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GRIEVANCE HANDLING
MECHANISM AT EPFO

‘How EPFO solves grievances of its 6 crore
subscribers, 12 lakh employers and
65 lakh pensioners.







CPGRAM | Receipt and disposal of Grievances

@ Average disposal in 9 days
~ Average disposal within 30 days

Total Receipts Total Disposals %  Total Pending beyond 30 days

46,645 46,447 98 NIL
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www.pgportal.gov.in










EPFiGMS | EPFQO’s in-house portal for grievance

@ Disposedwithin 20 days | 92%
Disposed within 20 - 30 days | 4%
© Disposedwithin 40 days | 43

Grievances Disposed within Disposed within
Received 20 days 20-30days
8,32.430 7,31,983 65,971

‘With the introduction of EPFIGMS, the number of grievances on CPGRAM
hawve reduced.

www.epfigms.gov.in




24 x 7 All India Help Desk
Ca” Centre Number: 1800118005
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EPFO Call Centre is operational 24x7 round the year including Saturdays and
Sunday since May, 2019. Approximately 1600 calls are received daily in the call
centre. Earlier it was running in a single shift from 9.15 am to 5.45 pm.



PRO and Facilitation Centre

Every office in the organisation has a PRO (Public Relation Officer) and a
Facilitation Centre. All visitors are received at the facilitation centre and proper
guidance/clarifications are given to them about various services/benefits extended
by the organisation. Their grievances, if any, are also redressed.

Nidhi Aapke Nikat (NAN)

In an endevour on the part of the organisation to be more accessible to its different
stakeholders including employers, Nidhi Aapke Nikat camps are held at field levels
on 10" of every month. This programme is a platform for grievance redressal as it
brings all stakeholders on a common platform where feedback is obtained for
future improvement in service delivery.

NAN brings
together employ-
ees/employers and
pensioners on a
common platform.

Various new initiatives
in the interest of the

employees/employers
by EPFO are explained

during the programme.
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It encourages both

employees and
employers to give
suggestions and
feedback regarding the
different issues
affecting EPFO



