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CITIZEN CHARTER

3090 A U4 fawra uRug

U.P. HOUSING AND DEVELOPMENT BOARD

Housing Commissioner SACIES]
U.P. Housing & Development Board SoY0 3Mary U9 faddrd uRyg,
104-M. G. Road, Lucknow. 104—FETHT T 9Rf, @ |

website: http://www.upavp.com

01—SaNI—2021 | &R

Next review of the Charter- 01 Jan 2023
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Vision Statement

UPAVP shall strive its best to ensure affordable housing in environmentally invigorating habitats
with inclusive facilities especially for the economically weaker section, low and middle income

groups and competitive price options for the other sections of the society.

Mission Statement

e To plan and develop state of art townships at affordable price to all sections of the society.

e To develop such townships with inclusive facilities which include modern amenities,

community services, hospitals, educational institutes, neighborhood parks and playgrounds.
e To plan and develop centers of excellence at strategic locations across the state.

e To ensure utmost quality in all works including the works assigned as deposit works by other

organisations.
e To sustain the land bank each year equal to the land developed in the previous year.
e To encompass newer technologies in construction works with price affordability.

e To facilitate public private partnership (PPP) to cater to the housing needs of the society in

time.
e To ensure prudent financial results with appropriate accounting principles.

e To maintain and sustain a user friendly dedicated website with online facilities for the intended

services.

e To maintain an effective public grievance redressal mechanism and set standards by adhering to

timeframe and schedules.

e To impart quality training, capacity building and skill up-gradation for the employees of the

organisation.
e To promote innovative ideas and pioneering initiatives in the functioning of the system.

e To improve working conditions favorable for the employees and clientele as well. To be

successful as a total quality organisation.


Free Hand

Free Hand

Free Hand

Free Hand

Free Hand

Free Hand


Doc. No: . 3
IS 15700:2018 > TA
i UPHDB/CC-GRM | Frepared By =
Issue No.:02 - o
i AMR
CITIZEN CHARTER | Rev. No.: 00 sl _M%*
&
GRIEVANCE REDRESS. | AT Date: Approved By | HC
Garere wetTe MECHANISM 01.01.2021
Ref. Clause - | Page: Issued by MR | "
7 3ofl12
OUR COMMITMENTS
SoY0 A Vd faepra uRug Irua Sudld, mad/mar & fAefeRad smgaras

' -
U.P. HOUSING AND DEVELOPMENT BOARD, OWE FOLLOWING SERVICES TO
OUR CONSUMERS, ALLOTEE/ BUYERS -

¢ ¥ @ vd aHer] & w9 e @Rd vd dis=ayel 9y,
Unbiased, quick and cordial service with full integrity and honesty,

¢ IR o1 W =g DI @1 ey va fafer &,
High quality of construction and development works at appropriate cost,

¢ 91 oF—<q d uReRiAr vd gHgeEd,
Punctuality and transparency in all transactions,

& T [l / Rieradi—u3l &7 GHdds THRH,
Time-bound delivery of all services and redressal of complaints,

¢ A= Farford Sl & v § g Arrll gaar ud Giaer ued W SucTel 6,
To make available all information at I.F.C, regarding various on-going programme,

¢ 'J0Y0 SHfEd TR AfIH—2011" W roNied AaRll Bg ol & ufdar sfafd @
AR fhar I |

Disposal of appeal for services under "U.P. Janhit Guarantee Adhinium-2011" as per the Act.

faft= ol & wwaeg e @ de Riercl & e 5g
T (9 Swrariie el

Determining/Fixation of Time-Schedule and responsibilities for time-bound disposal of
various tasks and redress of public grievances.



Free Hand

Free Hand

Free Hand

Free Hand


= [ Doc. No: y_~
IS 15700:2018 P dB TA N‘;U
Title: UPHDB/CC-GRM | = ' PATEQBY : \Qv)/
Issue No.:02 .
i AMR
CITIZEN CHARTER | Rev. No.: 00 Reviewed By %
&
GRIEVANCE REDREss | Eff- Date: Approved By | HC m“
Jdareas waThe MECHANISM 01.01.2021 -
Ret. (;lause ‘ 4Pa%e]:2 Issued by MR ,"'\.,/
i

ANTR$ AR R U= &I ey

Expectations of Citizen Charter

qEUS /¥ 3ded favgsd

Plot/house/property Allotment

faera w1l vd STH—JaRil & AR favae

Development Works and Maintenance of Public Services
q—aroid favaes

Land Acquisition

EIBICE I CARMCENED

Building Plan Approval

IUHTERIT & <RI

Obligations of Consumers
INCIRRECIC G I

Form for registration of Complaints
EIEZRNCARCIGEICIE]

