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roc ings of the ksho

Proceedings of the Workshop for CCAs on monitoring the pensioners grievances and
uploading of retirees lists through “Web Responsive Pensioners’ Service” held on
05.10.2016 at SWASTI Conference Hall of Mahalekha Niyantrak Bhawan.

A workshop on monitoring of the pensioners grievances and uploading of retirees list
through “Web Responsive Pensioners Service” by CCAs was organized on 05.10.2016 from
11.30 AM to 1.00 PM at SWASTI Conference Hall of Mahalekha Niyantrak Bhawan (list of
participants is attached).

2 At the outset, CC (P) welcomed the participants. In his inaugural speech Controller
General of Accounts congratulated CPAO for developing the service and mentioned that
with the launching of “Web Responsive Pensioners’ Service” by Hon’ble Finance Minister on
14 September, 2016, all stakeholders including Ministries/Departments have to work in close
co ordination to fully implement this service.CGA mentioned that this service is an important
ICT initiative of CPAO to empower pensioner with information and meet Digital India
Goals & a step to improve Transparency, Responsiveness & Accountability & is expected to
improve service delivery to pensioners.CGA observed that one of the claims we have been
making as achievement of Civil Accounts Organization is timely payment of terminal
benefits. However, timely processing of pension papers and start of first payment of
pension for the retiring employees need lot of improvement. While we have seen
significant improvement at the Banks level where first credit of pension has improved from
20% to 55% within 30 days; the late receipt of the pension cases at CPAO from PAOs
continues to be a cause of concern as only 30% cases are received before retirement date of
the officials. He further mentioned that two top most grievances pertaining to ministries/
departments are delay in processing of pensions/revisions and wrong fixations of
pensions/revisions. He further observed that the online facility of grievance monitoring
and uploading of lists of retiree employees under WRPS provides a good monitoring tool
for CCAs. He mentioned that CCA’s monitoring is further strengthened as JS (Admn.) of
Ministries/Departments are also put on board through facility for grievance redressal as
well as retiring employee’s module whereby they can monitor delay at the DDO level. He
mentioned that CPAO is providing many reports on CPAO website to CCAs and regular use
of the same is expected to bring significant improvement in handling of pension matters.
He also emphasized that we must thank Finance Secretary for showing great interest on
this service and strengthening us by involving FAs to monitor the submission of quarterly
list of retiring employees with the administrative divisions. This is the opportunity for
CCAs to play a better centre stage & Coordinating role in their Ministries for pension.

3. After inauguration of the workshop, CC (P) made a presentation on “Web Responsive
Pensioners’ Service” highlighting objectives of this service, recent initiatives taken by CPAO,
basic features of the service, benefits, measures to popularize and the way forward. He
described the core features of the “Web Responsive Pensioners’ Service” (WRPS) ie.
Pensioners Information Service, Grievance Module and Retiring Employees Module. He



requested CCAs to regularly use the grievance Module and monitor the grievances through
the module and ensure that no grievance is allowed to be kept pending beyond 30 days. He
‘also requested CCAs to monitor the uploading of quarterly lists of retiring employees in their
ministries/departments and wherever needed coordinate with JS( Admin) to get the lists
from concerned DDOs/HOOs. It was noted that Aadhaar Seeding in fresh PPO has improved
from 12% in 2015-16 to 20% in April-June 2016 and to 42% in July-Sept. 2016 quarter and
all efforts need to be made it 100% in current quarter where retiring employees have
Aadhaar numbers.

4. Sr. TD/TD, NIC, CPAO made presentation on process flow of Grievance Module and
retiring employees’ module.

5. Some of the CCAs opined that separate status of pending grievance for DDOs and
PAOs may be given on the dash board so that the same may be monitored with DDOs. It
was agreed to show separate pendency report for PAO and DDO in the system. Some of the
CCAs also requested to provide the facility of uploading of documents by the pensioners
under WRPS. CPAO will work on it to enable this facility.

6. The issue was raised by one of the CCAs that for the matters pertaining to pension
processing, HOD and HOO are responsible in the ministries whereas under this system
grievances are forwarded to DDOs from PAOs. The point was clarified that in most of the
cases HOOs and DDOs are same who are dealing with pension matters. Secondly, since al
PAOs are regularly dealing with DDOs only, it is administratively feasible for the PAOs to
get the redressal of grievances through DDO. Further, some CCAs/CAs expressed that they
will need to work through this system in addition to CPCENGRAMS. It was made clear to
them that out of the total grievances received in the CPAO in 2015-16 around 10 thousand
grievances pertained to Ministries/Departments. These grievances were forwarded earlier
also to the PAOs through email/letter for redressal. However, earlier there was no system
for CCAs/CAs to monitor the grievances forwarded to PAOs. This system is developed to
facilitate CCAs in monitoring the grievances on regular basis and improve pension service
delivery. During 2015-16, CPAO received only 309 grievances through CPENGRAMS. This
indicates that more number of pensioners are approaching CPAO directly. The issue of DDO
connectivity to this system was also raised to enable PAOs to forward grievances online to
the concerned DDOs. It was clarified that the system provides online connectivity to PAQOs
only under WRPS and CCAs and PAOs have to develop their own internal system for fast
and electronic communication with DDOs.

7. It was observed that there were 383 grievances pending with Ministries forwarded
through WRPS of which 315 were more than 60 days pending & 48 more than 30 days.
Only for 2300 retiring employees, the information was uploaded .Therefore, CCAs/CAs and
their PAOs were yet to make full use of this service/facility. CCAs and PAOs need to use this
facility on regular basis and see their dashboards for effective implementation and derive
benefits of the system for better service delivery to the pensioners. The workshop
concluded with the remarks that as we will be under increasing government and public



scrutiny, we have to continuously improve our performance in pension processing and
payments and WRPS is strengthening our role in the area for better monitoring &
‘coordination in respective Ministries.

The workshop ended with a vote of thanks by the Controller of Accounts to all
participants.
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