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Government of Bihar

General Administration Department
Notification

w18 / W0ofio—04—03 / 2018%0M0.. .2 2Y/  afrpmn WemZ 527 Reie. 3619/ w
frfafEa sl sgae fRer e & TR ¥ 1oy g} yBIRE fear o €, o Awa-
HRT & AT 348 D TS (3) B AT SiUSH wrwr ¥ SwH WK B AT R |

feR usaua & ke W,

Eras
(areiror o )
TER & 99 |feg
Patna,15 Dated--3-&.1.9.

No.- 18/pr.Su.mi.-04-03/201SSa.pr.ﬂﬁ?.&/ln exercise of the powers conferred under Article-162

of the Constitution of India, the Governor of Bihar is pleased to make the following rules for the

prompt, transparent and effective redressal of grievances related to the service matters and
sanction and delay of retirement benefits of all group of employees/officers of the State

Government:

1. Short Title, Extent And Commencement :-
(1) It may be called 'Bihar Government Servant Grievance Redressal Rules, 2019".
(2) It shall extend to the whole of the State of Bihar.
(3) it shall come into force from the date of issuance.

2. Definitions:- In this Rules, unless the context otherwise requires -

{a) ‘Service Grievance Redressal Officer’ means the designated officer in every Department and
District who will be responsible for passing orders/decision on the on the complaints received
regarding service matters and service benefits, after due hearings within the time limit, and will
also communicate the information of the decision taken to the complainant. In the district
collectorates, the senior officers of the establishment section, who are officers of the additional
collector level, will serve as the Service Grievance Redressal Officer. In Departments, the officers
of the Deputy Secretary level will be designated as the Service Grievance Redressal Officers. Ali
District Magistrates and Department heads will issue notification designating the Service
Grievance Redressal Officers in their respective Districts / Departments (as the case may be),
which will be posted on the website as well.

(b) A ’responsible officer' means the officer whose office the complaint is related to and who are
expected to settle/dispose the complaint. In reference to the complaints, the head of the office
will be the responsible officers. The departments, as per convenience, can group of the small
offices and according to their District / Sub Divisional Level Control Office, -according to the
office, the head of the office can be declared as the responsible officer.

(¢} ‘Complaint’ refers to all matters relating to the service and service benefits of serving and
retired personnel of State Government as — (1) related to appointment (2) Service confirmation
related (3) related to salary payment and increment (4) Promotion, A.C.P., M.A.C.P. related (5)
priority/preference assessment related (6) related to the approval of leaves other than casual
leave (7) related to salary during leave (8) related to approval and payment of allowances (9)
Medical reimbursements (10) related to payment of retirement benefits such as pension,
gratuity, group insurance, encashment of the unavailed leaves and payment of General
Provident Fund.

However, if any of the above related matter is under any Court’s consideration then
it will not be considered as a complaint under this system.

But further, matters relating to disciplinary & departmental action, and transfer /
posting / deputation will not be included as complaints under this. Any case, under
the Right to Information Act, 2005 will also not be considered as a complaint under
this system.
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(d) The 'complainant' means the serving and retired employee or officer of all group of the Bihar
State Government or in the event of the death of the government servant, their dependents,

(e} The 'fixed time-limit’ implies the time limit within which after giving the opportunity of hearing
on a complaint, decision on the complaint is taken and complainant is informed about the
decision taken on the complaint which shall be maximum 60 days and the time taken in the
transfer of the complaint will not be counted as part of the fixed time limit.

(f) ‘Decision’ means the order passed on any complaint or appeal by the Service Grievance
Redressal Officer or the Appellate authority respectively under this rule.

(g) 'Appellate Authority’ means the District Magistrate or the Departmental Principal Secretary /
Secretary.

3. Procedure for filing a complaint: Procedure for registering complaints related to service
matters and retirement benefits will be as follows — _

(a) Any employee of the Bihar State Government, serving or retired, of any group can file any
complaint related to their service matters and/or retirement benefits, through online mode.
In the event of death of a Government Personnel, complaint can be lodged by his/her
dependent. The applicant will have to mention the details of the office / officer, his/her
complaint is related to. Other relevant details will also have to be provided in the online
application. '

{b) In one application, complaint related to only one subject can be filed. Since no fee is
required for registering a complaint, therefore, if a complainant wants relief in more than
one subjects, then he/she has to register a separate application for it. In spite of this, if in
the same application relief on more than one subject is being sought for, then in that case,
the first issue mentioned in the complaint application will be considered as the complaint
and further action will be taken on the same.

