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b, GOVERNMENT OF INDIA
;o GRIEVANCE REDRESSAL CELL (GRC)
ROOM NO.518, 5" FLOOR, NEW OPD BUILDING
SAFDARJUNG HOSPITAL, NEW DELHI-110029
(E-mail: grcell@vmmc-sjh.nic.in)
Phone: 011-26707150, 011-26164163

Timings: (Monday to Friday; 9 a.m. to 4 p.m. and Saturdays; 9 a.m. to 1 p.m.)
There are two Grievance Redressal Committees in the Grievance Cell of this

hospital. One committee (PGRC) deals with the Public Grievances while other (SGRC)
deals with Staff Grievances.

1. The Public Grievance Redressal Committee comprises of the following members:-

(i)  Dr. Neeta Hazara, Sr. CMO (SAG) - Chairperson

(i) Dr. Narinder Teckchandani, Pediatric Surgery - Member Secretary
(iii)  Dr. Sachin Bajaj, Blood Bank - Member

(iv)  Dr. Anurag Narula, Opthalmology deptt. - Member

(v)  Dr. Shamsuddin Hassan, Pediatircs - Member

2. The Staff Grievance Redressal Committee comprises of the following members :-

(i)  Dr. Neeta Hazara, Sr. CMO (SAG) - Chairperson

(i) Dr. Narinder Teckchandani, Pediatric Surgery - Member Secretary
(iii)  Dr. Surbhi Yadav, Biochemistry - Member

(iv)  Dr. Sachin Bajaj, Blood Bank - Member

(v)  Dr. Priyadharshini B, CIO Lab. - Member

3. The mechanism of Grievance Redressal in Safdarjung Hospital is as under:

@ The complaints received by the Grievance Redressal Cell (GRC) are of very diverse
nature. Such complaints are dealt with based upon the principles of natural justice and
reasonable opportunity.

(b)  As per its SOP, upon receiving a complaint, the GRC examines the complaint and
usually gives in-person hearing to the complainant. The same is forwarded for
comments to the reporting officer of the concerned employee against whom complaint
has been lodged.
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On most occasions, a positive outcome is obtained by this approach. However, if there
is further argument/dissatisfaction received from the complainant, the GRC convenes
a meeting of the involved parties to sort out the matter.

If still the complainant is dissatisfied, the matter is escalated to the Medical
Superintendent (Level Il Grievance Redressal) for directions.

If the matter still remains unresolved, the complaint is forwarded to DGHS/MoHFW
(Level-111 Grievance Redressal).

Anonymous complaints are not acted upon and only filed for records as per the
guidelines of CVC and DoPT.

The complaints are mostly resolved within 21 days of the receipt of the complaint and
communication of resolution is provided to the complainant.

Efforts are also done to resolve complaints regarding emergency treatment-related or
minor walk-in grievances on instant basis.



