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Project Introduction and Background
The overall objective of the Uttarakhand Health Systems Development Project (UKHSDP) is
improving the access to quality health services, particularly in the hilly and unserved areas risk
protection for residents of Uttarakhand, it is envisioned to establish a well-managed health system
for more effective delivery of health services through policy reform, institutional and human
resource development and management and investment in health services. Specifically, the project
would focus on improving access to health services for the predominantly remote population of
the state, through strengthening public and private health-delivery systems; promoting greater
stewardship and managerial capacity in the state directorate; improving information systems;
augmenting monitoring and research; and extending coverage of public health insurance schemes
beyond hospitalization to include primary healthcare services.
Interventions under the project will support the state’s plans for scaling up health system reform
initiatives and making progress towards universal health coverage. The project would emphasize
on strengthening the health service delivery system and increasing utilization of basic health
services with special focus on improving access to quality health services for the geographically
dispersed and remote populations in the state and finding innovative ways to engage with the
private sector.
A key area that the project would support is the development of innovative mechanisms for
Uttarakhand to engage with private health care providers, expanding their role in meeting the unmet
access needs of the state’s population. A greater involvement of the private sector would create
additional human resource availability for the public health system as a whole, while also providing
an opportunity to redeploy existing public staff in a more efficient and effective manner.
Taking into account evidence around the shifting trends in morbidity and mortality, the Project
would support the stewardship role and capacity of the state’s Department of Medical Health and
Family Welfare (DoMHFW) for improving health outcomes through innovations in developing
and engaging the private sector; institutional strengthening; and improved management of health
services. The project would also aim to reduce financial risk and make affordable, high quality
healthcare available for the citizens of the state.
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The project has two components: a) Innovations in engaging the private sector b) Stewardship and
system improvement and. The total project cost is US $ 125 million, of which the IDA component
is US $ 100 million, and the state’s share is US $ 25 million.

Grievance Redressal Mechanism (GRM) under UKHSDP
GRM is critical tool for promoting transparency and accountability in the UKHSDP along with
playing prominent role in enhancing its operational efficiency and increasing public awareness.
UKHSDP is committedto provide a comprehensive mechanism for grievance redressal through
online and various forms of offline methods, in accordance with prevalent best practices.

Objectives of UKHSDP GRM


Early detection and identification of red flags, and indicatorsoffraud and corruption



Provide Project Implementation Team (PIT) with practical suggestions/feedback regarding
project activities and its implementation



Increase stakeholderengagement and receive feedback



Enhancement of operation efficiency and timeliness of the Project deliverables



Promoting accountability and transparency about UKHSDP



Addressing of procurement-related grievances in an effective and timely manner.

UKHSDP recognizes that with innovations at its core in improving access to quality health care
and reducing out of pocket expenses, GRM needs to be integrated within the organizational
structure of the project. UKHSDP’s GRM is primarily based on following principles

Principles of UKHSDP GRM
1. Objectivity and Fairness: all the grievances are treated confidentially, assessed
impartially and handled transparently. It operates independently of all the interested
parties in order to guarantee fair, objective and impartial treatment to each case
2. Simplicity and accessibility: the procedures to file grievances are simple, accessible
and does not create barriers due to language, location tedious procedures etc. All forms
4

of online and offline mechanism are available for the stakeholders to file grievances
grieva
and seek actions.
3. Responsiveness and efficiency: UKHSDP GRM is designed to be responsive to the
complainant. The grievances are handled efficiently by the trained PIT staff who
responds promptly within stipulated timeframe to grievances and suggestions.
4. Participation: UKHSDP GRM encourages stakeholders to actively engage with the
project to promote accountability and increase its operational efficiency. Matters
related to Environmental and Social safeguards andfiduciary aspects under the
Projectare
are integral part of the process. GRM promotes community participation and
feedback about service provision/ utilization.
utilization

GRM Handling Hierarchy
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Chairman- UKHFWS (Final Appellate Authority):
Chairman-UKHFWS will act as final appellate authority to hear and adjudicate on appeals against
decisions of 1st Appellate authority. Appeals must be lodged against decisions of 1st Appellate
authority to chairman of theGrievance Redressal (GR) committee. Chairman of the GR committee
shall submit appeals to the Chairman-UKHFWS along with relevant documentation.