4. Acknowledgement:

(1)  On receipt of the compiaint, the applicant will receive an online acknowledgment on
which the system generated Unique Registration Id will be printed. In future, the
Unique Registration Id can be used for any reference. -

(2)  Unique Registration Id will be of 16 (sixteen) digits, which will be as follows-

(a) First 03 digits (xxx) will be of the office of the Service Grievance Redressal
Officer, in which the complaint is being filed. On the basis of 38 districts and
44 departments, the codes for the offices of the 82 Service Grievance
Redressal Officer will be decided. It will be modified accordingly in case of
increase in the numbers in the future.

(b) Next 02 digits (xx} will refer to the mode by which the complaint is being
filed. Complainants will have the option of filing complaints only through
the online medium, but if the Departments / District Magistrates receive any
complaints related to service matters or retirement benefits, then as per
requirement these complaints should be sent to the Service Grievance
Redressal Officer for inclusion in the online system, after which the deputed
computer operator with enter the complaint with the separate code.

(c) Next 06 digits (xxxxxx) will be allocated for the date of the receipt of the
complaint.

{d) Next 05 digits (xxxxx) will be the serial number of that complaint which has
been registered in the office. It will be in incremental order.

(3) The acknowledgment will mention the scheduled first date of the hearing on the
complaint and venue of the hearing, which usually will be the office of the same
Service Grievance Redressal Officer to/for which the complaint has been registered.
The place of the hearing will change only if the complaint registered falis under the
jurisdiction of another Service Grievance Redressal Officer and is transferred to the
same. '

5. Hearing on the complaint:- Normally, date of the first hearing will be fixed for any working
day after seven days from the date of receipt of the complaint and will be system generated.
Government holidays will be kept under consideration in this regard. if there is any change
in the fixed date at the level of the Service Grievance Redressal Officer responsible for

User/hp/Sec-18/Act, Rule & Adhisuchna @ : 2



hearing due to any unavoidable circumstances, then information related to this change will
be provided to the complainant through SMS and e-mail (where the e-mail account is
available).As per convenience, Service Grievance Redressal Officer will hold hearings related
to such registered complaints at least on one working day per week and the list of the cases
to be heard on the above mentioned date will also be displayed on the notice board of their
office.

6. Jurisdiction of hearing:- For the hearing of complaints, the jurisdiction of the designated
Service Grievance Redressal Officers at the District and Department level is as decided
below- ,

(a) If the office from which the due action on the registered complaint is expected, is at
the District level or below district level, then the hearing shall be done by the Service
Grievance Redressal Officer at the district level. ‘

(b) Hearing and redressal of complaints related to the offices above the district level
shall the responsibility of the Service Grievance Redressal Officer designated at the
Department level.

{c) Along with this, care will be taken to ensure that the office related to the subject of
the complaint registered and responsible for its redressalis under the geographical
Jurisdiction of the concerned Service Grievance Redressal Officer.

(d) if there are more than one Responsible Officers and that too prescribed at different
levels for the redressal of any complaint, then in that case, the Service Grievance
Redressal Officer wili decide the appropriate Responsible Officer for redressal
keeping in mind the subject matter of the complaint registered and locating its
jurisdiction, and conduct due hearing.

(e) In case any complaint is related to two or more ResponsibleOfficers and that too at
different hierarchical posts, then the hearing and redressal of the complaint will be
doneby the concerned Service Grievance Redressal Officer by keeping the
Responsible Officer of the senior rank in mind, and the same officer will issue notice
to the Responsible Officer at the lower rankwith regard to the grievance redressal
and take needful action as per procedure. The assistance of other officials can be
taken as per requirement.

{f) In a situation different from the prescribed jurisdiction, the Service Grievance
Redressal Officer will be able to transfer the complaint to the Service Grievance
Redressal Officer of the competent authority.

7. Procedure for disposal of the complaint application:-

(1) Complaints registered with the Office of the Service Grievance Cfficer, will be

displayed under the menu of ‘Complaints Received' on that Service Grievance Redressal

Officer’s Dashboard at the Home Page of the Web Portal, through which the complaint

and enclosed documents could be viewed and downloaded.

(2) The complaint transferred will be displayed in different colours in the menu of
complaints received on the dashboard of the other Service Grievance Redressal
Officer, so that it can be easily identified that this case has been received by being
transferred from the office of any other Service Grievance Redressal Officer.

