
Awf‡hvM/Aby‡hvM bxwZgvjv I c×wZ
 Grievance Policy & procedure
                  cwjwm c~Yms®‹ib                           t 31-12-2021
                  cwjwm ev¯Íevqb Ki‡eb                    t gvbe m¤ú` I cÖkvmb wefvM

                  cwjwmi mvwe©K ZË¡veavb Ki‡eb          t e¨e¯’vcK (cÖkvmb I gvbe m¤ú` wefvM)                                                
01. cwjwm (Policy)
02. msMVb (Organization)
03. cÖvZ¨wnK Kg©m~wP I Kvh©cÖbvjx (Routines & Procedures)
04. ‡hvMv‡hvM I ev¯Íevqb (Communication & Implementation)
05. c~bwb©‡ek I wbqš¿b (Feedback & Control)
06. Awf‡hvM wb¯úwËi avc mg~n (Complaint Settlement Steps)
1. Awf‡hvM/Aby‡hvM cwjwm (policy)
1.1 A½xKvit (Commitment)
wMÖ‡fÝ cwjwm n‡”Q Ggb GKwU c×wZ hvi gva¨‡g d¨v±ixi mKj Kg©KZv©, Kg©Pvix Ges kªwgKMY Zv‡`i Kv‡Ri cwi‡e‡ki myweav, Awf‡hvM, Aby‡hvM, mnKgx©i ev Dc‡ivw¯’Z †h †Kvb e¨w³i e¨env‡i Amš‘ó ev wei³ n‡j ev AvcwËKi n‡j Zv m‡e©v”P KZ©„c‡ÿi wbKU Rvbv‡bv ev Awf‡hvM Dc¯’vcb Kiv Ges Zvi mgvavb Kiv hv‡Z KviLvbvq mK‡ji Rb¨ Kv‡Ri GKwU Dchy³ cwi‡ek weivR K‡i| cÖPwjZ AvBb-Abymv‡i mKj kªwgK‡`i b¨vq msMZ AwaKvi mg~n Av`v‡qi Rb¨ Ges wbh©vZb †_‡K evPvi Rb¨ Zv‡`i Awf‡hvM,Aby‡hvM †h‡Kvb Kv‡iv Kv‡Q DÌvcb Ki‡Z cv‡i| G †¶‡Î †Kvb kªwgK†K †Kvb cÖKvi evav wb‡la Av‡ivc Kiv hv‡e bv| A‰ea †Kvb cÖKvi civgk© cÖ`vb Kiv hv‡e bv| ........................................ Zvi mKj kÖwg‡Ki mKj PvIqv cvIqv I `vex `vIqv‡K m¤§v‡bi mv‡_ we‡ePbv K‡i me©vwaK g~j¨vqb K‡i|
1.2 myÎt (Reference)
.............................................. KZ©…c¶ mKj kªwgK‡`i Rb¨ mgAwaKvi weav‡bi Rb¨ ‡µZvi Pvwn`v Abyhvqx GB bxwZ cÖ‡qv‡M `„p cÖwZÁ|

1.3 D‡Ïk¨t (Purpose)
GB cwjwmi gva¨‡g mKj Kg©KZ©v, Kg©Pvix Ges kªwgKMY GKRb Av‡iKR‡bi cªwZ mnbkxjZv I h‡_vchy³ m¤§vb cª`k©b Kiv| m‡e©vcwi mK‡ji cÖwZ mK‡ji fvj e¨envi wbwðZ K‡i d¨v±ix‡Z GKwU Dchy³, my›`i Ges eÜzZ¡myjf Kv‡Ri cwi‡ek eRvq ivLv|

1.4 j¶¨t (Target)
¯^ZtùyZ© Kv‡Ri cwi‡ek m„wó Kiv, nqivbx I ˆelg¨ wbqš¿b, mg AwaKvi cÖwZôv KivB Avgv‡`i j¶¨|
Aby‡gv`bKvixi ¯^vÿi-

cwiPvjK (&G¨vWwgb GÛ Kgcøv‡qÝ)

...........................................
02. msMVb (Organization)
2.1 AiMv‡bvMÖvg (Organogram)
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2.2 wbR wbR `vwqZ¡ I KZ©e¨ (Define Job Responsibilitis)
cwiPvjK (cÖkvmb)

K) †Rbv‡ij g¨v‡bRvi (cÖkvmb), g¨v‡bRvi (†mvk¨vj Kgcøv‡qÝ), g¨v‡bRvi (GBPAvi), I‡qj‡dqvi Awdmvi Ges Awf‡hvM ev‡·i gva¨‡g d¨v±ixi Kg©Pvix I kªwgK‡`i Awf‡hv‡Mi aib, Awf‡hvM c×wZ, Awf‡hv‡Mi gva¨g m¤ú‡K© AeMZ Kiv|
†Rbv‡ij g¨v‡bRvi (‡cÖvWvKkb)  
K) ‡Rbv‡ij g¨v‡bRvi (‡cÖvWvKkb)-Gi Awab mnKvix †Rbv‡ij g¨v‡bRvi (‡cÖvWvKkb), ‡cÖvWvKkb g¨v‡bRvi, †KvqvwjwU g¨v‡bRvi I ‡cÖvWvKkb mswkøó mKj g¨v‡bRvi‡`i -Gi gva¨‡g d¨v±ixi Kg©Pvix I kªwgK‡`i Awf‡hv‡Mi aib, Awf‡hvM c×wZ, Awf‡hv‡Mi gva¨g m¤ú‡K© AeMZ Kiv|
g¨v‡bRvi (‡mvk¨vj Kgcøv‡qÝ)/ g¨v‡bRvi(GBP Avi)
K) g¨v‡bRvi (‡mvk¨vj Kgcøv‡qÝ)/ g¨v‡bRvi(GBP Avi)-Gi  Awab  Kgcøv‡qÝ Awdmvi, GBPAvi Awdmvi-Gi gva¨‡g d¨v±ixi Kg©Pvix I kªwgK‡`i Awf‡hv‡Mi aib, Awf‡hvM c×wZ, Awf‡hv‡Mi gva¨g m¤ú‡K© AeMZ Kiv|

