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Committed to:

Provide Health and Social Security Cov erage o
organised sector workers of the country
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To ensure delivery of quality Health & Social Security

services to Insured Persons

* To carry out expansion ol ISl Scheme to the new
areas and sectors of employmentin the country

* Creating awareness of ESI Scheme among all
stakeholders
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Public Grievance Redressal System at HQ office
* Public Grievance Cell is headed by Senior Officer, of the level of Insurance
Commissioner.

* Monitors the grievances redressal machinery of all the offices/hospitals under
the control of ESIC

¢ Public Grievance officers have been designated in all field offices and hospitals
to ensure prompt and effective redressal of grievance.

* Guidelines are issued from the ESIC Hgrs. from time to time to ensure prompt
disposal of grievances.

Centralized Public Grievance Redressal and Monitoring System

(CPGRAMS)

* Online grievances related to ESIC are received through PG portal, Govt. of
India.

* A Detailed Standard Operating Procedure (SOP) has been formulated by PG
Cell, ESIC Headquarters and issued on 08.12.2020 for redressal of Public
Grievance received through various modes like CPGRAMS, Emails etc.

* The grievances received through Directorate of Public Grievance, Ministry of
Labour & Employment & PM Office is also monitored.

Suvidha Samagam
+ Onthespotredressal of public grievances of beneficiaries.

* Periodically, meetings are held on second Wednesday (Afternoon) of every
month in ESIC Regional Offices/Sub-Regional Offices and on Second Friday of
every month at DCBOs/BO.

* Medical Superintendents of ESIC/ESIS hospital of same locality/town/city
attend the Suvidha Samagam in Regional Offices/Sub-Regional Offices.

¢ Medical Superintendents located in different city/town at distance away from
RO/SRO hold Suvidha Samagam at hospital level.

Facilitation Center

e The Corporation has opened facilitation Centers in all the Regional Offices,
Sub-Regional Offices, ESIC hospital & Model Hospitals in order to have a better
interaction with the beneficiaries of the scheme.

(D Citizen's Charter
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@ Citizen's Charter

. TheInsured Person may view his/her eligibility and entitlement of various ESIC benefits

byloggingintothe IP Portal.

. Facility to print e-Pehchan Card has been provided to Insured Persons using the IP Portal

& UMANG App. The IP can also get his e-Pehchan from the Digi Locker.

. Insured Persons can submit his/her ESIC Claim Benefits such as Sickness, Extended

Sickness, Disablement and Maternity benefit, online from IP Portal. The status of their
claim can also be seen on the IP portal. This service may be promoted at field level for
awareness among Insured Persons to claim benefits online.

. Insured Persons have been facilitated to change the dispensary online from IP Portal at

their convenience.

. Aadhaar seeding has been facilitated in the system. Now, employer can register the

employee(s) with ESIC by providing their Aadhaar Number. This will help in
identification and authentication of beneficiaries with the authenticated Aadhaar data
heing seeded foranew IP.

. On providing the consent, ABHA (Ayushman Bharat Health Account) No. of the

employee can also be generated for the provided Aadhaar Number at the time of
registration itself. ABHA number is a unigue identification number and facilitates
access/availability to the IP/beneficiaries’ health records across multiple Healthcare
service providers under ABDM.

. ESIC is utilizing the services of the e-Sanjeevani Portal/app for extending tele-

consultation services to beneficiaries.

. Provision for suggestions and feedback on ESIC Services has been extended to the IPs

throughalink on SMS generated on availing various services.

. AAA+ mobile App has been enabled for seeking online appointment at the ESI Medical

Centers. The Beneficiary can generate Self Check-in forthe OPD, using the mobile app.
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(D Citizen's Charter

Dear Insured Persons/employees

For Better and Quicker Services

Please Remember:

E-Pehchan Card is your visa to Social Security. Protect it from loss or damage. Always
keep/save/retain acopy.

In case of loss of e-Pehchan Card, report the matter to your ESIC Branch
Office/Dispensary.

Insurance Number of IPs is now portable across the country.

If you are joining/switching over job and already registered with ESI Registration No.
(Insurance No.), please inform the same to your new employer.

Certain benefits are based on your length of contribution. Hence, registering yourself
with existing ESIC Insurance No., on change of employment, will entitle you to such
enhancement/contribution related benefits.

Always carry your e-Pehchan Card/Health Pass Book and/cr computer generated OPD
Slip while visiting ESI Dispensary/Hospital. You will get the facilities faster with these.
Your previous medical history can be easily seen.

Apply forexamination by Medical Board immediately after your TDB terminates.
Follow referral procedures for treatment exceptin emergencies.

If you have a grievance, contact Branch Manager/Dispensary in charge to which you are
attached for quick redressal. Besides this, the concept of Suvidha Samagam on a fixed
day of each month has also been introduced across all the offices of ESIC.

Be courteous with ESI staff and expect courtesy and co-operation from them always.

For Helping Us To Help You

Please:

Do not add any non-eligible person in your family particulars for purpose of medical
facility, etc.

Do not deface or tamper your e-Pehchan Card/Health Pass Book.

Do notfakeillness orinjury for claiming any benefit.

Do notlend your Pehchan Card/e-Pehchan Card to anyone else.

Do not force your doctor for wrong certification, etc.

Do notapproach touts for any favor from ESIC.

Do not pay forany ESIC Forms. These are supplied free of cost from Branch Offices.

Do not forget to add/delete a family member in your declaration in the event of
birth/death.
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D Citizen's Charter

Indicative Expectations from Service Recipients

Some Miscellaneous Provisions

benefits in certain cases

Safeguarding the right to benefit

Protection from Dismissal, discharge or other Punishments

Adjudication Machinery

Repayment and recovery of Benefit payments

Punishment for false statement, etc.