Project Director (1st Appellate Authority)
Project Director will hear and adjudicate on appeals against decisions of GR committee. Pending
cases shall be presented by the Chairperson of GR Committee to the Project Director (PD). PD
will review and resolve any appeals against the GR Committee. Appeals must be lodged with the
Chairperson GR Committee for submission and reporting to the PD

GR Committee
GR Committee constituted at PITleveland Chaired by Additional Project Director-UKHSDP will
have mandate as follows -:
1. Resolving and addressing complaints addressed to the GR committee
2. Considering and determining corrective measures in the light of comments and suggestions
received by GR Committee
3. Conduct thorough examination, analysis or enquiry based of grievance/ feedback received
4. Notifying complainant about status of their grievance/feedback
5. Analyzing data on grievances and using this to make informed decisions
6. Reporting to Project Director and Chairperson-UKHFWS regarding unresolved grievances
on weekly basis
7. Constituting special committees, if required under special circumstances for Redress of
grievance of exigent nature and/or for resolutions of complaints requiring broader or
technical inquisitorial procedures
8. Constituting GR Committee at facility/service utilization level, if required, and defining
mandate of such committee
9. Monitoring of overall GRM mechanism
10. GRC can take ‘suo moto’ action of review or enquiry based on media reports or news
articles related to the project
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The GRC will be the most significant forum within the project for redressing the grievances
received from the beneficiaries, stakeholders and other concerned. The committee, while handling
a complaint may requisition any staff for its assistance and/or may constitute a special committee
if required. The Chairman of GR committee (with approval of the Project Director) can suggest
change to GR Committee, may replace a single member and/or the composition of the GRC.Such
changes are subject to World Bank approvals.The committee can delegate an officer (s) to resolve
a grievance or complaint directly. It may direct officials or devolve functions and power to
particular authority for specific resolution of complaints. The committee can only direct PIT staff
and departmental staff posted at healthcare faculties being operated under the project. Committee
can however request for information and feedback from DoMHFW staff. The GRC will meet once
every week on (Friday) and review the report by Complaint Officer/ Cell and guide the process of
grievance redressal.
Complaint Cell:
The screening, sorting and processing of grievances will be done by the ‘Complaint cell’ under the
GRC and will be headed by the ‘Complaint Officer’. The Complaint cell will be equipped with IT
support system to register, generate unique id, and to escalate as per escalation matrix, track, and
file closure report online. The Complaint Officer will oversee the day-to-day function of the
grievances and report to GRC on complaint received and action taken on weekly basis.
Process of GRM
The UKHSDP is committed to enhancing opportunities for grievance redress, collaborative
problem solving, and dispute resolution on its activities. Effectively addressing grievances from
people impacted by UKHSDP is a core component of managing operational risk. Process of
grievance redressal is hence key for early identification, assessment, and resolution of complaints
on projects.
Any complaint against members of Complaint Cell will only be reviewed at GR committee level.
Similarly, any complaint against members of GRC will only be reviewed at Project Director level
and those against Project Director will be reviewed at Chairman UKHFWS.
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Uptake of Complaint/Grievances
Complaints/grievances are collected at various sources taking into account UKHSDP’s
interventions. Grievances can be registered using following methods


GoUK’s Samadhan Portal,



UKHSDP website (https://ukhsdp.org/grievance-redressal.php)



Email (gr@ukhsdp.org)



Grievance/complaint register UKHSDP intervention health facility(CMS’s office)and
district Chief Medical Officer’s office



