
Government of Orissa 
Works De~artment 

2- IW., Dated. \ 9 / e  f \ 

World Bank Projects, Orissa, 
Bhubaneswar. 

Sub:- Approval of Complaints Handling System in Orissa State Roads Project. 

Sir, 
I am directed to invite a reference to your Letter No.23585 dated 28.5.10 on the 

above subject and to say that the proposal for Complaints Handling System(CHS) on 
Orissa State Roads Project is hereby approved with stipulations as mentioned under; 
1. The CVO may look into the specific complaints of general nature, if any, as may 
be referred to by CHO, OSRP. The time-lines proposed for the CVO in the draft CHS 
being practically an unworkable, may not be insisted upon. 

2. CHO, OSRP may submit bi-monthly review report1 action taken report on the 
position of complaints received1 disposed of to the CVO who in turn may endorse the 
same to EIC-cum-Secretary, OWD for perusal and orders. 

3. On-line CHS and access to the complaints position through Internet1 Intranet with 
pass-word ID would be the responsibility of the CHO, OSRP 

4. Suggestions given at para-4.1 and 4.2 may be deleted from the draft CHS. 

5 .  Provisions under para-6.1 and 6.2 in so far as it relate to CVO, OWD may be 
deleted. Complaints relating to procurement may be handled by the appropriate Tender 
Committee1 State e-Procurement Cell which may be referred to by the CHO, OSRP. The 
Foot Notes coming under Para-6.1, the word "project" under both the ases should be as 
Project Management Unit (PMU) of OSRP. 

. 
All concerned may be intimated accordingly. 

1 \ 2 f \ J 1  Memo No. 5 \ 3 /Dated. 
Copy to Chief Vigilance Officer, Works Depart 

1 %Dated. 1 L\ r 7 \ \ 
Addl. Secretar to G 

Memo No. 1 
Copy to all Sections1 Guard ~ i l e  (3 copies) fbr information anb necessary action. 

~ d d l .  Secret=. b 
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