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ENABLING RESPONSIVE GOVERNANCE 
THROUGH GRIEVANCE REDESSAL AND 

PROGRAMME MONITORING
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In the development paradigm, public grievance redressal happens to be one of the major planks across the globe. In conformity with United Nations’ 
Sustainable Development Goals, the provincial government of West Bengal in India having a population of 110 million people launched a comprehensive 
online ICT enabled Public Grievance Redressal System in June, 2019 under the aegis of the highest provincial authority. It envisages to ensure responsive, 
accountable and transparent public service delivery bestowing legitimacy and public trust across the province. Within one and half year of its’ functioning, 
the project has handled more than 1.1 million grievances in online mode, around 62 million service request in special camp mode around 97% resolution. 

Using innovative ICT including GPS Mapping, Dynamic Dashboard and Grievance tracker, a robust back end user interface covering 4,256 administrative 
units of the provincial government has been developed. Besides service level, the portal also offers grievance status updates to ensure transparency and 
accountability. Respondents’ feedbacks are also obtained to assess effectiveness of the redressal mechanism. The system has enabled addressing even 
the faintest voice making welfare discourse more inclusive, dynamic and vibrant. 

Besides usual redressal of grievances, the project goes beyond - systematically analysing inputs in the form of requests and grievances, more simplistically 
grievance narratives of the public, pitted against service delivery of the various welfare schemes, causes of grievance incidence and regional variations. The 
data analytics are not only used for process re-engineering of different flagship schemes of the government with policy prescriptions and implementation 
level suggestions, they are also shared with the provincial policy makers and implementing authorities for conceiving various micro-schemes and 
reaching out special assistance to different sections of people, who had been hitherto excluded.

Based on data analytics, the provincial government of West Bengal conceived three big mission mode regional campaigns like the ‘Pathshree’ (Construction/ 
repairing of roads of 14,416 km road length), ‘Duare Sarkar’ (Government outreach programme) and ‘Paray Samadhan’ (micro-local problem resolution), 
which generated considerable public responses, unparalleled in the welfare history of the province. During the Covid’19 lockdown, the data analytics 
facilitated the provincial government in conceiving and implementing various micro-schemes like the ‘Sneher Paras’ (one-time ex-gratia payment to 
migrant workers stranded during Covid’19 lockdown), ‘Karmo Bhumi’ (job-assistance in IT/ ITeS sectors), ‘Prochesta Prokolpo’ (distribution of subsidised 
food grain and financial assistance to daily wage workers during lockdown), ‘Hawker Support Scheme, 2020’ (financial assistance to hawkers who have 
lost livelihood opportunities due to lockdown) and many other micro-level interventions to address specific needs of people. Next few pages highlight the 
functioning of this e-Governance project and chart important milestones exploring its scalability and replicability elsewhere of development governance. 

FOREWORD
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MILESTONE

2019

2019

2019

2020 2020

2020

2020

2020

2020

2020

2020Envisaging Citizens 
reach out to the highest 
level of Administration: 
June 2019

Over 5 lakh Social 
Welfare Pensions 
disbursed following 
grievances: March 2020

Benefitting 4 million 
people with food & shelter, 
another 2 million migrants 
with travel assistance: 
Launch of Sneher Paras 
in July, 2000 during the 
Lockdown

Over 30000 Cases 
benefitting more than 
0.3 million people 
with food, shelter 
and medicine in the 
aftermath of the cyclone 
Amphan; May, 2020

Over 34 thousand 
houses constructed 
under Shelter for the 
shelterless: Housing for 
the Shelterless

Bringing 12 major 
flagship schemes under 
the umbrella bringing 
benefits to citizens’ 
doorsteps: Launch of 
Duare Sarkar

Launch of 
Duare Ration 
100 million 
citizens to get 
ration at door 
step.