By post to UKHSDP office

Complainant may submit his grievance, containing his/her personal information or can choose to
remain anonymous (using any of these methods). But providing his/her email, mobile number or
postal address is necessary to receive acknowledgement and updates regarding the grievance. Any
complaint without such information will also be registered, however the feedback loop cannot be
completed to update the complainant about the progress and resolution.
Screening, Sorting and Processing
Processing of Grievances plays critical role in its redressal hence categorization of grievances
along with its prioritization and its routing through appropriate channels is extremely crucial. The
screening, sorting and processing of grievances will be done by the ‘Complaint cell’ on a day-today basis and forward to the concerned officer/authority for resolution. The Complaint cell will
further monitor and track grievances and prepare weekly report for the GRC on complaint
received and resolved by channels on complaint and by category.
Various types of grievances require different follow up actions and addressing. In addition to
grievances, people may also use the same channel to give comments or suggestions which is key
in improving efficiency of UKHSDP. These comments and suggestions also be accepted as a
feedback and be dealt separately as described in sections below.
1. Grievance/complaint regarding the project
a. Category I
 Grievances related to service provision, standards, minor complaints
regarding service provision at facility level DH, CHCs, MHVs etc.)
b. Category II
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 any grievances related to management, governance including corruption and
issues of severe nature including those which are not cover above.
2. Procurement Related Grievances
3. Comments/suggestion/queries

Detailed process of handling process of Grievance/complaint, procurement related
grievances and comments/suggestions is depicted in following flowcharts for different
categories.
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PROCESS FOR HANDLING CATEGORY I & CATEGORY II COMPLAINTS
Stakeholders send complaint using various
channels
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Once the stakeholder raises a complaint using any of the various methods, the complaint gets
registered in GR system and a unique ID is generated and shared with the complainant. This
unique ID can be used by the complainant in checking status of the complaint, timelines and any
pending actions. Each complaint is screened by the Complaint cell as per guidance from GRC and
categorized based on their severity and assigned a timeline.
Category I complaints are forwarded to the designated officials such as Medical Officer(MO)/
Medical Superintendent (MS) and Chief Medical Officer (CMO) of the districtby the Complaint
Cell to resolve the complaint and file the closure report in the online portal within the
stipulatedtimeline. Category I complaint is to be resolved by the designated official within 7
working days. If the designated official does resolve the complaint within stipulated timeframe,
the complaint is escalated automatically to the next level. Once the complaint is resolved and
closure report is filed, a feedback is provided to the complainant on the same. If the complainant is
not satisfied with the resolution provided, an appeal can be made to the chairman of GRC. GRC
then hears the appeal and resolves the complaint. If the complainant is still unhappy with the
resolution, appeal and be made to 1st appellate authority and to final appellate authority
thereafter.If complainant is not satisfied with resolution provided by the final appellate authority,
complainant has a right to go to the court.
Escalation matrix for Category I complaint is as follows

If unresolved, autoescalation in 30 days
If unresolved, autoescalation in 15 days

If unresolved, autoescalation in 7 days

Chairman GR
Committee
Delegated
Officer
Designated
by GRC
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First Appelate
Authority

Final
Appealate
Authority

Category II complaints are directly handled by the GRC which carries an investigation based on
complaint received.

GRC can contact complainant to provide the statement and additional

information if deemed necessary. Based on statement, proof and evidence, an investigation report
is formed and submitted to the Project Director for approval and action if required. Based on
outcome of the report, PD provide directions regarding necessary action to be taken. Action report
is shared with the complainant and if resolved, closure report is filed. If the complainant is not
satisfied with the report, an appeal as per escalation matrix can be filed with 1st and then final
appellate authority. Escalation matrix for Category II complaint is as follows

If unresolved, autoescalation in 30 days

If unresolved, autoescalation in 15 days

Chairman
GR
Committee
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First
Appelate
Authority

