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–f"V 

lrr] vfHkuo rFkk lkef;d lk/kuksa ds ek/;e ls mUur dk;Zçokg forj.k ¼odZ¶yks fMfyojh½ ds fy, 'kklu rFkk lEiw.kZ ns'k esa 

lgk;d laLFkkuksa dh ekaxksa ds vuq:i ekuo fodkl dh vko';drkvksa dks iwjk djus ds fy;s ,d leFkZ l{kerk fuekZ.k laLFkku ds :i 

esa dk;Z djuk A 

 

/;s; ¼fe'ku½ 

  flfoy deZpkfj;ksa dks çf'k{k.k çnku djuk  

  'kklu esa {kerk fuekZ.k ds fy, vuqla/kku] ijke'kZ rFkk i)fr fo'ys"k.k djuk 

  çf'k{k.k dh xq.koÙkk dks c<+kus ds fy, DykbUV laxBuksa ds lkFk lg;ksx djuk 

  ladk; lnL;ksa rFkk lgk;d LVkQ dks mUufr vkSj fodkl ds volj miyC/k djkuk rFkk mÙke çf'k{k.k i)fr;ksa dks 

çksRlkfgr djuk 
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मुख्य सेवा/ट्ांजकैिनस 

क्रम 
सं. 

मुख्य 
सेवा/ट्ांजकैिन 

osVst 
जजम्मेिाि व्यजक्त 

(पि) 
ई-मेल 

मोबाइल 
(ििूभाष न.) 

प्रक्रक्रया  िस्तावेज 
िलु्क 

शे्रणी प्रणाली/ववधा िाशि 
1. dkfeZd ,oa izf'k{k.k 

foHkkx rFkk izf'k{k.k 

izHkkx dks vxys o"kZ ds 

fy, visf{kr izf'k{k.k ds 

fy, i= fy[kuk  

15% mi funs-¼leUo;½ yogesh.dwivedi@gov.in  99968305763 izf'k{k.k vis{kkvksa dk irk 

