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Government of Odisha
General Administration & Public Grievance Department

* k%

No. GAD-PEN-PEN-0001-2023- 9! Y3 /GA&PG Date- 16/01/2023

e

From i
Shri Suresh Chandra Mohapatra, IAS,
Chief Secretary :
To
All Departments of Government
All Heads of Departments
All Collectors
Sub: - Holding of Pension Adalat to redress the grievances of retired Government
employees.
Madam/Sir,

Attention is invited to GA & PG Department letter No. 27822/ GA & PG
dated 30.09.2022 wherein a deadline i.e. October 31, 2022 was set for disposal of
all eligible Pension cases. However, grievances on pension matters are still pouring
in on regular basis with the allegation that their cases have not been finalised
despite completion of all the formalities.

The Government have always strived to ensure payment of all retirement
dues and delivery of Pension Payment Order (PPO) to retiring employees on the day
of retirement itself. The State have been conducting Pension Adalats from time to
time wherein on-the-spot decisions are taken for a prompt resolution of pensioners'
grievances. With a view to leveraging technology in redressing grievances, the
Government has recently launched an Online Registration System for Pension Adalat
accessible at g ensi jodisha.

RCHSONNNMsSoadisna.go'

Now, keeping in view the rising spate of the Pensioners’ grievances and
for ensuring the cooperation and involvement of all the Departments in addressing
these grievances, it has been decided to create a dedicated “Help Desk” in the office
of the PSAs which shall function permanently and shall assist the Pensioners for
online processing of his/her Pension through the above portal.

It has been decided to hold Pension Adalat for the year 2023 at the
District level and the State level. The Pensioners can register their grievance online

through the above portal which will remain open for the applicants from
20.01.2023 to 20.02.2023.




All the Collectors & DMs are directed to review the status of the long-
pending pension cases at the district level by organising a meeting with all the PSAs
in the concerned District and issue necessary instructions for prompt resolution of
the Pensioners’ grievances by following the extant guidelines in force. Since this will
be a technology driven exercise, necessary training to all the PSAs at the district
level may be imparted through the CMGI staff stationed in the O/o the Collectors &
DMs. o

Keeping in view the overall objective of prompt and quick redressal of the
Pensioners’ grievances, a set of guidelines captioned as “SOP for Pension Adalat and
redressal of the Pensioners’ grievances” have been formulated for reference and
strict adherence. :

The Departments are also requested to issue necessary directions to the
PSAs of their sub-ordinate offices / institutions to abide by the above instructions of
the Government and ensure timely resolution of the Pensioners’ grievances.

All the PSAs are impressed upon to take proactive steps to keep the
retired Government employees informed about these developments. The date of
holding of the Pension Adalat will be communicated to all concerned in due course.

This is for information and necessary action.

3
Yours faithfully, P

o

v\
Chief Secr

Memo No.- AYA  /GARPG Date- 16/01/2023

Copy forwarded to OSD to Chief Secretary / PS to Additional Chief
Secretary, GA & PG Department / PS to Principal Secretary to Government, Finance
Department / Principal Accountant General (A&E), Odisha, Bhubaneswar / Executive
Director, CMGI, Bhubaneswar / Controller of Accounts, Odisha / Director of Treasuries &




Standard Operating Procedure (SOP) for Pension Adalat
and redressal of the Pensioners’ grievances

The Government of Odisha have been considering for framing of some
guidelines / framework for holding of Pension Adalats with a view to redressing the
grievances of retired Government employees and mitigating the hardship/distress of
families of the deceased Government employees. Keeping this objective in view, the
State Government has recently launched the Online Registration System for
registering grievances to be heard in the Pension Adalat. Retired employees of the
State Government can now lodge their pension-related grievances online from
anywhere through the ciedlcated Online Regtstration System for Pension Adalat
accessible via the link at httg isha.g .

Now, keeping in view the overall objective of prompt and quick redressal of
the Pensioners’ grievances, the following guidelines are being formulated for
settlement of the legitimate dues of the Pensioners. To bring uniformity in grievance
redressal of the Pensioners all over Odisha, it is requested that this SOP may be
adhered to in-totality.

1. All the Pension Sanctioning Authorities (PSAs) starting from the Block level to
the apex level of the State shall open a “Help Desk” in their Office with an
objective of providing information to the pensioners across the counter and to
deal with their queries and compliance at a single point. The Help Desks shall
function permanently and shall assist the Pensioners for online processing of
his/her Pension.

2. The Help Desk shall be manned by an Officer not below the rank of Under
Secretary to Government. He/she must have a sound working knowledge of
Online Application and processing of the Pension. The Officer shall be assisted
by one or more Assistant Section Officer(s) / Junior Assistant(s) along-with all
necessary dedicated hardware.

3. All the Departments of the Government shall nominate a nodal officer not
below the rank of Joint Secretary in charge of Establishment matters. Such
Officer shall be designated by a written order as “Nodal Officer” for the
purpose of Pensions in addition to his/her own duties. Details of Nodal Officer
i.e., name, designation, phone no., e-mail id shall be communicated to the
Help Desks under the concerned Departments.

4. If any department has a Deputy Secretary ranked officer responsible for
Establishment Matters, the Head of Office shall specifically appoint an officer
of the rank of Joint Secretary and above to deal with all the pension
applications.

5. Such Nodal Officers shall personally supervise and momtor the processing of
the applications duly assisted by team of officers. The number of staff in the
team to be decided by the respective Departments depending upon the work
load.




6. Once the date of holding the Pension Adalat at the District / State level is
announced, the Help Desk will act as a single-point facility for online
registration of the Pensioners and enable them to upload/send their
grievances and related papers through the dedicated Online Registration
System for Pension Adalat.

7. Al the registered online grievances will be routed to the Department level for
further action on the matter.

8. The Nodal Officer at the Department level will be the highest-level monitoring
authority who shall screen the grievances/pending cases received through the
Online Registration System for Pension Adalat and forward the same to the
Pension Sanctioning Authority (PSA) at the field level for redressal of the
grievance in a time-bound manner. The grievances / representations may be
examined in detail and prompt action to finalise the cases be taken. Wherever
necessary, liaison may be done with other concerned PSAs / authorities for
prompt settiement of the grievances.

9. Those cases / grievances which could not be settled at the dtstrsc:t level in the
Pension Adalats shall be transferred to the Department level for resolution in
the state level Pension Adalat.

10.Efforts should always be made by the PSAs to make payment of the
Pensionary dues immediately on retirement as per normal practice. No case
should be held up for decision in Pension Adalats unless the delay is
absolutely inescapable.

The above guidelines should be followed scrupulously to ensure that the
grievances of the Pensioners / Family Pensioners are settled promptly without giving
any room for complaint whatsoever.