L) d¨v±ixi Kg©Pvix I kªwgKMb Zv‡`i †h †Kvb Awf‡hvM ev civgk© wKfv‡e EaŸ©Zb KZ…©c‡¶i Kv‡Q †cŠQv‡Z cvi‡e †m welq bZzb Ges cyivZb Kg©Pvix I kªwgK‡`i‡K wbqwgZ wcG wm‡÷g, Kg©kvjvi gva¨‡g AewnZ Ki‡Z n‡e|
M) g¨v‡bRvi ( †mvk¨vj Kgcøv‡qÝ) cÖ‡Z¨K Kgx©‡K AeMZ Ki‡e †h, Zvi †h‡Kvb Awf‡hvM,Aby‡hvM Ges civgk© Zvi myweav Abyhvqx †h Kv‡iv Kv‡Q Rvbv‡Z cvi‡e| ‡hgb- mycvifvBRvi. I‡qj‡dqvi Awdmvi,jvBbPxd,wcGg, GwRGg, wRGg, Kgcøv‡qÝ g¨v‡bRvi, G¨vWwgb g¨v‡bRvi, cwiPvjK †cÖvWvKkb, cwiPvjK cÖkvmb, Awf‡hvM ev·, nUjvBb bv¤^vi, B-‡gBj, kÖwgK cÖwZwbwa Ges evwn‡ii †h †Kvb ms¯’v|
I‡qj‡dqvi Awdmvi

K) I‡qj‡dqvi Awdmvi Zvi Awab mnKvix I‡qj‡dqvi Awdmvi, kªwgK AskMÖnbKvix KwgwU, cÖwZwU †d¬v‡ii Uq‡j‡U Aew¯’Z Awf‡hvM ev‡·i gva¨‡g Kg©Pvix I kªwgK‡`i †h †Kvb Awf‡hvM ev civg©k _vK‡j Zv EaŸ©Zb KZ©…c‡¶i Kv‡Q †cŠQv‡Z cv‡i Zvi e¨e¯’v MÖnb Ki‡e|
L) d¨v±ixi Kg©Pvix I kªwgKMb Zv‡`i †h †Kvb Awf‡hvM ev civgk© wK fv‡e EaŸ©Zb KZ„©c‡¶i Kv‡Q †cŠQv‡Z cvi‡e †m welq bZzb Ges cyivZb Kg©Pvix I kªwgK‡`i‡K wbqwgZ wcG wm‡÷g Ges cÖwkÿY Kg©kvjvi gva¨‡g AewnZ Ki‡e|

Awf‡hvM KwgwU
Avgv‡`i d¨v±wi‡Z †gvU 10 (`k) Rb m`m¨i GKwU  Awf‡hvM KwgwU Av‡Q| Zvi g‡a¨ 04 (Pvi) Rb gvwjK c‡ÿi m`m¨ I 06 (Qq) Rb kÖwgK c‡ÿi m`m¨ i‡q‡Qb| †Kvb kÖwgK Zvi †h †Kvb ai‡bi Awf‡hvM ev civgk© wMÖ‡fÝ KwgwUi m`m¨‡`i Kv‡Q mivmwi †gŠwKK fv‡e ev wjwLZ fv‡e Rvbv‡Z cv‡ib| GB KwgwUi mf cÖwZ 02(`yB) gv‡m GKevi AbywôZ n‡e|mfvi AšÍZ 07( mvZ) w`b c~‡e© ‡bvwU‡ki gva¨‡g mKj m`m¨‡`i Rvbv‡bv n‡e| Riæix †Kvb mfvi cÖ‡qvRb n‡j 24(PweŸk) N›Uvi †bvwU‡k Zv Kiv hv‡e|
‡UªW BDwbqb
K) †UªW BDwbqb m`m¨ Zvi wbR wbR †d¬v‡ii Kg©Pvix kÖwgK‡`i KvQ †_‡K †Kvb Awf‡hvM ev civgk© ‡c‡j ZvrÿwYK fv‡e I‡qj‡dqvi Awdmvi Kgcøv‡qÝ Awdmv‡ii gva¨‡g D×©Zb KZ…©c‡ÿi Kv‡Q c&ªvß Awf‡hvM ev civgk© †cŠ‡Q †`evi Rb¨ cÖ‡qvRbxq e¨ve¯’v wb‡eb|
Awf‡hvM e· 
K) Kg©Pvix I kªwgK‡`i †Kvb Awf‡hvM ev civg©k _v‡K Zvn‡j cÖwZwU †d¬v‡i Uq‡j‡U Awf‡hvM ev·-Gi gva¨‡g Ki‡Z cvi‡e| cÖwZwU Awf‡hvM ev· mvßv‡n 1(GK) w`b (iweevi) †Lvjv n‡e| Awf‡hvM ev· †Lvjvi mgq I‡qj‡dqvi Awdmvi Ges GK Rb kªwgK AskMÖnbKvix KwgwUi m`m¨ _vK‡eb| hw` †Kvb Awf‡hvM cvIqv hvq Zv Awf‡hvM †iwRóv‡i wjwce× Ki‡eb Ges cwiPvjK (cÖkvm‡bi) Kv‡Q n¯ÍvšÍi Ki‡e|GQvov d¨v±wii evwn‡i †`qv‡j GKwU Awf‡hvM ev· †`qv Av‡Q, ‡hLv‡b AÎ d¨v±wi m¤ú‡K© GjvKvevwmi †Kv‡bv cÖKvi Awf‡hvM ev civgk© _vK‡j wj‡L Rvbv‡Z cvi‡e| ev· wU cÖwZ gv‡m GKevi ¯’vbxq GKRb cÖwZwbwai Dcw¯’wZ‡Z d¨v±ixi GBP Avi GÛ Kgcøv‡qÝ g¨v‡bRvi †Lv‡jb|
Kgcøv‡qÝ Awdmvi
K) GBPAvi GÛ Kgcøv‡qÝ Awdmvi, Zvi wbR wbR †d¬v‡ii Kg©Pvix I kªwgK‡`i †Kvb Awf‡hvM ev civg©k Av‡Q wKbv Zv †d¬vi gwbUwis-Gi gva¨‡g Rvb‡e, hw` †Kvb Awf‡hvM ev civg©k _v‡K Zvn‡j Kgcø‡qÝ g¨v‡bRvi / GBP Avi g¨v‡bRvi-Gi gva¨‡g Zvr¶wbKfv‡e EaŸ©Zb KZ©…c‡¶i Kv‡Q †cŠQv‡Z cv‡i Zvi cÖ‡qvRbxq e¨e¯’v wb‡e|
2.3 Kg©`ÿZv (Competence)
1. Awf‡hvM ev Aby‡hvM Kivi Rb¨  †Kvb cÖKvi †hvM¨Zv `ÿZvi `iKvi n‡e bv&

