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CHAPTER - XVII

MISCELLANEDUS

PUBLIC GRIEVANCES REDRESSAL
MACHINERY OF EAST COAST RAILWAY

HQs Level - Public Grievance Redressal Machinery has been set up on East Coast Railway to provide
high level satisfaction to the Rail Users. Heading this organization in Zonal level is Addl. General Manager
who is also the Director of Grievances and assisted by Dy General Manager and Dy. Secretary (Public
Grievance).

Divisional Level - To ensure smooth functioning of the machinery at the Divisional level, each of Divisional
Headquarters of East Coast Railway has a Divisional Public Grievances Cell. Additional Divisional Railway
Manager of the Divisions is the Director of Public Grievances mechanism of the Division. To assist him,
Sr. Divisional Commercial Manager/Divisional Commercial Manager is the in-charge of the Divisions. The
names and telephone numbers of the Addl. General Manager of Zonal headquarters and Additional
Divisional Railway Managers of all the Divisions of East Coast Railway are available at important stations,
Railway Time Tables etc.

Sources of the complaints received - Lodging of complaints can be registered at different stations,
Enquiry cum Reservation offices, Goods shed, Parcel Offices, Refreshment Rooms, Catering Stalls.
Complaint-cum-suggestion books are available with Guards of the trains carrying passengers including
Mail/Express Trains and also with the Conductors and Pantry car Manager of the trains. After
enquiry/investigation is completed by the concerned Department, reply is given to the complainant.

Lodging of complaints by the General Public - Complaints are also received in PG Cell of General
Manager’s office directly or through e-mail. These complaints are acknowledged and after necessary
enquiry/investigation replies are sent to the complainants. The other sources through which
complaints/grievances received are from (i) President of India (ii) Grievance Cell of Prime Minister’s Office,
(iii) Department of Administrative Reforms and Public Grievances, (iv) Department of Pensions & Pensioner’s
Welfare (v) Directorate of Public Grievances (DPG) and (vi) Railway Board. These complaints are also
registered and sent to the concerned units and after investigation replies are sent to the complaints by
the parent units. At present one user-friendly Public Grievance portal called Centralized Public Grievance
Redress And Monitoring System (CPGRAMS) has been in use through the website of pgportal.gov.in
which facilitates public to lodge their complaints and to receive replies through it. After due examination
of the matter by the Department concerned, replies are sent to the complainant by that grievance redressal
authority through CPGRAMS.

Lodging on-line complaints — East Coast Railway has taken up steps to computerize handling of complaints
and Enquiries at seven major stations of its zone. The complaints can now be registered through computer
at these stations and acknowledgement is given on the spot. Complaints are immediately dispatched to
the concerned authorities and even transferred to other Zonal Railways so that remedial action is taken
to help General Public immediately and also to prevent and reoccurrence of such lapses in future.

Beside above a new Portal Complaint Management System (COMS) has been recently launched which
is having the following salient features.

A mobile app based complaints and suggestions application (Currently on the android platform).

A web based Complaint and suggestions application on URL www.coms.indianrailways.gov.in.

An SMS based complaints and suggestions application on the Number 9717630982.