Final
Appealate
Authority

PROCESS FOR HANDLING PROCUREMENT RELATED COMPLAINTS

This section provides information on how UKHFWS deals with complaints from aggrieved
bidders who participated in any of the tenders or those interested in participating in the active
tenders.
UKHFWS (www. ukhsdp.org / www. ukhfws.org) is committed to having a robust procurement
process and a fair, equitable and non-discriminatory procurement complaint redressal procedure.
There are many benefits both to UKHFWS and to project beneficiaries that flow from the proper
handling of complaints. An effective mechanism of handling procurement complaints can
improve the confidence of the bidding/consulting community in the procurement system and
attract them to participate in the procurement competition, thus contributing to value for money
procurement outcomes as well as to higher socio-economic goals of the Project, and society at
large.
Though this process and timelines slightly differ from the general grievance and complaints and
suggestions, it is governed by the same structure.
Complaint Management Strategy of UKHFWS
Complaints management strategy of UKHFWS is prevention and/or minimizing of complaints by:


Ensuring that officers dealing with procurement process have a sound knowledge of
procurement policies and procedures.



Ensuring that clear specifications/TORs are developed prior to commencement of
bidding/selection process.



Ensuring that bidders and contractor/supplier/consultant are treated in an ethical and impartial
manner.

Procurement Related Complaints in Different Stages of Procurement Process
Procurement related complaints can arise primarily during the following stages of a procurement
process:
Pre-award : these include allegations that a bidding/Request for Proposal [RFP] document is
defective [e.g., it improperly restricts competition, etc.]
Award : these include allegations that a contract award is improper [e.g., that selection was
unreasonable or inconsistent with the award criteria, etc.]
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Post-Award : these include allegations that a contractor/supplier/consultant is unfairly treated [e.g.
delays in releasing payment, wrong imposition of liquidated damages, etc.]
Importance of Timeliness, Timelines, Accuracy and Completeness of Information
Every effort shall be made by UKHFWS to ensure that complaints handling process shall not
cause delay in the awarding of a contract. Similarly, every effort shall be made by the bidding and
consulting community to ensure that only genuine complaints are submitted.
Absence of relevant information is likely to cause delay in review of the complaint by UKHFWS.
Complaints must contain factual details, verifiable facts and related matters and must be submitted
in writing to GRC/UKHSDP or uploaded in the portal : www.ukhsdp.org They should not be vague
or contain sweeping general allegations.
Procurement Complaint Redressal
A bidder can offer a suggestion or raise a grievance regarding a bidding/selection process, and in
general, the tendering process. Mere fact of lodging of a complaint shall not warrant suspension of
the procurement/selection process. Any bidder who is not satisfied with any procurement process
or a decision for award of contract, may lodge a complaint in writing.
UKHHFW has established three tiers of procurement complaint redressal mechanism as follows.
Complaints from aggrieved bidders are to be submitted in writing either via online portal
www.ukhsdp.org or by mail [courier or personal delivery], email or fax. Once a bidder raises a
complaint in writing to GRC, the complaint gets registered in GR system and a unique ID is
generated and shared with the complainant which is common with the general process. At the
stage of the screening of the complaints, procurement related grievances are generally marked to
the Procurement Cell of UKHFWS [thus, the complainant must first bring its complaint before the
procuring entity itself with the intent of speedy, impartial, fair and efficient resolution, and then at
a higher administrative review may be invoked]. However, the GRC is empowered to set up a
separate Review Committee with appropriate representation based on the complexity and
seriousness of each complaint.
On receipt of a procurement related complaint, the Procurement Cell of UKHFWS convenes a
meeting

of

the

respective

procurement

committee

established

for

the

specific

procurement/selection for which a grievance has been received. The procurement committee
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reviews the complaint, ensures an acknowledgement is sent to the complainant, analyses the issues
raised by the complainant ,and prepares an analysis of the complaint and proposed draft response
to the complainant, for submission to the GRC within 5 working days of the receipt of complaint.
If the review and analysis of complaint extends longer than 10 working days, the complainant is
advised, in writing, when it may expect a response. Based on outcome of the analysis of the
complaint, GRC provides directions regarding necessary action to be taken, which is
communicated to the complainant within the next 5 working days. Thereafter, the complainant has
10 working days to respond in case he is not satisfied with the response provided ,and approach
Tier 2 by filing an appeal in writing with the1stappellate [Project Director, UKHFWS]. If the
complainant is still not satisfied with the way his complaint has been addressed, he can approach
Tier 3 and file his appeal in writing with the 2nd and final appellate authority [Chairman,
UKHFWS].If no further response is received from the complainant within 5 working days of
response being provided by the Project, the complaint is considered as resolved.
It is important to note that:
-

In responding to any procurement related complaint, UKHFWS has an obligation to
maintain the confidentiality of the procurement process and of proprietary information
provided by the complainant as part of its bid or otherwise.

