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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.
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AN gfdegan
OUR COMMITMENTS
F0Y0 AT UG fAdprd yRye aus Iudlddr, Imddl/sar & fefafad smearad
qarT & —

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

Reviewed By | AMR

¢ 9 fser vd SaeY & A1y ey @Ra d de=agel |a,
Unbiased. quick and cordial service with full integrity and honesty,

¢ S qou R ST P & e vd o &,
High quality of construction and development works at appropriate cost,

¢ o a7 H gReRiar vd wEgeE,
Punctuality and transparency in all transactions,

& T gl / Rreradi—u3 & GHIdE GHE,
Time-bound delivery of all services and redressal of complaints,

¢ Y= Fafora sl & S # a1 A oA U9 giar geo IR SYeEl BRI,
To make available all information at .F.C, regarding various on-going programme.

¢ "Jo¥o ARG TR ARfFEH—2011" ¥ BN ARl ¥g W @I ufkar FRfEH &
FAR far ST |

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

fafr= @t & T9geg e e | Rerdl @ g9 8g
THg—EHT U9 Swved fRufRer

Determining/Fixation of Time-Schedule and responsibilities for time-bound disposal of
various tasks and redressal of public grievances.
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Expectations of Citizen Charter

¢ EUS /¥d g fAvgs
Plot/house/property Allotment
¢ e ol vd SH-darsil & rRe favas
Development Works and Maintenance of Public Services
¢ g3 favas

Land Acquisition

& FEfRE wWigfa favas
Building Plan Approval
¢ STET B SR
Obligations of Consumers
¢ Rrergd g5 s g 99
Form for registration of Complaints
¢ e Rrerga gaee

Grievance Redressal Mechanism
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Y@ /A9 e fawges (Feafad rgHT)
Allotment of Plot/Houses (Property Section)

E) freamor | SR

Ho w2 / forgmang g W | e

S. Purpose/Enquiries Time Officer

No. Schedule | Responsible

1. | wwfeat & Ao w) ok 60 e | o yEED
Decision of mutation of properties 60 Days E. Manager

2. | wEfwE & e w Pkt 15 k7 | wo yeErs
Decision of registration of properties 15 Days E. Manager
TGUS /9T BT Bl-ales fFY o W Aol (Fepe 4

3. | Bleww) 15 f&= SR ERCED
Decision of rendering plot/house into free hold (Exclude 15 Days E. Manager
Najool Land)
Aed @ SUNid IAEHhol AAGH! B UONHRYT ©g oAl

4. | gl @ arol oR feofa 10 e | o ygErs
Refund of registration amount to unsuccessful applicants | 10 Days | E. Manager
after the lottery/decision on the refund deposit of Allottee

5. | IR N ThA ya B W FAvfa * 7 = Ho UTED
Decision on getting duplicate copy of orders 7 Days E. Manager
fAREPRT & UTETa e B UR J@US /HaH 3fdcH

6. | @ graEd W iy 10 feq | wo yeEd
To obtain Reinstatement of plot/house allotment on request | 10 Days E. Manager
made within 30 days of cancellation

7. | TUS /TS ANUH & G | fAaRor 9T R 15 @9 | ¥o ya=dh
To obtain details of interest/penal interest calculation 15 Days E. Manager

8. | feal &1 gHfeiRer &R 15 fa7 | o yeEsD
To obtain reschedule of installments 15 Days E. Manager

9, | T GeRIR B fAGfY BT FHRIA HRAT 15 fa7 | w0 e
To obtain settlement of anomalies in the deposited amount 15 Days E. Manager
afeq y@vs /HaA @1 [l Bl MU | HHEiRd

10. | faaRer gt & 10 e | <o yeErd
To obtain calculation memo regarding installments of plot/ | 10 Days E. Manager
house

11, | 9 e & fg o AR 7feq | o yewa
To obtain costing for complete payment 7 Days E. Manager
fpu—fierg fFewm @& SR Y@vs /9d9 & Heoll TF

12. | 9Tl AT 7 f= GORERCED
To obtain possession letter of plot/house after registration | 7 Days E. Manager
of sale deed

(%) B Ho— 1%,2,3,412'&511?3:#&1111&%31?"30 g0 Hfed MRS ARfFEE— 20117 @
=BT & |



IS 15700:2018

Doc. No:

Title: UPHDB/CC-GRM

Prepared By

Issue No.:04

CITIZEN CHARTER

Rev. No.: 00

Reviewed By

STA Wyﬁ
AMRW

Approved By

HC/

&
GRIEVANCE REDRESSAL g{fo?%%
A aAE MECHANISM i
Ref. Clause Page:
7 60f11

Issued by

MR |

faera sl 1§ o9 QAR & Revr favge (=T 3rgHTT)

Development / Maintenance work and other Public services

(Engineering Section)

