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OFFICE ORDER

This is in continuation to earlier office order related to Grievance and
Helpdesk Section. ln partial modification of existing work allocation, the officers/
officials, professionals and support staff of the section has been assigned as under:

Divisional Head :- Mrs. Vinita Jha, Deputy Director

S.no Name of offi.iall Duty Assigned / Work Description
ProlessionaU su rt Staff

lvlr. Manish Pati Tripathi,
Sr. Professional

Redressal of all types of grievances
including medical issues/ special need,

1

2

4

l\.4r. Sheeraz Shabbir,
Senior Professional
[.4r. l\4ukul Sagar, Tele-
Executive
N.4r. Nitin Sindhi, Data Entry
Operator

hard to place children received from
Prospective Adoptive Parents (PAPs),
Specialised Adoption Agencies (SAAS)
and other stakeholders.
Analysis of CMO pendency and follow up
with stakeholders.
Handholding of all stakeholders on matter
of ln-country adoption.

Disposal of queries/grievances/Direct
Receipts from President's
SecretariaVPMOPGs received on
CPGRAMS portal.

Disposal of all VIP references related to
adoption process.

CARINGS operations (retaining the ,

seniority, referral management, revive the
application of the PAPS) in cases of
Grievance & Helpdesk Section.
Time extension to PAPS.

Pre-referral CARINGS operations before
execution of referral cycle every day and
coordinate with NIC for non-execution of
referral cycle on Gazette Holidays with
approval of the Competent Authority.
Referral calls to PAPS and hary!!rl



5 Helpdesk:-
N,4s. Anubha Jain
(Counsellor)
N,4r. Ravi Maurya (TE)
Ms. Shashi Yadav (TE)

I\/s. Anushka (TE)

l\,4s. Sneha Dhondiyal (TE)

Ms. Vaishnavi (TE)
I\,4s. l\4onika Rawat (TE)
l\.4s. Reena Mishra
(DEo).
.(replacement of Ms.
Shashi Yadav, as she is
on maternity leave)

queries of PAPs.
. Examination and forwarding grievances

received through Central Grievance

System on CARINGS portal to concerned
division.

. Coordinate and follow-up with all the
stakeholders and resolve the technical
queries faced by the PAPS on CARINGS
portal.

. Analysis and monitoring of data, delay
monitoring at different stages and fast
tracking of children having special needs.

. Analysis of blocked children and follow up
with stakeholders for unblocking.

. Cases deserving relaxations.

. Online updation and maintenance of
grievances-

. Show Causes Notices/ Warning letters/
Advisory.

. Coordinate and compilation of lvlonthly
Performance Report for onward
submission to CEO CARA.

. Any other task assigned by DePUtY

Director and Director (Programme).
. Keep track and evaluate PAPS feedback

on the website and CARINGS.

. Managing CARA helpdesk mail lD that
includes forwarding mails to the
department concerned.

. Face to face counselling with PAPS.

. Counselling of PAPS regarding
registration (documents, fees, login
issues), procedural (HSR Process,
waiting/ seniority) and referral (referred
child related query, adoption committee
meeting, MER related grievances).

. Counselling of PAPS for Hard-to-Place
and Special Need Children to the PAPS

having two or more children.
. Counselling of Debarred and PAPS

having two biological children.
. Resolving doubts and queries of PAPS

and stakeholders on adoption such as

waiting period of adoption, seniority.
. Help Desk & Helpline (Analysis and

Monitorinq of calls of Tele-Counsellors



being recorded and putting up the w€ekly
repod).
R€solving tecinical qu€ries related to
CARINGS with the help ' of tiechnical
ieam.

2. This issues with the approval of Competent Authority

To
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Coov for lnfomation to:
(i) SPPS to CEO, CARA
(ii) Oirector (Prog.)
(iii) Joint Dire€tor
(iv) lFo
(v) All Dos and Ads
(vi) Nolice Board
(vii) Guard File
(viii) CARINGS - for uploading in website of CARA
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