Grievance Redress Mechanism
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YEUS /¥4 JMge fquge (Frafcd 3rT)
Allotment of Plot/Houses (Property Section)

B0 IRESING ERUEE]

wo ERISEPA I g b | ey

S. Purpose/Enquiries Time Officer

No. Schedule | Responsible

1. | geufdl & Ao oR Aokt 60 i | w0 yewrw
Decision of mutation of properties 60 E. Manager

2. | grfardl & e o) Aoy 15 &7 | <o uaus
Decision of registration of properties 15 Days E. Manager
YEUS /Ha DI Bl-sles fbd M W Fofa (e 4

3. | 9 Ble) 15 & | <o vees
Decision of rendering plot/house into free hold (Exclude 15 Days E. Manager
Najool Land)
el & SWIA B AAGDH! DI GolpRYT B OfHT

4. | o=RIRT @Y ol wR Aol 10 fe | o yewrs
Refund of registration amount to unsuccessful applicants | 10 Days E. Manager
after the lottery/decision on the refund deposit of Allottee

5. | oRYl B THd uW B W fAvfy * 7 f&= |0 YIHID
Decision on getting duplicate copy of orders 7 Days E. Manager
FREABRUT & e afded aRa W @S /Haq ATde

6. | @ YyHaErd W fAviyg 10 fa= 0 UIHIH
To obtain Reinstatement of plot/house allotment on request | 10 Days E. Manager
made within 30 days of cancellation

7. | &OIST/SU€ TS SNV & FRee H [daRo1 U o1 15 fa=1 LORERED
To obtain details of interest/penal interest calculation 15 Days E. Manager

8. | foedl &1 AR oA 15 fad HO YD
To obtain reschedule of installments 15 Days E. Manager

9. | STAT &R I AR BT FHRI BRI 15 fa= |0 YD
To obtain settlement of anomalies in the deposited amount 15 Days E. Manager
rafed Y@vs /Ha Bl fhedl & TUET W TR

10. | faaRoT gre e 10 fa=1 HO YD
To obtain calculation memo regarding installments of plot/ | 10 Days E. Manager
house

11. | O A & To1g TOMET SR 7 o= H0 YD
To obtain costing for complete payment 7 Days E. Manager
fdpa—fderg e & SR @TS /a9 6T Heoll U

12. | 9Tl HRAT 7 fa O YD
To obtain possession letter of plot/house after registration | 7 Days E. Manager
of sale deed

(x) @ Jo— 1%,2,3,4 T4 5 9R <ol TR Ve "'So Yo sHfed RS sfRfaE- 2011" |
JrBIfed 2 |
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e SRt T o Yarel & SRR fvaE (SIRRT ST

Development / Maintenance work and other Public services

(Engineering Section)

B0 fereoT SRSl
Ho ware / forgmaTg wag A | St
S. Purpose/Enquiries Time Officer
No. Schedule | Responsible
8 WWWWW@I@)HﬁWW . 30 fe=1 fgo 3ri¥o
Completion of small development / construction
5 30 Days E.E.
(incomplete) works _
IRYE &I BrAlf—l H ATCl, U1 9 FSh, Al B ARFT
2. | BT 30 fa=1 3o 310
Repair of drains, parks and roads etc. in the Parishad | 30 Days E.E.
colonies
3. | gofar yHo-us &1 foetee (R dioiae) 7 &= a1feroarfio
Issue of Completion Certificate(Parishad Project) 7 Days E.E.
4. | @S BT HIfdPH Heoll YTl BT 7 a9 SIBCIEN)
To obtain physical possession of plot 7 Days E.E.
5. | 9T BT IS PHeoll UT Bl 7 faa SIEORCIE)
To obtain physical possession of building 7 Days E.E.
6. | @IS /I DI BIRST BT 5 feq arefioaTH0
To obtain costing of plot/house 5 Days S.E.
7. | 9RYE @1 Brairn H T STargfid g8t e 1 fa=q SIECRSIED
Restoration of water supply in the Parishad colonies 1 Days E:E.
8. | URYT P PIallFl H I 8e Bl AT BRI 7 &= arfeo 21fHo
Repair of street-light in the Parishad colonies 7 Days E.E(Ele.)
i sl fawas G s argem)
Land Acquisition(Land Acquisition Section)
B0 FereRoT IRar
Ho warer / forgmang g A | e
S. Purpose/Enquiries Time Officer
No. Schedule | Responsible
1. e T @ERT S0 @ ool B Reafd @ HRe 10 fad P
Acquisition status of given Khasra No. 10 Days (ﬂioa\_rf?{)
JHC(L.A.)
gRye Ao H YA & FHEEINHE 9 GERIE 500 @ Ho
TP B YE@US B A X W e R oty HO3TI03AT0
2 - . . : . 90 fast
Decision on application regarding adjustment of land in the 90 Days (‘1\031@:0
Parishad scheme for Allotment of 500 sq.m. plot on current{ rate. JHC(L.A.)
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qHH Wiafd f[vge (aRgedr g9
Approval of plans (Architecture Section)

