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CONTROL OF THE DOCUMENT
The holder of the copy of this manual is responsible for maintaining it in good and safe condition and in a
readily identifiable and retrievable form.

The holder of the copy of this manual shall maintain it in current status by inserting latest amendments as
and when the amended versions are received.

The Manual is reviewed at least once a year (or in between SOS if so required) and is updated as relevant
to the Hospital policies and procedures.
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PUBLI '

Purpose:-

Com.plalnt and Public Grievance Redressal cell (CGRC) was established in ABGH to look into the complaints made by
Public, Attendant, and Hospital.

Scope:-

Public Grievance Redressal Cell (PGRC) was established in ABGH to look into the complaints made by Public,
Attendant, and Hospital.

Responsibility:-
Grievance Redressal Cell (CGRC)

Policy:-

A complaint and Public Grievance Redressal Cell (PGRC was'established in"ABGH to look into the complaints made
by Public, Attendant, and Hospital. Iﬁﬁgigeéded;gmgc‘i%lb‘?f%&fﬁbli@ Gria? 1ce redressal officer’.
Public grievances redressal committee (%féﬁ_r\f;l;mbers) also exists in hosﬁ’lf;"lp :

Patients/Relatives/Attendants haﬁng%ﬁffévan%ca‘n approé“c'ﬁ"Ass'stant “gbh"'GLGrie' nce Redressal Officer directly
in room no 213, 2nd floor between 11:00 AM t0'01:00 PM: ~

Appropriate help is offered t??he pa&i;éﬁt ca_i%ivgg:;amve bal complai
= ' -

nt /prob: em. r‘:gi

<+ Still problems not resolv%d and.written complaint gﬂt’akeip,% ' g
++ The complaint is marke_,g tosconcerned department-toscomments and resolved’in 7 days by Public Grievance
Redressal Medical Officer. 7~ L 7 —
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The reply (ATR) is sent b\i‘_mai)l_/_e_,rpail 0 persons conc%nfé'" , including the compﬁ
In case telephone number of tmqgggompgainant is prov &é:'d','.he is contactesfas sfuch,andéasked to come at a time of
his convenience and availability of the Grievance Redr’e,,;s‘;s_éjl Officer to personally explain the ‘ATR’ or its contents.
All efforts are made to cordially settle thg‘-cg&mplaints and'reach confusion. '
If the complainant, so demands he can discussithe matter with;ﬁ}f.g

The proceeding are numberea‘”& duly recorded in a*log:book’or file.
Copy of ATR is preserved ;
If a committee is constituted by MS to book into a complaint then the' committee enquires & submits its
report/observation/ATR to the MS for approval & finally sent to tl:;c,gm‘ﬁ}:inant.

All online complain (PGMS, etc.) to be resolved'within.time.frame.

The reply (ATR) is sent by mail/email to persons concerned, including the complaint.

Copy to ATR is preserved.
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If a complaint comes by post/email
Is marked to Public Grievance Redressal Officer

After going through the complaint, it is marked to relevant people/department head/incharge/PGR committee by
nodal officer PGRO (to be replied in maximum 14 days)

Committee report

v

Grievance Redressal officer addressed to HOD by

ATR/ Reply of complaint addressed to MS by HOD

v




The reply (ATR) is sent by mail/speed post to person concerned on this in time frame after approval of CA (Ms), -

The proceeding is duly recorded in a log book or file and ATR is preserved.
Draft of observation/replies is sent is via DA to MS for approval

nagement of Grievances for

Complaints/ Suggestion Box/ Openly Sister Incharge / Incharge of
that area weekly (every wednesday).
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Grievance Officer
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ATR by PGRO/ Grievance committee /concerned
department
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Medical Superintendent
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ATR to shared with complain/ other authority (if _‘
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required) after approval of competent authority (MS)
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anagement of Grievances of Employee

Complaints received by MS office

—

Medical Superintendent ABGH

/\

Committee constituted for redressal Grievance redressal committee

\/

Recommendation/ Suggestion

.

Action to be taken by HOO after
approval of MS

:

Action taken report to be shared by
HOO with the concerned employee.




