
Government of lndia
Ministry of Communications & lT

Department of posts
(pG Division)

No

To

3-1O|2AAS-pG (Vol lt)

Dak Bhawan, Sansad Marg,
New Dethi  -  110 116.

Date :  06.09.2011

. cGM (plr) ,  p l r  Directorate,  chankayapur i ,  NewDerhi  _110021.. CGM, BD&M Directorate, Dak Bhawln, f.f"* Delhi _ 110 116.r  A l l  ch ie f  pos tmasters  Genera l .  
'  - ! ' r  vv" "  '  ' v  I  r . , .

r All postmasters General
r posJal Staff College of India, Ghaziabad (Up)r All postal Training Centres.

subject : shorter version of Gitizen,s charter of Department of posts.

Sir,

The citizen's charter of the ooe nq{leen approved by the Hon,bte Moc&tr afterobserving the due procedure. rne approved citizen'r'in.rtu|. had since been hosted underthe link 'About India Post' ;; it! r.,o,.'ilg; 
"t 

tiil website of the Department atwww'indiapost'son'in' A shorter u"*ion or in""iiti"n;, cnrrtur has now been cured outtrom the approved charter for display in the op"r.tiu" offices as required under theguidelines issued by the DAR&PG ;riine suOlect.

2' A copy of the shorter version of the citizen's charter is attached with this letter. lt isrequested that the- modalit ies may be worked ort-fo. i l* dispray at the operativeoffices/receptions etc' in the circle and the shorter u"irion of the cnihei-ne displayed atindicated praces within a month tromieceipt of this retter.
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(SK Tripathi)
, Director (pG)
Ph. No A11-29036A14

l ) ' t t  _

q
L\

Encl : As above.
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Citizenos Charter of Department of posts
Ministry of Communications and Information Technology, Government of India

(Website : http ://rvww.indiapost. gov. in)

OurVision :

India Post's products and services will be the customer,s firsr choice.
Mission:

r To sustain its position as thc largest postal netwolk in the wolld touching the lives of ever.y citizen in the
countr)..

r Io provide the mail, parccl. nroney ttansfer, banking, insurance and retail seryices with speed and reliabil i tv.

r To provide services to customers on value-for rnoney basis.
r l o ensure that the employ'ees are pt'oud to be its main strengih and serve its customers rvith a human touch.
r To continue to deliVer sociai securit l '  services and to enable last mile connectivit,v as a Covernment of India

plarlbrm.
Service Standards
Serwices/Transaction Success Indicators Service

Stenderds

Unit

Counter Services including SB deposit.
lvithdrax,al and updation ofpass book..

'l'ransaction 
time at thc counter

(excluding ri 'ait ing timo in queue)
) Minutes

Lounter servlces - opening and closing
of SB account. issue and discharge of
savings cerlificates.

'l'ransaction 
time at the counter.

(excluding waiting time in queue)
i 5

uci lvc lJ o l  tc t i ( ' ) rs .  poslcaros.  ln land
let te l  Cards and speed post  ar t ic les.

Local* and betr.','een lVletro Cities*+ 1 Days
4 - 6

i  
vq r l \ t r I  \  u l  l1L  I  lns t l feo ,  b . f  f .  Fa fCe lS,

I Book Packets. Registered \*vspapers.
e1c.
l )e l l \  e r )  o l  l r re rnar iona l  E \ lS  _ i r . r i r - les

Localx and between lr.letro Cities*x
f-R,"t 

"f 
I"dl. 

--

i
' L . \ c l L r s r \ e  o l  I i r ne  t aken  i n  cus toms
I exanrination.

3
< : -

4 - 1 0  
-

r . r r v  
f ' 4 . r  r l t 9 r r !  \ r 1 l  ) 4 l i t g  u a \ ,

( sc r \ i r ' e  a ra i l ab l c  t t  spee  i f i ed  o l f i ces )
r \'1O

i

t i  r)O Kll l g

Pa)ment on produci iLrn oi co

t"""t-, "trC 
U.t-..

Rest of India

l 5
20
- l

44

Minutes

Days

l llre taKen tor opcning ol .lccount at the post
offlce where transfer is sought

- When fequest is lbr transfer. of accounts
. within the sarne Head post Oiflce

Davs

\\ihen request is tbr transfer ol 'accounts
in post offices which are under differerrt
FIead Post Offices.

7

\\'hen request is made at thc transl.erce
post office

20

Settlement of deceased claims, issue of
Duplicate Passbook and interest posting
(in office other than Head post Otlrce)

Tirle taken lbr settlement startine fi.om thJ
time of receipt of completed docum*ents.