2. Awf‡hvM ev Aby‡hvM Kivi Rb¨  ‡mB kÖwg‡Ki  mv‡_ Zvi Rb¨ eivÏK…Z Kv‡Ri †Kvbiæc Kv‡Ri mv‡_ we‡ivwaZv n‡e bv|
03. cÖvZ¨wnK mywP I Kvh©cÖbvjx(Routines & Procedure)
3.1 Awf‡hvM c×wZt (Grievance Procedure)
*ewnivMZ c‡ÿi mvnvh¨ cvevi my‡hvM _vK‡Z n‡e|(AvBwb cwi‡mev,¯’vbxq AvBb,miKvi cÿxq e¨vw³,m¤§vwbZ m¤úª`v‡qi m`m¨ BZ¨vw`)
*Av‡e`b Kivi cØwZ|
*wewebœfv‡e Awf‡hvM Rvbvevi e¨ve¯’v _vK‡Z n‡e(‡cv÷vj,Awf‡hvM I civgk© ev·,nU jvBb b¤^I,B-‡gBj,Ly‡`evZv©,mvgvwRK †hvMv‡hvM gva¨g,kxl© e¨e¯’vcbvi mv‡_ †Lvjv `iRv bxwZ,,mivmwi Awf‡hvM BZ¨vw`&)
*mKj Kg©Pvixi Rb¨ mn‡R †evaMg¨ nIqv cÖ‡qvRb(¯’vbxq fvlv,Awf‡hv‡Mi Ae¯’v ch©‡ÿb BZ¨vw`|
*m”Q,mÜvb‡hvM¨,,cwigvc‡hvM¨|

*Kg RwUj c×wZ wbwðZ Ki‡Z n‡e|

*AšÍf’©w³g~jK I b¨vq¨ n‡Z n‡e|

*‡MvcbxqZv iÿvi e¨ve¯’v Ki‡Z n‡e|

*fz³‡fvMx ev hviv †Kvb cÖKvi Awf‡hvM DÌvcb Ki‡e Zv‡`I Rb¨ mKj cÖKvi myiÿvi e¨ve¯’v Ki‡Z n‡e|(Awf‡hvMKvixi cÖwZ †Kvb cÖKvi ‡bwZevPK AvPib Kiv hv‡e bv|)

*Awf‡hvM c×wZwU Aek¨B kÖwgK cÖwZwbwai mv‡_ m¤§wZ µ‡g ˆZwi n‡Z n‡e|
*mgq‡e‡a mgm¨v mgvav‡bi e¨ve¯’v Ki‡Z n‡e|

*kªwg‡Ki Zvi mgm¨v mgvav‡bi e¨vcv‡I kÖwgK cÖwZwbwai mv‡_ Avjvc Kivi AwaKvi Av‡Q|

* কর্মীদের উত্থাপন এবং অংশগ্রহণকারীদের অভিযোগ প্রক্রিয়ার জন্য mবেতনে সময় দেওয়া হয়
*mgvavb cÖwµqv(Kgx©-mycvifvBRvi-wmwbqi g¨v‡bRvi-GBPAvi/I‡qj‡dqvi Awdmvi/kÖwgK cÖwZwbwa- 3q †Kvb c‡ÿi mnvqZv MÖnb)
Awf‡hvM MÖn‡bi c‡i kvw¯Íg~jK e¨e¯’vi c×wZt ( Complaints to take the disciplinary action method)
1)  Awf‡hvM `vwLj/MÖnb
2)  cÖv_wgK Z`šÍKib I cÖwZ‡e`b ( AvB‡b ea¨evaKZv †bB)