7,309 number of roads 
spanning over a length 
of 14,416 kms have been 
completed and handed 
over for social audit: 
Pathashree Abhiyan

3,561 Bangla 
Sahayata Kendra set 
up to provide free cost 
services to citizens

7,309 number of roads 
spanning over a length 
of 14,416 kms have been 
completed and handed 
over for social audit: 
Pathashree Abhiyan

Duare Sarkar Phase-II 
Largest Public outreach 
campaign with 18 major 
focus areas. launch of 
Lakshmir Bhandar

During COVID Pandemic, Daily 
Coordination with Other States for 
Providing food and shelter at places 
where they were stranded

Over 62,000 grievances 
were received: 
December, 2019

2021

2021



5

Only a Call Away…
This e-governance project is socially inclusive. It is designed to accept grievance from many sources and modes such as phone a call or 
an e-mail or through social media entries, even a handwritten  note  delivered  in person or through the service deivery centres called the 
Bangla Sahayata Kendras (BSKs) dotted across the State.

The Grievances are put to various analysis to reflect upon the effectiveness and otherwise of Government policies, welfare schemes and 
appropriate interventions to reorient towards good governance.

Each grievance is classified among 182 categories 
for easy identification

The Grievance is forwarded for redressal to the Head 
of Department (HoD) and its sub-offices

Inbuilt SMS status are triggered to inform the 
respondents with disposal status just as it reminds 

HoDs about the pendency

Respondents’ feedbacks are obtained through 
outbound calls to assess effectiveness of redressal 
mechanism and for its continuous improvement

Grievance are uniquely identified and SMS alerts are 
triggered to the applicant giving acknowledgement 

of grievance 23 Districts

53 Departments

About 4395 sub-offices

182 Grievance Categories

28 Superintendent of Police

7 Police Commissionerates

7 Municipal Corporations
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Grievance Profiling…
Grievances give policy makers a pulse to understand how 
delivery machinery is functioning. By identifying gaps and 
bottlenecks in the project, it helps in pruning the delivery 
mechanism while reaching out to citizens on a large scale.

The project has reduced paperwork and promoted a robust 
environment for governance. It has led to reduction in barriers 
and ensured seamless integration of stakeholders on a unified 
platform.

The portal works on the principle of continuous improvement of 
service delivery mechanism through incisive review, feedback 
and innovation. The fact that the system is monitored at the 
highest level of provincial administration gives it a legitimacy 
and immediacy never experienced before. The organic linkage 
between citizens & governance has worked toward creation of 
a sustainable environment and a citizen-centric eco-system 
that is both scalable & replicable. Since two and half year 
of its’ functioning, the Grievance Redressal Project handled 
1.1 million grievances online of which 97.3% grievances are 
already disposed and the rest are under disposal. District wise 
grievance disposal rate ranges from 87.26% to 98.7%. The 
highest provincial authority regularly supervises, monitors and 
guides administrative departments for  expediting disposal of 
grievances.

District wise disposal of Grievances



7

Gender & Sectoral Distribution...
In West Bengal, the sex ratio of female vis. a-vis male population as per 2011 census is 950:1000. It roughly reflects the composition of people 
reaching out to the government through the grievances in the portal, justifying gender inclusiveness of the Public Grievance Redressal Project.   

Gender Distribution of Complainants
The grievances are spread across different sectors such as the Social Welfare, 
Livelihood, Health, Education. Among the given sectors, grievance redressal has 
been the highest in the Health, Livelihood & Welfare sectors.

Female
494863
(45%)

Male
617178
(55%)
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Social and Spatial Distribution

Social Category wise Distribution Spatial Distribution
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Major life issues…
The provincial government of West Bengal launched many flagship programs for welfare of common people from time to time. Effective monitoring and 
timely redressal of public grievances enabling public service delivery is important. A profile of grievances lodged and redressed related to important 
public issues are portrayed below.