yxkuk 
पत्र लागू 

नहीं 
लागू नहीं लागू 

नहीं 

2. jkT; ljdkjksa@la?k 

jkT; {sk=ksa dks vxys o"kZ 

ds fy, laLFkku dk 

odZyksM fu/kkZfjr djus 

ds fy, 

vks,lih@lh,lih@ihVh 

dk;Zdzeksa ds fy, rd 

i= fy[kuk 

10% mi funs-¼leUo;½ yogesh.dwivedi@gov.in  99968305763 &;FkksDr& पत्र vks,lih 

lh,lih 

ihVh 
MhMh@psd@bZlh,l _ 

3. okf"kZd izf'k{k.k dSys.Msj 

rS;kj djuk 

10% mi funs-¼leUo;½ yogesh.dwivedi@gov.in  99968305763 izf'k{k.k dSys.Mj rS;kj 

djuk ftlesa vk;ksftr fd, 

tkus okys lHkh ikB~;dzeksa 

dk fooj.k fn;k x;k gks 

DykbUV rFkk 

lacaf/kr la;qDr 

funs'kdksa ls izkIr 

vuqjks/k 

लागू 
नही ं

लागू नहीं लागू 
नही ं

4. okf"kZd izf'k{k.k dSys.Msj 

Niokuk rFkk forfjr 

djokuk 

5% mi funs-¼iz'kklu½ ambastha.pp@nic.in 8076814599 mi funs¼iz'kk½dks Niokus gsrw 

vuqjks/k djukA forj.k 

leUo; vuqHkkx }kjk fd;k 

tk,xk A 

okf"kZd dSys.Mj लागू 
नही ं

लागू नहीं लागू 
नही ं

5. vxyh frekgh ds fy, 

frekgh izf'k{k.k dSys.Mj 

vfxze :Ik esa rS;kj 

djuk 

10% mi funs-¼leUo;½ yogesh.dwivedi@gov.in  99968305763 izf'k{k.k dSys.Mj rS;kj 

djuk ftlesa vk;ksftr fd, 

tkus okys lHkh ikB~;dzeksa 

dk fooj.k fn;k x;k gks 

DykbUV rFkk 

lacaf/kr la;qDr 

funs'kdksa ls izkIr 

vuqjks/k 

लागू 
नही ं

लागू नहीं लागू 
नही ं

6. पाठ्यक्रम आिंभ होने के  
पवूट पाठ्यक्रम परिपत्र 
जािी किना 
 

10% lacaf/kr ikB~;dze funs'kd सप्रप्रसं की वेबसाइट पि 
सूिी के अनुसाि 

सप्रप्रसं की 
वेबसाइट पि 
सूिी के 
अनुसाि 

ikB~;dze vf/klwpuk dh 

rS;kjh 

izf'k{k.k dSys.Mj लागू 
नही ं

लागू नहीं लागू 
नही ं

7. पाठ्यक्रम के आिंभ 
होने के ,d ekg पूवट 
नामांकनों की 
स् वीकृती/अस् वीकृती  

5% &;FkksDr& सप्रप्रसं की वेबसाइट पि 
सूिी के अनुसाि 

सप्रप्रसं की 
वेबसाइट पि 
सूिी के 
अनुसाि 

ik= ukfefr;ksa dks 'kkVZfyLV 

djuk rFkk vik= ukfefr;ksa 

dks [kkfjt djuk  

izk;kstd 

izkf/kdkfj;ksa ls 

izkIr ukekadu 

QkeZ 

लागू 
नही ं

लागू नहीं लागू 
नही ं

8. प्रशिक्षण कायटक्रम 
सफलतापूवटक पणूट 

10% &;FkksDr& सप्रप्रसं की वेबसाइट पि 
सूिी के अनुसाि 

सप्रप्रसं की 
वेबसाइट पि 
सूिी के 

fofHkUu izf'k{k.k xfrfof/k;ksa 

dk vk;kstu 
izf'k{k.k eSUkwvy लागू 

नही ं
लागू नहीं लागू 

नही ं

mailto:r.gayathri@nic.in
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अनुसाि  
9. परिणामों की 

घोषणा  
¼tgka ykxw gks½ 

5% &;FkksDr& सप्रप्रसं की वेबसाइट पि 
सूिी के अनुसाि 

सप्रप्रसं की 
वेबसाइट पि 
सूिी के 
अनुसाि 

उत्तिों /पेपि/रिपोटट का 
मूल्यांकन 

उत्ति पुजस्तका 
/रिपोटें 

लागू 
नही ं

लागू नहीं लागू 
नही ं

10. हॉस्टल सुववधाऐ ं 5% हॉस्टल प्रभािी govind.h13@nic.in 9818719799 प्रशिक्षाणटचथयों  के शलए 
आवास उपलब्ध किाना 

पत्र, ई-मेल 
तथा vkikr 
परिजस्थततयों 
में फोन कॉल 
भी 

कमिा 
fdjk;k 

लागू नहीं लागू 
नही ं

11. खान-पान सेवा औि 
सुिक्षा 

 

5% mi funs-¼iz'kklu½ ambastha.pp@nic.in 8076814599 प्रशिक्षाणटचथयों  के शलए 
Hkkstu rFkk lqj{kk 
उपलब्ध किाना 

QhMcSd Hkkstu 

izHkkj 
vkWuykbZu@psd@dS'k लागू 

नही ं

12- ह ास् टल में कमिा 
उपलब् ध किाने पि 
शलया गया समय 

5% हॉस्टल प्रभािी govind.h13@nic.in  dejksa dk vkoaVu gkWLVy fjdkMZ लागू 
नही ं

लागू नहीं लागू 
नही ं

13 शिकायतों का तनपटान 5% yksd f'kdk;r vf/kdkjh kg.rajulu@nic.in 9968248083 lizizla ls lacaf/kr f'kdk;r 

bySDV ªkfud :i 

esaa(http:/pgportal.gov.in) 

vFkok fyf[kr :i esa 

jftLVMZ Mkd }kjk Hksth 

tk ldrh gS 

लागू नहीं लागू 
नही ं

लागू नहीं लागू 
नही ं

    f'kdk;r ftruh laHko gks 

fof'k"V gksuh pkfg, rFkk 

lizizla ls lacaf/kr gksuh 

pkfg, 

लागू नहीं लागू 
नही ं

लागू नहीं लागू 
नही ं
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lsok ekud 

क्रम सं. मुख्य सेवा/ट्ांजैकिन osVst lQyrk lwpd lsok ekud 

 

;wfuV osVst MkVk dk lzksr 

1. dkfeZd ,oa izf'k{k.k 

foHkkx rFkk izf'k{k.k 

izHkkx dks vxys o"kZ ds 

fy, visf{kr izf'k{k.k ds 

fy, i= fy[kuk  

15% izfdz;k dks iwjk djus esa yxus 

okyk le; 

20 vxLr rd rkjh[k 15% lizizla fjdkMZ 

2. jkT; ljdkjksa@la?k jkT; 

