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PART IV-B

Rules and Orders (Other than those published in Part |, 1-A and 1-L) made
by the Government of Gujarat under the Gujarat Acts.

GENERAL ADMINISTRATION DEPARTMENT
Notification
Sachivalaya, Gandhinagar, $® March, 2016,

GUJARAT (RIGHT OF CITIZENS TO PUBLIC SERVICES) ACT, 2013,

No.GS/11/2016/NAP- 102013-817- ARTD-4:- In exercise of the powers conferred by sub-
. section (3) of section 1 of the Gujarat (Right of Citizens to Public Services) Act, 2013 (Guj.16 of
2013), the Government of Gujarat hereby appoints the 1™ April, 2016 as the date on which the

provision of section 3 of the said Act shall come into force.

By order and in the name of the Governor of Gujarat,

VIPUL MITTRA,
Principal Secretary to Government
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PART IV-B

Rules and Orders (Other than those published in Part I, I-A and 1.L) made
by the Government of Gujarat under the Gujarat Acts,

GENERAL ADMINISTRATION DEPARTMENT
Notification
Sachivalaya, Gandhinagar, 1 1% August, 2014.
GUJARAT (RIGHT OF CITIZENS TO PUBLIC SERVICESACT, 2013,

No.GS/30/72014/NAP 102013/817/ARTD-1: In exercise of the powers conferred by sub-section (3)
of section I of the Gujarat {Right of Citizens to Public Services) Act, 2013 {Gujarat 16 of 2013), the
Government of Gujarat here by appomts the 11-08-14 as the date on which the provisions of sections
2,5,6,7.85,10,23.24 25 26, 27,28 and 30 of the said Act, shall come into force.

By order and in the name of the Governor of Gujarat,

DHANANJAY DWIVED],
Secretary to Government.

LT ———
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PART IV-B

Rules and Orders (Other than those published in Part 1, I-A and I-L) made
by the Government of Gujarat under the Gujarat Acts.

GENERAL ADMINISTRATION DEPARTMENT
Notification
Sachtvalaya, Gandhinagar, 1 i® August, 2014,
GUJARAT (RIGHT OF CITIZENS TO PUBLIC SERVICESACT, 2013.

No.GS5/30/201 4/NAP-102013/81T/ARTD-1:- In exercise of the powers conferred by sub-section (3)
of section 1 of the Gujarat (Right of Citizens to Public Services} Act, 2013 (Gujarat 16 of 2013}, the
Government of Gujarat here by appoints the 11-08-14 as the date on which the provisions of sections
2,5,6,7,8,5,10,23,24,25,26,27 28 and 30 of the said Act, shall come into force.

By order and in the name of the Governor of Gujarat,

DHANANJAY DWIVEDI,
Secretary to Government.

IV-B-Ex., 23%-1 239-1
GOVERNMENT CENTRAL PRESS, GANDBINAGAR.
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PART IV-B

Rules and Orders (Other than those published in Part I, I-A and I-L) made by the
Government of Gujarat under the Gujarat Acts,

GENERAL ADMINISTRATION DEPARTMENT
Notification

Sachivalaya, Gandhinagar, 26™ February, 2014.

GUIARAT (RIGHT OF CITIZENS TO PUBLIC SERVICES) ACT, 2013,
No. GS/7 /2014/NAP-102613/81 /ARTD-1:- In exercise of the powers conferred by sub-section (3}
of section ] of The Gujarat (Right of Citizens to Public Services) Act, 2013 (Gujarat 16 of 2013), the

Government of Gujarat here by appoints the 26.02.2014 as the date on which the provistons of section 4 and
section 29 of the said Act, shall come into force, :

By order and in the name of the Govemor of Gujarat.

- BHARAT B. PATEL,
Deputy Secretary to Government.

IV-B-EX.-83-1 | §3.1
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CENERAL ADMINISTRATION DEPARTMENT
Notification
Sachivalaya, Gandhinagar, 26" February, 2014,

THE GUIARAT (RIGHT OF CITIZENS TO PUBLIC SERVICES) RULES, 2614.

No. GS/ 8 /2014/NAP-162013/81T/ARTD-1 :- In exercise of the powers conferred by section-29 of

the Gujarat {(Right of Citizens to Public Services) Act, 2013 (16 of 2013}, the Government of Gujarat hereby
makes the following Rules, namely:-

1.

2)

6.

Short Title and commencement.-

(1) Theserules may be called the Gujarat (Right of Citizens to Public Services) Rules, 2014.
(2) They shall come into force on their publication in the Qfficial Gazette,
Definitions . '

{1} In these rules, unless the context otherwise requires:-

(a) ‘Act’ means the Gujarat (Right of C itizens to Public Services) Act 2013;

(b} ‘Form’ means form appended to these rules;

{¢) ‘Notified services’ means services notified by State Government under section 4 of the Act;

(d) “prescribed format” means formats prescribed by the concered department delivering a notified
service under section 4 of the Act; '

(¢) ‘section’ means section of the Act.

(2) The words and expressions used 1n these rules but not defined shall have the same meaning
assigned to them in the Act.

Publication of names of Designated Officers, Grievance Redressal Officers and Designated
Authority:- As per section 5, section 6 and section 9 (2) of the Act, a public authonty shall publish
the names and addresses of its Designated Officers, Grievance Redressal Officers and Designated
Authority in all administrative units or offices at the State, district and taluka levels, municipal
corporations, municipalitics, notified areas, panchayats and such other offices .The Namcs,
addresses, e-mail 1d, contact numbers, fax numbers of Designated Officers and Grievance Redressal
Officers shall also be displayed on the website of each public authority or customer care Centre or
help desk or Jan Seva Kendra and sales outlet, if any.

Display of information on Notice Board.-The Designated Officer and his subordinate public
servant of the Public Authority shall, for the convenience of common public, cause to display all
relevant information as per Form A regarding the notified services available in his office on the
notice board outside its office. Such notice boards shall be exhibited in front of the office. Sufficient
mumber of copies of the prescribed applications forms be made available in the counters for
receiving the applications.

Manner of receiving application and issuing acknowledgement to Applicants.-

(1) In order to exercise the right conferred by section 3 of the Act, the citizen, who desires to
obtain service/services, shall apply to the Designated Officer for onc or more services as
notified by State Government under section 4 of the Act as per prescribed application format
or any other form along with the documents prescribed in the check-list in the office.

{2) The Designated officer or authorized person shall upon receipt of the written application or in
cuch Form wherever prescribed, give due acknowledgement 10 applicant in Form B within
three working days of the making of application,

(3) In case necessary documents have not been enclosed with the application, then the same shall
be clearly mentioned in the acknowledgement and date of delivery shall not be mentioned in
such acknowledgement.

(4) Where all the necessary documents have been enciésed with the application and the
application is complete in all respects, then the date of delivery shall be mentioned.

Public holidays shall not be included. - The public holidayx shall not be inchuded while caleulating
the stipulated time limit for detivery of service.
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7.

19.

1.

12.

Relaxation of Fee. -No fee shall be levied for application to Grievances Redressal Officer,
Designated Appeal Authority and State Appellate Authority.

Manner of receiving complaint.- (1) In case the notified services are not rendered or not rendered
within prescribed time frame, then the aggrieved citizen shall file a written complaint in a format as
nearly as possible as preseribed in Form-C through hand delivery, fax, post or registered post with
the concerned Grievances Redressal Officer appointed by the public authority under section 6 of the
Act. :

{2) The Grievances Redressal Officer shali upon receipt of the written complaint, give due
acknowiedgernent to applicant as per Form B within three working days of the making of complaint.

Manner of giving notice. {1} The Grievances Redressal Officer shall issue notice to the designated
officer or the subordinate official responsible for delay or default in providing service/services
within prescribed time limit. He shall also indicate the time limit within which delaying officer or
official shali fisrnish reply to the notice.

(2) H the Grievances Redressal Officer is not satisfied with the explanation furnished by Designated
Officer or Subordinate official responsible for providing service/services, the Grievance Redressal
Officer shall proceed further as per rule 10.

Communicating the information of hearing .- (1) Information of hearing of the complaint by
Gricvance Redressal Officer shall be communicated by the Grievance Redressal Officer in one of the
following manners, namely

{a}) By hand delivery;
(b) Bypost;
(¢) By Telephone/Fax/e-mail/SMS (whatever speedy communication opted by the applicant}.

{2)  The hearing date shall be communicated to complainant and/or BPesignated Officer, as the
case may be, at least seven days in advance.

(3} The applicant or Designated Officer, as the case may be, shall make himself present during
the hearing,

(4} M any party remains absent on the date of hearing even after the information of hearing being
duly informed to him, then, the application may be decided ex-parte.

Procedure for Decision on Coinpiaint.« (1) The decision of Grievance Redressal Officer on orders
of designated Officer or on complaint. made under section 6 shall involve the following steps,
namely:-

(i) Review of concerned documents, public records or their copies..
(i)  In exceptional circumstances, any other officer may be authorized for required investigation.

(i)  The Designated Officer or subordinate official as the case may be, may be summoned at the
time of hearing.

{2} The decision of the Grievance Redressal Officer shall accompany reasons for arriving at
such decision. '

{3} The Grievance Redressal Officer shall dispose the appeal to him within thirty days.

(4) The Grievance Redressal Officer shall report every complaint which has not been
redressed along with the deteils and nature of the complaints and reasons for non
redressal of the complaints to the Designated Authority within fifieen days from the date
of the order.