-

All complaints related to a procurement/selection process which are received before
finalization of evaluation report shall be discussed in the evaluation report[s] along with
their analysis and findings.

-

Complaints can be withdrawn at any time giving reference to the unique ID number and in
writing to GRC/UKHSDP.

-

All complaint involving issues related to fraud or corruption in World Bank-financed
projects shall be forwarded to the CVO and also be reported to the Office of Institutional
Integrity [INT] [www.worldbank.org/integrity]. For prior review cases, these shall also be
copied to the World Bank. Bidders may kindly note that when allegations of fraud and
corruption are substantiated, companies involved in misconduct are sanctioned from
engaging in any new Bank-Group-financed activity.

-

Additional provisions as required by applicable Procurement Regulations of the World
Bank will also be complied in case of complaints related to Bank funded procurement.
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Copies of all replies by UKHFWS to complaints received shall be made available to internal
auditors, the Auditor General staff, World Bank team, or to other officials as appropriate, and
statistics of procurement related complaints received will be available in the on-line portal : .
UKHFWS will maintain a complaint register either online or physical, for maintaining record of all

complaints, results of analysis and findings and the process of their disposal.
UKHFWS is committed to abide by Section 4 of the RTI Act of 2005.
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Flow Chart of Procurement Complaint Handling by UKHFWS
Entire process flow for procurement related grievances on UKHSDP project portal follows NIC’s
e-procurement form and interface available at : https://eprocure.gov.in/cppp/grievanceentryform
Following diagram depicts the procedure
Bidders send complaint written and signed as
well as online complaints

Registration of the complaint in the GR System and
acknowledgement to the complainant
[Unique ID Generated]

Complaint marked as
Procurement related by GRC

Procurement committee reviews and analyses the
grievance, records its findings and prepare a brief draft
response to the complainant

GRC will transmit the brief response prepared by
the procurement committee to the complainant

Filing of closure report

Resolved
Unresolved

Filing of closure report

Resolved

st

Referred to 1
Appellate

Unresolved

Filing of closure report
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Referred to Final
Appellate

PROCESS FOR HANDLING SUGGESTION/FEEDBACK

Analysis regarding
fesibility of incorporation
of feedback/suggestion
by GR C

Drafting of Final response
to the stakeholder for
approval of GRC
Chairperson

(day 6)

(Day 7)

Response received from
the concerned wing

Response to the
stakeholder

(day 4)

(day 7)

Acknowledgement sent
to stakeholder

suggestion/feedback sent
to concerned wing

(day 1)

(day 1)

Suggestion shared with
appropriate officer for
implementation

Stakeholder sends
suggestion/feedback
(day 1)

Registration of
suggestion/feedback by
GRC
(day 1)

Feedback and suggestions from the stakeholders, especially beneficiaries and general population
is
p
key to improving efficiency and accountability of the project. Suggestions and feedback is taken

with great interest and efforts are being made to encourage people to share their feedback and
orm of GRM is used to collect the feedback and
suggestions about project activities. Similar platf
platform
receive suggestions. Received suggestion is characterized by the GRC as a ‘suggestion/feedback’
and forwarded to the concerned wing or cell. Acknowledgement is then sent to concerned person

regarding receiving and categorization of their grievance. Concerned wing is directed to respond
within 3 days regarding the suggestion in a report recommending incorporation of suggestion or

feedback. GRC analyses the report and decides upon feasibility to implement the suggestion.
sug
Feasibility is primarily checked upon practicality of application, legality, potential achievement of
efficiency, increase in transparency, accountability and greater community engagement. Report is
val. If approved along with sharing of report with
then submitted to the project director for appro
approval.
the stakeholder, directions are also provided to concerned cell to implement suggestions within
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stipulated timeframe. Timeline for responding to the suggestion is 7 working days. The committee
will monitor progress of the implementation.

