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;"hli" a5 the date on which the provision of section 3 of the said Act shall come into force.
ErvicEs)

Act MILY.

By oeder and in the name of the Governor of Gujarat,
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{ VIPUL MITTRA )

Principal Secretary to Government
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The Secrotary o the Hon'ble Governor
The Princigal Secretary 1o Chief Minister
The Personal Secretary 1o the Minster Sinister of State (all)
The Personal Secretary to the Leader of Oppositen
The Secretary, Gujarat Legislative Secretariat, Gandhinagar
The Secretary, Gujarat Public Service Commisssan, Ahmedabad
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The Secretary, Gujarat Civi Seraces Tribunal, Gandhinagar
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request to publish Gujarati translation of Matification and send Two hundred copies to this
departrment
All Branches af General Adrministration Depariment
The Selbect Filg
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Exira No. 16

©
The Gujarat Gobernment GSasette

EXTRAORDINARY
PUBLISHED BY AUTHORITY
Val. LI MONDAY, APRIL 15, 2013/CAITRA 1935
Separate paging is given to this Part in order that it may be filed as a Separate Com pilation.
FAET IV¥
" Acts of Gujarat Legislature and Ordinances promulgated and

Regulations made by the Governor.

The following Act of the Fu;aral Legislature, having been
assented to by the Governor on the 12" April, 2013 is hereby published
for general information,

C. J. GOTHI,
Secretary o the Government of Gujarat,
Legislative and Parliamentary Affairs Departrnent.

GUIARAT ACT NO. 16 OF 2013,
(First published, after having received the assent of the Governor,
in the "Gufarat Government Gazette”, on the 15" April, 2013),
AN ACT

to lay down an obligation upon every public authority 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 enacted in the Sixty-fourth Year of the Republic of
Indin = follows:-

CHAFTER 1
PRELIMINARY

L (I} This Act may be called the Gujarat (Right of Citizens to Short title,

Public Services) Act, 2013, extent and

(2)  Itshall extend to the whole of the State of Gujarat.

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

V-EX. 061 161
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16-2 GUIARAT GOVERNMENT OAZETTE, EX.,15-04-2013 [PART IV

Defnitions. 2 In this Act, unbess the context otherwise requires,--

fa)  “Authority” means a State Appellate Authorify constituted under
sub-section (1) of section 2]

(b “complaint” means a complaint filed by a cilizen regarding any
' grievance relating 1o, 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 1o the service

matters of a public servant whether serving or retired;

(<) “days" means the working days, referred 1o 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 &;

{e) “Degignated Officer” means an officer whose mame is published
under section % for rendering of services;

ify “Cirievance Redressal Officer™ means a Grievance  Fedressal
Officer appointed under sub-section (1) of section &;

() “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,

(i) “public authority” means any suthority or body or institution of
Government established or constituted, -

{i by or under the Constitution;

{ii} by any other law made by Parliament;

fifi} by any law made by the State Legislature;

fivi 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
Grovernmendt;

() non-Government  organization  substantially

provided by the State Government;

{c)  an organization or body corporate in its
capacity as an instramentality of “Siate”
as defined under article 12 of the
Constitution and rendering services of
public utility in the State of Gujarst;
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services are rendered to receive, enguire into and redress any complaints
from citizens in the manner as may be prescribed:

Provided that the Grievance Redressal Officer so appointed shall
be at least one level above, and be deermed to have administrative control
o the Designated Officer.

PART IV GUIARAT GOVERNMENT GAZETTE, EX.,15404-2013 16-3
id} o Govemment company as defined under 1 of 1956,
section 617 of the Compmnies Act, 1956
which is a State Public Sector Undentaking;
{e)  any other company which supplies goods
or renders  serviees W the State
Grovernment in pursuance of an obligation
imposed under any Central or State Act or
under any licance or authorisation under
any law for the time being in force.
(% by an or  memorandum of
understanding between the State Government and
any private entity as Public-Private Partnership or
otherwiss;
)y ™ service" means all the goods and services, including functions,
obligations, responsibility or duty, to be provided or rendered by
i public authority;
(k)  “State” means the State of Gujamt.
CHAFTER 11
RIGHT TO DELIVERY OF SERVICES
3 Subject 10 the provisions of this Act, every individual citizen  pight 1o
shall have the right to time bound delivery of services and redressal of serviees,
grievances,
CHAPTER III
NOTIFICATION OF SERVICES BY STATE GOVERNMENT
4, The State Goverament may, from time to time, notify the Notification
services to which this Act shall apply and the stipulated time-limits of serviees by
within which the services shall be provided. et
Fovernmei.
5. A public authority shall, within two months of the notification  Obligation of
issued under section 4, publish the names and addresses of Designated :.u.w:l;h
: £ x L] i pu A S
CHTicers responsible for rendering of services notified under section 4, of tmdividuals
o
CHAPTER IV s e
APPOINTMENT AND OBLIGATIONS OF GRIEVANCE serviee,
REDRESSAL OFFICERS
6. (1) Every public authority shall, within two months of a Appsintmest
natification issued under section 4, designate os many officers as may be a0d
necessary as Grievance Redressal Officers in all administrative units or 3_""“““‘
offices at the State, district and taluka levels, municipal corporations, mﬁm'l""“
municipalities, notified areas, panchayats and such other offices wherea! omieers,
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I6-4 GUIARAT GOVERNMENT GAZETTE, EX.,15-04-20173 [FPART IV