3) Kvib `kv©‡bvi †bvwUk cÖ`vb/mvgwqK eiLv¯Ímn Kvib `kv©‡bvi †bvwUk cÖ`vb

4) Kvib `k©v‡bvi ‡bvwU‡ki Reve MÖnb

5) Z`‡šÍi ZvwiL wbav©ib I cÎ cÖ`vb
6) Z`šÍ Kvh©µg

7) Z`šÍ cÖwZ‡e`b I †ckKib

8) KZ…©c‡ÿi wm×všÍMÖnb I AeMZKib

9) PzovšÍ cvIbv cwi‡kva
তদন্ত কমিটির সদস্যদের মনোনয়ন: (Investigation committee members nomination)
কোন তদন্ত নিম্নোক্ত ব্যক্তিগণ করতে পারবেন না-

১. যিনি ঘটনার একজন সাক্ষী তিনি এ ঘটনার তদন্ত করতে পারবেন না।

২. ওই ঘটনার সাথে যার কোন স্বার্থ রয়েছে (প্রত্যক্ষ বা পরোক্ষভাবে) তিনি ঘটনার তদন্ত করতে পারবেন না।

৩. যিনি ঘটনার অভিযোগকারী তাকে দিয়ে তদন্ত করানো যাবে না।

৪. ঘটনার ব্যাপারে যার পূর্বজ্ঞান আছে অথবা ব্যক্তিগত জ্ঞান আছে তাকে দিয়ে তদন্ত করা চলবে না।

৫. অভিযুক্ত ব্যক্তির ব্যাপারে যার দুর্বলতা অথবা শত্রুতা আছে তিনিও তদন্ত করতে পারবেন না।

৬. যিনি ঘটনার ব্যাপারে প্রাথমিক তদন্ত করেছেন, যিনি অভিযোগ পত্র দিয়েছেন তারা কেউ তদন্ত করতে পারবেন না।

৭. অভিযুক্ত ব্যক্তির চেয়ে নিম্ন পদের বা সম-পদের ব্যক্তি তদন্ত করতে পারবেন না।

তদন্ত কমিটি গঠন: ( investigation committee)
মালিক ও অভিযুক্তের সম-সংখ্যক প্রতিনিধি সমন্বয়ে তদন্ত কমিটি গঠন করতে হবে।

অভিযুক্ত ব্যক্তি প্রতিনিধি দিতে ব্যর্থ হলে মালিক নিজ বিবেচনায় উক্ত অভিযুক্তের সমপর্যায়ের বা উচ্চ পর্যায়ের একজনকে মনোনয়ন দিয়ে তদন্ত কমিটি গঠন করতে হবে।

মালিকের ব্যবসা বা সম্পত্তি সম্পর্কে চুরি, আত্মসাৎ, প্রতারণা বা অসাধুতা এবং প্রতিষ্ঠানে উচ্ছৃংখলতা, দাংগা-হাংগামা, অগ্নিসংযোগ বা ভাংচুর [ধারা ২৩(৪)(খ) এবং (ছ)] এর ক্ষেত্রে তদন্ত কমিটিতে অংশগ্রহনকারী কমিটির সহ-সভাপতি বা অন্যকোন সদস্যকে মনোনয়ন দিতে হবে। কমিটির সদস্য সংখ্যা হবে সর্বোচ্চ ৬ জন।
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3.2 ev¯Íevqb Kg©m~wPt (Implementation Routine)
	Kg©KvÛ (wK) Activities (What)
	cÖwµqv (wKfv‡e) Procedure (How)
	c`ex  (‡K) Designation(Who)
	KLb (When)

	mivmwi †hvMv‡hvM Ges Awf‡hvM
	mKj kÖwgK Zv‡`i my‡hvM myweav,Awf‡hvM ev civgk© mivmwi D×©Zb Kg©KZ©vi mv‡_ †`Lv K‡i ej‡Z cvi‡eb|‡Kvb cÖKvi Awf‡hvM cvevi ci Zv kÖwgK I e¨ve¯’vcbv KZ„©cÿ GKmv‡_ e‡m m‡e©v”P 30 w`‡bi g‡a¨ mgvavb Ki‡e|Zviv Zv‡`i Awf‡hvM †gŠwLK ev wjwLZ fv‡e Rvbv‡Z cvi‡e Zvi Rb¨ †Kvb kvw¯Í wKsev nqivwbi wkKvi n‡Z n‡e bv| KviLvbvi Af¨šÍixb Awf‡hvM c×wZ‡Z †KD mš‘ó bv nq Zvn‡j †m PvB‡j kÖg Av`vj‡Z Zvi Awf‡hvM DÌvcb Ki‡Z cvi‡e|
	g¨v‡bRvi GBP Avi GÛ Kgcø‡qÝ
	mve©ÿwbK

	Kv‡Ri f~‡ji Kvi‡b  kªwgK‡`i m‡½ `~e©¨envi bv Kiv|
	mswkø÷ mKj Kg©KZ©v Ges Kg©Pvix‡`i G wel‡q eMZ Kiv †h Kv‡Ri f~‡ji Kvi‡b ‡d¬v‡i kªwgK‡`i m‡½ `~e©¨envi Kiv hv‡e bv| Zv‡`i‡K KvR fvjfv‡e eywS‡q w`‡Z n‡e|