Commununication of order by Grievance Redressal Officer - (1} The Grievance Redressal Officer
shall arrange to deliver the copies of the decision to the parties concerned within seven days from
the date of the order.

(2) In the event of recommendation for disciplinary action against Designated Officer or his
subordinate public servant under section & (1)(c) or (d), as the case may be, the Grievance Redressal
Officer shall send orders issued against him to the concemned Public Authority. or Appropriate
Authority. '
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First Appeal before Designated Authority: - (1) Any person aggrieved by the decision of

Grievance Redressal Officer may file appeal with Designated Authority as per sub-section (2} of
section 10 of the Act within thirty days from the date of receipt of the copy of the order of Grievance
Redressal Officer in format as nearly as possible as prescribed in Form D.

(2)  FEvery complaint forwarded under sub-section (1) of section 9 shall be deemed to have been
filed as appeal.

(3)  Receipt of such appeal shall be acknowledged as per Form E within three working days.

(4)  Every Appeal shall be disposed of within forty-five days from the date of deemed appeal or
from the date of filing appeal by applicant.

(5)  All Appeals shall be disposed off in the following manner .

(i) The hearing date shall be communicated to complainant, Grievance Redressal Officer
concerned and Designated Officer at least seven days in advance.

(i) The complainant, Designated Officer and Grievance Redressal Officer may make
himself present during the hearing.

(iii) If any party remains absent on the date of hearing even after the hearing being duly
informed to him, then the application may be decided ex-parie.

(iv} The Designated Authority shall arrange to deliver the copics of the decision to the parties
concerned within fifteen days from the date of the order.

(v) The Designated Authority shall hear the concemned officer before imposing penalty under
sub-section (1) of section 23 of the Act. -

{vi} The Designated Authority shall inform in writing to the Appropriate Authority within
fifteen days of hearing if any action under sub-section {7) of section-10 is to be found to
be taken.

{vii) The Designated Authority shall inform in writing to the concerned Public Authority
 within fifteen days of hearing to take specific action as may be necessary (0 render the

services in compliance of the notification issued under section 4 of the Act.

State Appellate Authority.-(1)There shall be one or more State Appellate Authority and T here
shall be maximum three members in each State Appellate Authority appointed by the State
Government.

{2y The salary and allowances of State Appeliate Authority shall be equivalent to the post he held
before he has been appointed or he held the last post in the State Government.

(3)  The member of the State Appellate Authority shall be removed on the ground of proved
mishehavior or incapacity after the proper inquiry by the State Government.

(4) The State Government may suspend the member of the Appellate Authority if deem
necessary, prohibit also from attending the office during inquiry. The inquiry shail be
conducted by the State Government. In case of misbehavior or incapacity of a member, the
State Government may appoint a Board of Inguiry consisting of Sentor All India Service
Officer or Officers to investigate the allegation. On the basis of the report of the Board of
Inquiry, the State Govermment may take appropriate action against the member who 18
alieged. : K

Second Appeal before State Appeiiate Authority: (1} Any person who does not receive the

decision of Designated Authority within forty-five days from the date of appeal or aggricved by the

decision of Designated Authority may file second appeal with State Appellate Authority within
thisty days from expiry of such period or from the date of receipt of the copy of the order of

Designated  Authority, as the case may be, in a format as nearly as possible as prescribed in

Form D. :

(2} Receipt of such second appeal shall be acknowledged as per Form E within three working
days.

(3)  All Appeals should be disposed off in the following manner .-

(i} The hearing date shall be communicated to complainant, Grievance Redressal Officer
concerned, Designated Authority concerned and Designated Officer at least sovon days
in advance.
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16.

17,

18.

9.

24,

{ii) The complainant concemned , Designated Officer, Grievance Redressal Officer and
Designated Authority may make himself present during the hearing,

(iit) If any party remains absent on the date of hearing even after the hearing being duly
informed to him, then the application may be decided ex-parte,

(iv) The Appellate Authority shall arrange to deliver the copies of the decision to the partics
concerned within fifteen days from the date of the order.

{v} The Appellate Authority shall hear the concerned officer before imposing penalty under
sub-section (1) of section 23 of the Act.

(vi) The Appellate Authority shall inform in writing to the Appropriate Authority within
fifteen days of hcarzng if any action under sub-section {7) of section 10 is to be found to
be taken.

(vii) The Appellate Authority shall inform in writing to the concemed public Authority
within fifieen days of hearing to take specific action as may be neu:sbary to render the
services in compliance of the notification issued under section 4 of the Act.

Manner of Publishing Report.- Every public authority shall publish anmual reports in book form
within three months at the end of the calendar year wnder sub section (2) of sectipn 24 of the Act
anid send it to the respective administrative department of the State. -

Maiﬂtemnce‘ of records of aH cases under the Act . - The Designated Officer, Grievarnce
Redressal Officer, Designated Authority and Appellate Authority shall maintain records of all the

~ cases in Form E-1, Form E-2, Form E-3 and Form E-4 respectively with regard to the action taken

and shall send a periodical report to the Head of the Public Authority.

‘Dissemination and Training . - The State Government shall ,to the extent of availability of

financial and other resources -

(a) develop and organize campaigns and programmes to advance the understanding of the public, in
particular of the disadvantaged communities, as to how to exercise the nghts contemplated
under the Act and encourage public authorities to participate in the development and
‘organization of such programmes.

{b} take steps that the relevant provisions regarding the Act shall be inciuded in the curriculum of
schools and colleges so as to educate citizens about the Act;

(¢} provide staff and infrastructure for the effective impiementation of the Act;

(d) give timely and effective dissemination of accurate information by public authorities about the
notified services and timeliness to the citizens and the processes for applications; '

{e) train Designated Officers, Grievance Redressal Officers, and staff of Appellate Authority, as the
case may be, of their duties under the Act;

(f) issue direction to the concemned departments of the State Government 1o frame guidelines
containing such information, in an casily comprehensible form and manner, as may reasonably
be required by a person who wishes to exercise any right specified under this Act:

Monitoring of Implementation. -The State Government shall introduce .a system for centralized
monitoring of the timely delivery of notified services, through use of Information and -
communication Technologies/E-Governance, and for monitoring various provisions of the Act.

Awards .~ (1) At the end of each year kist of officers or service providers who have not defaulted
under the Act in that year shall be published and be issued Ietter of appreciation as per Form F by
head of the Public Authority. The same shail also be noted m the ACR of the concemned
officer/femployee. The names of such officers shall be recommended to State Government for
reward.

(2}  ‘The State Government may give a reward to officers or service providers against whom no
default is reported in that year, so us {0 encourage and enhance the cfficiency of the State
Government servants. For this, the competent authority shall recommend such names to the
State Governrment at the end of cach year. Appropriate reward for such officers may be fixed
by the State Government. '
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Name of the Office:

Name of Village/Taluka/ District:

FORM A
(See Rule 4)
PISPLAY BOARD
The Gujarat ¢Right of Citizens to Public Services) Act, 2013,

{State Emblemy}

[PART IV-B

Scheduled Services:
Sr. | List List of Name of | Timelimit | Nameand | Fime Hmit | Addresseof | Time Hmit for
No of documents | Designated | for Address of for Designated | disposal by the
services | (Checklist) Officer Pestgnated | Grievance disposal Authority Designated
Officer Redressal by the and State | Authorify and
Officer Grievance | Appeliate | State Appellate
Redressal | Autherity Authority
Officer
1 4 3 4 5 6 7 8 9

Name and designation of the authorized person to give and receive the application

Instructions to Citizens -

» To get the acknowledgement receipt compalsérily.

»  If services are delayed / not delivered, contact Grievance Redressal Officer along with acknowledgment

- receipt.

Website :
Email 1d :

Contact number of call centre/ Help desk number :
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FORM B
{ See ride 5¢(2) or Rule 8¢2) )

Acknowledgement by the Designated Ofﬁcerf Grievance Redressal Officer

1. Name of the Applicant/Complainant with address
2, Date of application/complaint
3. Unique Acknowledgement Number
4. Name of the Designated Officer/Grievance Redressal Officer with
designation and address
5. DPetails of services sought/complaint
6. Accept (Yes/No)
7. Proposed date of Delivery of services/Time frame of Redressal
MS Rejection (with reasons)
Placé_: Signature and Stamp of the Designated Officer/ Grievance
Redressal Officer
Date :
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FORMC
( See Rule 8{1) )
Format for filing Complaint with Grievances Redressal Officer
To
The Grievance Redressal Officer,

Naine of the concerned Public Authority

Address ;- .

' I want to complain against non-delivery/ delayed delivery of . service (Details of
requested notified service) by Shri/ Smt. / Kum { Name and Designation of Designated
Officer ).

] had applied for Services on (Date). However, the services were not
delivered/ not delivered within prescribed time lmit of days.

» 1 hereby declare that ] am a Citizen of India.
» T hereby declare that above details are true to the best of my knowledge and belief.

Name & Signature of the Complainant
Address '
Telephotie No./Mobile No.

Piace:

Date

Mode of delivery of complaint :-

Encl - 1. Copy of Acknowledgement issued by Designated Officer.
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FORM-D
(See rufe-13¢1) or rule 15¢1) }
Format for filing Appeal before Designated Authority or State Appellate Authority.

To
The Designated Authority/ State Appellate Authority,
Address

I want to file an appeal against decision of Grievances Redressal Officer / Designated
Authority (Name & Address}) dated

1find the said decision/order to be unjustified and unreasonable owing to following reason(s) :-

The authority may be pleased to strike down the decision f order of Grievances Reddressal Officer /
Designated Authority and pass any such further order and directions as it may consider just.

