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Comprehensive guidelines on Complaint Handling Mechanism - Part 4

Procedure for handling Complaints received against Secretaries to GOI, Chief Executives /
CMDs and Functional Directors of PSEs, PSBs and Fls:

(a) Complaints against Secretaries to the Government of India, received by the authorities other
than the Commission will be referred to the Cabinet Secretariat for placing the same before the
Group of Secretaries headed by the Cabinet Secretary. Similarly, complaints against the Chief
Executives and Functional Directors of Public Sector Undertakings and the CMDs and
Functional Directors of Public Sector Banks and Financial Institutions received by authorities
other than the Commission will be placed before a group of officers headed by Secretary
(Coordination) in Cabinet Secretariat.

In respect of complaints received in the Commission against Secretaries to Government of
India, where an investigation report is to be sought by the Commission, the same would be
sought through Secretary, Do PT.

The complaints received in the Commission against Chairman / CMDs / MDs / CEOs /
Functional Directors of CPSEs / PSB, etc. would be forwarded to the CVO of the Administrative
Ministry for obtaining investigation Report or for Necessary Action.

Complaints referred by the Commission to the Ministries/Departments against categories of
officials as mentioned in points (b) and (c) above, are to be dealt/ inquired into and report be
submitted to the Commission by the respective authorities to whom the complaints are sent.
Such complaints or reports thereon should not be forwarded to the group of Secretaries or
Group of Officers for consideration.




Action on Complaints received by Ministries /| Departments / Organization: Complaints
received by the Ministries | Departments / Organisation in respect of the employees under
their administrative control are to be dealt with by the organisation concerned.

Initial action on complaints received by Ministries / Departments / Organizations:-

(a) Every Vigilance Section/Unit will maintain a vigilance complaints register in Form CVO-1, in two
separate parts for category 'A' and category 'B' employees. A Specimen of Form CVO-1 is annexed as
Annexure-| to these guidelines. Category 'A’ includes such employees who are covered under the
jurisdiction of the Commission, whereas category 'B' includes other employees. If a complaint involves
both categories of employees, it should be shown against the higher category i.e. Category'A'.

(b) Every complaint, irrespective of its source, would be entered in the prescribed format in the
complaints register chronologically. A complaint containing allegations against several officers may
be treated as one complaint for statistical purpose.

(c) Entries of only those complaints in which there is an allegation of corruption or improper motive; or if
the alleged facts prima facie indicate an element or potentiality of vigilance angle, should be made in
the register. Complaints of purely administrative matters or technical lapses should not be entered in
the register and should be dealt with separately under "non-vigilance complaints”.

(d) Complaint against an employee of a Public Sector Enterprise or an Autonomous Organisation
received by the administrative ministry concerned and also in the Commission, will normally be sent
for inquiry to the organisation where he is employed. Such complaints should be entered in the
vigilance complaints register of that organisation only and not in the vigilance complaints register of
the administrative ministry in order to avoid duplication and inflation of statistics, except in cases in
which, for any special reason, it is proposed to deal with the matter in the Ministry itself without
consulting the employer organisation.

Advisory Issued to Management by Vigilance in the month of April, 2022

Vigilance Department has issued on advisory after enquiring into a case related to civil construction
work. Based on the same, the following changes for system improvement are to be made immediately.

i) Estimate should be realistic (instead of abstract) so as to get competitive bids. Hence, estimated
value in tender should be worked out on the basis of soil investigations and after preparing structural
drawings.

Estimate should be prepared on the basis of last accepted rates of individual items instead of PWD
rate to prepare a realistic estimate and get the competitive bids.

There may be a variation in the executed quantity of individual schedule items like excavation, RCC,
PCC, Plinth work etc. because of different soil characteristics and site conditions, which may not get
accommodated in the overall lump sum payment made for block as a whole. Hence, payment on
lump sum basis for such large value of work is not advisable. Lump sum payment seems to have
been made by giving justification of shortage of civil supervisory officials. It is recommended to have
arrangement of PMC for supervision of the work (hiring of civil supervisor and associated staff),
Payment of individual schedule item should be made on the basis of measurement of actual
executed quantity.