	  Kgcø‡qÝ g¨v‡bRvi I‡qj‡dqvi Awdmvi            
	cÖwZgv‡m GKevi Ges cÖ‡qvRb Abymv‡i

	kªwgK‡`i †eZb, ‡evbvm, IfviUvBg, QzwU, mwVK fv‡e cÖ`vb Kiv|
	D×©Zb Kg©KZv‡`i mv‡_ mfv I Av‡jvPbvi gva¨‡g kªwgK‡`i †eZb, ‡evbvm, IfviUvBg, QzwU, mwVK fv‡e cÖ`vb Ges mwVK mg‡q cÖ`vb Kivi e¨e¯’v Ki‡Z n‡e| 
	cwiPvjK (cÖkvmb)
wR Gg (cÖkvmb)
 Kgcøv‡qÝ g¨v‡bRvi
	cÖwZgv‡m

	kªwgK‡`i mv‡_ ˆelg¨g~jK AvPib bv Kiv| gvbevwaKvi j•Nb Kiv hv‡e bv
	g¨v‡bRvi, ga¨eZ©x Kgx†`i‡K Kg©kvjvi gva¨‡g AeMZ Ki‡Z n‡e †h Kv‡iv mv‡_B ˆelg¨g~jK AvPib Kiv hv‡e bv, gvbevwaKvi j•Nb Kiv hv‡e bv, mK‡ji Rb¨ mgvb AwaKvi wbwðZ Ki‡Z n‡e| G wel‡q mKj‡K m‡PZb Ki‡Z n‡e|
	cwiPvjK (cÖkvmb)
wR Gg (cÖkvmb)      wR Gg (†cÖvWvKkb)         Kgcøv‡qÝ g¨v‡bRvi I‡qj‡dqvi Awdmvi
	cÖwZgv‡m GKevi Ges cÖ‡qvRb Abymv‡i|

	kvixwiK wbh©vZb, nqivbx bv Kiv
	mswkø÷ mKj‡K G wel‡q AeMZ Kiv, wbqwgZ gwbUwis Kiv, m‡PZb Kiv, we‡kl K‡i gwnjv kÖwgK‡`i wbivcËvq m‡e©v”P ¸iæZ¡ †`qv|
	cwiPvjK (cÖkvmb)
wR Gg (cÖkvmb)
wR Gg (†cÖvWvKkb)

Kgcøv‡qÝ g¨v‡bRvi

I‡qj‡dqvi Awdmvi
	cÖwZgv‡m GKevi Ges cÖ‡qvRb Abymv‡i|

	AwZwi³ KvR Kwi‡q gRyix cwi‡kva bv Kiv|
	‡cÖvWvKkb mswkøó g¨v‡bRvi, ga¨eZx© Kgx©‡`i mv‡_ Av‡jvPbvi gva¨‡g AewnZ Ki‡Z n‡e †h †Kvb kªwgK†K w`‡q AwZwi³ KvR Kiv‡bv n‡j Zvi gRyix cwi‡kva Ki‡Z n‡e| †Kvb kªwgK †K w`‡q AwZwi³ KvR Kivi c‡i †m Zvi gRyix mwVK fv‡e †c‡q‡Q wKbv Zv I‡qj‡dqvi Awdmvi,            GBP Avi GÛ Kgcøv‡qÝ Awdmvi wbwðZ Ki‡e, Ges †Kvb cÖKvi Awbqg cvIqv †M‡j m‡½ m‡½ cwiPvjK (cÖkvmb), g¨v‡bRvi (†mvk¨vj Kgcøv‡qÝ), g¨v‡bRvi (GBP Avi) ‡K AewnZ Ki‡eb|


	cwiPvjK (cÖkvmb)
wR Gg (cÖkvmb)  
g¨v‡bRvi, GBP Avi  GÛ Kgcøv‡qÝ| 
	cÖwZw`b

	gvm ‡k‡l gRyix ¯’wMZ Kiv|
	‡cÖvWvKkb mswkøó g¨v‡bRvi, ga¨eZx© Kgx©‡`i mv‡_ Av‡jvPbvi gva¨‡g AewnZ Ki‡Z n‡e †h, Kv‡Ri fyj, bv e‡j Kg©¯’‡j Abycw¯’wZ, ‡cÖvWvKkb Uv‡M©U cyib Ki‡Z bv cvivi Kvi‡b KviI gRyix ¯’wMZ Kiv hv‡e bv|
	cwiPvjK (cÖkvmb)
wR Gg (cÖkvmb)  
g¨v‡bRvi, GBP Avi  GÛ Kgcøv‡qÝ| 
	cÖwZ gv‡m †eZ‡bi c~‡e© †PK Ki‡Z n‡e|

	B”Qvi weiæ‡× PvKzix †_‡K Ae¨vnwZ cÖ`vb Kiv|
	‡cÖvWvKkb mswkøó g¨v‡bRvi, ga¨eZx© Kgx©‡`i mv‡_ Av‡jvPbvi gva¨‡g AewnZ Ki‡e †h, Kv‡Ri fyj, bv e‡j Kg©¯’‡j Abycw¯’wZ, ‡cÖvWvKkb Uv‡M©U cyib Ki‡Z  bv cvivi Kvi‡b KvD‡K B”Qvi weiæ‡× PvKzix †_‡K Ae¨vnwZ cÖ`vb Kiv hv‡ebv, †Kvb Kgx©‡K hw` Ae¨nwZ †`Iqvi cÖ‡qvRb nq Z‡e Zvi c~‡e© ‡Rbv‡ij g¨v‡bRvi (‡cÖvWvKkb),                      g¨v‡bRvi (†mvk¨vj Kgcøv‡qÝ), g¨v‡bRvi (       GBP Avi) †K AewnZ Ki‡Z n‡e|
	cwiPvjK (cÖkvmb)
wR Gg (cÖkvmb)
wR Gg (‡cÖvWvKkb)  
g¨v‡bRvi, GBP Avi  GÛ Kgcøv‡qÝ| 
	cÖwZwbqZ|