Schemes Grievances lodged

Kanyashree Prakalpa 5412

Rupashree Prakalpa 2554

Swasthya Sathi Enrolment 7974

Social Welfare Pensions 528627

Various Scholarships 8101

Roads Connectivity and Infrastructures 39007

TOTAL 591675

Schemes Grievances Disposed

Kanyashree Prakalpa 5379

Rupashree Prakalpa 2540

Swasthya Sathi Enrolment 7957

Social Welfare Pensions 528325

Various Scholarships 7967

Roads Connectivity and Infrastructures 38772

TOTAL 590940

GRIEVANCES LODGED GRIEVANCES DISPOSED
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When clock stopped ticking...

Offline Grievances Handled During Lockdown Period

In the wake of the COVID-19 pandemic, the Programme Implementation and Grievance Cell, Chief Minister’s Office, played a crucial role in 
helping the government in reaching out to the vulnerable people living in distress. The portal deftly handled distress calls and grievances related 
to travel assistance, medical emergency, provision of food and shelter and economic hardships faced by millions of homeless migrants.

Percentile Disposal of Grievances

100.00

99.99

98.02

90.00

Travel Assistance to 
migrants 

Medical Emergency 

Food/Shelter Assistance

Snehar Paras (Financial 
assistance to migrants)

91.00 92.00 93.00 94.00 95.00 96.00 97.00 98.00 99.00

98.39

99.98

Travel assistance to stranded Labourers in Other States/UTs: 14,59,693

Travel support to migrants from other States stranded in West Bengal: 5,50,386

Coordinated food and shelter issue for people belonging to West Bengal stranded in other States/UTs: 34,72,586

Facilitated food and shelter for people belonging to other States/UTs stranded in West Bengal: 4,76,209

20,077 grievances pertaining to employment prayer were processed off-line for providing employment opportunities under BSKY, 
Karmatirtha and other government initiatives
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Being helpless is like experiencing a sense of being paralyzed. That is what 
Anima Roy (name changed) experienced when India went into the state 
of complete lockdown in March 2020. Just like millions of other Indians, 
Anima and her family were clueless regarding their next plan of action, 
after receiving the grave news of a nation-wide lockdown.

On 30th March, the CMO Grievance cell received a call from Anima. She 
informed that she was stuck in Vellore with her family. They were almost out 
of food and the lodging facility was charging almost three times the tariff 
rate. Therefore, she asked for immediate assistance as they did not have 
much money left.

Sitting at her Kolkata residence, Anima dreads to remember those difficult 
days spent at Vellore. They had gone there for her father’s operation. 
However, never in their wildest dreams had they imagined that they would 
be left with no money to continue with the medical procedure. Over call, 
she desperately implored the grievance cell for assistance because their 
train got cancelled and they had no means to come back to Kolkata.

Consequently, the CMO grievance cell played its role in rescuing Anima 
and her family along with thousand others. They were provided with proper 
travel assistance even in such calamitous times.

“We called many people for help. We were desperate to come home with 
my ailing father. However, coming home safely was possible due to the 
timely intervention of the CMO Grievance cell.”

District wise Covid related Grievance Disposal Rate

HOW ANIMA CONQUERED THE 
COVID PANDEMIC
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The importance of having a roof over one’s head

When a storm rips people apart, they get to choose how to put themselves back together again. 
With this thought in mind, Avijit (named changed) who lives in the rural areas of Purba Medinipur 
with his family had approached the CMO grievance cell for help. He lived in a house made of 
mud, brick and straw which he built a few years back with all his savings. He had never imagined 
that his house would be ravaged by the storm and damage his crop.

On the night of the when Amphan hit, they evacuated and stayed at the local school building 
with all other villagers. Next morning, when he returned home, he saw that the roof of house was 
flown away.  Avijit works as a daily labour and is sole earning member of the family. It was very 
difficult for them to repair of their house. He left with no option. He applied for Amphan Relief 
Fund. Later, they called the CM Grievance cell for further assistance and the CMO Grievance cell, 
coordinated with local administration for speedy redressal of grievance. The local administration 
reported that house building grant amounting Rs. 5,000/- was sanctioned and disbursed to Avijit 
within 12 hours. Avijit was happy.