{sk=ksa dks vxys o"kZ ds 

fy, laLFkku dk odZyksM 

fu/kkZfjr djus ds fy, 

vks,lih@lh,lih@ihVh 

dk;Zdzeksa ds fy, rd 

i= fy[kuk 

10% izfdz;k dks iwjk djus esa yxus 

okyk le; 
20 vxLr rd rkjh[k 10% lizizla fjdkMZ 

3. okf"kZd izf'k{k.k dSys.Msj 

rS;kj djuk rFkk viyksM 

djuk 

10% izfdz;k dks iwjk djus esa yxus 

okyk le; 
31 fnLkEcj rd rkjh[k 10% lizizla fjdkMZ 

4. okf"kZd izf'k{k.k dSys.Msj 

Niokuk rFkk forfjr 

djokuk 

5% izfdz;k dks iwjk djus esa yxus 

okyk le; 
31 ekpZ rd rkjh[k 5% lizizla fjdkMZ 

5. vxyh frekgh ds fy, 

frekgh izf'k{k.k dSys.Mj 

vfxze :Ik esa rS;kj 

djuk 

10% izfdz;k dks iwjk djus esa yxus 

okyk le; 
frekgh izf'k{k.k dSys.Mj 

tkjh djus dh rkjh[k ls 

90 fnu iwoZ 

fnu 10% lizizla fjdkMZ 

6. पाठ्यक्रम परिपत्र जािी 
किना 

10% vf/klwfpr djus dh izfdz;k 

dks iwjk djus esa yxus okyk 

le; 

पाठ्यक्रम आिंभ होने के 
90 दिन पवूट 

fnu 10% lizizla fjdkMZ 

7. पाठ्यक्रम के आिंभ 
होने के पूवट नामांकनों 
की स् वीकृती/अस् वीकृती  

5% नामांकनों की 
स् वीकृती/अस् वीकृती dh 

le; ij lwpuk 

 

पाठ्यक्रम आिंभ होने के 
30 दिन पवूट 
 

fnu 5% izkIr 

vkosnu@lizizla 

fjdkMZ 

8. प्रशिक्षण कायटक्रम 
सफलतापूवटक पूणट 

10% 1 से 5 के पैमाने पि 

izfrHkkfx;ksa dk QhMcSd 

>3.5 izfr'kr 10% izfrHkkfx;ksa ls izkIr 

QhMcSd 

9. परिणामों की घोषणा 5% izf'k{k.k dk;Zdze ds iw.kZ gksus 

ij bl izfdz;k dks iwjk djus 

esa yxus okyk vkSlr le; 

60 fnu 5%  

10. हॉस्टल सुववधाऐं 5% 1 से 5 के पमैाने पि 

izfrHkkfx;ksa dk QhMcSd 

>3.5  izfr'kr 5% gkWLVy fjdkMZ 

11. खान-पान सेवा औि 5% izfrHkkfx;ksa ls izkIr QhMcSd 1 
से 5 के पमैाने पि 

>3.5 

 

izfr'kr 5% QhMcSd fjdkMZ 
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सुिक्षा 

12- ह ास् टल में कमिा 
उपलब् ध किाने पि 
शलया गया समय 

5% izfdz;k dks iwjk djus esa yxus 

okyk le; 

20 feuV 5% gkWLVy 

fjdkMZ@izfrHkkfx;ksa 

ls izkIr vuqjks/k 

13 शिकायतों का तनपटान 5% शिकायत के तनपटान में 
लगने वाला औसत समय  

30 कायटदिवस 5% सीपीजीआिएएमएस 
vkSj lizizla fjdkMZ 

 

f'kdk;rksa dk fuokj.k 

dze la yksd f'kdk;r vf/kdkjh dk uke gsYiykbu besy eksckby 

1- ds- xksfoUnkjktqyq] la;qDr funs'kd] 

lizizla- 

011&26164285 kg.rajulu@nic.in 9968248083 

lhihvkbZvks 

dze la  lhihvkbZvks dk uke gsYiykbu besy eksckby 

1- ,p-xksfoUn] mi funs'kd] lizizla- 011&26105592 govind.h13@nic.in 9818719799 
vkarfjd foRr vf/kdkjh 

dze la vkarfjd foRr vf/kdkjh dk uke gsYiykbu besy eksckby 

1- czg~ekjsM~Mh nslhjsM~Mh mi funs'kd] 

lizizla- 

011&26164285 dbreddy-tfc@nic.in 9910581367 

 

 

 

i.k/kkfj;ksa@DykbUVLk dh lwph 

dze la i.k/kkfj;ksa@DykbUVLk 

1  dsUnzh; ljdkjh ea=ky;@foHkkx 

2  jkT; ljdkj 

3  la?k jkT; {ks= 

4  ih,l;w@Lok;Rr fudk; 

