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The commission vide letter No. 16015/05/2022lCAOM-Social Media-1 18DK dated

1310112025 had issued a standard Protocol (soP) lor complaint Redressal

over social media (Copy enclosed).

2. Para iii. of the aioresaid SoPreads as under:

"After the complaint redressal, the lmplementing Agencymay mark it as

Completed, providing an Action Taken Reporl (ATR) 
- -wnh

supporting documents- or photographs, white tagging back to CPC-B and

CeeU, inereas for Long-Term Tasks requiring time, timeline for compliance is

to be provided by the Zoncerned lmplementing Aggncy along with. reaso.n/

other details, wh'ile tagging back to CPCB & CAQM. ln cases where the

complaint Does not pertan to the Agency, the concerned lmplementing

Agency shatl tag back the comptaint to CPCB with details of the

respon sible/ conce rned age ncy. "

3. lt is decided lo revise the aforesaid Para by changing "may" lo "sha"" in the

first line. The amended Para iii. ol the soP dated 13i01/2025 shall now be read as

under:
"After the complaint redressal, the tmplementing Agencyshall mark it as

Compteted, providing an Action Taken Report (ATR) 
- -withsupporting documents or photographs, while tagging back to CPCB and

CAQU, inereas for Long-Term Tasks requiring time, timeline for compliance is

to be provided by the concerned tmplementing Agency along with. reaso.n/

other details, wh'ile tagging back to CPCB & CAQM. ln cases where the

complaint Does not pertain to the Agency, the concerned lmplementing
Agency shall tag back the complaint to CPCB with details of the

responsibl e/ co nce rned ag e ncY. "

{ ff,ir i. issued with the approval ol the competent authority.

(Dhananjay Kumar)
Scientist - C

Tel.: 01 
.1-23446853

Encl.: As above

To:

tvlember Secretary, Central Pollution Control Board (CPCB)

sub.: Amendment to standard Protocol (soP) lor complaint Redressal over

Social Media- reg.
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Member Secretary, Delhi Pollution Control Committee (DPCC)
Member Secretary, Uttar Pradesh Pollution Control Board (UPPCB)
Member Secretary, Haryana State Pollution Control Board (HSPCB)
Member Secretary, Rajasthan Pollution Control Board (RSPCB)
Member Admin, National Highway Authority ol lndia (NHAI)
Commissioner, Municipal Corporation ol Delhi (MCD), Delhi
Engineer-in-Chiel, Public Works Department (PWD), GNCTD
Sr. DGM (ENVT), Delhi Metro Rail Corporation (DMRC), Delhi
Commissioner, Delhi Transport IPollution Control Division (PCD)]
Special Commissioner of Police (Traffic) Delhi, Delhi Police
Chairman, New Delhi Municipal Council, New Delhi
Vice Chairman, Delhi Development Authority (DDA), New Delhi
Chief Executive Officer, Delhi Jal Board (DJB), GNCTD
Managing Director, DSllDC, New Delhi
Secretary, lnigation and Food Control Department (IFCD), GNCTD
Chairman, Nagar Palika Parishad, Hapur, Uttar Pradesh
Addl. Director General ol Police, (Traffic), Uttar Pradesh
Chiel Executive Oflicer, Greater Noida lndustrial Development Authority
(GNIDA), Greater Noida, Uttar Pradesh
Deputy Commissioner, Jhajjar, Haryana
Executive Officer, Ivlunicipal Council, Jhajjar, Haryana
Chiel Executive Officer, New Okhla lndustrial Development Authority
(NOIDA), Noida, Uttar Pradesh
Commissioner, Ghaziabad Nagar Nigam, Ghaziabad, Uttar Pradesh
Commissioner, Meerut Nagar Nigam, Meerut, Uttar Pradesh
Commissioner, Municipal Corporation Gurugram (MCG), Gurugram, Haryana
Commissioner, Municipal Corporation Faridabad (tr/CF), Faridabad, Haryana
Commissioner, Municipal Corporation Panipat, Haryana
Deputy Commissioner, Faridabad, Haryana
Deputy Commissioner, Panipat, Haryana
lnspector General of Police (TraJf ic & Highways), Haryana
Principal Secretary, Urban Local Bodies, Haryana
Chief Engineer, Urban Local Bodies, Directorate of Urban Local Bodies,
Haryana
Chief Executive Of{icer, Gurugram Metropolitan Development Authority
(GMDA), Gurugram, Haryana
Chief Executive Officer, Faridabad lr/etropolitan Development Authority
(FMDA), Faridabad, Haryana