“I was hopeless when I saw my house in that condition. But I was glad I received aid to fix my 
shelter”.

Amphan, the devastating cyclonic storm, struck West Bengal in May 2020 wreaking 
havoc, in districts of South Bengal in particular, North 24 Parganas, South 24 Parganas, 
Howrah, Hooghly, Kolkata, Purba Medinipur, Paschim Medinipur, Nadia and Purba 
Bardhhaman. The Programme Implementation & Grievance Cell worked round the 
clock to swiftly and efficiently coordinate among district civil and police authorities 
and State Disaster Management authority and aided in addressing more than 30,000 
grievances related to shelter, house-damages, requirement of food and emergency 
medicines and other exigencies during and after the disaster.

Institutional Resiliance

District wise Amphan related Grievance Disposal Rate

Grievances during Cyclone Amphan
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The CMO’s Public Grievance Redressal System has already handled 
more than 1.1 million grievances in online mode, around 40.3 million 
grievances in special camp mode with arround 97% resolution within 
service level. 

1.  4 million people provided with food and shelter &  

2 million migrants received travel assistance during the 
COVID-19 pandemic;

2.  More than 0.3 million people given food, shelter 
and medicine in the aftermath of the super cyclonic storm 
AMPHAN in May 2020;

3.  Over 34 thousand houses were constructed for the 
shelter less;

4.  7,309 roads of more than 14,416 kms length 
completed and handed over for social audit;

5.   0.6 million beneficiaries of social pensions.

6.   3.7 million Digital Ration Card issued

7.   13.7 million Swasthya Sathi cards issued

Towards Progress…
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Beyond grievance redressal, the system systematically analyses grievance narratives of the citizens pitted against delivery of various welfare schemes, 
causes of grievance incidence and regional variations etc.  The data analytics are not only used for process re-engineering of different flagship schemes 
of the government but also come up with policy prescriptions and implementation level suggestions. Such feedbacks are shared with the provincial policy 
makers and implementing authorities for conceiving various micro-schemes and reaching out special assistance to the people, who hitherto had been 
excluded.

Based upon shared inputs, the provincial government of West Bengal conceived three big mission mode regional campaigns like the ‘Pathshree’ 
(Construction/ repairing of roads of 14,416 km road length), ‘Duare Sarkar’ (Government outreach programme) and ‘Paray Samadhan’ (micro-local 
problem resolution), which generated considerable public responses, unparalleled in the welfare history of the province. During the Covid’19 lockdown 
period, the data analytics facilitated the provincial government in conceiving and implementing a bouquet of  micro-schemes like the ‘Sneher Paras’ 
(one-time ex-gratia payment to migrant workers stranded during Covid’19 lockdown), ‘Karmo Bhumi’ (job-assistance in IT/ ITeS sectors), ‘Prochesta 
Prokolpo’ (distribution of subsidised food grain and financial assistance to daily wage workers during lockdown), ‘Hawker Support Scheme, 2020’ 
(financial assistance to hawkers who have lost livelihood opportunities due to lockdown) and many other micro-level interventions to address specific 
needs and promote welfare of people. 

Beyond Grievance Redressal
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The inputs received in the form of requests and grievances from the public or grievance narratives, grievance incidences and regional variations are 
analysed and are used as a tool for process re-engineering of different flagship schemes for better service delivery. Implementation level suggestions 
are shared with implementing authorities for augmenting change management. Around 6 lakh grievances pertaining to different flagship programmes 
were analysed to identify the implementation level critical gaps, some of which we will attempt to elucidate by taking a few examples.

Under ‘Rupashree’ (One-time financial assistance for economically stressed families at the time of their adult daughters’ marriages), it was found that 
40% grievances were from 4 districts of the province. About 95% of grievance incidence were due to delay in sanctioning the loan amount post successful 
verification, technical issues during form submission and failure in understanding eligibility criteria. 