» Thereby declare that | am a Citizen of India.
> Dhereby declare that above details are true to the best of my knowledge and belief,

Signature of the Appellant
Address :
Telephone No./Mobiie Ne.
Place :
Date :

Mode of Delivery of Appeal :-

Enclosure :
1. Copy of Acknowledgement issued by Designated Officer
2. Copy of Acknowledgement issued by Grievance Redressal Officer,

3. Copy of decision of Grievance Redressal Officer. (in case of Appeal against Grievance
Redressal Officer),

4. Copy of Acknowledgement issued by Designated Authority (in case of Appeal against
Designated Authority)

5. Copy of decision of Designated Authority (in case of Appeal against Designated Authority)

fu
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FORM E
{See rule 1303) or rule 1312)}
Acknowiedgement by the Designated Authority/ State Appellate Authority:-

1. | Nameofthe Appellant with address

2. | Name and Address of concerned Public Authority

3 | Name of the Defendant and designation/address

4. | Date of Appeal

5. | Unigue Acknowledgement Number

6. | Details of services sought/complaint

Place : Signature and Stamp of the Designated Authority/ State Appeliate Authority

Date :
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Form E-1
{sec rule 17}

Register to be maintained by the Designated Officer

Name and designation:

Address:

Sr. Name of the Details of | Reasons for Date of Reasonsif | No. of days

No applicant with services rejecting the Services services delayed

) address and sought application delivered denied
acknewledgement if any
No.
1 2 3 4 ] & 7

ﬁif:

T Do L A £ R
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¥orm E-2
( see rule 17)
Register to be maintained by Gricvance Redressal Officer
Name and designiation:
Address:
Sr. Name and Date of Details | Nameand | Reasons | Basis for | Relief Pate of | Re-
N Address of Complaint of designation for complaing] asked | disposal of pmarks
0- the with services af the rejecting Complaint
Complainant | Acknowled | sought | Officer the
gement. Complained | application
No. against if any
1 2 3 4 5 6 7 8 9 10
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form E-3
{ see rule 17}
Register to be maintained by Designated Appeal Authority
Name and designation:
Address:
8r. | Nameand Date of Details Reasons Basis | Nameand | Nameand | Date of | Remarks
No Address of Appeal of for for designation | designation | disposal
' the with services | rejecting | appeat of the of the GRO of
Appeliant | Acknowled | sought the designated appeal
gement complaint, officer
Ne. if any
1 2 3 4 5 6 7 8 9 16

AP WML AINRERE RN SR R PR
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Name and designation

Form E-4
fseerule 17)

Register to be maintained by State Appeliate Authority

[PART IV-B

Address
Sr. | Name and Date of [Details ofi  Reasons Basis Name andi Name and | Name and | Dateof Remuarks
N Address of | final services for for idesignation | designation | designation | disposal

o the application | sought | rejecting | appeal ofthe |[ofthe GRO| ofthe of

Appeltant with the Appesi, designated Designated | appeal
Acknowle if any officer Authoriey
dgement
Ne.
i 2 3 4 3 6 7 8 9 16 i1
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FORM.-F
{see rule 20)
(Draft Appreciation letter)

To,

Name and Designation of the officer

It is matter of pride that you have delivered the services under the Guzarat (Right of Citizens to
Public Services) Act, 2013 in time to the citizens throughout the year. Owing to excellent and timely services
rendered by you, the Department and the Government have earned good name and has resulted in

promoting good faith in the citizens towards the Act and the administrative reforms measures taken by the
Government. It is assumed

that the employees will get encouragement and enthusiasm from vour mode! service. I would like to

place on record the Government appreciation for the outstanding (default free) service rendered by you in the
YEar...........

Wishing you many more suceess in future.

Signature and Stamp of Head of Public Authority.

i 4 S e [

By order and in the name of the Govemnor of Gujarat.

BHARAT B. PATEL,
Deputy Secretary to Government,

Government Central press, Gandhinagar.

g R T T et e TR T i A T T T
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PART IV-B

Rules and Orders (Other than those published in Part L, I-A and I-L) made by the
Government of Gujarat under the Gujarat Acts.

GENERAL ADMINISTRATION DEPARTMENT
Notification

Sachivalaya, Gandhinagar, 26" February, 2014.
GUJARAT (RIGHT OF CITIZENS TO PUBLIC SERVICES) ACT, 2013.
No. GS!'? /2014/NAP-102013/817/ARTD-1:- In exercise of the powers conferred by sub-section (3)
of section 1 of The Gujarat (Right of Citizens to Public Services) Act, 2013 (Gujarat 16 of 2013), the

Government of Gujarat here by appoints the 26.02.2014 as the date on which the provisions of section 4 and
section 29 of the said Act, shall come into forcc

By order and in the name of the Governor of Gujarat.

BHARAT B. PATEL,
Deputy Secretary to Government.

IV-B-EX.,-83-1 83-1
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GENERAL ADMINISTRATION DEPARTMENT
Notification
Sachivalaya, Gandhinagar, 26™ F ebruary, 2014,

THE GUJARAT (RIGHT OF CITIZENS TO PUBLIC SERVICES) RULES, 2014.

No. GS/ 8 /2014/NAP-102013/817/ARTD-1 :- In exercise of the powers conferred by section-29 of

the Gujarat (Right of Citizens to Public Services) Act, 2013 (16 of 2013), the Government of Gujarat hereby
makes the following Rules, namely:- 2

| 8

(2

Short Title and commencement.-
(1) These rules may be called the Gujarat (Right of Citizens to Public Services) Rules, 2014,

(2) They shall come into force on their publication in the Official Gazette.

Definitions .-

(1) Inthese rules, unless the context otherwise requires:-

(a) ‘Act’ means the Gujarat (Right of Citizens to Public Services) Act 2013;

(b) ‘Form’ means form appended to these rules;

(¢) ‘Notified services’ means services notified by State Government under section 4 of the Act;

(d) ‘prescribed format® means formats prescribed by the concerned department delivering a notified
service under section 4 of the Act;

(e) ‘section’ means section of the Act.

(2) The words and expressions used in these rules but not defined shall have the same meaning
assigned to them in the Act.

Publication of names of Designated Officers, Grievance Redressal Officers and Designated
Authority:- As per section 3, section 6 and section 9 (2) of the Act, a public authority shall publish
the names and addresses of its Designated Officers, Grievance Redressal Officers and Designated
Authority in all administrative units or offices at the State, district and taluka levels, municipal
corporations, municipalities, notified areas, panchayats and such other offices .The Names,
addresses, e-mail Id, contact numbers, fax numbers of Designated Officers and Grievance Redressal
Officers shall also be displayed on the website of each public authority or customer care centre or
help desk or Jan Seva Kendra and sales outlet, if any.

Display of information on Notice Board.-The Designated Officer and his subordinate public
servant of the Public Authority shall, for the convenience of common public, cause to display all
relevant information as per Form A regarding the notified services available in his office on the
notice board outside its office. Such notice boards shall be exhibited in front of the office. Sufficient
number of copies of the prescribed applications forms be made available in the counters for
receiving the applications.

Manner of receiving application and issuing acknowledgement to Applicants.-

(1) In order to exercise the right conferred by section 3 of the Act, the citizen, who desires to
obtain service/services, shall apply to the Designated Officer for one or more services as
notified by State Government under section 4 of the Act as per prescribed application format
or any other form along with the documents prescribed in the check-list in the office.

(2) The Designated officer or authorized person shall upon receipt of the written application or in
such Form wherever prescribed, give due acknowledgement to applicant in Form B within
three working days of the making of application.

(3) Incase necessary documents have not been enclosed with the application, then the same shall
be clearly mentioned in the acknowledgement and date of delivery shall not be mentioned in
such acknowledgement.

(4) Where all the necessary documents have been enclésed with the application and the
application is complete in all respects, then the date of delivery shall be mentioned.

Public holidays shall not be included. - The public holidays shall not be included while calculating
the stipulated time limit for delivery of service.
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10.

11.

12.

Relaxation of Fee. -No fee shall be levied for application to Grievances Redressal Officer,
Designated Appeal Authority and State Appellate Authority.

Manner of receiving complaint.- (1) In case the notified services are not rendered or not rendered
within prescribed time frame, then the aggrieved citizen shall file a written complaint in a format as
nearly as possible as prescribed in Form-C through hand delivery, fax, post or registered post with
the concerned Grievances Redressal Officer appointed by the public authority under section 6 of the
Act.

(2) The Grievances Redressal Officer shall upon receipt of the written complaint, give due
acknowledgement to applicant as per Form B within three working days of the making of complaint.

Manner of giving notice. -(1) The Grievances Redressal Officer shall issue notice to the designated
officer or the subordinate official responsible for delay or default in providing service/services
within prescribed time limit. He shall also indicate the time limit within which delaying officer or
official shall furnish reply to the notice.

(2) If the Grievances Redressal Officer is not satisfied with the explanation furnished by Designated
Officer or Subordinate official responsible for providing service/services, the Grievance Redressal
Officer shall proceed further as per rule 10.

Communicating the information of hearing .- (1) Information of hearing of the complaint by
Grievance Redressal Officer shall be communicated by the Grievance Redressal Officer in one of the
following manners, namely :-

(a) By hand delivery;
(b) Bypost;
(¢) By Telephone/Fax/e-mail/SMS (whatever speedy communication opted by the applicant).