30 Ao ERUEinH

%o ERISE VAN EINI q9g 9 | ARer

S. Purpose/Enquiries Time Officer

No. Schedule | Responsible

1. TGUS /HaT / ITUICHE P PIRSIT BRAT 15 fe=1 SIS
Costing of plot/house/apartment 15 Days SE.

% ﬁéﬁfﬁrﬁ@ﬁﬂ‘mmﬁ@&ﬁ)ﬁ@m ; 30 fa=1 arfeio a1f¥o
Completion of small development construction | | - s

: 30 Days EE.
(incomplete) works ‘
aRug P FHIAE | ATeH, UTh g F9b, Ale D AT

3. | @ 30 fem | @0 o
Repair of drains, parks and roads etc. in the Parishad | 30 Days EE.
colonies

4. | IiaT g3 &1 e (@Ree i) 7 f&H rfoarfA0
[ssue of Completion Certificate(Parishad Project) 7 Days EE.

5. TGV /WA / IJATCHE BT WD Peofl QT 7 feA Jfero Ao
To give physical possession of plot/house/apartment 7 Days EE.
uRYE @ IEEIRA HIAAl # G Ay g8rel

6. | DX 1 feF 31fdo o
Restoration of water supply in the Parishad colonies (Not | 1 Days EE
handed over)

IRYe P ABERT DIl H IgIT dZC DI A

7. | B 3 faq FHfero Ao
Repair of street-light in the Parishad colonies Parishad | 3 Days E.E.(Ele.)
colonies (Not handed over)

qfA 3ot fRwgs (I 3= 3rgwr)
Land Acquisition(Land Acquisition Section)

%0 fAreRor JcaRard!

Fo v / foremang 97 i | e

S. Purpose/Enquiries Time Officer

No. Schedule | Responsible

1. | A ™ aw o & e @ Refd s & 7 fe&= wa;rggo
Acquisition status of given Khasra No. 7 Days D(g‘(z,{ L \) \
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AFfE Wipfa favae (argder gHTT)
Approval of plans (Architecture Section)

B0 : Ao Irar
Ho v / forgmarg oy A | e
S. Purpose/Enquiries Time Officer

No. Schedule | Responsible

1. | ¥ & e ) iy 60 fa=1 EEW'“ e
Decision on compounding of houses 60 Days CAP

2. | d-3se wH @ Wigh ) o 45 fa= 5W§E
Decision on approval of Layout plan 45 Days C.AP
USSR/ Pl /AaAe a1 ™ @ [

" ST G UG AAEE @ Wigfa w A {5 st T ARG
Decision on acceptance of submitted map for building | 15 pavs D
permission for group housing/Office/commercial & other T CAP
property.

" e AEET Hae AEfE @ Wig w® fFAofgt b et RG]

’ Decision on approval of map for single housing residential | 5 5 ¢ REISED
building s A.P.

5. Wpd IS B Tbd YKl Bl 10 & ﬁra’r\—:rcﬁgz
To obtain copy of approved Plan 10 Days AP
quidr A3 &1 e (@Ree | aer @ gioie) g

6. . o . ‘. 7 fe|
[ssue of Completion Certificate (Other than Parishad N IBDINED

: 7 Days
project) P o

(*) FH Wo— 3 U4 4 WX SO A VAW S0 W0 SiAfed TRUS! AfSftmE— 20117 €
resIfed &
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Sy & I

RESPONSIBILITIES OF ALLOTTEE/APPLICANT

U MEUS /HIF BT T BN o] Wifed WE 7 8,

Do not purchase plots or buildings with disputed ownership title

FId T AT H q@US /9aT BT N TR A-ASe WM e WItEN g
wrqd 8,

Plot or building should be purchased only in such scheme where lay-out plan has been
sanctioned by the Competent Authority

sfaeRia 4 srerar sFfed wu 9 A Srar # q@vs /9ad &1 BT T B,

Do not purchase plot or building falling within undeveloped land or unauthorised colony

3 WU ¥ AT a9 BY T B,

Do not purchase house or building whose construction is illegal.

aERE Weft wEeE g SiueRedel B ogued dX adl °d Wl gedl @
AT AT BN |

Comply with formalities relating to plan approval and pay all prescribed fees/ charges on
time.

waq @ fmior AAfE Wefa & SR BY iR i Wed wERE @ R #
PN,

Construct your house after approval of the building plan and in accordance with the
approved plan.

AT WG @ e s & orae & Pt o ot ¥,

Complete construction of the building within validity of the building permit.

4t /v &1 SUANT FErEe § FEiRa SuaT @ AR 8 B,

Use your land or building as per land-use prescribed in the Master Plan.

qrdite YA, [, AT, UTd, MY W ATBHT 7 B,

Do not encroach upon road, drain. park, public land. etc.

AU HGUS /9IH B AT SH / FEd W A SreaR ATl Jaeg T B,

Do not choke/plug the drain abutting your plot or building by covering it with earth or
any other material.