B0 fereRoT Jarard
Ho PUINE PRSI g WA | e
S. Purpose/Enquiries Time Officer
No. Schedule | Responsible
. Hod10
1. |99 & A W) Aol 60 fa1 ol
Decision on compounding of houses 60 Days SE
qofar g5 &1 e (aRye | 9 & deidae) CIRSSIEES
2. : : : 7 fa=
Issue of Completion Certificate (Other than Parishad TSI
. 7 Days
project) A.P.
3. | o-orse WM & Wiafd w Ay 45 fa&=q e JHs
Decision on approval of Layout plan 45 Days AP
4. | WG HFERE DI Tebol UKl BHRAT 10 f&= iy
To obtain copy of approved Plan 10 Days AP
Ju  ERRNT/Sied /aqaide T & & (=Ei
s | 3T B ST AR B W w a5 et aregfag
Decision on acceptance of submitted map for building 30 Days ERISED
permission for group housing/Office/commercial & other AP
property.
Uohel ATARINY Ha+ AR @ Wafa w fHofa* aregfag
6. - - ) . 30 fa=1 o B
Decision on approval of map for single housing residential 30 Davs
building i A.P.
(*) P9 Ho— 5 Td 6 X S T |aG S0 Wo SHfed RS AfRfHE- 2011”7 @

T ¥
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SUHTRT & <1

RESPONSIBILITIES OF ALLOTTEE/APPLICANT

o U U /¥a FA 7 I ST Wi W 7 @,
Do not purchase plots or buildings with disputed ownership title

. SHadl VAT ASET H YE@UE /999 HY BN BT d-o<8e W e Uiiearl gkl
wed 2,
Plot or building should be purchased only in such scheme where lay-out plan has been
sanctioned by the Competent Authority

o ARy qfH srerar sHfdRd wU | [T B | ave /Ha & &I 9 B,
Do not purchase plot or building falling within undeveloped land or unauthorised
colony

o erdy wy 9 AT a9 sg T BN,

Do not purchase house or building whose construction is illegal.

. AFRE Wipla Tl THE NTEATRSGARN &I Ul &N aAT o Gl godl &l
AT A B |
Comply with formalities relating to plan approval and pay all prescribed fees/
charges on time.

o Y9 o1 AT aEfE Weld & SW W iR i Wed aefas @ ergaR &
B,
Construct your house after approval of the building plan and in accordance with the
approved plan.

o HRE Wik A QT ) B ey & P e g
Complete construction of the building within validity of the building permit.

. 9 /@S B IUART HBRISHN H FRIIRT ST & S gaR & @,
Use your land or building as per land-use prescribed in the Master Plan.

. ATaTd qfH, FSd, AT, UTd, M W AfeHer 7 @,
Do not encroach upon road, drain, park, public land, etc.

. Y TS /N D AT TSH /Bl W AT ST ATell 3Tag - &Y,
Do not choke/plug the drain abutting your plot or building by covering it with earth or
any other material.

e R T gl FEiRa @I W € ST,
Dump solid waste at the proper place.

. fpefl o= A o odY WU A Beoll T B,

Do not encroach upon others land or property.
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e ol 9 /wave wR sty i 9 &,
Do not carry out illegal construction on your land or plot.

° T BRf et B89 @ Rafd § e fmfor 7 o
Do not continue construction in case it is sealed.

. AT Td fard gRye gRT rdfed q@gve /vwae &) fhedi b1 YAId THads H |
Pay all installments by due date relating to plot or building allotted by U.P. Housing And
Development Board.

. SA-AEmell g <U ARETT Yobl bl Fafid vd FHudE I &,

Pay all charges by due date related to maintenance of civic amenities.

. SAGIAETel & STRETTT Ud WI—/Ag H Ul EdRT UeH 6,
Extend full cooperation in the maintenance of civic amenities.

. Tl B Hels g W A Hiex gH T @I,

Do not install motor pump on water supply main.