Similarly, under ‘Swasthya Sathi’ (Basic health cover for secondary and tertiary care up to Rs. 5 lakh per annum per family) 35% grievances were from 
4 districts. Skewed regional distribution of grievances indicated some issues in the local implementing mechanism rather than in the policy. About 90% 
grievances were related to lack of understanding about the scheme, incorrectly submitted forms, and eligibility criteria.

In Gatidhara (financial support of vehicle cost for employment of registered unemployed youth in transport sector), around 45% of the grievances 
originated from 4 districts. More than 90% of the grievances were related to non-receipt of service benefits under the scheme post application, 
understanding the process of application and request for enhancing financial benefits.

Be it Swasthya Sathi, Kanyashree (financial support for unmarried women for further studies), Hawker Support Scheme (assistance to hawkers who have 
suffered huge loss during the Covid pandemic), Yuvashree (employment assistance), the Public Grievance Cell conducted detailed analysis and provided 
important insights for process re-engineering and change management to implementing agencies and policy makers. Based on the feedback, the 
provincial government undertook different changes, in relaxing eligibility criteria, enhancing budgetary allocation as in case of social welfare pensions, 
organizing corrective outreach campaigns such as ‘Duare Sarkar’ and ‘Paray Samadhan’ and others for welfare of the citizens.

Government Process Re-Engineering (GPR) of 
Flagship Schemes…. 
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The Government has taken proactive measures to 
address the concern areas which were leading to 
some concerned common grievance categories. 
This emphasises the fact that the Government 
has been responsive and have been trying to 
address the root cause of the issues rather than 
just resolving grievances

1. 62 million service requests disposed the 
Duare Sarkar camps

2. Over 14166 Km of road maintenance and 
construction work undertaken

3. More than 19400 community level issues 
redressed through Paray Samadhan

4. Duare Ration campaign to benefit 100 million 
citizens

5.  3561 BSK set up, more than 11.2 million 
services delivered

6. 15.9 million women benefitted under 
Lakshmir Bhandar Scheme

Responsive Governance at Door Step

Responsive
Governance

BSK
Single window 
service centre

 Income support to 
women

Road repair & 
construction

Government at
the Doorstep

Solving community 
issues

Food grains delivery 
at doorsteps

Duare
Sarkar

Lakshmir 
Bhandhar

Paray 
Samadhan

Duare
Ration

Pathashree
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Bangla Sahayata Kendra

Total Bangla Sahayata Kendras in Operation

Performance (as on 27.11.2021): 

Bangla Sahayata Kendras have emerged as the single-window service delivery platform (www.bsk.wb.gov.in) to provide public services free-of-cost at 
the grassroots. Bangla Sahayata Kendras have been set up throughout the State, bringing government services to the doorsteps of people. 268 citizen-
centric services belonging to 38 State Government Departments are presently being delivered through BSKs. 

Located at the offices of District Magistrates, Sub-divisional officers, Block Development Officers, Health Centres, Government aided libraries, office of 
the SI of schools and all Urban Local Bodies (ULB’s), the BSKs are acting as a one stop solution for services and queries relating to the State Government. 
In extending access to the people, the BSKs are breaking new grounds, delivering an average of 3-4 lakh services daily. The outreach and impact of BSKs 
are expected to grow further in the coming days, with the introduction of e-wallets enabling easy and speedy payment for various government services 
and transactions such as electricity bills, land mutation fee, and other utilities. BSKs reached a new benchmark on 27.11.202, as they successfully 
delivered more than 11.2 million services to the citizens of West Bengal.