TRI @1 g iR wE w® 8 S,

Dump solid waste at the proper place.

fopslY g Hff TR 31y ®U F Feoll 7 I,

Do not encroach upon others land or property.
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. farolt 9fR /@vs 4R arae fAmior 7 &Y,
Do not carry out illegal construction on your land or plot.

o frafor & Wetams B @ Rfy # amr fFAwfor 9 @
Do not continue construction in case it is sealed.

* AT vd e uRve g amdfed Ym@ve /9T @) bl &1 gIa aeaes &R |
Pay all installments by due date relating to plot or building allotted by U.P. Housing And
Development Board.

. STl &g 3T SR Yobl BT AT Ud wEgeE T &Y,
Pay all charges by due date related to maintenance of civic amenities.

B SRSl & FREIVT UF TE—@d H qUl HEANT UeH B,
Extend full cooperation in the maintenance of civic amenities.

- O B TATg A IR WY HIeR 9F |F o,
Do not install motor pump on water supply main.

. Rl /garel @ Argw W qEUS /Wad $T 7 N, 7 & BIg B BRA,
Do not purchase plot/building or get any other work done through the mediators/dalals.

e URYT B wiee I B TP A Prde § gof wEAT e Y,
Extend the full cooperation to the field staff of the Authority/ Housing Board in discharging
their responsibilities.

. arfier @ Ry # Rreraa wamee ufbar # SfoaRad &9 &1 o &, WY 92 W W
sl &g e T R
In case of appeal, follow the sequence mentioned in the Grievance Redressal Mechanism,
do not directly approach for appeal at higher level.

STAS GRT 9 B8 T8 brdl W S qwn # @Ra srfard! gifEa o St 59
S99 WR WR IRA@E &1 Seetgd T qRT WY |
IMMEDIATE ACTION ON COMPLAINTS REGISTERED BY THE APPLICANTS TO BE
ENSURED ONLY IF NO DEFAULT IS FOUND ON THE PART OF THE CITIZEN.

e SUIaT B AFTRS ER ux ¥ o W gy 9 # &1 &1 e o9 Rierd
JRBER & wWR § 78 gar a1 adid ¥g A9 R T g B wRE) GRYE & NS HaT
Rerq gaeT Td GfauT geel, Sovo A U9 faerd uRuE, 104—HEwe TRl A6, dEEe W
ST fROT O 9@dT &1 S Q GHfd $Aad & SRl @RI/ Responsible Officer
&1 A T AETS Ho URYE & el B TR 1800-180-5333 ¥ TSy fhAT ST Akl B |
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Rrerrd gt w31 8q yuA
FORM FOR REGISTRATION OF COMPLAINT
1- | Rreraa &t &1 7m-

Name of Complaint

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

qdr
Address

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

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

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

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

RIT |0
Telephone No.

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

Rrerga &1 f&qi®

Date of complaint

fBrprad &1 favg vg AnRe
PR vz H BH

Subject of complaint & SI.

No. in Citizen Charter

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

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

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

ABRY / AN / BT

e foeg Rerma o |

Officer/Office/Section

against which the complaint

is made.

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

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

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

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

Rreraa @1 AegH
Mode of Complaint

fdaTTd /Sl gRI

Personal / By Post

* Jre— il @7 Refy # Rrerad wawmE gfear § SfeaRad &9 &1 uTe &y |

Note - In case of appeal, follow the sequence mentioned in the Grievance Redressal Mechanism.
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Grievance Redressal Mechanism

(A)- Name & contact details of Public Grievance Officer -
e All Public Information Officers are nominated as Public Grievance Officers. The

name & contact

http://www.upavp.in.
e Toll Free No.1800-180-5333.
Grievance Lodging

e Personal / By Post
Time Line for Grievance Redressal
e Acknowledgement and communication for additional

Information if needed

e Grievance Redressal

(B)- Process for Appeal-

details of PGOs are mentioned

in Parishad's

website

03 days

Within 03 days

e Ifthe grievance is not resolved by the PGO, the following are the levels of appeal.

e Copy of appeal should also be sent to Additional Management Representative, Sevottam

Prakostha, 104-M.G. Marg, Lucknow-226001.

First Level Appeal-

YR AT YT g Hfed / THOIMRO
J0Y0 A U fdera uReg
104—98TcHT 7T A1f, E@ES — 226001

U.P. Housing & Development Board
104-M. G. Road, Lucknow - 226001.

Add. Housing Commissioner & Sec./M.R.

Grievance Redressal
Within 07 days

Second Level Appeal-

AT TG
[oYo mary Ud faera aRvg
104—HBTHT TTET AR, @9 — 226001

Housing Commissioner
U.P. Housing & Development Board
104-M. G. Road, Lucknow - 226001.

Grievance Redressal

Within 15 days

Y e W