5  varjjk"Vªh; vfHkdj.k 

mRrjnk;h dsUnz rFkk v/khuLFk laxBu 

dze la mRrjnk;h dsUnz rFkk v/khuLFk 

laxBu 

gsYiykbu besy eksckby irk 

1- ykxw ugha ykxw ugha ykxw ugha ykxw ugha ykxw ugha 
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lsok izkIrdrkZvksa ls lwpd vis{kk,a 

dze la  

1  le; ij lwpuk& vis{kk gsrq vuqjks/k ds izkIr gksus ds 15 fnuksa ds Hkhrj 

2  laxBu ls le; ij QhMcSd&izf'k{k.k dk;Zdze ds iw.kZ gksus dh rkjh[k ls ,d ekg ds Hkhrj  

3  izf'k{k.k izfdz;k esa mPp Lrj ij lfEefyr gksuk 

4  ikB~;dze iwoZ ¼Mh,y,e] vH;kl buiqV vkfn½ rFkk ikB~;dze ds nkSjku le; ij vlkbZUesUVl nsuk 

5  gkWLVy esa jgus okyksa dk le; ij QhMcSd 

 



',' Citizen's / Client's, Charter for Institute of Secretariat Training & Management 

Citizen's I Clier\t's Charter 
for 

I nstitute of Secretariat Training & Management 
, 2018-19 

f ' 

Address: ISTM, DOPT, JNU OLD CAMPUS, NEW DELHI- 110067 
Website 10: www.istm.gov.in 



Citizen's I Client's Charter for Institute 6f Secretariat Training & Management 

Function as a capable capacity building institution to fulfil demand driven human development needs of government and 
support institutions across the country for improved workflow delivery through sustainable, innovative and contemporary 
means . \ ' 

./ Provide training to the civil servants 

./ Undertake research, consultancy and system analysis for capacity building in governance 

./ Collaborate with client organizations for enhancing the quality of training 

./ Provide opportunity to the faculty members and the support staff to grow, develop and promote best training 
practices 



Citizen's / Client's Charter for Institute of Secretariat Training & Management 

Main Services I Transactions 
S. Services I transaction Weight Responstb Email. Mobile Process Document Fees 
No. % Ie Person (Phone r 

(Designati No.) 
on) 

Category Mode Amount 
1. Writing letter to CS 15% DD(Coord) yogesh.dwivedi 996830576 Requisitioning training NA NA NA 

division, DoPT & training .@gov.in 3 projections Letter 
division for obtaining next 
year training requirement 

2 Writing letter to State 10% DD(Coord} · yogesh.dwivedi 996830576 OSP DO - 
Govt.lUT regarding · @gov.in 3 -do- Letter CSP Icheq 
aSP/CSP/PT Programmes PT uel 
to finalize the institute ECS 
workload for next year 0\ 

3. Preparation of DD(Coord) yogesh.dw[vedi 996830576 Preparation of Training Requests NA NA NA 
Annual Training Calendar 10% @gov.in 3 Calendar giving details eceived from 

of all types of courses to he clients and 
be organized J Os concerned 

4. Printing and distribution of 5% DD(Admn:) · ambastha.QQ@ . 8076814599 Forwarding request for Annual NA NA NA 
Annual Calendar nic.in printinq to DD(A). Calendar 

Distribution to be done 
~ by Coordination 

5 Preparation of quarterly 10% DD(Coord) yogesh.dwivedi 996830576 Preparation of Training Requests NA NA NA 
frraining Calendar in @gov.in 3 Calendar giving details received from 
advance for the next quarter. of all types of courses to he clients and 

•• be organized JDs concerned. 
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- 
6. Issuance of Circulars of 10% Concerned As per list on As per list Preparation of course Trg. NA NA NA 

courses course -. ISTM website on rSTM notification Calendar 
Director website 

.- ------ 
7 Acceptance/ Non- 5% -do- \As per list on As per list Short listing of eligible Nomination NA NA NA 

Acceptance of the ~STM website on ISTM nominees and rejecting orm received 
nominations one month website the ineligible nominees rom the 
before the start of the sponsorinq 
course Authorities. 