{2y Ewvery public authority shall, immediately on appointment of a
Grievance Redressal Officer, display at its office or customer care
centre or help desk or Jan Seva Kendra and at the sales outlet, if any,
wehsite and at the office of the Grievance Redresial Officer, the name of
the Grievance Redressal Officer, his address and telephone number,
FE-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
Griievance Redressal Officer under sub-gection {1} for such aress, 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 1o citizens in filing complainis.

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

Achmowledgement 7. All complaints shall, within three working days of the making of
of complaist by the complaint, be acknowledged by a receipt, issued in writing or
receipl (hereaf. through clectronic means or through text message of through any other

' menns & may be prescribed, specifying the dote, time, place, unique
complaint number and particulars of receiver of complaint along with
the stipulated time frame within which the complaint shall be redressed.

Aztlon to be §, (1} Upon receipt of a complaint made under section &, it shall be
taken b he duty of the concerned Grievance Redressal Officer to ensure that,
Grrievance
fetrenl (8)  the grievance is remedied in the prescribed time frame;

(b)  the reason for the occurrence of the grievance is
identified, the gricvance is redressed satisfactorily within
the prescribed time frame and the responsibility, if any,
of the defaulting person 15 fixed;

{e)  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;

id)  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 facle grounds for & case under the
Prevention of Comuplion Act, 1988, the Grievance g9 .7 poms.
Redressal Officer shall make an observation to that effect
and in writing refer the same to the appropriate anthority.

{(2)  The Grievance Redressal Officer shall ensure that the
eomplainant is informed in writing the manner in which ihe gricvance is
recdressed.
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PART IV] GUIARAT GOVERNMENT GAZETTE, EX_15-04-20173

. (1) The Grievance Redressal Officer shall, within the prescribed
time frame, report every complaint which has not been redressed along
with the details of the complainant, sature of complaint, and reasons for
non-redressal of the complaint to the Designated Authority.

{2} Ewery 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 WV
APFEAL TO DESIGNATED AUTHORITY

10. (I} Every complaint forwarded along with the details under
section 9 shall be deemed to have been filed by way of an appeal to the
Designated Awhority.

(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, prefier an appeal o the Designated Authority:
Provided that the Designated Authority may admit the appeal
after the expiry of thirty days if it iz satisfied that the complainant was
prevented by sufficient cawse from filing the appeal in time.
{3}  The receipt of an appeal under sub-section (2} shall be
acknowledged by the Designated Authority in writing or through
Elecmninmmﬂm@mﬂmmeﬁrﬂwnughmrnﬂwrmmsm
may be prescribed, within three working days,
() 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,

(3)  The Designated Auwthority shall arrange to deliver copies of the
decision io the parties concerned within the prescribed time frame.

(6)  The Designated Authority may, in deciding an appeal, impose

16-5

Forwarding of
details af mon-
redressal of
complaimis io
Diesigmated
Awthority.

Appeal.

penalty, as prescribed in sub-section (1) of section 23, against the .

concerned officer for acting in a male fide manner or having failed 1o
discharge his duties without any sufficient and reasonable cause:

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

(7} %ilnpmﬂmmcbnimﬂhuﬂmiwﬂutmepiﬂm
complained of is prima focie indicative or representative of a corrupt act
or practice in terms of the Prevention of Corruption Act, 1988 on the
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 zame 1o the BpprOpriaEte
authority.

4% of 1988,
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166 GUIARAT GOVERNMENT GAZETTE, EX.,15-04-2013 [PART IV

(8}  The Designated Authority shall upon adjuedication of a complaint
have the powers to issue directions requiring the concemesd officers of
the public authority to take such steps 05 may be necessary to render the
services in eompliance of the notification issued under section 4.