(2) The hearing date shall be communicated to complainant and/or Designated Officer, as the
case may be, at least seven days in advance.

(3) The applicant or Designated Officer, as the case may be, shall make himself present during
the hearing,.

(4)  If any party remains absent on the date of hearing even after the information of hearing being
duly informed to him, then, the application may be decided ex-parte.

Procedure for Decision on Coi‘nplaint.— (1) The decision of Grievance Redressal Officer on orders
of designated Officer or on complaint made under section 6 shall involve the following steps,
namely:-

(i)  Review of concerned documents, public records or their copies..
(i) In exceptional circumstances, any other officer may be authorized for required investigation.

(iii) The Designated Officer or subordinate official as the case may be, may be summoned at the
time of hearing.

(2) The decision of the Grievance Redressal Officer shall accompany reasons for arriving at
such decision.

(3) The Grievance Redressal Officer shall dispose the appeal to him within thirty days.

(4) The Grievance Redressal Officer shall report every complaint which has not been
redressed along with the details and nature of the complaints and reasons for non
redressal of the complaints to the Designated Authority within fifteen days from the date
of the order.

Communication of order by Grievance Redressal Officer :- (1) The Grievance Redressal Officer
shall arrange to deliver the copies of the decision to the parties concerned within seven days from
the date of the order.

(2) In the event of recommendation for disciplinary action against Designated Officer or his
subordinate public servant under section 8 (1)(c) or (d), as the case may be, the Grievance Redressal
Officer shall send orders issued against him to the concerned Public Authority or Appropriate

Authority.
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13.

14.

15.
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First Appeal before Designated Authority: - (1) Any person aggrieved by the decision of

Grievance Redressal Officer may file appeal with Designated Authority as per sub-section (2) of

section 10 of the Act within thirty days from the date of receipt of the copy of the order of Grievance

Redressal Officer in format as nearly as possible as prescribed in Form D.

(2)  Every complaint forwarded under sub-section (1) of section 9 shall be deemed to have been
filed as appeal.

(3)  Receipt of such appeal shall be acknowledged as per Form E within three working lays.

(4)  Every Appeal shall be disposed of within forty-five days from the date of deemed appeal or
from the date of filing appeal by applicant.

(5)  All Appeals shall be disposed off in the following manner :

(i) The hearing date shall be communicated to complainant, Grievance Redressal Officer
concerned and Designated Officer at least seven days in advance.

(ii) The complainant, Designated Officer and Grievance Redressal Officer may make
himself present during the hearing.

(iii) If any party remains absent on the date of hearing even after the hearing being duly
informed to him, then the application may be decided ex-parte.

(iv) The Designated Authority shall arrange to deliver the copies of the decision to the parties
concerned within fifteen days from the date of the order.

(v) The Designated Authority shall hear the concerned officer before imposing penalty under
sub-sectién (1) of section 23 of the Act. -

(vi) The Designated Authority shall inform in writing to the Appropriate Authority within

fifteen days of hearing if any action under sub-section (7) of section-10 is to be found to
be taken.

(vii) The Designated Authority shall inform in writing to the concerned Public Authority
within fifteen days of hearing to take specific action as may be necessary to render the
services in compliance of the notification issued under section 4 of the Act.

State Appellate Authority.-(1)There shall be one or more State Appellate Authority and There

shall be maximum three members in each State Appellate Authority appointed by the State
Government.

(2)  The salary and allowances of State Appellate Authority shall be equivalent to the post he held
before he has been appointed or he held the last post in the State Government.

(3) The member of the State Appellate Authority shall be removed on the ground of proved
misbehavior or incapacity after the proper inquiry by the State Government.

(4) The State Government may suspend the member of the Appellate Authority if deem
necessary, prohibit also from attending the office during inquiry. The inquiry shall be
conducted by the State Government. In case of misbehavior or incapacity of a member, the
State Government may appoint a Board of Inquiry consisting of Senior All India Service
Officer or Officers to investigate the allegation. On the basis of the report of the Board of

Inquiry, the State Government may take appropriate action against the member who is

alleged.

Second Appeal before State Appellate Authority: -(1) Any person who does not receive the
decision of Designated Authority within forty-five days from the date of appeal or aggrieved by the
decision of Designated Authority may file second appeal with State Appellate Authority within
thirty days from expiry of such period or from the date of receipt of the copy of the order of
Designated Authority, as the case may be, in a format as nearly as possible as prescnbed in
Form D.

(2)  Receipt of such second appeal shali be acknowledged as per Form E within three working
days.
3) All Appeals should be disposed off in the following manner :-

(i) The hearing date shall be communicated to complainant, Grievance Redressal Officer
concerned, Designated Authority concerned and Dcsignatcd Officer at least seven days
in advance.
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16.

17.

18.

19.

20.

(i) The complainant concerned , Designated Officer, Grievance Redressal Officer and
Designated Authority may make himself present during the hearing.

(iii) If any party remains absent on the date of hearing even after the hearing being duly
informed to him, then the application may be decided ex-parte.

(iv) The Appellate Authority shall arrange to deliver the copies of the decision to the parties
concerned within fifteen days from the date of the order.

(v) The Appellate Authority shall hear the concerned officer before imposing penalty under
sub-section (1) of section 23 of the Act.

(vi) The Appellate Authority shall inform in writing to the Appropriate Authority within
fifteen days of hearing if any action under sub-section (7) of section 10 is to be found to
be taken.

(vii) The Appellate Authority shall inform in writing to the concemeQ public Authority
within fifteen days of hearing to take specific action as may be necessary to render the
services in compliance of the notification issued under section 4 of the Act.

Manner of Publishing Report.- Every public authority shall publish annual reports in book form
within three months at the end of the calendar year under sub section (2) of sectipn 24 of the Act
arid send it to the respective administrative department of the State.

Maintenance of records of all cases under the Act . - The Designated Officer, Grievance
Redressal Officer, Designated Authority and Appellate Authority shall maintain records of all the
cases in Form E-1, Form E-2, Form E-3 and Form E-4 respectively with regard to the action taken
and shall send a periodical report to the Head of the Public Authority.

Dissemination and Training . - The State Government shall ,to the extent of availability of
financial and other resources -

(a) develop and organize campaigns and programmes to advance the understanding of the public, in
particular of the disadvantaged communities, as to how to exercise the rights contemplated
under the Act and encourage public authorities to participate in the development and
organization of such programmes.

(b) take steps that the relevant provisions regarding the Act shall be included in the curriculum of
schools and colleges so as to educate citizens about the Act;

(c) provide staff and infrastructure for the effective implementation of the Act;

(d) give timely and effective dissemination of accurate information by public authorities about the
notified services and timeliness to the citizens and the processes for applications;

(e) train Designated Officers, Grievance Redressal Officers, and staff of Appellate Authority, as the
case may be, of their duties under the Act;

(f) issue direction to the concerned departments of the State Government to frame guidelines
containing such information, in an easily comprehensible form and manner, as may reasonably
be required by a person who wishes to exercise any right specified under this Act.

Monitoring of Implementation. -The State Government shall introduce a system for centralized
monitoring of the timely delivery of notified services, through use of Information and
communication Technologies/E-Governance, and for monitoring various provisions of the Act.

Awards .- (1) At the end of each year list of officers or service providers who have not defaulted
under the Act in that year shall be published and be issued letter of appreciation as per Form F by
head of the Public Authority. The same shall also be noted in the ACR of the concerned
officer/employee. The names of such officers shall be recommended to State Government for
reward.

(2)  The State Government may give a reward to officers or service providers against whom no
default is reported in that year, so as to encourage and enhance the efficiency of the State
Government servants. For this, the competent authority shall recommend such names to the
State Government at the end of each year. Appropriate reward for such officers may be fixed
by the State Government.
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Name of the Office:

Name of Village/Taluka/ District;

FORM A
(See Rule 4)
DISPLAY BOARD
The Gujarat (Right of Citizens to Public Services) Act, 2013.

(State Emblem)

[PART IV-B

Scheduled Services:

Sr. List List of Name of | Time limit | Name and | Time limit | Addressof | Time limit for
No of documents | Designated for Address of for Designated | disposal by the

services [ (Checklist) Officer Designated | Grievance disposal Authority Designated
Officer Redressal by the and State | Authority and
Officer Grievance | Appellate | State Appellate

Redressal | Authority Authority

Officer
1 2 3 4 5 6 7 8 9

Name and designation of the authorized person to give and receive the application :
- Instructions to Citizens :-

»  To get the acknowledgement receipt compulsorily.

> If services are delayed / not delivered, contact Grievance Redressal Officer along with acknowledgment

receipt.
Website «
Email id :

Contact number of call centre/ Help desk number :
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FORM B
( See rule 5(2) or Rule 8(2) )

Acknowledgement by the Designated Officer/ Grievance Redressal Officer

1 Name of the Applicant/Complainant with address
2. Date of application/complaint
3. Unique Acknowledgement Number
4, Name of the Designated Officer/Grievance Redressal Officer with
designation and address
S, Details of services sought/complaint
6. Accept (Yes/No)
T Proposed date of Delivery of services/Time frame of Redressal
-
3. Rejection (with reasons)
Placej_,: Signature and Stamp of the Designated Officer/ Grievance

Redressal Officer

-
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FORM C
( See Rule 8(1) )
Format for filing Complaint with Grievances Redressal Officer
To
The Grievance Redressal Officer,

Name of the concerned Public Authority
Address :-

I want to complain against non-delivery/ delayed delivery of service (Details of

requested notified service) by Shri / Smt. / Kum ( Name and Designation of Designated
Officer ).