8. Successful completion of -do- As per list on As per list Organizing the different Training Manual NA NA NA 
training programmes -" 10% ISTM website on ISTM training activities 

website 
9 Declaration of results ( -do- As per list on As per list Evaluating the Answer NA NA NA 

wherever applicable) 5% ISTM website on ISTM Answers/papers/ Sheets/Reports 
website Reports 

10 Hostel facilities Hostel in 9818719799 Providing lodging Letters, e-mails, Room Dnlinel NA 
5% charge govind.h13@lni facilities to the trainees. In emergen rent Cheque 

c.in situation Cash 

11 Catering Services and 5% DD(Admn.) ambastha.~~@l Providing boarding Feedback Food online NA 
Security 

, 
8076814599 facilities and security Charges nic.in 

services. 
12 Allotment of hostel room 5% Hostel in - govind.h13@lni Allotment of Room Hostel NA NA NA 

charge c.in Record 

13 Prompt Grievance 5% Public kg.rajulu@nic.in 9968248083 Grievance relating to the NA NA NA NA 
Redressal Grievance jurisdiction of the ISTM 

Officer 
.. be . submitted both can 

electronically (via 
httR:I/Rg~ortal.gov. in) or , 
in writing via registered 
post Grievance should 
be as specific as 
possible and must 
relates to ISTM. 



Citizen's I Client's Charter for Institute of Secretariat Training & Management 

Service Standards 

s. Services! Transaction weight Success Indicators Service Standard Unit Weight Data Source 
No 

1. Writing letter to CS division, 15% Time taken to complete the 15TM record 
DoPT & . training division for process By 20th Aug Date 15% 
obtaining next year training 
requirement 

2. Writing letter to State Govt.lUT 10% . Time taken to complete the 10% 15TM record 
regarding OSP/CSP/PT process By 20th Aug' Date 
Programmes to finalise '. the 
institute workload for next year 

3. Preparation & uploading of Time taken to complete the 10% ISTM Record 
Annual Training Calendar 10% process By 31st Dec Date 

4. Printing and distribution of 5% Time taken to complete the 5% 15TM Record 
Annual Report process By 31st March Date. 

5. Preparation and issuance of 10% Time taken to complete the 90 days in advance Days 10% 15TM Record 
quarterly Training Calendar process from the date of 

~\ 
issuance of 
quarterly training 
calendar 

6. Issuance of Circulars of courses 10% Time taken to complete the 90 days before the Days 10% 15TM Record 
.. process. of notification commencement of 

the training 
programme 

7. Acceptance/ Non- Acceptance of 5% . Timely intimation of 30 days before the Days 5% Application 
the nominations before the start acceptance and non- start of the course receivedllSTM 
of the course acceptance of . the Record 

nominations 
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10% Fe~dback of the participants 
-- 

8. Successful completion of training 2: 3.5 percent 10% Feedback 
programmes in the scale of 1 to 5 age received from 

participants 
9. Declaration of results 5% .Average Time taken to 60 days 5% 

complete the process .after 
completion of training 
programme -- 

10. Hostel facilities Feedback of the participants 2: 3.5 percent 5% Hostel records 
5% in the scale of 1 to 5 age 

-- 
11. Catering services & Security 5% Feedback of the participants 2: 3.5 percent 5% Feedback 

in the scale of 1 to 5 age records -. 
12. Allotment of hostel room 5% Time taken to process 20 minutes 5% Hostel 

Records/Req uest 
from participants 

13. Prompt Grievance Redressal 5% Average time taken for 30 Working 5% CPGRAMS & 
grievance settlement Days ISTM Records 

Grievance Redress 
S. No. Name of the Public Grievance Officer Helpline Email Mobile 

1. K. Govindarajulu, Joint Director, ISTM 011- 26164285 kg.rajulu@nic.in 9968248083 

cno 
5. No. Name of the CPIO Helpline Email Mobile 

1 Sh. Govind, Deputy Director, ISTM 011-26105592 govind.h@nic.in 9818719799 

Internal Finance Officer 
S. No. Name of the Internal Finance Officer Helpline Email Mobile 

1. - Sh. Desireddy Brahmareddy, 011-26185314 dbreddy-tfc@nic.in 9910581367 

Deputy Director, 15TM 

• l 
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List of Stakeholders/Clients 

S. No. Stakeholder/ Clients 

1 Central Govt. Ministries /Oeptts. 

2 State Governments. 
~ 

3 Union territories' 

4 PSUs/ Autonomous Bodies 
" 

5 International Agencies 

Responsibility Centres and Subordinate organizations 

S. No. Responsibility Centres Landline Email Mobile Address 
and Subordinate Number Number 

1. NA NA NA NA NA 

Indicative expectations from service Recipients 

S. No. Service Deliverables. 

1 Timely Intimation - within 15 days of receipt of request for 
requirement 

2 Timely feedback - From the organization within a month from ~e 
date of completion of the training programme . 

~ 
3 High level of involvement in training process. 

4 Timely submission of pre- course assignments (OLM, exercises in 
puts etc.) & during the course 

5 Timely Feedbacks of hostel occupants. 