CHAPTER VI
APPEAL TOSTATE APPELLATE AUTHORITY

Appeal toStae 11, (1) Any person whe does not receive a decision within the
Appeliate prescribed time frame or is aggrieved by a decision of the Designied
Awbority. o ihority may, within thirty days from the expiry of such period or from
the receipt of such a decision, prefer an appeal 1o 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 couse from filing the appeal in time.

{2} The decision of the State Appellate Authority under this section
shall be binding.

Conatitution of 12, (1) The State Government shall, by notification in the Cyficial
State Appellate Ga=site 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.

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

Qualifientions for 13. A person shall not be gualified for appointment as a member of a

appointmest 35 A ythority unless he is or has been an officer of the State Government

*ﬂﬂ‘:“mmﬂig holding or has held & post in the mok of, or equivalent to,

MTME.'. Secretary or Principal Sccretary or Additional Chief Secretary or Chief
Secretary to the State Government.

Term of office 14 A person 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 enfers upon
State Amr:_i: office or until he attains the age of sixty-five years whichever is carlier:
A ¥
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 Govemment shall provide to the Authority with
and allowsnees o0k officers and emplovess a5 may be necessary for efficient

of Siate ; ; .
Appellate performance of its functions under this Act.
Authority. {Z)  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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PART IV] GUJARAT GOVERNMENT GAZETTE, EX.,15-04-2013

(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 estsblished by or under any
State Act or a Government company owned or controlled by the State
Grovermment, 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 amd conditions of service of a member of Siate Appellate
Authority shall be varied to his disadvantage after the appointment.

16. (1} Any member of the State Appellate Authority, mayv, by notice
in writing under his hand addressed to the Chiefl Secretary to the
Crovernment, resign his office.

(2)  Notwithstanding anything contained in sub-scction (1), the State
Government may by order remove from office 2 member if the
member -
(i 15 adjedped an insolvent; or
(if) haz been convicted of an offence which, in the
opinion of the State Government involves moral
narpitude; of
(i)  engages during his term of office in any paid employment
oulside the duties of his office; or
(v} is, in the opinion of the State Government, unfit to
continue in office by reason of infirmity of mind or
body; or
(¥}  has acquired such financial or other interest as is likely 1o
affect prejudicially his functions as a member.

(3} The State Government may, by rules, regulate the procedure for
the investigation of mishehavior or incapacity of 8 member.

17. (1) The Authomty 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:-
(1) summaoning and enforcing the attendance of any
person and examining him on oath;

16-7
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16-8 GUIARAT GOVERMMENT GAZETTE, EX.,15-04-2012 [PART IV

{ii}  discovery and production of any document or other
material object producible as evidence;

(i}  receiving evidence on affidavits;

(iv)  requisitioning of any public record;

{(v)  issuing commission for the examination of witnesses;

{wi}  such other matter which may be prescribed,

{7}  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 5 of 1998
of natural justice and subject 1o the other provisions of this Act and of

any rules made there under, the Authority shall have the power to

regulate its own procedure.

Deliveryef 18,  The Authority shall arrange to deliver copies of the decision o
eopies of (he parties concemned within the prescribed time frame.
decissan,
Staffand {9,  The siaff and officers of the Authority shall be deemed 10 be
“'""‘-'”;J'b‘l’_: public servants within the meaning of section 21 of the Indian Penal 45 0r1880.
SETVANLS, Code.
Procedure of 20. (1) The Authority shall, upon adjudication of a complaint, have
adjwdieation she pawer to issue directions requiring the public authority to take
by Seate o),y steps as may be necessary to render the services in compliance of

:.':E::: the notification isswed under section 4.

{2} It shall be the duty of the Authority to receive and inquire into &
complaint from any person .-

{a}  who has been unable to_submit an appeal to the
Deszignated Authority;

(b)  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 redressing of a complaint or appeal under this Act.

purden of proof 21, In any appeal proceedings, the burden of proof to establish the
o B 00 e padresen] ufr,u-m,plaj[ﬂ.. shall be on the Grevance Redressal Officer

Grievance . ¢
Redressal Officer. who denied the request.