No. of Bangla Sahayata Kendras (BSKs)

DM/ SDO/ BDO Offices Health Centres Office of SI Schools Public Libraries Urban Local Bodies Hosting State Government Departments

436 1500 726 748 151 4

Total No. of BSKs Total Footfall Service Requests Received Service Requests Delivered

3561 9686359 11615729 11197946
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• More than 11.2 million services have been successfully delivered through BSKs so far.

• On an average, 0.3 million services are delivered through BSKs on a daily basis. 

• The most popular services across the State are Registration for COVID vaccination, Swasthya Sathi Enrolment, Applications 

for Caste Certificates and Digital Ration Cards. 

• 268 Services under 38 departments have been notified for delivery through BSKs.

Top 10 Service Request Received and Delivered 
through BSKs

Sl 
NO.

Name of Services Service Request Received Services Delivered

1
Registration for Covid 

Vaccination
2556037 2518066

2
Apply Swasthya Sathi 
enrolment certificate

1325251 1296258

3 COVID patient info 1006527 988355

4 Caste Certificate 928644 889644

5
eKYC Seeding of Aadhaar 
with Digital Ration Card

694451 617127

6
Application status: digital 

ration card
628891 612648

7
Online Adhar & mobile 

link to digital ration card
568191 514966

8
Information on old age 

pension under Jai Bangla
193548 187045

9 Krishk Bandhu Scheme 165079 161439

10 Apply digital ration card 151527 142208
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Duare Sarkar

Duare Sarkar is an outreach 
campaign of the state 
government, spread over 
30 days, for delivery of 
specific schemes of the state 
government at the doorsteps 
of the people through outreach 
camp mode organized at the 
level of Gram panchayat and 
Municipal ward level. Based 
on thorough analysis of inputs 
received through grievances, 18 
major schemes were identified 
to create this massive outreach 
programme . Phase-I was 
conducted in December 2020 
and phase-II was conducted in 
August 2021. 

Arround 62 million service 
request has been disposed 
satisfactorily. 

Sl No. Name of Scheme Sector
Services 

Delivered Total

1 Khadya Sathi Welfare 3533385

17522789

2 Jai Johar Welfare 11741

3 Rupashree Welfare 111752

4 Manabik Welfare 58586

5 Lakshmir Bhandar Welfare 13807325

6 Taposhili Bandhu Social Security 49840
2321772

7 Bina Mulya Samajik Suraksha Yojana Social Security 2271932

8 Caste Certificatese Social justice 3515220 3515220

9 Krishak Bandhu (New) Livelihood 2242103
3659246

10 100 Days' Work Livelihood 1417143

11 Swasthya Sathi Health 11543889 11543889

12 Sikshashree Education 32299

2259966
13 Kanyashree Education 491435

14 Students' Credit Card Education 9913

15 Aikyashree Education 1726319

16
Banking Related (Opening of Bank 

Accounts etc.) 
Others 387785

919938
17

Mutation of Agricultural / Inherited Land 
and Minor Correction of Land Records. 

Others 267305

18 AADHAR Related Others 264848
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Paray Samadhan

To complement the ‘Duare Sarkar’ campaign, 
‘Paray Samadhan’ campaign was rolled out on 
28th December, for resolving critical community 
& neighbourhood needs and gaps such as 
infrastructure augmentation, manpower, supply 
and services provisioning amongst others. Utilising 
a fund of nearly 8156 million rupees, about 
10,180 local issues, comprising of infrastructure, 
manpower and supply & services, were addressed.

Paray Samadhan adopted an approach wherein 
the facilitation has been top-down while the 
microplanning has been bottom- up. Addressing 
community needs in a holistic manner, it has 
benefited more than 20.0 million of citizens.

