

Similarly, the grievance received directly by the
Division/Branch/field units at their end shall also
be redressed within 7 days.

PG Branch shall monitor all
received from Divisions/field units.
If the reply/response given by the Concerned
Divisions/field units is not found satisfactory, the

the responses
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Nodal Officer (PG) shall revert back to the
Concerned Divisions/field units within 3 days with
the direction for proper reply. The field
unit/Division shall thereafter issue proper reply
and redress the grievance within 7 days.

The responsibility for non-adherence to the time
limit and adequate response as per above SOP
shall lie on the concerned Officers/Officials at
each level.

Regional Office

1)

2)

3)

5)

6)

The PGO shall ensure that grievances must be
forwarded to the concerned Branch/Branch Office
within 7 days of receipt of the Grievance. If the
grievance does not pertain to that RO it may be
forwarded to the concerned RO/SRO/
Hospital/Institute keeping Headquarters’ PG Cell
in copy within 7 days.

All Branches at Regional Offices shall take
appropriate action on the grievance within 7 days.
The Regional Director shall ensure that proper
reply/response is sent to the complainant within
15 days from the date of receipt of the grievance
in ESIC. Interim reply shall be given within 7 days,
in case more time is required, but in no case final
redressal be delayed beyond 20 days.

Similarly, the grievance received directly at
RO/BOs shall also be redressed within 7 days.

PG Cell at RO shall monitor all the responses
received from all Branches.

If the reply/response given by the Concerned
Branches/field units is not found satisfactory, the
PGO shall revert back to the Concerned
Branches/field units within 3 days with the
direction for proper reply. The field unit/Branches
shall thereafter issue proper reply and redress the
grievance within 7 days.

The responsibility for non-adherence to the time
limit and adequate response as per above SOP
shall lie on the concerned Officers/Officials at
each level.

The Grievances pertaining to State Govt/ESI
Scheme shall be forwarded to the concerned
State Govt authority for timely and appropriate
redressal. PGO/HoO shall pursue such cases with
the concerned appropriate authorities for
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redressal.

Sub-Regional Office/Divisional
Office.

1)

2)

3)
4)

5)

6)

7)

The PGO shall ensure that grievances must be
forwarded to the concerned Branch/Branch Office
within 7 days of receipt of the Grievance. If the
grievance does not pertain to that SRO it may be
forwarded to the concerned RO/SRO/
Hospital/Institute keeping Headquarters’ PG Cell
in copy within 7 days.

All Branches at SRO shall take appropriate action
and redress the grievance within 7 days. The SRO
In-charge shall ensure that proper reply/response
is sent to the complainant within 15 days from
the date of receipt of the grievance in ESIC.
Interim reply shall be given within 7 days, in case
more time is needed, but in no case, the final
redressal be delayed beyond 20 days.

Similarly, the grievance received at SRO directly
shall also be redressed within 7 days.

PG Cell at the SRO shall monitor all the responses
received from Branches/Branch Offices.

If the reply/response given by the Branches is not
found satisfactory, the PGO shall revert back to
the Branches within 3 days with the direction for
proper reply. The Branches shall submit proper
reply and redress the grievance within 7 days.

The responsibility for non-adherence to the time
limit and adequate response as per above SOP
shall lie on the concerned Officers/Officials at
each level.

The Grievances pertaining to State Govt/ESI
Scheme shall be forwarded to the concerned
State Govt authority for timely and appropriate
redressal. PGO/HoO shall pursue such cases with
the concerned appropriate authorities for
redressal.

1)

The PGO shall ensure that grievances must be
forwarded to the concerned Branch/ESIC
Dispensary through e-mail/Hard copy within 7
days of receipt of the Grievance. If the grievance
does not pertain to that D(M)D / D(M)N/ Medical
/Dental College/ PGI/ Hospital/ Other Medical
Institutions it may be forwarded to the concerned
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D{(M)D/D(M)N/Medical/Dental
College/PGI/Hospital/Other
Medical Institutions

2)

3)

4)

5)

6)

RO/SRO/ Hospital/Institute keeping
Headquarters’ PG Cell in copy within 7 days.