(3) The following options for action being taken by the Service Grievance Redressal
Officer will be available on the subject matter of the complaint, the status of its
hearing and the actions of the competent ResponsibleOfficer to redress it-

(a) Complaints, hearing and redressal of which are expected from a different
officer than the jurisdiction of Service Grievance Redressal Officer with
whom they has been registered with, will be transferred to the appropriate
Service Grievance Redressal Officer electronically,

(b) Complaints that are not included in the definition of the complaint as per
this rules {i.e. the case of the negative list), such cases will be processed for
the first hearing by the Service Grievance Redressal Officer who has received
them and appropriate decision will be taken after the fixed hearing is held. If
during above mentioned hearing, such information is presented by the
complainant which indicates that the case can be considered under the
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complaint category as per this Rules, then on that basis, the complaint will
be converted into a positive complaint and notice to the concerned
Responsible Officer will be issued;

(c) In respect of those complaints which fall under the jurisdiction of the Service
Grievance Redressal Officer,notices will be issued to the concerned
Responsible Officers, to submit a report after redressal of such complaints
or with response to the points mentioned in the complaints in the next fixed
date of hearing by themselves in the next hearing or by authorising their
subordinate officer (who has the knowledge regarding the subject matter)
to do so. It will be expected from Service Grievance Redressal Officers that
they will collect the mobile numbers and valid e-mail ids of the heads of the
Responsible Offices under their jurisdiction and make sure that entry of the
same is done under the appropriate section of the software and is updated
from time to time, so that the complaint letter is electronically forwarded to
the concerned Responsible Officers with promptness. Till the time that the
email id of the head of the Responsible Office is not received the complaint
letter and other enclosing documents to the said office will be sent through
the dispatchsection of the collectorate / department.

(4) The list of all the cases scheduled for any hearing date (Cause List) will be published
on the notice board of the Office of the Service Grievance Redressal Officer.

(5) Hearing on the complaints will be held in the presence of both the complainant and
the Responsible Officer. However, it will not be mandatory for the complainant to be
present at every hearing.

(6) During the hearing, the evidence {if any) submitted by the complainant will be taken
into consideration. Similarly, the report and facts submitted by the Responsible
Officers, by whom the complaint is expected to be redressed, will also be given due
consideration. If the Service Grievance Redressal Officer feels that additional
evidence or facts need to be obtained then the next date of hearing will be fixed
after passing the interim order. _

(7) The Service Grievance Redressal Officer, giving the complainant due opportunity of
hearing under the fixed time limit, will pass the order. The information on the order
will also be communicated to the complainant.

8. Appeal:- (1) Any person who is aggrieved by the decision passed by the Service Grievance
Redressal Officer may file an appeal to the appellate authority within thirty days from the
expiry of the stipulated time limit or from the date of the decision of the Service Grievance
Redressal Officer. An appeal against the order passed by the district level Service Grievance
Redressal Officer may be filed with the District Magistrate of the concerned district and the
same against the order passed by the Service Grievance Redressal Officer, with the
concerned Additional Chief Secretary/Principal Secretary/Secretary of the concerned
department. Procedure for an appeal application, from the receipt to the order being passed
will be similar to that of the complaint application.

(2) The maximum time limit for hearing and disposal of an appeal will also be similar to the
time limit fixed for hearing and redressal of a complaint.

9. Fees:- No fee will be payable for registering a complaint or an appeal.

10. Implementation and Monitoring:- The implementation and monitoring of this Rules will be
done by the Bihar Prashasanik Sudhar Mission Society under the aegis of General
Administration Department, Government of Bihar. The whole system will be web based and
online, with a strong MIS. For this purpose, the Bihar Prashasanik Sudhar Mission Society will
develop a software according to its convenience and will prescribe necessary format.

11, Training:- The training and capacity building of the Service Grievance Redressal Officers,
Responsible Officers and associated personnel will be undertaken by the Bihar Prashasanik
Sudhar Mission Society.

12. State Government directives:- The state government will have the power to make rules and
issue instructions for this purpose and its implementation. If any difficulty arises in making
the provisions of this rule effective, the State Government may take any such action with the
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advice of law department which may seem necessary or expedient for resolving that
_ difficulty and not inconsistent with the provision of this rules.

By the orderof the Governor,

{Avaneesh Ku r SmZh)
Deputy Secretary to Government.
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