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4 Medium of Regeipt Presently, the grievances from veterans are received
through different and diverse sources which range fram in-person visits, through

nominated representatives telephone calls ard by post, digital platforms including email
and WhatsApp messages/ calls,

S Stakeholders The (N has been addressing grievances/ issues raised by
veterans, widows and NoK through involvement of both internal and exiemal
stakehoiders. The stakeholders in the IV include various Directorates at NHQ that deal
with specific issues and Command HQs for issues pertaining 1o their respective ASOR.
The external stakeholders inciude MoD/ Department of Ex-Servicemen Welfare (MoD/
DESW), PCDA(N). PCDA(P), Central Organisation, ECHS, Kendriya Sainik Board (KSB),
Dte of Indian Army Veterans (DIAV) and Dte of Air Veterans (DAV). C
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gnevances is depicted below: -
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7 Category of Grievances A six-monthly analysis (May - Oct 23) undertaken has
indicated that the majority of grievances pertain to the following broad categories: -
Ser|  CategoryofGrievance |
_{a)  Pension ssues
"{b) | OROP R R |
{c) | ECHS issues IR B
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(o) | Legal issues , o
i | Welfare Schemes

Tigl | Change of Permanent Home Station Address

o

|

J

(¥ Scanned with OKEN Scanner



i \
(3 Scanned with OKEN Scanner




)  Organisation.

{ey FAQs

(8)  Unclassified policy letters pertaining to ESM, widows and NoK.
(@) Unclassified e-Newsletters.

(i  Photo Gallery
(g0 Extemal Links.
(hy Contact us

13 Main Stakeholders Depending on the nature of the grievance, the responsibility
mﬂmﬁWNmMMMpmmvmma

DESA. These two stakehoiders would be responsibie for haison and coord

Sncerned agencies to resolve the issue. All issues pertaining to release. pension and

change in records would be steered by NAVPEN. DESA would be responsible for steering

issues conceming ECHS. I0 Card, canteen, welfare, discipline and vigilagce, hanours C
and awards etc. The details of medium of receipt, categories of grievances, sub-
stakehoiders and escalation matrix is depicted below: -

14 Receipt of Grievance Once registered in INGRAMS, the grievance wil be
allocated by the system to NAVPEN or DESA depending on the catagory/ type of
grievance along with a unique 1D The grievance may also be received at the call centre/
tolktree number estabiishad at NAVPEN or the toil-free number at DESA (1800113999).

16, Grievance Tracking tNGWSWMuomde
the mhmwdmntmmdmmﬂmon resolution
dm?“lnm' _the system also aliows recording and monitoring of grievance
ﬂmmumm.mcwwmuﬂwaflmmbmnw.
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Appendix .
(Refers to Para 15)
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