I had applied for services on (Date). However, the services were not
delivered/ not delivered within prescribed time limit of days.

> I hereby declare that [ am a Citizen of India.
» 1 hereby declare that above details are true to the best of my knowledge and belief.

Name & Signature of the Complainant :
Address :

Telephone No./Mobile No.

Place :

Date :

Mode of delivery of complaint :-

Encl :- 1. Copy of Acknowledgement issued by Designated Officer.
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FORM-D
(See rule-13(1) or rule 15(1) )
Format for filing Appeal before Designated Authority or State Appellate Authority.

To
The Designated Authority/ State Appellate Authority,
Address

I want to file an appeal against decision of Grievances Redressal Officer / Designated
Authority (Name & Address) dated

I find the said decision/order to be unjustified and unreasonable owing to following reason(s) :-

The authority may be pleased to strike down the decision / order of Grievances Reddressal Officer /
Designated Authority and pass any such further order and directions as it may consider just.

» 1hereby declare that I am a Citizen of India.
> I hereby declare that above details are true to the best of my knowledge and belief.

Signature of the Appellant
Address :

Telephone No./Mobile No.
Place :

Date :

Mode of Delivery of Appeal :-

Enclosure :

1. Copy of Acknowledgement issued by Designated Officer
2. Copy of Acknowledgement issued by Grievance Redressal Officer.

3. Copy of decision of Grievance Redressal Officer. (in case of Appeal against Grievance
Redressal Officer),

4. Copy of Acknowledgement issued by Designated Authority (in case of Appeal against
Designated Authority)

5. Copy of decision of Designated Authority (in case of Appeal against Designated Authority)

NSNS

e —
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FORM E
(See rule 13(3) or rule 15(2))
Acknowledgement by the Designated Authority/ State Appellate Authority:-

1. | Name of the Appellant with address

2. | Name and Address of concerned Public Authority

3 | Name of the Defendant and designation/address

4. | Date of Appeal

5. | Unique Acknowledgement Number

6. | Details of services sought/complaint

Place : Signature and Stamp of the Designated Authority/ State Appellate Authority

Date :
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Form E-1
(see rule 17)
Register to be maintained by the Designated Officer

Name and designation:

83-11

Address:
Sr. Name of the Details of Reasons for Date of Reasons if No. of days
No applicant with services rejecting the Services services delayed
’ address and sought application delivered denied
acknowledgement if any
No.
1 2 3 4 5 6 7
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Register to be maintained by Grievance Redressal Officer

Name and designation:

Form E-2

(seerule I7)

[PART IV-B

Address:
Sr. Name and Date of Details | Nameand | Reasons | Basisfor | Relief | Dateof | Re-
No Address of | Complaint of | designation for complaint | asked | disposal of |marks
- the with services of the rejecting Complaint
Complainant | Acknowled | sought Officer the
gement. Complained | application
No. against if any
1 74 3 4 5 6 1 8 9 10

s
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Form E-3
(seerule 17)
Register to be maintained by Designated Appeal Authority

Name and designation:
Address:
Sr. | Name and Date of Details | Reasons Basis | Nameand | Nameand | Dateof [Remarks
N Address of Appeal of for for designation | designation | disposal

% the with services | rejecting | appeal of the of the GRO of

Appellant | Acknowled | sought the designated appeal
gement complaint, officer
No. if any
1 2 3 4 5 6 7 8 9 10




83-14

GUJARAT GOVERNMENT GAZETTE EX,. 26-2-2014

[PART IV-B
Form E-4
(see rule 17 )
Register to be maintained by State Appellate Authority
Name and designation :
Address :
Sr. | Name and | Dateof [Details of| Reasons Basis | Name and | Name and | Name and | Date of |Remarks
No, |Address of final services for for  |designation | designation | designation | disposal
- the  |application | sought | rejecting | appeal ofthe |ofthe GRO| of the of
Appellant | with the Appeal, designated Designated | appeal
Acknowle if any officer Authority
dgement
No.
1 2 3 4 5 6 z 8 9 10 11
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FORM-F
(see rule 20)

(Draft Appreciation letter)

To,

Name and Designation of the officer

It is matter of pride that you have delivered the services under the Gujarat (Right of Citizens to
Public Services) Act, 2013 in time to the citizens throughout the year. Owing to excellent and timely services
rendered by you, the Department and the Government have earned good name and has resulted in
promoting good faith in the citizens towards the Act and the administrative reforms measures taken by the
Government. It is assumed

that the employees will get encouragement and enthusiasm from your model service. [ would like to
place on record the Government appreciation for the outstanding (default free) service rendered by you in the
VAT visiassn

Wishing you many more success in future.

Signature and Stamp of Head of Public Authority.

By order and in the name of the Governor of Gujarat.

BHARAT B. PATEL,
Deputy Secretary to Government.

———————————

Government Central press, Gandhinagar.

=
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PART IV

Acts of Gujarat Legislature and Ordinances promulgated and
Regulations made by the Governor.

The following Act of the Gujarat Legislature, having been
assented to by the Governor on the 12 April, 2013 is hereby published
for general information.

C. ). GOTHI,
Secretary to the Government of Gujarat,
Legislative and Parliamentary Affairs Department.

GUJARAT ACT NO. 16 OF 2013,

(First published, after having received the assent of the Governor,
in the "Gujarat Government Gazette"”, on the 15 April, 2013).

- AN ACT

to lay down an obligation upon every public anthority to render public -
services within the prescribed time limit and provide for a grievance
redressal mechanism to citizens for non-compliance and for the matters
connected therewith or incidental thereto.

It is hereby enac‘zed in the Slxty fourth Year of the Republic of
India as follows:-

CHAPTER I
PRELIMINARY
1. (1) This Act may be called the Gujarat (Right of Citizens to Short title, -
Public Services) Act, 2013. extent and

commencement.,

(2) - Irshall extend to the whole of the State of Gujarat.

(3)  This section shall come into force at once and the remaining
provisions shall come into force on such date as the State Government
may, by notification in the Official Gazette, appoint; and different dates
may be appointed for different provisions of the Act.

IV-EX-16-1 16.1
N
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Definitions. Tn this Act, unless the context otherwise requires,--
{a) “Authority” means a State Appellate Authority constituted under
sub-section (1) of sectionlZ;

_{(by  “complaint” means a complaint filed by a citizen regarding any
grievance relafing to, or arising out of, any failure in rendering of
services as notified in section 4 or in the functioning of a public
authority, but does not include grievance relating to the service
matters of a public servant whether serving or retired;

(c)  “days" means the working days, referred to as the timeline;

(d) “Designated Authority" means such officer, as may be
designated by the public authority, who shall be above the rank
of the Grievance Redressal Officer referred to in sub-section (1)
of section 6;

(&)  “Designated Officer” means an officer whose name is published
under section 5 for rendering of services;

H “(rievance Redressal Officer” means a Grievance  Redressal
Officér appointed under sub-section (1) of section 6;

{g) - “member” means a person appointed as a member of the State
Appellate Authority under sub-section (2) of section 12;

(h)  "prescribed” means prescribed by rules made under section 29;

(1) “sublic authority” means any authority or body or institution of
Government established or constituted, -

(i) by ot under the Constitution;

(i) by any other law made by Parliament;

(iii) by any law made by the State Legislature;

(iv) by notification issued or order made by the State
Government, and includes any,-

(a) body owned, controlled or substantially
financed by funds provided by the State
Government; .

" (b) von-Government organization substantially
financed, directly or indirectly by funds
provided by the State Government;

(¢)  an organization or body corporate in its
capacity as an instrumentality of "State”
as defined under article 12 of the
Constitution and rendering services of
public utility in the State of Gujarat;
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{d)  a Government company as defined under
section 617 of the Companies Act, 1956
which is a State Public Sector Undertaking;

(e) any other company which supplies goods
or renders services 1{o the State
Government in pursuance of an obligation
imposed under any Central or State Act or
under any licence -or authorisation under
any law for the time being in force.

(v) by an agreement or memorandum of
understanding between the State Government and
any private entity as Public-Private Partnership or
otherwise;

o * service” means all the goods and serviees, including functions,
obligations, responsibility or duty, to be provided or rendered by
a public authority;

(k)  “State” means the State of Gujarat.

CHAPTER 1)
RIGHT TO DELIVERY OF SERVICES

3 Subject to the provisions of this Act, every individual citizen
shall have the right to time bound delivery of services and redressal of
grievances. _

CHAPTER Il
NOTIF{CATION OF SERVICES BY STATE GOVERNMENT

4. The State Government may, from time to time, notify the
services to which this Act shall apply and the stipulated time-limits
within which the services shall be provided.

5. A public authority shall, within two months of the notification
issued under section 4, publish the names and addresses of Designated
Officers responsible for rendering of services notified under section 4.

CHAPTER IV
APPOINTMENT AND OBLIGATIONS OF GRIEVANCE
REDRESSAL OFFICERS

6. (1) Every public authority shall, within two months of a
notification issued under section 4, designate as many officers as may be
necessary as Grievance Redressal Officers in all administrative units or
offices at the State, district and taluka levels, municipal corporations,
municipalities, notified areas, panchayats and such other offices whereat
services are rendered to receive, enquire into and redress any complaints
from citizens in the manner as may be prescribed:

16-3

1 of 1956,

Right to
services.