Category of Issue 
 

No. of Issues 
addressed 

Status 

Completed Ongoing

Infrastructure 8415 1655 6760

Manpower 518 518 Issues addressed

Supply 1247 653 594

Sub-Category of Issues Issues handled

Roads and Bridges 3066

Drainage 1355

Drinking Water 1947

Education 442

Electricity 1270

Health 639

Irrigation 87

Others 839

Sanitation 535
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Duare Ration

1.  The project was launched on 16 November 2021

2.  It aims to provide food grains under Public Distribution System for people in 
West Bengal

3.  42000 new employment opportunities are created

4.  100 million beneficiaries reached

5.  5.5 million metric ton rice grains to be procured from farmers under this project
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Pathashree Abhiyan

The Pathashree Abhiyan was 
launched on 1st October 2020 
in mission mode based upon 
analysis of 39060 grievances 
pertaining to road construction and 
repair. The Pathashree Abhiyan 
Scheme envisages road repair and 
construction of more than 12000 kms 
across the State in a mission mode.

In about 4 months, more than 7300 
roads over 14,000 Kms road length 
were constructed/repaired even 
in the remotest parts of the State 
providing relief to its citizens.  When 
many people were losing their jobs, 
Pathashree Abhiyaan provided 
employment to people living in rural 
parts of the state creating lakhs of 
mandays for the people. 

DISTRICT WISE PATHASHREE REPORT OF COMPLETED ROADS AS ON 11.02.2021

Sl No. Name of District No. of Road length of Road in K.M

1 ALIPURDUAR 186 605.05

2 BANKURA 434 1406.01

3 BIRBHUM 247 829.59

4 COOCH BEHAR 137 454.50

5 DAKSHIN DINAJPUR 280 644.64

6 DARJEELING 97 397.72

7 HOOGHLY 750 845.75

8 HOWRAH 454 639.62

9 JALPAIGURI 124 428.82

10 JHARGRAM 116 477.86

11 KALIMPONG 11 35.83

12 MALDA 254 561.65

13 MURSHIDABAD 101 306.66

14 NADIA 261 322.28

15 NORTH 24 PARGANAS 652 1362.89

16 PASCHIM BARDHAMAN 302 401.37

17 PASCHIM MEDINIPUR 642 1341.13

18 PURBA BARDHAMAN 879 1075.69

19 PURBA MEDINIPUR 346 433.00

20 PURULIA 145 334.31

21 SOUTH 24 PARGANAS 599 945.39

22 UTTAR DINAJPUR 292 566.50

GRAND TOTAL 7309 14416.25
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Poverty is not being without money, but being without hope. No one could understand it better than Ratna Lohar (name changed), an aged tribal 
widow from Alipurduar, Kalchini Block.

Ratna was facing immense difficulties on a diurnal basis due to dire poverty and absence of an earning member in her family. Moreover, she was not 
receiving any kind of pension from the state government. She turned to the BDO for a solution, so that she could get access to a minimum amount 
of money, which would help her to sustain. 

She lodged a complaint regarding unavailability of pension.  Soon an enquiry was initiated to resolve her issue.  After receiving the enquiry report 
from the BDO, her application was sanctioned on 22nd November, 2019, i.e., within a month after she lodged her petition.

At present, the beneficiary is receiving a pension of rupees thousand per month which has aided her to buy essential goods, which are necessary 
for survival.

The CMO Grievance Cell also helped her to register at the DKB to solve her related issues. After suffering for years, Ratna has access to the pension 
money which helps her to meet her needs. With a contented look on her face she mentioned, “I have benefitted from the Social Welfare Pension 
scheme with the constant aid and support of the CMO Grievance Portal.”

Facts are stranger than fictions. 
Below we recapture some success 
stories from a constellation of 
numerous bright spots of smiling 
faces across the State.

Weaving Yarn 
of Successes

Alipurduar: Ratna’s fight to become financially independent 
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Hooghly: It all runs in the family, says Waddedars

Following a failed mission in Bangladesh’ main port city of Chattogram in 1932, 
Pritilata Waddedar killed herself swallowing a cyanide capsule. A decade later 
Gaurangaprasad Waddedar, Pritilata’s first cousin, was born in Chattogram and 
he – as one of his neighbors argued – “inherited the integrity of Pritilata.” Perhaps 
the neighbor is right.  

