Procedure for subscribers to raise a grievance in CGMS module, and resolution of the same:

1) The subscriber logs into his / her NPS account on www.camsnps.com
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2) Under the “Grievance” tab, he / she selects “Queries” or “Complaint”.
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3) Various categories and sub-categories are available under Queries and Complaint tabs. The subscriber selects

the appropriate category.
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PROCESSING OF CHANGE REQUEST
PRAN RELATED
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ACCOUNT STATEMENT

CHARGES AND EXPENSES
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http://www.camsnps.com/

4) He /she then selects the appropriate sub-category.

Home-Dashboard Contribution WithDrawal Grievance Statement
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Grievance Category

PRAN RELATED -

Sub-category

PROCEDURE FOR PRAN SHIFTING
STATUS OF PRAN APPLICATION

HOW TO UNFREEZE PRAN

5) When they select a sub-category, the system displays a list of FAQs pertaining to that sub-category. If the
query / complaint the subscriber was intending to raise is among the FAQs present there, they may click on
the FAQ. This would reveal the answer to that FAQ.

6) If the subscriber is satisfied with the resolution provided through the FAQ and answer, they may select “Got
my answer in FAQs”.

7) If they are not satisfied with this, they may select “Continue with grievance request”.

Sub-category

STATUS OF PRAN APPLICATION hd

‘we found few FAQs based on your selection Search by keywords Q

How do | check the status of my PRAN application

While initiating the registration process, you would be provided with an acknowledgment number for the same. Please use the same along with your
DoB and mobile numbers for accessing the application at any state

Continue with Grievance Request Got My Answer in FAQs




8) The system then displays the entity against whom the grievance needs to be raised. It also displays a free text
field, where the subscriber may key in their exact grievance.
9) If they wish to submit any supporting documents or images, they may use the “upload document” option.

They then click “Submit” to submit their grievance.

Home-Dashboard Contribution WithDrawal Grievance Statement
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Grievance Category

PRAN RELATED -

Sub-category

STATUS OF PRAN APPLICATION -

To whom you would like to address your
grievance?

CRA -

Description

‘When will | receive my PRAN card?

Upload Document:

Note: You can upload a maximum of 5 files (each file should be minimum 4 KB and maximum 5 MB) of the following type -
jpealpdi/doc

Cancel m

10) Their grievance is then displayed under the “Grievance Status” tab.
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11) The grievance gets queued under the “Pending” tab for the Level-1 user in the NPS Back-Office team.
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Pending
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Search b cket No \

405 22-un-2022  Complaint  WITHDRAWAL TIER 1 WITHDRAWAL AMOUNT NOT RECEIVED  Pending cRA
404 22-Jun-2022  Complaint  PRAN RELATED PRAN CARD NOT RECEIVED Pending cRA
400 21-3un-2022 Query PRAN RELATED PROCEDURE FOR PRAN SHIFTING Pending cRA




12) The Level-1 user then provides appropriate resolution to the grievance, sends the response to the subscriber,
and closes the ticket.

13) This ticket then reflects as “responded” for the L-1 user, and the subscriber.

14) The subscriber can choose to select “Not Satisfied” under the response provided for their ticket, if they are
not satisfied with the resolution provided, or have a follow-up question. The subscriber can select this option
within five days of receiving a response from the L-1 user. If he/she does not select this option within this time
frame, the ticket status changes to “Closed”. After this time frame, if they wish to escalate this issue, or if they
have a follow-up question, they will need to raise a fresh ticket.