Notification
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Provided that the Grievance Redressal Officer so appointed shall |

be at least one level above, and be deemed to have administrative control
on the Designated Officer,
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(2)  Every public authority shall, immediately on appointment of a
Grievance Redressal Offices, display at its office or customer care
centre or help desk or Jan Seva Kendra and at the sales outlet, if any,
website and at the office of the Grievance Redressal Officer, the name of
the Grievance Redressal Officer, his address and telephone number,
E-mail address, facsimile number and other means, if any, of contacting
him, in respect of each area for which the Grievance Redressal Officer
has been appointed.

(3)  Every public authority shall appoint or designate such number of
Grievance Redressal Officer under sub-section (1) for such areas, as may
be considered by it necessary, for the Grievance Redressal Officer to be
easily accessible and available for redressal of grievance of the public.

(4)  The Grievance Redressal Officer shall provide all necessary
assistance to citizens in filing complaints.

(5)  Where a complainant is unable to make a complaint in writing,
the Grievance Redressal Officer shall render all reasonable assistance to
the person making the request orally to reduce the same in writing.

Acknowledgement 7, All complaints shall, within three working days of the making of
of complaint by the complaint, be acknowledged by a receipt, issued in writing or
recelpt thereol through electronic means or through text message ot through any other

means as may be prescribed, specifying the date, time, place, unique
complaint number and particulars of receiver of complaint along with
the stipulated time frame within which the complaint shall be redressed.

Action fo be §, (1) Upon receipt of a complaint made under section 6, it shall be
Gf?ke:nb? the duty of the concerned Grievance Redressal Officer to ensure that,
revance ’
Redressal . . r . .
Officer. (a)  the grievance is remedied in the prescribed time frame;

(b)  the reason for the occurrence of the grievance is
identified, the grievance is redressed satisfactorily within
the prescribed time frame and the responsibility, if any,
of the defaulting person is fixed;

(¢)  where the grievance has occurred as a result of a
deficiency, negligence or malfeasance on the part of an
individual, then the action is taken in accordance with the
applicable rules;-

(d)  where the Grievance Redressal Officer is convinced

' that the individual responsible for the rendering of the
services has wilfully neglected to render the service or
there exists prima facie grounds for a case under the
Prevention of Corruption Act, 1988, the Grievance
Redressal Officer shall make an observation to that effect

and in writing refer the same to the appropriate authority.

(2) The Grievance Redressal Officer shall ensure that the
complainant is informed in writing the manner in which the grievance is
redressed.

[PART IV

49 of 1988.
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9. (1) The Grievance Redressal Officer shall, within the prescribed  Forwarding of
time frame, report every complaint which has not been redressed along details of non-
with the details of the complainant, nature of complaint, and reasons for redressal of

non-redressal of the complaint to the Designated Authority. g’:;g:ﬁ:‘g to

. . . . Authority,
(2)  Every public authority shall designate such officers as designated

authorities as may be necessary in all the administrative units and offices
as provided in clause (d) of section 2.

CHAPTER V
APPEAL TO DESIGNATED AUTHORITY

10. (1) Every complaint forwarded along with the details under Appeal,
section 9 shall be deemed to have been filed by way of an appeal to the
Designated Authority. '

{(2)  Any person aggrieved by a decision of the concerned Grievance
Redressal Officer or who has not been informed in writing the manner in
which his grievance has been redressed in respect of a complaint filed by
him, may, within thirty days from the expiry of such period or from the
receipt of such decision, prefer an appeal to the Designated Authority:

Provided that the Designated Authority may admit the appeal
after the expiry of thirty days if it is satisfied that the complainant was _
prevented by sufficient cause from filing the appeal in time.

(3) The receipt of an appeal under sub-section {2) shall be
ackniowledged by the Designated Authority in writing or through
electronic means or through text message or through any other means as
may be prescribed, within three working days.

(4)  Every appeal filed under sub-section (2) or deemed appeal under
sub-section (1) shall be disposed of by the Designated Authority within
the prescribed time frame.

(53}  The Designated Authority shall arrange to deliver copies of the
decision to the parties concerned within the prescribed time frame.

(6)  The Designated Authority may, in deciding an appeal, impose
penalty, as prescribed in sub-section (1) of section 23, against the .
concerned officer for acting in a mala fide manner or having failed to
discharge his duties without any sufficient and reasonable cause:

Provided that the concemed officer of the public authority shall
be given a reasonable opportunity of being heard before any penalty is
imposed on him.

(7)  Where it appears to the Designated Authority that the grievance
complained of is prima facie indicative or representative of a corrupt act

or practice in terms of the Prevention of Corruption Act, 1988 on the 49 of 1988.
part of the individual officer of the public authority complained against,

then it shall record in writing such evidence as may be found in support

of such conclusion and shall in writing refer the same to the appropriate

authority.
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(8)  The Designated Authority shall upon adjudication of a complamt
have the powers to issue directions requiring the concemed officers of
the public authority to take such steps as may be necessary to render the
services in compliance of the notification issued under section 4.

CHAPTER VI
APPEAL TO STATE APPELLATE AUTHORITY

Appeal toState 11. (1) Any person who does not receive a decision within the
Appellate preseribed time frame or is aggrieved by a decision of the Designated
Authority. A, thority may, within thirty days from the expiry of such period or from

the receipt of such a decision, prefer an appeal to the State Appellate
Authority:

Provided that the Authority may admit the appeal after the expiry
of thirty days if it is satisfied that the complainant was prevented by
sufficient cause from filing the appeal in time.

(2)  The decision of the State Appellate Authority under this section -
shall be binding.

Constitution of 12. (1) The State Government shall, by notification in the Official
State Appellate (Garette, constitute one or more State Appellate Authority to exercise the
Authority. nowers conferred on or imposed upon and to perform functions assigned

to the Authority under this Act. :

(2) A State Appeﬁate Authority shall consist of such number of
members, not exceeding three, as may be prescribed.

Qualifications for 13. A person shall not be gualified for appointment as a member of a
appointment as  Aythority unless he is or has been an officer of the State Government
“‘mb";"f S;::: and is holding or has held a post in the rank of, or equivalent to,
Aul:ﬁzrity. Secretary or Principal Secretary or Additional Ch%ef Secrgtary or Chief

Secretary to the State Government.

ferm of office 14+ A porson appointed as member of a Authority shall hold the
of memher of office for a term of three years from the date on which he enters upon
State Appellate office ot until he attains the age of sixty-five years whichever ig earlier: - -
Authority.
Provided that an officer of the State Government appointed as
member of Authority shall hold the office not beyond the time he is an
officer of the State Government.

Staff, salary 15. (1) The State Government shall provide to the Authority with
and allowsnces  guch officers and employees as may be necessary for efficient

A"f State performance of its functions under this Act. .
ppeliate

Antherity. . .
(2)  The officers and employees so appointed under sub-section (1)

shall discharge their functions under the general superintendence of the
Authority.
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3 of 1908,

(3) The salary and allowances payable to and the other terms and
conditions of service of a member of the Authority shall be as may be
prescribed:

Provided that if a member at the time of his appointment is in
receipt of a pension, other than a disability or wound pension in respect
of any previous service under the State Government, his salary in respect
of the service as member of State Appellate Authority shall be reduced
by the amount of that pension, including any portion of pension, which
was commuted and pension equivalent of other forms of retirement
benefits excluding pension equivalent or retirement gratuity:

Provided further that where a member, if at the time of his
appointment, is in receipt of retirement benefits in respect of any
previous service rendered in a Corporation established by or under any
State Act or a Government company owned or controlled by the State
Government, his salary in respect of the service as a member shall be
reduced by the amount of pension equivalent to the retirement benefit:

Provided also that neither the salary and allowances nor the other
terms and conditions of service of a member of State Appellate
Authority shall be varied to his disadvantage after the appointment.

16. (1) Any member of the State Appellate Authority, may, by notice
in writing under his hand addressed to the Chief Secretary to the
Government, resign his office.

(2)  Notwithstanding anything contained in sub-section (1), the State
Government may by order remove from office a member if the
member -
(i) is adjudged an insolvent; or _
(iiy has been convicted of an offence which, in the
opinion of the State Government involves moral
turpitude; or

16-7

Resipnation
and removal,

(i)  engages during his term of office in any paid employment

outside the duties of his office; or

(iv) is, in the opinion of the State Government, unfit to
continue in office by reason of infirmity of mind or
body; or

(v)  has acquired such financial or other interest as is likely to

affect prejudicially his functions as a member.

(3)  The State Government may, by rules, regulate the procedure for
the investigation of misbehavior or incapacity of a member.

17. (1) The Authority shall, for the purposes of its functions under
this Act, have the same powers as are vested in a civil court under the
Code of Civil Procedure, 1908 in respect of the following matters,
namely:-
) summoning and enforcing the attendance of any
person and examining him on oath;

Powers of
State Appeliate
Authority and
procedure
before jt.
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(i)  discovery and production of any document or other
material object producible as evidence;

(iii)  receiving evidence on affidavits;

(iv}  requisitioning of any public record;

(v)  issuing commission for the examination of witnesses;

(vi)  such other matter which may be prescribed. '

(2)  The Authority shall not be bound by the procedure laid down in
the Code of Civil Procedure, 1908 but shall be guided by the principles
of natural justice and subject to the other provisions of this Act and of
any tules made there under, the Authority shall have the power to
regulate its own procedure.