	mvg‡_©¨i evB‡i AwZwi³ KvR Kiv‡bv|
	Af¨šÍixb BÛvwóªqvj BwÄwbqvi‡`i gva¨‡g ÷vBj Abyhvqx kªwgK‡`i cÖwZ N›Uvi Kv‡Ri j¶¨ wbavi©b Ki‡Z n‡e Ges cÖwZwbqZ Af¨šÍixb BÛvwóªqvj BwÄwbqvi‡`i gva¨‡g gwbUwis Ki‡Z n‡e †Kvb kªwgK‡`i †K mvg‡_©¨i evB‡i AwZwi³ KvR Kiv‡bv bv nq| G e¨vcv‡i g¨v‡bRvi (†mvk¨vj Kgcøv‡qÝ), g¨v‡bRvi (GBP Avi), I‡qj‡dqvi Awdmvi me©ÿb gwbUwis Ki‡eb|
	g¨v‡bRvi (†mvk¨vj Kgcøv‡qÝ), 
g¨v‡bRvi (GBP Avi), I‡qj‡dqvi Awdmvi, BÛvwóªqvj BwÄwbqvi|
	cÖwZwbqZ

	PvKzix‡Z wb‡qv‡Mi ‡¶‡Î, †eZb e„w×i mgq, c‡`vbœwZi mgq kªwgK‡`i KvQ †_‡K Nyl/RvgvbZ †bIqv|
	kªwgK‡`i gvwmK Kg©kvjvi gva¨‡g Ges bZzb kªwgK‡`i wb‡qv‡Mi mgq Rvwb‡q †`Iqv n‡e|
	g¨v‡bRvi (†mvk¨vj Kgcøv‡qÝ), 
g¨v‡bRvi (GBP Avi), I‡qj‡dqvi Awdmvi|
	cÖwZgv‡m GKevi Ges bZzb wb‡qv‡Mi mgq|

	kªwgK‡`i †K fqfxwZ †`wL‡q KvR Kiv‡bv|
	‡Kvb kªwgK‡`i †K cÖni Kiv, PvKzix‡_‡K Ae¨nwZ †`Iqv, ewnM©Z fv‡e ûgwK BZ¨vw` K‡i ‡Kvb kªwgK ‡K w`‡q KvR Kiv‡bv hv‡e bv| Ges G welq ¸‡jv wb‡q †cÖvWvKkb mswkøó g¨v‡bRvi ga¨eZx© mKj Kgx©‡`i cªwk¶b Gi gva¨‡g AewnZ Ki‡Z n‡e|
	GBP Avi GÛ Kgcøv‡qÝ g¨v‡bRvi|
	cÖwZgv‡m GKevi|

	Kv‡Ri fy‡ji Kvi‡b nvwRiv KZ©b Kiv|
	‡Kvb kªwg‡Ki Kv‡Ri fy‡ji Kvi‡b nvwRiv KZ©b Kiv hv‡e bv, G welq ¸‡jv wb‡q ‡cÖvWvKkb mswkøó g¨v‡bRvi ga¨eZx© mKj Kgx©‡`i cªwk¶b Gi gva¨‡g AewnZ Ki‡Z n‡e ‡h †Kvb KvR †`Iqvi c~‡e© kªwgK †K mwVK fv‡e KvRwU eywS‡q w`‡Z n‡e| 
	GBP Avi GÛ Kgcøv‡qÝ g¨v‡bRvi,                       I‡qj‡dqvi Awdmvi|
	cÖwZgv‡m GKevi|


3.3 †hvMv‡hv‡Mi cÖvZ¨wnK m~wPt (Communication Routines)
	Kg©KvÛ (wK) Activities (What)
	cÖwµqv (wKfv‡e) Procedure (How)
	c`ex  (‡K) Designation(Who)
	KLb (When)

	bZzb kªwgK‡`i m‡½ †hvMv‡hvM
	wb‡qv‡Mi c‡i bZzb kªwgK‡`i wb‡q †h Kg©kvjvi Av‡qvRb Kiv nq Zvi gva¨‡g|
	I‡qj‡dqvi Awdmvi|
	wb‡qvM cieZx© mgq

	kªwgK cÖwZwbwa KwgwUi mv‡_ †hvMv‡hvM
	Af¨šÍixb kªwgK AskMÖnbKvix KwgwUi gvwmK mfvq Av‡jvPbvi gva¨‡g|
	cwiPvjK (cÖkvmb)        GBP Avi GÛ Kgcøv‡qÝ g¨v‡bRvi|
	wbqwgZ gvwmK mfvq gva¨‡g|

	EaŸ©Zb KZ©…c‡¶i mv‡_ ‡hvMv‡hvM
	EaŸ©Zb KZ…c‡¶i mv‡_ mfv, B-‡gBj, gy‡Vv‡dv‡bi gva¨‡g|
	cwiPvjK (cÖkvmb)        GBP Avi GÛ Kgcøv‡qÝ g¨v‡bRvi|
	gvwmK mfv Ges cÖ‡qvRb Abymv‡i|

	ga¨eZx© Kgx©‡`i mv‡_ ‡hvMv‡hvM 
	ga¨eZx© Kgx©‡`i wb‡q gvwmK mfvi, Kg©kvjvi gva¨‡g|
	GBP Avi GÛ Kgcøv‡qÝ g¨v‡bRvi,