Otherwise why would Gaurangaprasad, a resident of Howrah district in south 
Bengal, register a complaint after his retirement, insisting that he was paid more 
than the specified sum as his pension? 

“Sometime in the summer of 2018, my pension jumped from 
something like Rs 3000 ($40) to 12000 ($160), I was shocked. My 
friends told me to keep shut but I told them that I have worked as a 
vigilance officer in the government (and) I cannot entertain such a 
bizarre increment as someone is making a mistake somewhere,” said 
77 year old Gaurangaprasad. 

“I went to the local pension court to complain about the unexplained hike and they 
were not ready to reduce it. After some persuasion I managed to convince them 
that I should only get what I am entitled for.” Gaurangaprasad sounded relieved. 

“I am quite impressed by the promptness of the Grievance Cell.”
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Kolkata: We are happy, says the Entally family

Born in a nondescript village – Nagar – of Murshidabad district in central Bengal, 
Mr Islam’s life is no different from that of an average Indian. Eventually he shifted to 
trading, got married and sent two daughters to school and – like most middle class 
Indians – purchased a 650 square feet flat in the east-central part of the metropolis.    

It was in the winter of 2020, when the family finalized the modest apartment triggering 
a nightmare. 

“I paid nearly Rs 16 lakh ($22000) to the builder who had an agreement 
with the land owners to construct the apartment building,” said Mr 
Islam. But for over a year he was “not allowed” to take possession of his 
Entally flat, despite running from pillar to post trying to either recover 
the money or to get the possession of his two bedroom apartment.

The problem – they all said – is simple: Muslims can’t stay in the building block. 

“They should have told me about their decision to not let a Muslim purchase a flat 
in the building inhabited by the Hindus before I paid the advance, but they did not,” 
said Islam 

A month later, Islam’s younger daughter – Zahin Bilkis – tried a solution; the seventh 
standard student wrote a letter to the Grievance Cell of the Chief Minister.  

“Within 72 hours, I received a call from the Entally police station and within days the 
problem was resolved,” said Mr Islam. 

The family of four said they are “overwhelmed” by the action of the Grievance Cell.
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East Medinipur: How Government’s Grievance Cell saved a family

On the 10th day of the Bengali New Year the breadwinner of the seven member family – Chandan 
Maity, 35, Bijayramchowk village in East Medinipur district, fell from an electricity-carrying pole 
to severely damage the lumbar spine. He was working between two transformers – 20 feet 
above the ground – at the edge of Bijayramchowk. 

“Usually when we work in one transformer, the electricity is snapped in the other. In this case, 
the other transformer wasn’t disconnected and a live wire carrying 440 volts hit me like an 
overloaded truck.” said Chandan, a professional electrician.

 “Overnight our life was impacted – we had to reduce our food intake to buy medicine,” said Ms 
Maity. Meanwhile, Chandan heard about Yuvasree, a financial assistance scheme of the West 
Bengal government for the unemployed.

“I applied for the assistance in 2019 and was told that I am eligible to get 
about Rs 1500 ($ 20), every alternate month. But over the next months, we 
received nothing and my medication was stopped,” said Chandan 

 “One winter evening, sitting in my farm land, I was wondering what I should do now to save the 
family who ran out of steam.

It was then he saw on video-blogging and sharing site, You Tube, the advertisement of the 
Grievance Cell in Bengal Chief Minister’s office. It was flashing a number on the screen.

 “Within days I received a call from the local administrative office. I was assured that I am going 
to get the unemployment subsidy.”

From the month of March (2020) Chandan started receiving an allowance of Rs 1500, paid once 
in two months.

 “Please write, I am … we are … grateful to the government,” Chandan said.
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Duare Sarkar Duare Ration
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Paray Samadhan Bangla Sahayata Kendra
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Swasthya Sathi Lakshmir Bhandar
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Pathashree Abhiyan