Process of acknowledgement
When complaint/suggestion is received, UKHSDP GRM acknowledges its receipt via
communication channel preferred by the complainant. Written communication outlining grievance
process with timelines along with contact details of nodal person tasked with handling particular
grievance is shared. In the said communication, complainant is shared with unique GR ID of
his/her complaint which can be used in checking status of the complaint on project portal. Details
regarding ways to track complaints are also shared in the said communication.
Complainant then receives update every 3 working days regarding status of their grievance.
Clearly defined timelines in the acknowledgement enhances accountability of the project.
Verification
This step is very critical in gathering information about grievances to determine its validity, and
resolving the grievance. Comments/suggestions or general queries are responded promptly by
forwarding the suggestion to the right section/cell and seeking their response about feasibility of
its implementation along with steps taken.
Grievances which are categorized under ‘Category I’ are resolved quickly by deputing official
responsible for operating the facility or service and a closure report is filed with corrective actions
taken and complainant is contacted. Grievances under ‘Category II’ cannot be resolved at lowest
level of the matrix and should be referred to higher level for verification and further investigation
according to clearly defined timetable. GR Committee takes appropriate steps to ensure the
investigation is neutral and do not have any stake in outcome of the investigation.

Feedback to the complainant
It is extremely important to inform users and the public at large about results of investigations and actions
taken. This enhances visibility of GRM among beneficiaries and increases users’trust in the system and
enables them to participate in this process. GR committee provides feedback by contacting the complainant
directly with mode of communication of the complainant’s choice. The GRC also informs users about their
right to appeal if they are dissatisfied with the decision, specifying both 1st and last appellate authority
review options.
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Monitoring and reporting system
Monitoring an evaluation are critical to the success of UKHSDP’s GRM. GR committee through
Complaint Cell tracks and assess grievances to monitor progress is being made in resolving them. The
Complaint Cell will prepare a biannual summary report of number and type of complaint received and
resolved at different stages and number of complaints under the process of resolution and disclose it at the
UKHSDP website for public to bring transparency and accountability of the system. UKHSDP GRM is
designed to handle large number of grievances and have online system for entering, tracking, filing closure
report, and monitoring of grievances. Grievances are monitored against following parameters


Number of complaints/grievances registered



Percentage of grievances resolved at different levels



Number of grievances solved at first step



Percentage of grievances resolved within stipulated timeframe and proportion of grievances auto
escalated to the level above



Average time required by each category of complaint



Percentage of complainants satisfied with response and grievance redress process



Survey result to measure awareness of GRM amongst project beneficiaries

Evaluation of the grievance related data is helpful in making policy or process change to minimize
receiving of grievances in the future. Reports on grievance data and trends of above parameters are
submitted monthly to the Project Director. Project Director monitors grievances resolution data and
grievances trends in the periodical review meetings. PD is authorized to make random calls to complainants
to get feedback from complainant about their satisfaction about the entire process. Project portal also
publishes this data online on its portal which general public has an access to.

Conclusion and Action plan
Effectiveness of UKHSDP’s GRM is primarily based on following factors




UKHSDP’s commitment in addressing of grievances
Constantly evolving UKHSDP GRM process based on feedback received
Capacity of GR Committee in handling of UKHSDP GRM

In addition to addressing of grievances UKHSDP’s GRM is designed to conduct for soliciting inquiries,
inviting suggestions and increasing community participation which are key for the project to achieve
success. GRM provides wide range of benefits such as promoting transparency, collecting feedback and
information which is important in improving operational process and performance, empowering vulnerable
populations and enhancing UKHSDP’s legitimacy amongst stakeholders. Thus effective UKHSDP GRM is
a step towards greater accountability and better project outcomes
20