I‡qj‡dqvi Awdmvi
	gvwmK mfv Ges cÖ‡qvRb Abymv‡i|

	we`¨gvb kªwgK‡`i mv‡_ ‡hvMv‡hvM
	gvwmK Kg©kvjvi gva¨‡g|
	I‡qj‡dqvi Awdmvi, GBP Avi GÛ Kgcøv‡qÝ Awdmvi|
	cÖwZ gv‡m GKevi

	AM©v‡bvMÖv‡gi m`m¨‡`i mv‡_ †hvMv‡hvM
	mfv, gy‡Vv‡dv‡bi gva¨‡g
	cwiPvjK (cÖkvmb)
wR Gg (cÖkvmb)  
g¨v‡bRvi, GBP Avi  GÛ Kgcøv‡qÝ| 
	cÖ‡qvRb Abymv‡i|

	mvcøvB †PB‡bi mv‡_ †hvMv‡hvM
	mfv, gy‡Vv‡dv‡bi gva¨‡g
	cwiPvjK (cÖkvmb)
wR Gg (cÖkvmb)  
g¨v‡bRvi, GBP Avi  GÛ Kgcøv‡qÝ| 
	cÖ‡qvRb Abymv‡i|

	nUjvBb bv¤^vi-

01841997783,


	‡h †KD gy‡Vv‡dv‡bi gva¨‡g me©ÿb ‡h †Kvb Z_¨/Awf‡hvM/civgk© Av`vb-cÖ`vb Ki‡Z cvi‡eb|
	
	cÖ‡qvRb Abymv‡i|


3.4 wdWe¨vK Ges wbqš¿b m~wPt (Feedback & ControlRoution)
	Kg©KvÛ (wK) Activities (What)
	cÖwµqv (wKfv‡e) Procedure (How)
	c`ex  (‡K) Designation(Who)
	KLb (When)

	       Af¨šÍixb AwWUt

       K. †PKwj÷

       L. wdWe¨vK †bqv
	1. kÖwgK‡`i mvÿvrKvi MÖnb

2. e¨e¯’vcK/ Kg©KZ©v/ Kg©Pvix‡`i mvÿvrKvi MÖnb

3. mivmwi cwi`k©b

4. †PKwj÷ ‰Zix Kiv
	g¨v‡bRvi (‡mvk¨vj Kgcøv‡qÝ), g¨v‡bRvi (GBPAvi), Kgcøv‡qÝ Awdmvi, I‡qj‡dqvi Awdmvi|
	cÖwZgv‡m GKevi|

	    ‡d¬v‡ii mv‡_ †hvMv‡hvM
	mivmwi/ Kgc​v‡qÝ Awdmvi/I‡qj‡dqvi/ mnt I‡qj‡dqvi-Gi gva¨‡g|
	Kgcøv‡qÝ Awdmvi, I‡qj‡dqvi, mnt I‡qj‡dqvi
	cÖwZw`b

	      cÖwZw`b cwi`k©b
	1. mivmwi cwi`k©b

2. †PKwj÷ ch©v‡jvPbv Kiv 
	wbR wbR †d¬v‡ii Kgcøv‡qÝ Awdmvi, mnKvix I‡qj‡dqvi Awdmvi|
	cÖwZw`b

	wi‡cvwU©s
	mivmwi cwi`k©b Ges †PKwj‡÷i gva¨‡g mgm¨v¸‡jv wPwýZ Kiv Ges Zv wjwLZfv‡e EaŸ©Zb KZ©„cÿ‡K AewnZ Ki‡Z n‡e|
	cwiPvjK (cÖkvmb), g¨v‡bRvi (‡mvk¨vj Kgcøv‡qÝ), g¨v‡bRvi (GBPAvi)
	cÖ‡qvRb Abymv‡i

	g~j Kvib we‡kølb 
	wPwýZ mgm¨v¸‡jvi g~j Kvib we‡kølb Ki‡Z n‡e|                                                       
	cwiPvjK (cÖkvmb)
wR Gg (cÖkvmb)  
g¨v‡bRvi, GBP Avi  GÛ Kgcøv‡qÝ| 
	cÖwZgv‡m GKevi Ges cÖ‡qvRb Abymv‡i|

	Kg© cwiKíbv ‰Zix
	wPwýZ mgm¨v¸‡jvi g~j Kvib we‡kølb Ki‡Z n‡e Ges mgm¨v¸‡jv mgvav‡b GKwU m¤ú~b© Kg© cwiKíbv ‰Zix Ki‡Z n‡e|mKj cÖKvi wiwLZ `wij Kgc‡ÿ 12 gvm msiÿb Ki‡Z n‡e|                                                     
	g¨v‡bRvi (‡mvk¨vj Kgcøv‡qÝ), g¨v‡bRvi (GBPAvi)
	cÖ‡qvRb Abymv‡i

	cÖwZKv‡ii e¨e¯’v


	mgm¨v¸‡jv mgvav‡b GKwU m¤ú~b© Kg© cwiKíbv ‰Zix K‡i D³ mgm¨v mgvavb K‡i cÖwZKv‡ii e¨e¯’v Ki‡Z n‡e|                                                     
	g¨v‡bRvi (‡mvk¨vj Kgcøv‡qÝ), g¨v‡bRvi (GBPAvi)
	cÖ‡qvRb Abymv‡i