15) If they select “Not Satisfied”, the ticket reopens for the subscriber, and they can enter their unresolved

grievance or follow-up query.
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Grienvance Status
Ticket Request Stakeholder
-- feuest Eatgen feauest Subveategery E Responsible -
22-Jun-2022 Complaint WITHDRAWAL TIER 1 WITHDRAWAL AMOUNT NOT RECEIVED Pending -
404 22-Jun-2022 Complaint PRAN RELATED PRAN CARD NOT RECEIVED Pending CRA View
400 21-Jun-2022 Query PRAN RELATED PROCEDURE FOR PRAN SHIFTING Pending CRA
393 21-Jun-2022 Query CONTRIBUTION RELATED CHECK CONTRIBUTICON STATUS Closed CRA
392 21-Jun-2022 Complaint OTHERS OTHERS Closed CRA
38 16-Jun-2022 Complaint CONTRIBUTION RELATED ISSUES IN CONTRIBUTING THROUGH ENPS PORTAL Closed CRA
n 15-Jun-2022 Query PRAN RELATED PROCEDURE FOR PRAN SHIFTING Closed CRA View
- - PROCESSING OF CHANGE CHANGE/REQUEST MODIFICATION IN THE ACCOUNT-
363 14-Jun-2022 Query REQUEST TIER Closed CRA View
361 14-Jun-2022 Query PRAN RELATED PROCEDURE FOR PRAN SHIFTING Closed CRA
360 13-Jun-2022 Query PRAN RELATED STATUS OF PRAN APPLICATION Closed CRA View

crievance

Grievance > Grievance Status _

B

Resolve Crievance

Closed

Request Stakeholder
E- feauest Supreategory ﬁ

21-Jun-2022 Query CONTRIBUTION RELATED CHECK CONTRIBUTION STATUS Closed -
392 21-Jun-2022 Complaint OTHERS OTHERS Closed CRA
381 16-Jun-2022 Complaint CONTRIBUTION RELATED ISSUES IN CONTRIBUTING THROUGH ENPS PORTAL  Closed CRA View
37N 15-Jun-2022 Query PRAN RELATED PROCEDURE FOR PRAN SHIFTING Closed CRA
363 14-Jun-2022 Query PPDCESEIENQGU%ETCHANGE CHANGE/REQUEST MOD_II_IFEIEIATION INTHE ACCOUNT- 1 coqg CRA
361 14-Jun-2022 Query PRAN RELATED PROCEDURE FOR PRAN SHIFTING Closed CRA View
360 13-Jun-2022 Query PRAN RELATED STATUS OF PRAN APPLICATION Closed CRA
358 13-Jun-2022  Complaint PRAN RELATED PRAN CARD NOT RECEIVED Closed CRA View
353 T-Jun-2022 Complaint OTHERS OTHERS Closed CRA View

16) The ticket now moves to the Level-3 user in the Back-Office with the follow-up question.



17) The L-3 user then provides the appropriate resolution to the grievance, sends the response to the subscriber,
and closes the ticket.

18) This ticket then reflects as “responded” for the L-3 user, and the subscriber.

19) The subscriber can choose to select “Not Satisfied” under the response provided for their ticket, if they are
not satisfied with the resolution provided, or have a follow-up question. The subscriber can select this option
within five days of receiving a response from the L-3 user. If he/she does not select this option within this time
frame, the ticket status changes to “Closed”. After this time frame, if they wish to escalate this issue, or if they
have a follow-up question, they will need to raise a fresh ticket.

20) If they select “Not Satisfied”, the ticket reopens for the subscriber, and they can enter their unresolved

grievance or follow-up query.

Ticket No: 405

PRAN Numbe: Category Sub-category Your request shared with  Status Request Date

900000006624 WITHORAWAL TIER 1 WITHDRAWAL cRA SUBMITTED 223un-2022
AMOUNT NOT RECEIVED

Issue Deseription
1waint close this SCCOUNT. | WaNt open NPs account but this i not safe sccount. And | dont know this

22-Jun-2022 04:40 PM

why i am not unable to login nps account. i just understand nps pran is different and cams nps is different.why
like this. i did not want continue this with you so what is the closing procedure tell me and close my account

22-3un-2022 08:23 PM

i am thinking PRAN is same in all nps account but you cheated me

Tekot o 405

and there ne much options in this cams nps.