Delivery of 18, The Authority shall arrange to deliver copies of the decision {0

;"P_ie_s of the parties concerned within the prescribed time frame.
CLIS100.

Staffand 19, The staff and officers of the Authority shall be deemed to be

"fﬁce"’;:’b:: public servants within the meaning of section 21 of the Indian Penal
servants. Code.

Procedure of 20, (1) The Authority shall, upon adjudication of a complaint, have

adjudication the power to issue directions requiring the public authority to take
by State ., 0h steps as may be necessary to render the services in compliance of

Appellate . N ’
Auﬁﬁr;ty. the notification issued under section 4.

(2) It shall be the duty of the Authority 1o receive and inguire into a
complaint from any person ;- o _

(a) who has been unable to_submit an appeal to the
Designated Authority;
(by  who has been refused redress of grievance under this Act;
(¢)  whose complaint has not been disposed of within the time
limit specified;
(d)  in respect of any other matter relating to registering
" and redsessing of a complaint or appeal under this Act.

Burden of proof 21,  In any appeal proceedings, the burden of proof to establish the
to be on pon redressal of complaint, shall be on the Grievance Redressal Officer

Grievance -
Redressal Officer, who denied the request.

Where 22, Where it appears to the Authority that the grievance complained
Grievance ¢ ic rpima facie, indicative of a corrupt act or practice in terms of the
wi? 22?§$ :i Prevention of Corruption Act, 1988, on the part of the responsible officer
corrupt of the public authority complained against, then it shall record such
practices. evidence as may be found in support of such conclusion and shall refer

the same to the appropriate authority.

[PART IV

5 of 19G8.

45 of 18640,

4% of 1988,
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CHAPTER VH
PENALTIES AND COMPENSATION

23. (1) The Designated Authority or the State Appellate Authority Penalty and
may impose a lump sum penalty against a demgnatcd officer responsible Compensation
for rendering of service to which the applicant is entitled, or against a for mala fide
Grievance Redressal Officer, for acting in a mala fide manner or for ? action.
having failed to discharge his duties without any sufficient and

reasonable cause, which shall not be less than one thousand rupees and

may extend up to ten thousand rupees, which shall be recovered from the

salary of the official against whom penalty has been imposed:

Provided that the concerned officer shall be given a reasonable
opportunity of being heard before any penalty is imposed on him under
this section.

(2}  On imposition of the penalty under sub-section (1), the State
Appellate Authority or the Designated Authority, as the case may be, may, by
order, direct that such portion of the penalty imposed under sub-section (1)
shall be awarded to the appellant, as compensation, as it may deem fit:

Provided that the amount of such compensation awarded shall
not exceed the amount of penalty imposed under this section.

(3)  If any public servant is found guilty under sub-section (1), the
disciplinary authority shall initiate the disciplinary proceedings against .
such officer of the public aﬁthomy, who, if proved to be guilty of a mala
fide action in respect of any provision of this Act, shall be lable to such
punishment as the disciplinary authority may decide.

CHAPTER VHI
REPORTING OF REDRESSAL OF GRIEVANCES BY PUBLIC
AUTHORITY

24. (1) Every public authority shall ensure that every Grievance Reporting
Redressal Officer keeps a record of complaints made to it or appeal requirements.
therein and the decisions on such complaints and appeals.

(2)  Every public authority shall publish in the prescribed mantier and
in the preseribed timé frame, a report mentioning therein-

(a) the number of appeals and complaints received;

(b) the number of appeals and complaints disposed of;

(¢} the number of appeals and complaints pending; -

(d) such other particulars, as may be prescribed, for
discharge of its functions under this Act. -

CHAPTER IX
MISCELLANEOUS

25. No civil court shall have jurisdiction to settle, decide or deal with Bar of

any question or to determine any matter which is by or under this Act Jurisdiction
required fo be settled, decided or dealt with or to be determined by the °f court.
Grievance Redressal Officer or the Designated Authority or the State

Appellate Authority.
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Enforcementof 26.  Every order made by the State Appellate Authority may be
orders by State enforced by it in the same manner as if it were a decree or order made by
Ai‘:gﬁfﬁ;’ a court in a suit pending therein and it shall be lawful for the Authority
to send, in the event of its inability to execute it, such order fo the court

within the local limits of whose jurisdiction,-

{a) in the case of public authority not falling under clauses (b) and
(&), the place at which the main office of such public authority is
situated; or

(b)  in the case of an order against a public authority being a
company, the registered office of the company is situated; or

{(¢)  inthe case of an order against any other person, the place where
the person concerned voluntarily resides or carries on business or
personally works for gain is situated, and

thereupon, the court to which the order is so sent, shall execute the order
as if it were a decree or order sent to it for execution.

Protection 27 No suit, prosecution or other legal proceedings shall lie aganst

for acts done
in good faith, any person-

(@)  for anything which is in good faith done or intended to be done
under this Act or any rule made thereunder; or

(by  delay in rendering of service or not being able to render service
where such delay or inability is on account of reasonable cause
bcyond the control of the pi:rson responsible for delivery of the
service.

Provisions to 28.  The provisions of this Act shall be in addition to and not in

be in addition derooation of any other law for the time being in force. -
to exzstmg

aws. . : e e e : .

Powerto 29. (1) The State Government may, by notification in the Official

make rules Gazette, make rules, not inconsistent with this Act, for carrying out the
and ‘ayif‘“g] of surposes of this Act.

2 In pa:&cuiar and without prejudice to the generality of the
foregoing provisions, such rules may provide for all or any of the
following matters, namely:-

() the manner to receive, enquire into and redress any
complaints under sub-section (1) of section 6;

(i) the manner of acknowledgement of complaints received

" and particulars of receiver of complaint and time frame for
. redresses under section 7;

(i)}  the time frame fpr redresses of grievances under sub-
section (1) of section 8;

(iv)  the time frame within which the Grievance Redressal
Officer shall report to the Designated Authority under
section 9,

v} the other means of acknowledgement under sub- sectlon

-~ (3)of section 10,



_offect.

PART IV] GUJARAT GOVERNMENT GAZETTE, EX,,15-04-2013

(vi)  the time frame for disposal of appeal under sub-section (4)
of section 10;

(vii) the time frame within which the Desighated Authority
shali deliver copies of the decision to the parties concerned
under sub-section {5) of section 10;

(viit}  the time frame within which an appeal shall be made
against the decision of the Designated Authority or has not
received the decision within the time under sub-section (1)
of section 11.

(ix)  the number of members of the State Appeliate Authority

: under sub-section (2) of section 12.

(x) the salary and allowances payable to and the other terms
and conditions of service of a member of the State
Appellate Authority under section 185;

(xi)  to regulate the procedure for the investigation of
misbehavior or incapacity of a member of the State
Appeliate Authority under sub-section (3) of section 16;

(xif)  the other matters for which the State Appellate Authority
shall have power of civil court under clause (vi) of sub-
section (1) of section 17;

(xiii) the manner and the time frame within which the public
authority shall publish a report and other particulars for
discharge of functions of the public authority under
sub-section (2} of section 24; _

(xiv)  any other matter which is or may be provided by rules
under this Act.

3) All rules made under this section shall be laid for not less than
thirty days before the State Legislature, as soon as possible after they are
made and shall be subject to rescission by the State Legislature or to
such modification as the State Legislature may make during the session

_ in which they are so laid or the session immediately following.

(4)  Any rescission or modification so made by the State Legislature
shall be published in the Official Gazette, and shall thereupon take

30. (1) i any difficulty arises in giving effect to the provisions of
this Act, the State Government may, by order published in the Official
Gazette, make such provisions not inconsistent with the provisions of
this Act as may appear to be necessary for removing the difficulty:

Provided that no order shall be made under this section after

| ‘expiry of two years from the commencement of this Act.

(2)  Every order made under this section shall be laid, as soon as
may be after it is made, before the State Legislature.

ot e e

GOVERNMENT CENTRAL PRESS, GANDEINAGAR,
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Notification
Government of Gujarat
finance Department,
Sachivalaya, Gandhinagar.

" Date:23/03/2016

Gujarat (Right of Citizens to Public Services) Act, 2013.

No.GN /15 {2016}MIS,(102014,‘560/B .- In exercise of the powers conferred by
section 4 of the Gujarat-(Right of Citizens to Public Sharvices) Act, 2013 (Gujarst
16 of 2013), the Government of Gujarat hereby notifies the services as
mentioned in column 2 of Appendix-A, appended to this notification and the

stipulated time limits within which such services shall be provided as specified in
column 3 of the said AppendiX.