Copy to:

1. PS to Chairperson, CAQM
2. PS to Member (SKB), CAQM
3. PS to Member-Technical (SDA, VS), CAOI/
4. PPS to Member-Secretary, CAQM
5. Director-Technical, CAQIr/
6. Scientist - E (VS, RPG), CAQIV
7. Scientist - D (Atulesh, PG), CAOM
8. Scientist - C (VK, DK), CAQN/



9. Scientist B (PM, RK, GKG, SJ), CAQM
10. Sr. Consultant (SKP, SC), CAOM
11. Sh. Vinayak Azad, Consultant (lEC & Media), CAQM
12. Ms. Shruti Malhotra, Jr. Consultant (Social Media). CAOM
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Sub.: Standard Protocol (SoP) for Complaint Redressal over Social Media

Standard Protocol (SoP) for Complaint Redressal developed by CAQM

estabhshes a systematrc process for addressrng air pollution-related complaints in

NCR as received on social media. The SoP is enclosed for information and necessary

action

ry'

To:

Encl.: As above

'l . Member Secretary. Central Pollution Control Board (CPCB)
2. Member Secretary, Delhi Pollution Control Committee (DPCC)
3. Member Secretary, Uttar Pradesh Pollulion Control Board (UPPCB)
4. Member Secretary. Haryana State Pollution Control Board (HSPCB)
5. Member Secretary, Rajasthan Pollution Control Board (RSPCB)
6. Member Admin, National Highway Authority of lndia (NHAI)
7 Commrssioner Municipal Corporation of Deihi (MCD). Delhi
8. Engineer-in-Chief , Public Works Department (PWD), GNCTD
9 Sr. DGM (ENW), Delhi Metro Rail Corporation (DMRC), Delhi
10. Commissioner, Delhi Transport IPollution Control Division (PCD)l
1 1 . Special Commissioner of Police (Traffic) Delhi. Delhi Police
12. Chairman, New Delhi Municipal Council, New Delhi
13. Vice Chairman. Delhi Development Authority (DDA). New Delhi
14. Chief Executive Officer, Delhi Jal Board (DJB). GNCTD
15. Managing Director, DSllDC, New Delhi
'16. Secretary, lrrigation and Food Control Department (IFCD). GNCTD

(Dr Dhananjay Kumar)
Scientist - C

Tel 011-23446853

Page I ot 2

2. This is issued with the approval of the competent authority.
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17 Charrman, Nagat Palika Parishad, Hapur, Uttar Pradesh
18 Add! Director General ol Polrce. (Traffic), Uttar Pradesh
1 L Chief Executrve Officer. Greater Noida lndustrral Development Authority

(GNIDA). Greater Norda. Uttar Pradesh
20 Deputy Commissioner, JhaJJar, Haryana
21. Executive Officer, Municipal Council, Jhaljar, Haryana
22. Chief Executive Officer, New Okhla lndustrial Development Authority (NOIDA),

Noida. Uttar Pradesh
23. Commissioner, Ghaziabad Nagar Nigam. Ghaziabad, Uttar Pradesh
24. Commissioner, Meerut Nagar Nrgam. Meerut. Uttar Pracjesh

25. Commissioner, Municipal Corporataon Gurugram (MCG). Gurugram, Haryana
26. Commissioner. Municipal Corporation Faridabad (MCF), Faridabad. Haryana

27. Commissioner. Municipal Corporation Panipat, Haryana
28 Deputy Commissioner. Faridabad. Haryana
29 Deputy Commissioner. Panipat. Haryana
30. Inspector General of Police (Traffic & Highways), Haryana
31 Principal Secretary, Urban Local Bodies. Haryana
32.Chief Engineer, Urban Local Bodies. Directorate of Urban Local Bodies,

Haryana
33. Chief Executive Officer, Gurugram Metropolitan Development Authority

(GMDA), Gurugram Haryana
34. Chief Executive Ofiicer. Faridabad Metropolitan Development Authority

(FMDA), Faridabad, Haryana

py to:

1. PS to Chairperson, CAOM
2 Member (SKB), CAOM
3. PPS to Member-Secretary, CAQM
4. PPS to Member-Technical (SDA). CAOM
5 PPS to Member-Technical (VS). CAaM
6 Director-Technical. CAQM
7. Dr. Vikas Singh. Scientist - E. CAQM
8. Dr. Preeti Gunwanr, Scientist - D. CAQ[{
L Sh. Vijay Kumar, Scientist - C, CAOM
10. Dr. Dhananjay Kumar. Scientist - C, CAQM
11 Dr. S.K. Paliwal. Sr. Consultant (ES), CAOM
12. Sh. Vinayak Azad. Consultant (lEC & Media), CAQM
13. Sh. Naveen Kumar. Scientist-B. CAOM
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COMMISSION FOB AIR OUALITY MANAGEMENT
IN NATIONAL CAPITAL REGION AND ADJOINING ABEAS

17tn Floor .lawahar Vyapar Bhawar (STC Burld rgi Tolstoy lvlarg. New Dclhr-
1 1 0001

Standard Protocol (SoP) lor Complainl Bedressal over Social Media

Stsndard Protocol (SoP) lor Complaint Redressal developed by CAQM
estabhshes a systematrc process lor addressrng arr pollutton-relaled complarnts rn

NCR as recerved on socral medra. The sleps rnvolved tn the ptotocol are as under

r. The process begrns when a citizen ot NCR lodges a complaint on social
medra (X I lagqrnq erlher lne concerned Pollutton Control Board olher
agencres rn NCR or CPCB or CAOM. Furlher. CPCB upon receiving the
compleint, assigns a unique complaint lD and tags ihe CAOM lor
rnlormalron. The complarnt rs lhen direcled to the concerned lmplementing
Agency of NCR or relevanl State Pollutron Conlrol Boards (PCBsli olher
aqencies. inilialing appropriate aclion.

ii. To ensure efteclive resolulron. CAOM closely monitors the process through
daily reports as received hom CPCB and actively reviews pending cases
wrth NCR Stale Ager)cies. lt also rdentifres roadblocks and facrllales
necessary aclrons lo ensure expeditious resolution.

ir. After lhe complalnt redressal. the lmplementrng Agency may mark I

a s Completed. providrng an Aclion Taken Report (ATR) with supporting
documenls or pholographs. while tagging back to CPCB and CAOm
whereas lor Long-Term Tasks requrr,ng trme. limeline lor compliance rs to
be provrded by lhe concerned lmplementrng Agency along wtth reason, olher
detarls. while tagging back lo CPCB & CAQM. ln cases where the complarnt
Does not pertain to the Agency, the concerned lmplementrng Agency shall
tag back lhe complarnl lo CPCB with details o, the rc3ponsiblel
concerned ag€ncy.

,v. CPCB shall close lhe complaint based on the delails provrded by the
lmplemenlrng Aoency or tag rl back to lmplemenling Agency lor rnore delails
or lur1her actron.

v. ln case. the complainant olizen is not satistied wrih the response/ aclon
taken leading to another complarnt by hrm her on the same rssue. a lresh
complainl lD wilh sufti! prslix to provious lD shall bo provided to the
complaint by CPCB.

vi. Based oo above. th6 process llow lor complaint redressal rs as uoder.
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4. Thrs SoP rs expected lo ensure eflective and expeditious resolulon ot
complarnts on socral media. identilicalion of roadblocks in redressal and tixing
accountabrlrty ol the concerned agencies ol NCR.

5. All concerned agencies of NCR shall work in coordinatron and while
respondrng to complaints- the agencies should also lry lo sensrtize the complainant
about dedicated gflevance related plattorm. app available in the respective state. rl

any. for centralised tracking and trme-bound redressal of the complarnt

6 To tackle lhe rssue ol lack ol coordination between CPCB and agencies
concerned lor control ot atr pollution rn NCR and smooth llow of inlormation. a
lryhetsApp g;oup has already been created specilically for rnonitoring the
redressal tor complarnts recerved on socral media to strengthen lhe monrlonng and
redressal mechanism lor complainls.

7. All lhe concerned agencies responsible for control ol arr pollution in NCR to
strictly lollow the Standard Protocol (SoP) lor Complarnt Bedressal over social
medra.
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Standard Protocol for Complaint Redressal
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