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No:- Z-14/11/042009-PG
Dated 23.11.2009

Dear Sir,

As your kind self may be aware that Shri B.K. Sahu has taken over as Insurance
| Commissioner pf ESI Corporation w.e.f. 01.10.2009. During his review of functioning of public
grievance related complaints, it is found that there is scope for streamlining the present procedure
and importantly awarepess among our stake holders so that such grievances are attended by the
competent authorities in our field offices instead of sending to Hqrs. Office and thereby settled
promptly. To this effect, it is appropriate to highlight the following important check list for
compliance.

0] A good number of grievance,'complaints relating to Dispensaries &Branch Manager
which could be settled at the level of Branch Office & Medical Officers who may be
contacted for doing the needful.

(i)  Those complaints and grievance's which could not be still settled at the Branch Office
level including issues pertaining to Regional Office, concerned Regional Directors (for
non medical issues involving revenue and benefit matter etc.) and SSMC/SMC
(involving medical related issues ) may be contacted, for which their Telephone Nos. are
available in our ESIC website: w 'ww.esicpicin. It is also pertinent to add that Director
(ESI) at the state ievel may be contacted for issues relating to medical care involving
Dispensaries/ Hospitals and Siuiper Specialty Treatment for which their name and
contact numbers are available w.ith the corcerned Regional offices/ website.

(i) The Regional Director/JD. 1/c/SSMC/SMC/MS/DMD will ensure that the
applications which are received  rom Directorate of Public Grievances of Ministry will
be given top priority and grievar ice will be settled within six weeks as per instructions
of Cabinet Secretariat. They will kvoked into website http:/ / pgportal .gov.in on day to
day besis‘s and dispose of complaints on line relevant to their office through CP.GRAM
as available on above website to Mir:istry and will report Hqr. on IC’s E-mail address.
A weekly report on pendency of onli ne grievances will be sent to Ministry with a copy
to Hqr. PG Cell .

(iv)  Regional Director/]JD.I/c/SSVIC/SM(7/MS/DMD may issue an advertisement in
local newspapers highlighting the Web site and addresses of the officer concerned to
whom to be contacted for red ressal of Pu blic Grievances.

v) Regional Director/]D. I/c may also put latest eligibility list of IP on their Regional
Office website to avoid unnec essary comp. laint on eligibility of IP.

(vi)  Regional Director/]D. Director I/c will issue instructions to Branch Manager to
display list of pending/settli:d accident & Death cases on notice board on weekly
basis.
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(vii) Employers normally complaint that they are not aware of the issue of recovery orders.
Therefore, all Recovery Certificates pending with Recovery Officer may be on
Regional Office’s website with details of Code No., name of employer and amount of
recovery.

(vii) Pending ::ases for allotment of Code No. to employer may also be given on website of
Regional ‘Office including in RO display on board fourth nightly basis.

(i)  All reimbursement of medical claims of IPs under revolving fund including pending
cérses may be displayed on office notice board/ website.

{x) VYhenevm' new implementation takes place, the details of Notification No. and
rt%venue villages be advertised in local newspapers requesting employer to enroll
themselvess with Regional Office and IP with Branch Offices with along with
addresses of MR/ PTMR/ Dispensary to whom IP are attached.

(xi)  Keeping, 2very Friday A.N. to meet any stake holder of scheme including pensioners
whthout A ppointment /Time for redressal of grievances, may be highlighted through
advertisen ient & in website

(xif) Al RD/JI> I/C, SSMC, SMC may issues instructions to all Corncerned ESIC
Offices/ D ispensaries to display the important phone numbers to WhomelP has to
contact arid date of holidays on Office Notice Board & website.

(xiil) With the above filtering process, it is expected that most of the issues of
Local/Re gional nature should be settled but if still not settled or not satisfied, such
complair its/ grievance may be sent to our PG Cell, Hqrs. Office: jd-pg@esic.nic.in
Tel. No. 011-27865776 or to our Insurance Commissioner e-mail ID: ins-
comm@e:sic.nicin  Tel. No. 011-232;99867 /Fax No/ 23239867. Insurance
Comunissioner will b available to hear grievances of IP and employer every Friday
(A.N) without appointment unless he is away from headquarter for which his
personal staff at phone numbers 011-23239867 may be contacted. -

2. As a part of our efforts to provide 24x7 services in handling beneficiaries issues, it is also
proposed to lzdunch a 24 hours tol! free number at Hqrs. Office shortly.

It is reqraested that tle above 'nformation may be circulated to all vour members for maximum
publicity s« that objective of this ¢ ommunication is achieved.

With },a_agu\d/ p
( Yours k\\fv\m

Oz\\ W
(O.P. ]al
To
Shri - —
Trade: UnioryEmployyer's Associatiiin /Corporation Members.

Por inforr nation and necessary :iction to:-
1. All Regional Directors/Joint Directors I/c/SSMC/MS/D(M).D with the request to
circjulate to all Local Trade ‘Jnions/ Associations.
2. PF'§ to DG/FC/I1C/MC PMO (abinet Secretariat/ Ministry ( ’ersonal Grievance)
3. £\l Branch Offices of Headqua rter ESIC( Personal Grievance: cell )
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