04.‡hvMv‡hvM I ev¯Íevqb(Communication & Implementation)

4.1 ‡hvMv‡hvM(Communication)

‡hvMv‡Mi cÖvZ¨wnK m~wP Abymib Ki‡Z n‡e (3.3)

(Follow the Communication Routine 3.3)

4.2 ev¯Íevqb (Implementation)

ev¯Íevqb Kg©m~wP Abymib Ki‡Z n‡e 3.2
(Follow the Implementation Routine 3.2)
05.cybwb©‡ek I wbqš¿b(Feedback & Control)
cybwb©‡ek I wbqš¿b
cybwb©‡ek I wbqš¿b m~wP Abymib Ki‡Z n‡e (3.4) 

(Follow the Feedback & Control Routine 3.4)
06.Awf‡hvM wb¯úwËi avc mgyn(Complaint Settlement Steps)
	avc-1; kÖwgK mycvifvBRv‡ii Kv‡Q t
	‡Kvb kÖwgK 30 Kg©w`e‡mi g‡a¨ e¨w³MZ fv‡e Awf‡hv‡Mi Kvib m¤ú‡K© m‡PZb n‡j †gŠwLK A_ev wjwLZ fv‡e mivmwi mycvifvBRv‡ii Kv‡Q Av‡e`b Ki‡Z cv‡i| mycvifvBRvi 3 Kvh©w`e‡mi g‡a¨ kÖwgK‡`i mv‡_ mvÿv‡Zi gva¨‡g cvi¯úwiK mij Av¯’v AR©‡bi D‡Ï‡k¨ welqwU wb¯úwËi †Póv K‡ib|

	avc-2; kÖwgK kvLv e¨ve¯’vc‡Ki Kv‡Q t
	hw` Awf‡hv‡Mi aibwU Ggb nq †h,kÖwgK Ges mycvifvBRv‡ii mv‡_ K‡_vcK_‡bi gva¨‡g welqwU wb¯úwË m¤¢e bv Zvn‡j mycvifvBRv‡ii gva¨‡g AewnZ nIqvi ci 5 Kg©w`e‡mi m‡a¨ †gŠwLK A_ev wjwLZ fv‡e jvBb g¨v‡bRvi‡K Rvbv‡Z n‡e| jvBb g¨v‡bRvi 3 Kg©w`e‡mi g‡a¨ Kvib AbymÜvb K‡i kÖwgK Ges gvwjK c‡ÿi mv‡_ K‡_vcK_‡bi gva¨‡g welqwU wb¯úwË Kivi †Póv Ki‡eb|

	avc-3; kÖwgK cÖWvKkb g¨v‡bRv‡ii (wc Gg)Kv‡Q t 
	G‡ÿ‡Î kÖwgKiv jvBb g¨v‡bRv‡ii wm×všÍ MÖnb K‡i bv|Zviv 5 Kg©w`e‡mi g‡a¨ cÖWvKkb g¨v‡bR†ii (wc Gg) Kv‡Q Awf‡hvMwU Rvbv‡e| wc Gg 6 Kg©w`e‡mi g‡a¨ welqwU AbymÜvb K‡i cvi¯úvwiK K‡_vcK_‡bi gva¨‡g wb¯úwËi †Póv K‡ib|

	avc-4; kÖwgK gvbe m¤ú` e¨ve¯’vc‡Ki Kv‡Q t
	G‡ÿ‡Î kÖwgKiv wc Gg Gi wm×všÍ MÖnb K‡i bv| Zviv 5 Kg©w`e‡mi g‡a¨ wjwLZ fv‡e gvbe m¤ú` Kg©KZvi Kv‡Q Awf‡hvMwU Rvbv‡e| gvbe m¤ú` Kg©KZv 6 Kg©w`e‡mi g‡a¨ welqwU AbymÜvb K‡i cvi¯úwiK K‡_vcK_‡bi gva¨‡g mij wek¦vm ‰Zwii D‡Ï‡k¨ kÖwgK‡`i mv‡_ mvÿvZ K‡i welqwU wb¯úwË Ki‡eb| gvbe m¤ú` Kg©KZv A_ev GB ZvwjKvq hvivB _vK‡eb Kvh©cÖbvwji gva¨‡g me©‡kl wm×všÍ ˆZwii †ÿ‡Î gvwjK cÿ †_‡K me©‡kl wm×všÍ †bqvi †ÿ‡Î cÖ‡qvRbxq ÿgZv _vKv DwPr| cvi¯úwiK Pzw³i gva¨‡g Kv‡Ri aviv wba©vwiZ nq|

	avc-5; AwggvswmZ Awf‡hvM mg~n t

	kÖwg‡Ki wK wm×všÍ MÖn‡b e¨v_© nIqv DwPr A_ev wK wm×†šÍi e¨vcv‡i Am‡šÍvl cÖKvk Kiv DwPr †mB weKí e¨ve¯’v ¸‡jv Awf‡hvM wb¯úwËi Rb¨ evsjv‡`k  kÖg AvB‡bi aviv 33(3) Gi gva¨‡g m¤úvw`Z nq|
aviv 33(3) kÖwgK‡K AwaKvi w`‡q‡Q kÖg Av`vj‡Z Awf‡hvM `vwLj Kivi| kÖwg‡Ki mv‡_ †hvMv‡hvM K‡i me©‡kl wm×všÍ ‡`qvi ci cwÄKvq D‡jøwLZ 30 w`‡bi g‡a¨ Awf‡hvM `vwLj Ki‡Z n‡e|
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