7 Days

Dischalge of Savings Certificates at
post office other than the otllce of
purchase

Tirne taken fiorn the r.eccipr of apptication lbr
discharge rtfceltificates at the post office.

30 Day's

l'ransfer of Savings Certificate 'l-irne 
taken irom the receipt of application for.

transfer at the frost office.
30 Davs

lssue ol uupl lcate Lert l l lcate ' l ' ime 
taken ll 'om the receipr of application

along with i'eqr-rired dccur-nents :
- at the posr office of issue of the

Certiticate .

3{J l)avs

Issue of PLI and RPLI Acceptance I'ime take:n fi'om the receipt of comnleled l 5 Dar s

F. No.3-10/200s-PC
(Draft copy as on 27.7.ll)

Page I of2.
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Suecess Indicatorq Service
Standards

Unit

I-etter and Policr '  Bond documents
Settlement on |v{aturitl of PLITRPLI
policl

Time taken tiom thc receipt ol completed
documents

30

Scttiement of claims on death of
Pt.llRPLi policl holder

With nomination
\\'tttr*t *rtt*t@
croduction of required documents.)

30

Involving investigation 9L)
Transfer of PLVRPLI policl' liom one
Circle to another

Time taken fol settlement on leceipt of
request

10

Paid up Value of policl' -i'ime 
laken for settlement on receipt of

reouest
3 0 Days

Revival and conversion ol '  Pl. l iRPLI
pol icy

Time taken fioni receipt of request 1 5

Settlement of requests for loan against
policies, change of addrcss, change of
nomination, assignment of polic;- and
issue ofduolicate ooliqv bond

Time taken for settlement on receipt of
fequest

t 0

Branch Post Officc Transactions for rvhich such post ofllce i-s
authorized

Account Office

I Dar'

n"ormal time as
fixed fbr
Departmental
[]ost Offlce + 7

Days

Grier,ance Redress \ lechanism:
acknorvledgement of complaint.

ln case of u'eb registration

T ' m e f ' n @
olher rneans

lnstantaneous
( 1 D a y )

Da)'

l Days

Sr-tt lenrent of Contplaints fime from l ng of complaint 60 Days

Cases u rnvest lgat lon 90 Dat s

a

a

For )Iai ls Deliver.v transactions:
i  L . rca l  -  * i th in  \ {un ic ipa l  C i ty  l im i ts .
'* \ lei lo- De lhi.  \ lumbai. Kolkata. Chennai. Hlderabad and Bangalore.

o  I  i rnc  r : , \ rn  p \ )s t ing-  book ins  to  de l i i  e r i
Ercludes da1 of posting. holida.vs and Sunday's.
\{aximum time Articles posted befbre cut off time

Grievance Redress Mechanism CRM in the
Where to lodge the Complaints

i Escalation of complaints if
redressed lvithin stipulated time

ent of Posts
Complaint to be lodged rvithin 60 dals of the trarrsaclion / availing of a
service. Complaints and Suggestion Book for complaints pertaining to serviccs
in the oost office in oarticular or for sivins suegestions for i ement.

Complaints relat ing to anl deficiency in service can be lodged :
.  Online at u,rvi.v. i  ndiapost.gor,. iniCiCC ol at r.vn'u. pgportai.gor'  . i  n

B1'hand ol b-v* Post at an1'of the Custotner Care Ceulers or at Post Office

of transaction or at Office of Senior Superintendcnt of Post Offices or at 1
any Post Otfice.
For Value Palable arlicles complaints are to be lodged at the ofJjcer of
booking. (Some cases wil l inrolve palment of charges)
Complainls tbt PLI /RPLI can also be handed or posted to the Deputy
Divisional Manager (Pt-l/RPt,l) stationed at each Circle Office
headouarters and Devel Otf icer  ( l 'L l ) .

ln case the complaint is not redressed in t ime ol to the satisl 'act ion of the

customer the complaint may be taken up u'ith the Postmaster General of the
Region or the Chief Posthaster General of thc Circle. (fbr details see w'ebsite
ol DoP

F. No.3-10/2O0s-PG
(Draft copy as on 22.7. I l)

DDG (PG), Deparlment of Posts. Dak Bhavan, Nc* Delhi. I l01l6.
Email - oeclivi i i l indiapost.gov.in Phone No.: 01 l-23036433

for handling glievances

D . , ^ -  t  ^ f  t