22-3un-2022 08:34 PM

Dear Subscriber, As per our telephonic conversation, we would like to inform you that the facilities which you are looking for will be made available by July -
#nd. Request you to walt until then.

23-Jun-2022 06:46 PM

there is no application in play store. only website aviable.and Cams nps did nat aviable in UMANG app

24-Jun-2022 10552 AM

there is no trusted platform againest cams nps

24-3un-2022 10:59 AM

= P

21) The ticket now moves to the NPS Trust user with the follow-up question.

22) The NPS Trust user then provides the appropriate resolution to the grievance, sends the response to the
subscriber, and closes the ticket.

23) This ticket then reflects as “responded” for the NPS Trust user, and the subscriber.

24) In case the subscriber is not satisfied with the response provided by the NPS trust user, he/she may escalate

the issue to the Ombudsman at PFRDA, in writing.



Annexure: list of menu categories and sub-categories under queries and complaints in CAMS CGMS:

QUERIES

PROCESSING OF CHANGE REQUEST
CHANGE/REQUEST MODIFICATION IN THE ACCOUNT-TIER1
CHANGE/REQUEST MODIFICATION IN THE ACCOUNT-TIER2
STATUS OF CHANGE REQTIER 1

STATUS OF CHANGE REQ TIER 2

PRAN RELATED
PROCEDURE FOR PRAN SHIFTING
STATUS OF PRAN APPLICATION

HOW TO UNFREEZE PRAN

CONTRIBUTION RELATED

CHECK CONTRIBUTION STATUS

PASSWORD RELATED

Password Change process

ACCOUNT STATEMENT
ACCOUNT STATEMENT-TIER 1

ACCOUNT STATEMENT-TIER 2

CHARGES AND EXPENSES

CRA CHARGES -TIER1 & TIER 2

WITHDRAWAL
PROCEDURE TO WITHDRAW FROM TIER 1 ACCOUNT

PROCEDURE TO WITHDRAW FROM TIER 2 ACCOUNT

COMPLAINTS

OTHERS

OTHERS

EMAIL/SMS ALERTS
NOT RECEIVING NOTIFICATIONS

OTHERS

PROCESSING OF CHANGE REQUEST

POP/NODAL OFFICE NOT ACCEPTIONG CHANGE REQUEST
ISSUES IN RAISING CHANGE REQUEST IN ENPS PORTAL
STATUS OF CHANGE REQUEST

CHANGE OF REQUEST PROCESSED INCORRECTLY

OTHERS

PRAN RELATED

PRAN CARD NOT RECEIVED

FORGOTTEN PRAN

ERROR IN PRAN DETAILS

ISSUES IN RE-ISSUANCE OF PRAN

PRAN NOT ACTIVE

OTHERS

CONTRIBUTION RELATED

INCORRECT CONTRIBUTION REFLECTED -TIER 1

INCORRECT CONTRIBUTION REFLECTED -TIER 2

CONTRIBUTION NOT REFLECTED IN ACCOUNT -TIER 1

CONTRIBUTION NOT REFLECTED IN ACCOUNT -TIER 2

ISSUES IN CONTRIBUTING THROUGH ENPS PORTAL

OTHERS

PASSWORD RELATED

PASSWORD MAILER NOT RECEIVED

PASSWORD NOT WORKING

OTP NOT RECEIVED

WITHDRAWAL

TIER 1 WITHDRAWAL AMOUNT NOT RECEIVED
TIER 2 WITHDRAWAL AMOUNT NOT RECEIVED
PARTIAL WITHDRAWAL NOT INITIATED/NOT AUTHORIZED
PREMATURE NOT INITIATED/NOT AUTHORIZED

EXIT NOT INITIATED/NOT AUTHORIZED

DEATH WITHDRAWAL AMOUNT NOT RECEIVED (RAISED BY NOMINEE)

STATEMENT RELATED

Unable to access Contribution Statement
Unable to access Holding Statement

Unable to access Transaction Statement



