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STANDING ORDER No.53/2021 

fava/Subject: Appointment of Process Owners in Import -II Commissionerate -reg.

Consequent upon revision of SQM and supersession to Standing Order No. 03/2017 dated 

28.12.2012, following Process Owners are appointed as per SQM 3.0 for the service deliverables

set out in the 'Citizens Charter where the standards of service that the department seeks to 

provide to the customers and the norms fixed for the Commissionerate are as follows: 

Record keeping
format under SQM 
4.2 (Annexure A) 

|S.No. Key Services Timelines/Norms Process owner 

As per SQM Tax Assistant, 
Centralised Receipt Unit |3.2.1.1 
(CRU)- Import II 

Immediate Acknowledgement of all 
written communication 

including complaints, 
declarations, intimations, 
applications and 

returns received Physically 

and through electronic media 
Convey decision on matters 

including declarationsor 

ADC/JC,DCI AC -

Group I,IA/Oil Unit, lIA, | 3.2.1.2 
IIB, III, PAS, SVB, 
CRARS (Refund), Bond, 

AEO, 
Deputy/ Assistant 

15 days As per SQM 

assessments 

i. Disposal of refund claim 

of Customs Duty 

90 days from 
receipt of complete Commissioner CRARS 

application 

As per SQM 
3.2.1.3 

(Refund)/Supdt/AO 
CRARS(Refund) 
Additional/Joint Cargo release time for Sea 

Cargo Imports 

As per SOM 
3.2.1.5

72 hours 
Commissioner or other 

30 days from the 
date of conclusion 

person 
Adjudicating 

Authority/Appellate 
As per SQM 

3.2.1.15
Issue of Orders-in- 
Original/Orders-in-Appeal 

of personal hearing Authority 
where all the 

requisite 
information is 

available 

30 days from the 
date of conclusion 

Deputy/ Assistant 

Commissioner 
As per SQM 

3.2.1.16
Finalization of provisional 
assessment 

of inquiry or 
submission of 
requisite 
documents 

As per SQM 
3.2.2 

Documented procedure for 
exigencies in service

delivery i.e. in cases where 
due to unavailable 

DC/Sevottam 

circumstances, normal 
service delivery as per the 
Citizen Charter is not 

possible



2. Deputy IASSIstant Commissioner, Sevottam is here by designated as "Public Grievance 
Redressal Oficer" for cases received in this Commissionerate and he/she Acknowledge within 
48 hours of receipt and attempt to provide final replies within 30 working days. PS to 

Commissioner to maintain manual record as per SQM 3.2.3 

3.Management Review meeting will be held every six-month. Additional Commissioner/Jont 
Commissioner to ensure that such review meeting is completed without fail.

4. The documented operating procedures for service Deliverables are appended to this order. 

Monthly abstract shall be drawn in the records maintained in this regard,to analysethe 
performance per month by the process owners and verified by the AC/DC of concerned 

Group/section. All concened are directed to strictly follow the operating procedures as discussed 

in this order and made available at actual point of use. 

5. The Citizens' Charter and Quality Policy shall be prominently displayed for benefit of 

trade/assessee. In this regard, the responsibility of the same shall be with Deputy/Asst. 

Commissioner Sevottam. 

6. All Process Owners should forward feedback form to trade/assessee as per format given in 

Annexure B & collect the same for further improvement. These feedback forms should be stored 

in e-office for future action.

7. Central Receipt Unit, Import II shall forward all communications to the relevant Process

owner on the same day. If any deficiency is found in these communications, the Process Owner

will send a deficiency/ defect memo to the sender within time limit set above. Under no 

circumstances, written communications so received by the Process owners through Central

Receipt Unit will be reverted back to the Central Receipt Unit. At the end of the month,

DC/Sevottam at unit level will make enhanced use of Information Technology to compile the 

data in the prescribed format, from the Process Owners and measure the conformance to service

delivery standard. 

8. The above instructions and the provisions contained in the CBEC Service Quality manuald

(SQM) should be complied strictly for ensuring that service delivery to all customers is carried

out as per IS 15700:2018. 

9. All concerned should ensure that records for each step are maintained systematically. 

10. Any practical difficulties faced by the Process Owners in implementation of above procedure 

may be communicated in writing to DC/ Sevottam who in turn will put up the same before the 

Chairperson in Management Review Meeting. 

11. Additional Commissioner/Joint Commissioner - Sevottam shall coordinate all activities as 

given in Service Quality Manual. 

a 

(MANOJ KUM KEDIA) 
COMMISSIONER OF CUSTOMS IMPORT-I, MUMBAI

ZONE 

Encl 
1. Annexure A: Record Keeping Format as per SQM 4.2 

2. Annexure B: Sample feedback cum suggestion form as per SQM 3.3 

Copy to: 

1. Chief Commissioner of Customs, NCH, Mumbai. 

2. Addl. Director General, DGPM, 4th Floor, Transport House, Poona street, Masjid 
(East),Mumbai- 400 009. 
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