All Branches at D(M)D / D(M)N/ Medical/Dental
College/PGIl/Hospital/Other Medical Institutions
shall take appropriate action and redress the
grievance within 7 days. The
DMD/DMN/Dean/MS shall ensure that proper

reply/response is sent to the complainant within

15 days from the date of receipt of the grievance
in ESIC. Interim reply shall be given within 7 days,
in case more time is needed, but in no case, final
redressal be delayed beyond 20 days.

Similarly, the grievance received directly by
theD(M)D/D(M)N/Medical/Dental/PGl/Hospital/o
ther Medical Institutions shall also be redressed
within 7 days.

PG Cell at D(M)D / D{M)N/ Medical/ Dental
College/ PGI/ Hospital/Other Medical Institutions
shall monitor all the responses received from
Branches/ESIC Dispensaries.

If the reply/response given by the Branches/ESIC
Dispensaries is not found satisfactory, the PGO
shall revert back to the Concerned Branches/ESIC
Dispensaries within 3 days with the direction for
proper reply. The Branches/ESIC Dispensaries
shall thereafter issue proper reply and redress the
grievance within 7 days.

The responsibility for non-adherence to the time
limit and adequate response as per above SOP
shall lie on the concerned Officers/Officials at
each level.
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Suvidha Samagam

RO/SRO/BO/Hospital

1. Suvidha Samagam for quick redressal of Public

Grievances of  stakeholders/beneficiaries are
periodically arranged at Regional Office/ Sub-Regional
Office/ Divisional office on second Wednesday (AN) (if
holiday, then next working day) of each month and at
Branch Office on 2™ Friday of each month regularly.
Medical Superintendent of the Hospitals located in the
same town/city, have to attend the Suvidha Samagam
organized by the Regional Office/ Sub-Regional Office/
Divisional Office. However, the Medical
Superintendent of ESIC/ESIS Hospitals located in
different city/town/ at distance away from Regional
Office/Sub-Regional Office/Divisional Office may hold
the Suvidha Samagam at their Hospital level. They shall
also join the Suvidha Samagam organized by
RO/SRO/DO physically or through VC, whichever mode
is possible.

All the ROs/SROs/Hospitals may send the detailed
Report of the Suvidha Samagam conducted by 10™ of
each succeeding month.

. The detailed monthly Report of Suvidha Samagam wiill

comprise of the number of Suvidha Samagam
(including Branch Office) held, number of Grievance
received and number of Grievance resolved or
rejected.

. The responsibility for non-adherence to the time limit

and adequate response as per above SOP shall lie on
the concerned Officers/Officials at each level.

Suvidha Samagam may be conducted through Video
Conferencing in situations such as Covid-19 etc.

Grievances received through Social Media

Headquarters Office

1. Public Relation Branch, Headquarter Office shall

forward the Grievances to the concerned
Division/field unit within 2 days of receipt of the
Grievance with copy to PG Cell. If the grievance does
not pertain to ESIC it may be properly replied within 2
days.

All  Divisions /RO/SRO/D(M)D/ D(M)N/ Medical
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College/ Hospital/Institute shall take appropriate
action and redress the grievance within 7 days.

The PR Branch shall monitor all the responses
received from the Divisions/Field Units and shall
respond to them within 2 days in case the response is
not found satisfactory.

The responsibility for non-adherence to the time limit
and adequate response as per above SOP shall lie on
the concerned Officers/Officials at each level.

Special Provisions:

Covid-19 related
Grievance

1)

2)

Covid-19 Flagged grievance at CPGRAMS Portal/Covid-
19 related Grievances shall be forwarded by PG
Branch, Headquarters Office within 1 day and the
concerned Division/ Field Office shall redress the
Grievance within 2 days from the receipt of the
Grievance at ESIC.

The responsibility for non-adherence to the time limit
and adequate response as per above SOP shall lie on
the concerned Officers/Officials at each level.

Grievances received
through “Santusht
Portal”

1)

2)

The Grievances under “Santusht Portal” are directly
received by Regional Offices. The RD/MS/Dean/SRO In-
charge shall ensure to redress the Grievance within 2
days of receipt of the Grievance at ESIC. The PGO at RO
shall get reply from the concerned Branch/Branch
Office/SRO/Hospitals etc. and upload the reply on the
Portal on the same day of receipt of the reply.

The responsibility for non-adherence to the time limit
and adequate response as per above SOP shall lie on
the concerned Officers/Officials at each level.
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