£

By order and in the name of Governor of Gujarat,

P ATkt ¢
. (G.P.Patel)

Deputy Secretary to Government

=

Finance Department.
70,
“The Secretary to the Hon'ble Governor
The Principal Secretary to Chief Minister
The Personal Secretary o, the Minister/ Minister of state (all)
The Personal Secretary to the Leader of Opposition
“The Secretary, Gujarat Leglsiative'Secretariat, Gandhinagar
+The Secretary, Gujarat public Service Commission, Ahmedabad
«The Secretary, Gujarat Vigilance Commissipn, Gandhinagar
*The Registrar, Gujarat High Court, Ahmed%ad
*The Secretary, Gujarat Civil Services Tribuhal, Gandhinagar :
*The Secretary, Gujarat Subordinate Service Selection Board, Gandhinagar
*The Secretary, Gujarat Information Commission, Gandhinagar
The Accountant General, Ahmedabad / Rajkot
The Pay & Account Officer, Ahmedabad / Gandhinagar
The Resident Audit Officer, Gandhinagar / Ahmedabad
All Department of Secretariat -
All Heads of Department under the Finance Department
The Manager, Government Press, Gandhinagar- :
Wwith a request to publish the notification in Gujarat Government Gazette and
cend one hundred copies to this department. -
The Legislative and Paﬁiamentéry Affairs Department, Sachivalaya, Gandhinagar-With

request to publish Gujarati translation of Notification and send One hundred copies to
this department . -

All branches of Finance Department -
The Selec File. .
* By letter s R

- o T




Office of the
Commercial Tax_
Commissioner

Appendix-A
Name of Name of Services Time limit for service to |
Department be provided
i = ) 2 - ] 3 2
Finance Certificate of Registration Provisional - 3 days
Department

-Gujarat Value Added Tax Act

Final TIN Reg. No. 30 days

-Central Sales Tax Act Tatkal - 5 days
Addition/Alteration in 30 days
Certificate of Registration
-Gujarat Value Added Tax Act

| =Central Sales Tax Act

3

Cancellation of " 30 days ]
Registration Certificate
-Gujarat Value Added Tax Act
-Central Sales Tax Act

I Applications under Professional

i Tax Act{for Notified and Cantonment
Area)
(a)To obtai_n_Ce:tiﬁc‘_até of Registration 30 days ]
(b)To obtain Certificate of Enrollment 8 30 days
(c) AdditionfAlteration 30 days ]
Application to obtain Statutory]
Forms :
- Form C/F/H R 8 days ™

s S—

- Form-402 (For Specified goods) 8 days

| - Form-403 (For Specified goods) 8 days
Allotme?t of a Tax Deduction 10 days
Account Number(TDN)
Provisional Refund of Tax Credit - 30 days

(a) In the case of Exports
(b) In the case of other than
Exports
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0 PART IV-B

 Rules and Orders (Other than those published in Parts I, I-A, and I-L) made
' by the Government of Gujarat under the Gujarat Acts

GENERAL ADMINISTRATION DEPARTMENT
Noﬁﬁcatlon
a Sachivalaya, Gandhinagar, 13" April, 2016.

| Gujarat (Right Of Citizens to Public Services) Act, 2013

: No: GS/27/2016/NAP-102013/ 1443/ARTD-4:- In exercise of the powers conferred by
section 12 of the Gujarat (Right Of Citizens to Public Services) Act, 2013 (Guj. 16 of 2013) (herein

: affer referred to as 'the said Act'), the Government of Gujarat hereby cpnstitutes the following State
. Appellate Authorities as specified in column 3 of the Schedule appended hereto and specified the
department as shown against each of them in column 2 of the said schedule to exercise the powers
- conferred on or imposed upon and to perform functions assigned to the Authority under the said
e | |
[
‘Provided that such State Appellate Authorities shall exercise such appellate powers over the
decisions or otherwise of the designated authority or designated authosities who has or have been
appointed as such in their respective departments as specified in column 2 of the said Schedule:

Provided further that in case where there are more than one Additional Chief
Secretaries/Principal Secretaries/Secretaries in the same department, then, the appeal in question
shall be preferred to such oﬁ' icer who is dealing with the concerned subject for which an appeal is
Fn'hred

 IV-BEx-303 303-1




303-2 GUJARAT GOVERNMENT GAZETTE, EX., 13-04-2016

[PART IV
SCHEDULE
Sr, No Name of the Department State Appellate Authority
1 : 2 -
1 Finance Department. Additional Chief Secretary/
_ Principal Secretary/Secretary
2 Women=and Child Development Department. Additional Chief Secretary/
. Principal SecretaryA§ecretary
3 Narmada, Water Resources, Water Supply and Additional Chief Secretary/
Kalpsar Department. Principal Secretary/Secretary
4 Forest and Environment Department. Additional Chief Secretary/
Principal Secretary/Secretary
5 Food, Civil Supply and Consumers Affairs Additional Chief Secretary/
Department. ' . Principal Secretary/ Secretary -«
6 Agriculture  and  Co-operation Department. |Additional Chief Secretary/
. Principal Secretary/Secretary
2 Ports and Transport Department. Additional Chief Secretary/
' ' |Principal Secretary/Secretary -
8 Panchayat, Rural Housing and Rural Development |Additional Chief Secretary/
Department. Principal Secretary/Secretary
9 Tribal Development Department. Additional Chief Secretary/
Principal Secretary/Secretary
10 Home Department. Additional Chief Secretary/
_ _ Principal Secretary/Secretary
11 |Health and Family Welfare Department. Additional Chief Secretary/
) : Principal Secretary/Secretary
12 |Labour and Employment Department. Additional Chief Secretary/
_ Principal Secretary/Secretary
13 |Social Justice and Empowerment Department. |Additional Chief Secretary/
' Principal Secretary/ Secretary
14 |Urban Development and Urban Housing Additional Chief Secretary/
Department. Principal Secretary/ Secretary
15  |Revenue Department Additional Chief Secretary/
' - Principal Secretary/Secretary
16  |Industries and Mines Department. Additional Chief Secretary/
' Principal Secretary/Secretary
17  |Energy and Petrochemicals Department. Additional Chief Secretary/
Principal Secretary/Secretary
18  |Information and  Broadcasting Department. |Additional Chiéf Secretary/
: Principal Secretary/Secretary
19  |Sports, Youth and Cultural Activities Department. |Additional Chief Secretary/
' Principal Secretary/Secretary

By order and in the name of the Governor of Gujarat,

VIPUL MITTRA,

GOVERNMENT CENTRAL PRESS, GANDHINAGAR.
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PART IV-B

Rules and Orders (Other than those publiﬁhéd in Parts I, I-A, and I-L) made
by the Government of Gujarat under the Gujarat Acts

GENERAL ADMINISTRATION DEPARTMENT

Notification

L ' Sachivalaya, Gandhinagar, 13™ April, 2016.

GUJARAT (RIGHT OF CITIZENS TO PUBLIC SERVICES) ACT, 2013.

No: GS/27/2016/NAP-102013/1443/ARTD-4:- In exercise of the powers conferred by section 12 of
the Gujarat (Right Of Citizens to Public Services) Act, 2013 (Guj. 16 of 2013) (herein after referred to as 'the
said Act), the Government of Gujarat hereby constitutes the following State Appellate Authorities as
specified in column 3 of the Schedule appended hereto and specified the department as shown against each
of them in column 2 of the said schedule to exercise the powers conferred on or imposed upon and to
perform functions assigned to the Authority under the said Act: - '

Provided that such State Appellate Autherities shall exercise such appellate powers over the

decisions or otherwise of the designated authority or designated authorities who has or have been appointed
as such in their respective departments as specified in column 2 of the said Schedule:

Provided further that in case where there are more than one Additional Chief Secretaries/Principal

Secretanw’Secretanes in the same department, then, the appeal in question shall be preferred to such officer

who is dealing with the concerned subject for which an appeal is preferred.

Schedule _ ;
{Sr-No_ -Name of the Department 1 State Appellate Authority
1 2 ' 3
1. | Finance Department. Additional Chief Secretary/
: ; Principal Secretary/Secretary
2 | Women and Child Development Department. Additional Chief Secretary/
. : Principal Secretary/Secretary

- IV-B Ex.-312 312-1
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312-2 GUJARAT GOVERNMENT GAZETTE, EX., 19-04-2016 [PART IV-B
Sr. No Name of the Depariment State Appellate Authority
1 ' 2 - 3
3 | Narmada, Water Resources, Water Supply and Kalpsar Additional Chief Secretary/
Department. - ' Principal Secretary/Secretary
4 Forest and Environment Department. 'Additional Chief Secretary/
Principal Secretary/Secretary
5 Food, Civil Supply and Consumers Affairs Department. Additional Chief Secretary/
_ ] Principal Secretary/Secretary
6 Agriculture and Co-operation Department. Additional Chief Secretary/
. Principal Secretary/Secretary
7 Ports and Transport Department. Additional Chief Secretary/
. Principal Secretary/Secretary
8 Panchayat, Rural Housing and Rural Development Additional Chief Secretary/
Department. Principal Secretary/Secretary
9 Tribal Development Department. Additional Chief Secretary/
Principal Secretary/Secretary
10 | Home Department. Additional Chief Secretary/
Principal Secretary/Secretary
11 Health and Family Welfare Department. Additional Chief Secretary/
Principal Secretary/Secretary
12 | Labour and Employment Department. Additional Chief Secretary/
- Principal Secretary/Secretary
13 Social Justice and Empowerment Department. Additional Chief Secretary/
E Principal Secretary/Secretary
14 | Urban Development and Urban Housing Department. Additional Chief Secretary/
_ ' Principal Secretary/Secretary
15 | Revenue Department Additional Chief Secretary/
Principal Secretary/Secretary
16 | Industries and Mines Department. Additional Chief Secretary/
Principal Secretary/Secretary
17 | Energy and Petrochemicals Department. Additional Chief Secretary/
: Principal Secretary/Secretary
18 | Information and Broadcasting Department. Additional Chief Secretary/
- Principal Secretary/Secretary
19 | Sports, Youth and Cultural Activities Department. Additional Chief Secretary/-

Principal Secretary/Secretary |

By order and in the name of the Governor of Gujarat,

VIPUL MITTRA,

Principal Secretary to Government.

Government Central Press, Gandhinagar.
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