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Office of the Medical 

SuperintendentAcharyashreeBhikshuGovt.H
ospital,GNCTDMotiNagar, NewDelhi–110015 

GRIVANCEREDRESSALPOLICY 
Purpose:- 

 
ComplaintandGrievanceRedressalcell(CGRC)wasestablishedinABGHtolookintothecomplaintsmadebyPublic,Patientand
Attendant. 

 
Scope:- 

 
Grievance Redressal Cell (CGRC) was established in ABGH to look into the complaints made by Public, Patient 
andAttendantforanyGrievances. 

 
Responsibility:- 

 
GrievanceRedressalCell(CGRC) 

 
Policy:- 

 
A complaint and Grievance Redressal Cell (CGRC) was established in ABGH to look into the complaints made 
byPublic, Patient and Attendant. The Cell consists ofMedical Officer incharge (Grievance Officer) and DA. 
PGIMSGrievancesisseenbyMS(MCH). 

 
Patients/Relatives/Attendants having a Grievance can approach Grievance Redressal Officer directly in room no 
1081stfloorPediatricOPDbetween11:00AMto01:00PM 

 
Appropriatehelpisofferedtothepatientcarrying averbalcomplaint/problem. 

 
IfproblemStillpersistandnotresolvedawrittencomplaintistakenfromthecomplainant. 

 
 Thecomplaintismarkedtoconcerneddepartmentforcommentswithin7daysbyGrievanceMedicalOfficer. 

 
 Incasetelephonenumberofthecomplainantis provided,heiscontactedassuchandaskedto 

comeatatimeofhisconvenienceandavailabilityoftheGrievanceRedressalOfficertopersonallyexplaincontentintheco
mpliant. 

 
 Alleffortsaremadetocordiallysettlethecomplaintsandreachaconclusion. 

 
 Ifthecomplainant,sodemandshecandiscussthematterwithMS. 

 
 Theproceeding arenumbered&dulyrecordedinalog bookorfile. 

 
 If a committee is constituted by MS to book into a complaint then the committee enquires & submits 

itsreport/observation/ATRtotheMSforapproval&finally senttothecomplainant 
 
 Thereply(ATR)issentbymail/emailtopersonsconcerned,includingthecomplaint. 

 
 CopyofATRispreserved. 



 

Complaints/Suggestion

 
 
 

Ifacomplaintcomesbypost/email/ComplaintBox(openevery

arkedtoGrievanceRedressalOfficer

After going through the complaint, it is marked to Department Head/ 
Incharge.(toberepliedinmaximum7days)

 

GrievanceRedressalofficergoesthroughrequisitereplies
 
 

Observationsregardingthecomplaintaremade
 

Draftofobservation/repliesissentisviaDA toMSforapproval
 
 

Thereply(ATR)issentbymail/emailtopersonsconcerned(pre
ferablywithin14daysofreceivingthecomplaint)

 
 

Theproceeding isdulyrecordedinalog bookorfileandATRispreserved
 
 
 

 
ManagementofGrievancesof

 
 

 
 

 

 

 
Disciplinaryauthority–ExecutivebodyheadedbytheMedicalSuperintendentABGH
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Complaints/SuggestionBox/GrievanceOfficer 

GrievanceOfficer 

Medical SuperintendentABGH 

Ifacomplaintcomesbypost/email/ComplaintBox(openeveryWednesday)Ism

arkedtoGrievanceRedressalOfficer 

After going through the complaint, it is marked to Department Head/ 
Incharge.(toberepliedinmaximum7days) 

GrievanceRedressalofficergoesthroughrequisitereplies 

Observationsregardingthecomplaintaremade 

tofobservation/repliesissentisviaDA toMSforapproval 

Thereply(ATR)issentbymail/emailtopersonsconcerned(pre
ferablywithin14daysofreceivingthecomplaint) 

Theproceeding isdulyrecordedinalog bookorfileandATRispreserved

ManagementofGrievancesofPatient/Attendants 

Medical SuperintendentABGH 

ExecutivebodyheadedbytheMedicalSuperintendentABGH
 
 
 
 
 
 

Wednesday)Ism

After going through the complaint, it is marked to Department Head/ 

Theproceeding isdulyrecordedinalog bookorfileandATRispreserved 

ExecutivebodyheadedbytheMedicalSuperintendentABGH 



 

रोगी

यᳰदकोईिशकायतपो᭭ट

िशकायतिनवारणअिधकारीकोिचि᭮नतᳰकया

िशकायतकाअ᭟ययनकरनकेेबाद

िशकायतिनवारणअिधकारीअपिेᭃतउᱫरदतेा

िशकायतकेसंबंधमᱶअवलोकनᳰकयागया

अवलोकन/उᱫरᲂकामसौदाअनमुोदनकेिलएडीएकेमा᭟यमसेएमएसकोभेजाजाताहै

उᱫर (एटीआर
(अिधमानतःिशकायतᮧा᳙होनकेे

कायᭅवाहीकोलॉगबुकयाफ़ाइलमᱶिविधवतदजᭅᳰकयाजाताहऔैर

िशकायत िनवारण  अिधकारी  
डाटर िजते᭠दर 
कमरा नo 108 
समय- सुबह 10 बजे  से 12 बजे तक  
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रोगी/पᳯरचारकᲂकᳱिशकायतᲂकाᮧबंधन 
 

यᳰदकोईिशकायतपो᭭ट/ईमले/िशकायतबॉस (ᮧ᭜यकेबुधवारकोखुलता ह)ᱹ 
 

िशकायतिनवारणअिधकारीकोिचि᭮नतᳰकयाजाता ह ै
 

िशकायतकाअ᭟ययनकरनकेेबाद, इसिेवभागᮧमुख/ᮧभारीकोिचि᭮नतᳰकयाजाताह।ै 

(अिधकतम7ᳰदनᲂमᱶउᱫरदनेाहोगा) 

 
िशकायतिनवारणअिधकारीअपिेᭃतउᱫरदतेाह ै

 
िशकायतकेसंबंधमᱶअवलोकनᳰकयागया 

 
उᱫरᲂकामसौदाअनुमोदनकेिलएडीएकेमा᭟यमसेएमएसकोभेजाजाताह ै

 
एटीआर) संबंिधत᳞िᲦयᲂकोमेल/ईमेल᳇ाराभजेाजाताह ै
अिधमानतःिशकायतᮧा᳙होनकेे14ᳰदनᲂकेभीतर) 

 
कायᭅवाहीकोलॉगबुकयाफ़ाइलमᱶिविधवतदजᭅᳰकयाजाताहऔैरएटीआरकोसरंिᭃतᳰकयाजाताहै

 

 

 

 

 

एटीआरकोसरंिᭃतᳰकयाजाताहै 