Where 22, Where it appears to the Authority that the grievance complained
Grievance of i orima facie, indicative of a corrapt act or practice in H.‘:rmufﬂ:-:
complained of . ention of Cormuption Act, 1988, on the part of the responsible officer 49 of 1988
corvupt ©F the public authority compluined against, then it shall record such
practices, evidence a5 may be found in support of such conclusion and shall refer
the same to the appropriate authority.
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PART IV] GUIARAT GOVERNMENT GAZETTE, EX,,1504-2013 16-9
CHAFTER VIl
PENALTIES AND COMPENSATION
3. (1) The Designated Authority or the State Appellate Authority Pensbty and
may impose & fumipr sum penally against a designated officer responsible Compensation

for rendering of service to which the applicant is entitled, or against a "F el fide
Crievance Redressal Officer, for acting in a mala fde manner or for wetlon.

having failed (0 dischorpe his dutics without any sufficient and
reasonable cause, which shall nod be less than one thousand rupees and
may extend up 1o 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,
(Z)  On imposition of the penalty under sub-section (1), the State
Appellate Authority or the Designated Authority, & the case may be, may, by
order, direct that such portion of the penalty imposed under sub-section (1)
shall be swarded to the appellant, as compensation, as i may deem fit

Provided that the amouni of such compensation awarded shall

not exceed the amount of penalty impoesed under this secton.
(3)  If any public servart is found guilty under sub-section (1), the
disciplinary authority shall initiate the disciplinary proceedings against
such officer of the public suthority, who, if proved to be guilty of & mala
Jide action in respect of any provision of this Act, shall be liable to such
punishment as the disciplinary authority may decide.

CHAPTER VIII
REPORTING OF REDRESSAL OF GRIEVANCES BY PUBLIC
AUTHORITY

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

(23 Every public authority shall publish in the prescribed manner and
i the prescribed timé frame, a report mentioning therein- '
(&) the number of appeals and complaints received;
(b}  the number of appeals and complaints dispased of;
(¢}  the number of appeals and complaints pending;
{d} such other particulars, as may be prescribed, for
discharge of its functions under this Act.

CHAFTER IX
MISCELLANEDOUS

25, Mo civil court shall have jurisdiction to settle, decide or deal with
any question or to determine any matter which is by or under this Act
required to be settled, decided or dealt with or to be determined by the
Grievance Redressal Officer or the Designated Authority or the State
Appellate Authority,

requirements.

Bar ol
Jurisdiclion
of court.
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16100 GUIARAT GOVERNMENT GAZETTE, EX.,15-04-2013 [FART IV

Enforcementof 26.  Every order made by the Siste Appellale Authority may be
orders by State enfyeeed by it in the same manner a5 if it were a decree or order made by
:uﬁ'_“" a court in a suit pending therein and it shall be lawful for the Authority
T o send, in the event of its inabdlity to execate it, such order 1o the court

witkin 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

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

{1 inthe case of an order against any other person, the place where
the person concemed voluntarily resides or carries on business or
personally works for gain 5 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 exscution.

Protection 27, Mo suit, prosecution or other legal proceedings shall lie against
For acts done any person-—
i goad faith.
{2)  for anything which is in good faith done or intended 10 be done
under this Act or any rube made thereunder, or

()  delay in rendering of service or not being able o render service
where such delay or inability is on sccount of reasonable cause
beyond the control of the person responsible for delivery of the
SErvice,

Provisions o 28, The provisions of this Act shall be in addition 1o and not in
b iin mddition | : iy i
o axisting derogation of any other law for the time being in force.
L. . . -
Powerts 29, (1) The State Government may, by nofification in the Cfficial
make rubis (Goretre, moke rules, not inconsistent with this Act, for carrying out the
and "5’"‘}: purposes of this Act.
a
(2} In particalar and withoul prejudice o the penerality of the
foregoing provisions, such mules may provide for all or anmy of the
fiollowing matters, namely:-

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

(i1} the manner of acknowledgement of complaints received
and particulars of receiver of complaint and time frame for

. redrecses under section T;

(fii)  the time frame for redresses of gricvances under sub-
section (1) of section 8,

{ivi the time frame within which the Grievance Redressal
Officer shall report to the Designited Auwthority wnder
section P,

(vl the other means of acknowledpement under sub-section
(3) of section 10;
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PART IV] GUIARAT GOVERNMENT GAZETTE, EX.15-04-2013 16-11

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

(wii)  the time frame within which the Designated Authority
shall deliver copies of the decision to the parties concermad
under sub-section (5) of section 10;

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

(ix)  the number of members of the State Appellate Authorty
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 1 5;

(xi} o regulmte the procedure for the investigation of
mishbehavior or incapacity of a member of the State
Appellate Authority under sub-section (3) of section 16

(xii)  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 fonctions of the public awthority 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 afler they are
made and shall be subject 1o rescission by the State Legislature or 1o
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 Oficlal Gazeire, and shall thereupon take
effect.

30. (1) If any difficulty arises in giving effect to the provisions of Pewer to
this Act, the State Government may, by order published in the Qfficial remove
Gazeife, make such provisions not inconsistent with the provisions of @iMculties.
this Act as may appear o 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 saction shall be laid, as soon as

EmEEEsm
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