If the work is awarded on the basis of lump sum payment for unit as a whole with different stages of
payment, it would make the whole project watertight. In such cases (which needs to be avoided), no
variation of quantity of individual items, change in the scope of work or specification should be
permitted as it would have financial implication. If at all any change in scope/specification is required
as per site conditions, it should be done only after working out financial implication and taking
approval of the competent authority after finance concurrence.




MODUS OPERANDI OF FINANCIAL FRAUDSTERS - Part 2

Reserve Bank of India has taken initiative by publishing a booklet on modus operandi of financial
fraudsters for consumer awareness. To prevent MOIL employees from such fraudsters in their
professional and Personal capacity while making financial transactions and their activities in social
media, itis repr oduced below:

3. FRAUD USING ONLINE MARKETPLACES

‘wanted to dipose of safa set. He pastec the |

mﬁwummngum

raudster: °T wil pay enfne before
piching up the furniture "

Raju: "It is asking for my PFIN:

- why should I enter the p.n?

Froudster: "Please share your =
account number.” Raju entered the pin immediately,
5 : ¢ Frawdster: “As per bank rules,
! > d i PO i o by et and his account was debited for Rel4.990/-
for high-value tronsactions.

Fraudster: "I will first send
Rs 10/- before making the final
payment to verify the account.”

The froudster sent Rs10/- i 1 Realizing that he was cheated, Raju quickly approaches fhe bank branch and
fi sent Rs10/- to Raju's account and asked for R ook o the e

confirmation for the final payment.

Raju: "Okay, I got it."

De's:
o Abweys remember, UPL PIN is required only fo make o payment and is not required fo receive ahy paymest. Don'ts: = = s
 Almays verify the mebile number in the UPT application before initioting o payment., X Don't share OTP or confidential account details with strangers.

'm;m.u-o_:u‘:' TR I e e, B % Don't enter the UPT PIN to receive an amount from another person.

Raju reasoned that since the caller aiready knew his card details, the call must be

3. CREDIT CARD ANNUAL FEE WAIVER-FAKE OFFER gerisie. e shared the OTP with the froudster iniediately

Onw: doy, Raju received o coll from an unknown rumber Froudster. “Thank you, Mr Raju. Your
anruc fee is waived off. Hove a great day™

|Fraudster. “Good marning, Mr Rn_|u| : |
I am Rohit Kumar from your Bank e——— —
customer care. We are happy to — = n:'?l ..;\gum-_um mgg
inform you that your credit card . 1LY received an Stulng AXA wag
annual fee will be waived for dehited from his credit cord occount

this year as you are one of
our most waluable customers

Raju: "Ohl
That's great news.”

Froudster: “Mr Raju, Please | Raju realized the person was o froudster. ond he should not have shared
confirm o few details before . -
T con proceed further Your the OTP with him
card mmber is 42781234 X300
and your full nome i Raju
Deshgande. right™”

The froudsier had ey gothered Rigds cord details frem
dertmmate sorces

De's:
«hmﬂmrﬁhmhmutfmmmm:hinﬁuumfmwwhnnh.

« eport To your Homebranch immediately on reabizing the fraud. Ton'ts:
| « Black your card te prevent further financiol loss, X Don't share your OTP with anyone mmuummwmm
!dm,,.;::b.m_;.': B s R s PRt /S Cri i Rape g ety o} | mmammummmmmmnwm




PRESENTATION BY CVO TO THE BOARD OF DIRECTORS ON 25" MAY, 2022

As per CVC guidelines, vigilance work needs to be presented to the board once in 6
months. However, it was not done for the last 5 years. Performance of vigilance was presented to
the full board by CVO/MOIL on 25" May, 22 after a gap of 5 years. Vigilance performance for the
calendar year 2021 and the first quarter of 2022 was present. Complaints disposal, its analysis,
vigilance advisories/system improvement, vigilance activities during Vigilance Awareness
Week' 2021, performance highlights of vigilance department and action plan for the current year
was presented which was appreciated by the board.

Inspection by CVO, MOIL at Gumgaon Mine.
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Views and opinion published in News Letter do not necessarily reflect the Management's Policy/Views.
Any suggestion(s) /feedback may be mailed to cvo@moil.nic.in