( faeiferdl / qenal & Argm | @S /HdH B | B, T & P B HRa,

Do not purchase plot/building or get any other work done through the mediators/dalals.

e aRye & Wiee WP BT S afid Mde § gof FgarT ueae o |

Extend the full cooperation to the field staff of the Authority/ Housing Board in discharging
their responsibilities.

SUHIERITR §RT &5t o1 T8 Riardl w94 g § @Ra sria gRled @ sied o«
I WR W @ $T S o UrT WY |
IMMEDIATE ACTION ON COMPLAINTS REGISTERED BY THE APPLICANTS TO BE
ENSURED ONLY IF NO DEFAULT IS FOUND ON THE PART OF THE CITIZEN.

gfe Iudiar b AFTRE ISR uF H§ &1 W 9Ha A F Rl a1 ARy o+ R
HEPRI & WR ¥ B BT A1 AW 2 A A T Yo B WRax uR¥e B yIfe Haq
Rerd @1 vd gfder ued, Sovo oM vd e uRwe, 104—wgem @il #0f, oRas W
ST BT ST wEdl B B W GWEa drRfe & SaiRar! JAfSERY / Responsible Officer
@I A1 g Hgrgel 40 URYE & Il B TR 1800-180-5333 & WIC fhar ST Hepell 2 |
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Red gsf wv+ 3q 993

FORM FOR REGISTRATION OF COMPLAINT

fRrprad &dl &1 AMH—

Name of Complaint

gdr
Address

TRHTY HO
Telephone No.

Rreraa &1 feais

Date of complaint

Rrerad & favy vd aRe
FfIPR I= H BH
SI. No. & Subject of

complaint in Citizen Charter

.....................................................................................

AYBNI / AT / BT
e fIvg Rema @ T |
Officer/Office/Section
against which the complaint

is made.

Rerad &1 Aruq
Mode of Complaint

gfaerd / foRad /€1 gRT
Personal/Written/By Post
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(A)-

(B)-

o Reraa aHmrm=

Grievance Redress Mechanism

Name & contact details of Public Grievance Officer -

e All Public Information Officers are nominated as Public Grievance Officer. The
name & contact detail of PGO's are mentioned in Parishad web site
http://www.upavp.com or asked from Parishad Toll Free No.1800-180-5333.

Grievance Lodging
e Personal/Written/By Fax
Time Line for Grievance Redress

e Acknowledge and communication for additional 03 days
Information if needed
e Grievance Redress Within 03 days
Process for Appeal-

e If the grievance is not replied to the PGO's the following 04 level of appeal is proposed to
pursued with the higher level.

e Copy of appeal is also send to Additional Management Representative, Sevottam Prakostha,
104-M.G. Marg, Lucknow.

First Level Appeal-

IR /YT ATa G (ARATeh)
Jo¥o IaTd Vq fasmra uRyg
104—HETHT Tl AR, G- — 226001 |

Grievance Redress
Within 07 days
Add./Joint Housing Comm. (Anushasnik)
U.P. Housing & Development Board

104-M. G. Road, Lucknow-226001.

Second Level Appeal-

YR 1T MY Ud Afd / THOIATRO
Jo¥o 3rmary Ud faerd aRyg
104—HETHT TTell AFf, TR — 226001 |

Grievance Redress

Within 07 days
Add. Housing Commissioner & Sec./M.R.

U.P. Housing & Development Board
L 104-M. G. Road, Lucknow - 226001.
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Third Level Appeal-

AT 3T
Sovo 3mar ¢d fasra uReg
104—HETHT 7T A1, TG-S — 226001 |
BIF F0— 0522-2238593, 2237609

Housing Commissioner

U.P. Housing & Development Board
104-M. G. Road, Lucknow - 226001.
Phone.- 0522-2238593, 2237609

Grievance Redress

Within 15 days

Forth Level Appeal-

Ombudsman
S Jae FAR,
ygE afa
YJ0Y0 TTHH, oTg-1%h — 226001 |

m_

JaI<H YpIS

Soyo 3rarH Ud e aRug
104—¥ETT TTell 911, oRgwe — 226001 |

Ombudsman
Sri. Bhuvnesh Kumar,
Principal Secretary
U.P. Government, Lucknow-226001.

C/O
Sevottam Prakoshtha
U.P. Housing & Development Board

104-M. G. Road, Lucknow - 226001.

Grievance Redress

Within 30 days

Stakeholders/Client-
1- Top Management & Middle Management of UPHDB.
2- Representatives of Unions.
3- Representatives of Costumers.

e N i
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