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available to the member/complainant. It must be ensured that case reports forwarded to Head
Office on the CPGRAMS portal are seen and sent by officials not less than rank of
RPFC/APFC and PMO/DPG cases must be approved by the OIC himself/herself.

6. Only in exceptional cases involving compliance/recovery action when final reply is
not possible, an interim reply must be uploaded on the CPGRAMS and EPFiGMS portal and
efforts should continue to ensure expeditious final disposal to completely resolve the grievance to
the satisfaction of the concemed member/complainant. Besides uploading the disposal on the
CPGRAMS portal, the member should also be informed by email/phone or by speed post wherever
grievances have been received in offline mode.

7. After disposal of each pgrievance, it is imperative that the feedback of the
member/complainant is obtained. The same should be examined to analyse whether individual or
systemic lapses have taken place in the entire process of grievance redressed so that corrective
measures are taken to ensure that such lapses are not repeated in future,

8. Besides above RPFC/OICs are directed to pay special attention to the immediate
redressal of grievances related to new IT enabled initiatives taken for improving Customer Service
such as allotment/activation of UAN, on line transfer claim Portal (OTCP), online PF balance,
online claim status, online registration of establishment portal (OLRE), SMS service for member
who have activated their UAN, new ECR Portal, Employer UAN Portal, Passbook upload facility
Portal, etc. if required in consultation with IS Division of Head Office.

9. " The Officer-in-charge of RO/SRO should conduct regular and frequent review of
the grievance redressal mechanism in their respective offices. ACC (Zones) shall also review the
working of the grievance redressal mechanism during review of offices and monitor grievance
disposal.

10. All ACCs and RPFCs/OIC are directed to take immediate initiatives/actions for
carrying out the systematic reforms in service delivery mechanism, aiming to reduce the number of
Public Grievances registered on CPGRAMS/EPFiGMS through improved and effective service
delivery to the citizens. Further, the telephone facility for employee grievances should be made
fully operational so that grievances are minimised.

11. It is therefore once again reiterated that all grievances received in any office of
EPFO should invariable be finally resolved to the satisfaction of the concerned member /complaint
within stipulated time limit of 15 days and no grievance should remain pending in CPGRAMS and
EPFiGMS for more than 15 days from the date of its registration.

(This issues with the approval of CPFC)

Yours faithfully,

o Additional Central P.F. Commissioner (HQ) CSD
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