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GRSE COMPLAINT POLICY

Legal basis and scope of complaint
This policy concerns the complaints lodged as per CVC manual and PIDPI/Whistle-blower etc
that are not specifically covered by any law or mandatory directive, either fully or partly.

The complaints/appeals filed under other legal provisions are not covered under this policy. For
example, complaints under Integrity Pact may be filed to the Independent External Monitor, complaints
under RTI Act may be filed to Central Information Commission, complaint against non-implementation
of court order may be filed as contempt proceedings, and complaints in a disciplinary proceeding may
be filed with the Disciplinary Authority or the Appellate Authority. This policy does not cover such
complaints. Also, personal grievances, including personnel related grievances, and business disputes
are not covered, unless misconduct in handling the personal grievance or business dispute is alleged.

The complaint must be against an officer or employee of the company or a public servant, and not
related to a personal dispute (even of business/criminal nature). Complaints against others or related to
personal dispute are not covered by this policy.

VIP references shall be outside the purview of this policy. Fact-finding or investigation ordered
by the Ministry and Central Vigilance Commission (CVC) etc may be as per the direction issued by
them.

The mechanism of complaint is used to enhance efficiency of the Company. It cannot be used as
to create confusion, smokescreen and indiscipline or lead to inefficiency.

Who can lodge complaint?
Any person can lodge complaint.  However, one cannot complain anonymously or
pseudonymously or allonymously. The complainant must indicate his complete postal address.

To whom and how to lodge the complaint

Complaint should be filed only to the concerned authority, and directly and only to him.
Corruption-related complaints or complaints involving vigilance angle may be addressed directly to
Chief Vigilance Officer (CVO) of the Company.

Merely superscribing or writing “PIDPI/Whistleblower” will not make a complainant eligible for
protection as whistleblower. He must adhere to all the guidelines, and take due precautions.
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Complaint can be lodged in writing or by e-mail. Complaint cannot be lodged by messaging
service, orally, or through publication in the media/website/blog. If filed electronically, it must be in a
widely available and open format; and the normal software or prudence may not categorize it as
malware/spurious/spam.

The complainant shall bear the entire cost of compiling, drafting and lodging of the complaint.

The complaint may preferably be in Hindi, Bengali or English. It shall be written in intelligible
language. The complaint shall be brief, to the point and devoid of unnecessary details or alliteration.
The complaint shall be objective, and devoid of emotion and expletives as far as possible. Arguments
may be avoided, and facts may be emphasized.

The complaint may be about a past incident, and not a speculation or forecast.

There must be some basis to establish the allegation, and the complaint must indicate that. A
complaint without any indication on the basis may be treated as a wild allegation.

Action on complaint

Complaints received from a foreign person or address will be entertained only if it is supposedly
received from a person with whom the Company has some dealing or had dealing in recent past, and the
complaint is on those dealings. Otherwise, such complaints will be closed without any action.

Complaints received as an e-mail attachment shall not be opened for security reasons, and may be
deleted from the electronic system. Also, complaints received from e-mail I1Ds that are categorized as
spam or suspicious/malware by the normal software may also not be opened, and may be deleted
without any action.

Anonymous, pseudonymous and allonymous complaint may be closed without any action.
Complaints containing vague or unverifiable allegations only may be closed without any action.

Complaints having allegations not amounting to misconduct may also be closed without any
action.

Complaints written in non-official language or obscure language/electronic format, or written in
unintelligible manner may be closed without any action.

If a complaint contains verifiable allegations, the complaint may be first sent to the complainant
by post for owning/disowning the complaint. If a complaint is owned by the complainant, he cannot
disown the complaint later, and if he disowns the complaint subsequently, then such disowning may be
ignored. If the complainant is untraceable or the complainant disowns the complaint, then may be
closed without any action. If no response is received from the complainant within fifteen days of
sending the complaint, a reminder may be sent. After waiting for fifteen days after sending the
reminder, if still nothing is heard, the said complaint may be closed as pseudonymous without any
further action. However, if a complaint is received from a known employee/officer/vendor/customer of
the company, or such verification has been done by some other government agency, then such
verification may be dispensed with, unless there is doubt about the origin of the complaint. Moreover,
such verification may be dispensed with for a properly digitally signed e-mail.

A number of similar complaints from same or different complainant may be clubbed.

If a complaint is not to be closed without any action, then it shall be registered for investigation
by entering it in the register maintained for the purpose.
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It shall not be necessary to communicate the outcome of the complaint (including closing,
investigation etc) to the complainant or anybody else. The complainant cannot demand action on his
complaint or information or status of his compliant as a matter of right.

Source information

When an identifiable complainant unwilling to record his name, lodges a complaint personally to
CVO, and the CVO is of the opinion that the complaint amounts to misconduct and is with some basis,
then CVO may register the complaint as “source information.” The name of the complainant will not
be recorded in any register or document. His name will not be recorded anywhere. The name of the
complainant will be shown as “source”.

If an anonymous, pseudonymous or allonymous allegation contains serious and verifiable
allegation, CVVO, based on his subjective satisfaction, may convert it to “source information,” instead of
closing it.

The source information shall be entered into the same register where other registered complaints
are entered.

Own information

If during an inspection or investigation or otherwise, a suspected occurrence of misconduct is
noticed by CVO or an officer in Vigilance Department, then the same may be registered with the prior
approval of CVO for investigation. Own information shall be entered into the same register where
other registered complaints are entered.

Investigation into complaint
CVO may himself investigate a registered complaint, source information or own information, or
get it investigated by someone else. The complainant may be contacted for further information.

During the investigation, the investigation officer may call for version of the suspected or relevant
officers, employees, and outsiders. The investigator may also call for copies of relevant documents,
designs, electronic data, specimens and actual materials.

Disposal after investigation
An investigation cannot be disposed at a level lower than CVO.

An investigation may be disposed of by recommending one or more as follows:

(1) Refer the allegation to CBI or any such agency for investigation/action,
(2) Initiation of major or minor penalty proceedings,
(3) Administrative action (warning/caution/displeasure/transfer of official etc),
(4) System improvement and plugging legal loophole,
(5) Transfer of the case to Ministry/some other authority who is the disciplinary authority,
(6) A minor aberration that can be ignored for cost effectiveness,
(7) Not a vigilance matter,
(8) Not proved/insufficient information or documents,
(9) Investigation aborted in the interest of security preparedness of the country,
(10) It appears misconduct only with the advantage of hindsight,
(11) Itis genuine R&D/experimentation/learning/training,
(12) It is not a misconduct/rather it is praiseworthy,
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(13) Complaint because of ignorance,
(14) Mischievous complaint, and
(15) Departmental/civil/criminal action against the complainant.

CVO shall not pass any administrative order, but only make recommendation to the concerned
administrative authority for action based on his recommendation.

(BARUN KUMAR SAHU)
CVO GRSE
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