ALL INDIA INSTITUTE OF MEDICAL SCIENCES
ANSARI NAGAR, NEW DELHI-110029
(GRIEVANCES CELL)

F.No. 3-1/2025/Grievance Cell(Misc.) Dated:- 16.01.2025

CIRCULAR
Subject:- Qualitative improvements in the Grievance Redressal System of DoHFW of
the Ministry of Health & Family Welfare (MoHFW)-reg.

Please find enclosed herewith an Office Memorandum vide No. B-13016/08/2024-W&PG,
dated 30.12.024 issued by Ministry of Health & Family Welfare (W & PG Section) on the subject cited

above for compliance. It is pertinent to mention that the points raised in the OM particularly( 1) to (iv)
may kindly be pursued for further necessary action.

This issue is with the approval of Competent Authority.

Administrative Officer
Grievance Cell
Distribution:-

1. All Chief of Centres/Dean(Acad.)/Dean-Exam/Dean-Research/MS/All HoDs/Addl.MS/ Sections / Units/
Cells etc.

2. AAO(Grievance) is directed to select 20-50 cases monthly and report to be submitted to Director
Office.

3. PPS to Director/ADA/PA to Dy. Secretary/CAQ/SE/CSO
L}. The Prof.lI/C Computer Facility for uploading on Institute Website.
_g Hindi Section-To provide Hindi translated copy to Grievance Cell.
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¢ AIIMS

2 grievance cell <grievancecell@aiims.edu>
h. « Delhi

Fwd: Qualitative improvements in the Grievance Redressal System of DoHFW of
the Ministry of Health & Family Welfare (MoHFW)-reg.

1 message

R. Gopinath <dy.secretary@aiims.gov.in> Thu, Jan 9, 2025 at 11:11 AM
To: grievancecell <grievancecell@gmail.com>, grievancecell <grievancecell@aiims.edu>

From: dda@aiims.edu
To: "R. Gopinath" <dy.secretary@aiims.gov.in>
Sent: Thursday, January 9, 2025 10:23:40 AM

Subject: Fwd: Qualitative improvements in the Grievance Redressal System of DoHFW of the Ministry of Health &
Family Welfare (MoHFW)-reg.

~-=------- FOrwarded message ---------

From: Srinivas.M <director@@aiims.gov.in>

Date: Tue, Jan 7, 2025 at 5:54 PM

Subject: Fwd: Qualitative improvements in the Grievance Redressal System of DoHFW of the Ministry of Health &
Family Welfare (MoHFW)-reg.

To: dda <ddafpaiims.edu>, KARAN SINGH <adadmin@aiims.gov.in>

Dr. M. Srinivas
Director
AlIMS, New Delhi

From: "INI-| Section" <section-ini1-mohfw@gov.in>
To: "Srinivas.M" <director@aiims.gov.in>
Sent: Tuesday, January 7, 2025 3:52:03 PM

Subject: Qualitative improvements in the Grievance Redressal System of DoHFW of the Ministry of Health & Family
Welfare (MoHFW)-reg.

Sir,
PFA a copy of letter dated 07.01.2025 on the subject mentioned above.

Regards,

INI-I Section,MoHFW
Tel. (011) 23063021

Office of Addl. Director (Admn.)
ALLM.S., New Delhi
011-26594804

2 attachments
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No.V-16020/1/2025-INJ-I (e-8313623)
Government of India

Ministry of Health & Family Welfare

Department of Health & Family Welfarg
(INI-I Section)
Nirman Bhawan, New Delhi
Date: 07-01-2025
To

The Director,

All India Institute of Medical Sciences,
Ansari Nagar,

New Delhi - 110029

Subject: Qualitative improvements in the Grievance Redressal System of
DoHFW of the Ministry of Health & Family Welfare (MoHFW),

Sir,

| am directed to forward herewith a copy of MoHFW OM dated 30.12.2024

(copy enclosed) vide which it has been apprised that a review meeting was held in
PMO on 20.12.2024 and it was desired to make qualitative improvements in the
Grievance Redressal syslem to make it more sensitive, accessible and meaningful.
The following action points have been decided:

I. 20 cases (received on the CPGRAMS portal) will be randomly reviewed by
Secretary (HFW) in a month,

ii. All Sub-Appeliate Authorities (SAAs) of CPGRAMS are required to review 10
cases monthly, by calling the complainants, where 'Poor' feedback has been
received from the complainants on the portal.

iii. Each Division should carry out Root Cause Analysis of public Grievances
received in the Division to identify areas of concerns as well asrequirement of
any systemic reforms and should take necessary action.

iv. Further, Head of the Institutions should review 20-50 cases monthly and the
report of the same should be submitted to the concerned Divisional Heads in
MoHFW.

(For points (ii) and (iii), AlIMS is required to take necessary action on part of the
Institute.)

2. The institute is requested to take necessary action in compliance of above
directions and to furnish requisite information to this Ministry at the earliest, [t may
be noted that compliance to above action points is required to be submitted on
monthly basis. AIIMS may ensure to submit the compliance report within 1st week
of every month positively.

Encl. as above.
Yours faithiully,

Signed by Neelam
Date: 07-01-2025 14:39:41

(Newlagn)

Urede ot Sm“mﬂm«y o the Giod. of Trdia
Tet all-9230€1831(Q)



PRIORITY
F. No. B-13016/08/2024-W8 PG
Government of India
Ministry of Health and Family Welfare
(W&PG Section)

Nirman Bhawan, New Delhi-11001 1

Dated 30th December, 2024
OFFICE MEMORANDUM

Subject: Qualitative improvements in the Grievance Redressal System of
DoHFW of the Ministry of Health & Family Welfare (MoHFW).

The undersigned is directed to inform that a review meeting, under the
Chairmanship of Advisor to Hon'ble Prime Minister, was held on 20.12.2024 in
Prime Minister's Office and. during the course of meeting, it was desired that the
Ministry should make qualitative improvements in its Grievance Redressal System
to make it more sensitive, accessible and meaningful.

2. In this connection, the following action points have been decided:

(i) 20 cases (received on the CPGRAMS portal) will be randomly reviewed
by Secretary (HFW) in a month.

(i) Al Sub-Appellate Authorities (SAAs) of CPGRAMS are required to
review 10 cases monthly, by calling the complainants. where 'Poor
feedback has been received from the complainants on the portal.

(i) Each Division should carry out Root Cause Analysis' of Public
Grievances received in the Division to identify areas of concerns as well as
requirement of any systemic reforms and should take necessary action.

(iv) Further, Head of the Institutions should review 20-50 cases
monthly and the report of the same should be submitted to the
concerned Divisions Heads in MoHFW.,

3. Action taken on the points mentioned above will be reviewed by Secretary
(HFW) every 2nd week of the month. All are, therefore, requested to take
necessary action for compliance of aforesaid directions.

Signed by
Jitender Singh W(itender Singh)

G R 86542

Tele No. 011-23062292

To
(through e-Office's Notice Board)



(i) AS(RS)/ AS(LSC)/ AS(VHZ)! AS&MD(NHM)

() JS(PR)/ JS(AMB)/ JS(SJ)/ JS(MK)/ JS(WJ)' JS(ERS) JS(LG) JS(NG)/
JS{MKB)/ JS(MS)/ JS(GM) of Dte.GHS/ Sr EA(IK)r EA(KKT) CCA/ Adv (RW)

(i) All Directors/ Deputy Secretaries’ Joint Directors and equivalent officers

(who
are Grievance Redressal Officers on CPG RAMS)

Copy to (for information):
PSO to Secretary (HFW)



