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Introduction:

The State of Maharashtra is one of the most industrialized State in India. Thisis evidenced through
the significant contribution by the State to the Nation’s GDP and Exports. Maharashtra has also
been the leading State in India in terms of FDI. The reformative measures introduced by the State
Government from time to time has made Maharashtra the most preferred investment destination
across India. The State Government has always taken steps to establish a conducive business
environment for industries and has thus emerged as a leader in the Ease of Doing Business
(EoDB) evaluation conducted by the Department for Promotion of Industry and Internal Trade
(‘DPIT’) under the Ministry of Commerce & Industry, Government of India.

Industries Department, Government of Maharashtra is the nodal department in the State for
driving the Ease of Doing Business (EoDB) initiative. The objective of the program is to implement
reformative measures in the regulations and improve/ streamline service delivery mechanism
pertaining to Government-to-Business services.

‘Relationship Management’ or ‘Investor Connect’ serves as one of the key enablers towards
attracting an industry in a State and is therefore critical for investment grounding. It is extremely
importantto address the queries and grievances of aninvestor, in general or specific to any sector
and provide support towards technology collaborations, sharing space or knowledge in Research
& Development, references of Project Reports, Financial Management etc.

In light of the above, the following instructions are issued:

Circular:

For the convenience of industries/ commercial establishments/ entrepreneurs/ businessmen,
the Industries Department, Government of Maharashtra lays down the procedure for various
Business-Government interactions and makes it mandatory for the officers in the Maharashtra
Industry, Trade & Investment Facilitation (MAITRI) Cell to abide by the following:

1. Forthe purposes of investor facilitation, three desk levels are institutionalized in MAITRI -
the Single Window for Maharashtra. As an investor can approach through various
sources, such as, walk-in, telephonic call, e-Mail communication, letter communication,
online portal, the Desk 1 shall serve as the first point of contact to understand the
facilitation requirement of the investor. Desk 2 shall comprise of the Relationship
Managers in MAITRI with specific mapping of departments and sectors. This desk is
expected to address most of the queries. Desk 3 shall comprise of the Chairman, MAITRI,
who shall deal with grievances, along with Desk 4 that shall include Secretaries of
concerned departments.
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2. Procedure for Investor Facilitation: Given below is a step-wise enumeration of the
procedural steps that should be followed while addressing investor-related matters.

Step

Stakeholder

Activity

Timeline (in
working days)

Investor

Sends the first communication to MAITRI

Desk 1

Acknowledge the communication and
identify the nature of request:

a) General Query

b) Query requiring sectoral expertise
c) Grievance

)

d) Other facilitation related matter

01

a) In case of ‘General Query’

3a.

Desk 1

Check from the available resources if the
response could be drafted and sent.

End of workflow

If not, move to step 4a.

01

4a.

Desk 1

In case of minor query that requires
assistance from the Relationship Manager
(Desk 2) appointed at MAITRI, connect
offline and revert to the investor.

End of workflow

In case of major query, move to step 5a.

01

ba.

Desk 1

Forward the communication to the
concerned Relationship Manager (Desk 2)
seeking necessary information.

01

6a.

Desk 2

In case information is available, draft the
response and share with Desk 1, else move
to step 8a.

02

7a.

Desk 1

Share the response received from Desk 2
with the investor.

End of workflow

02

8a.

Desk 2

Connect offline with department personnel
to seek response on the query.

02

9a.

Desk 2

Obtain the response and forward to Desk 1
for communication to the investor.

03

10a.

Desk 2

Share the response received from Desk 2
with the investor.

End of workflow

03

b) In case of ‘Query requiring Sectoral expertise’
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Step

Stakeholder

Activity

Timeline (in
working days)

3b.

Desk 1

Identify  the sector and forward
communication to the concerned
Relationship Manager (Desk 2) seeking
necessary information.

01

4b.

Desk 2

Draft the response and share with Desk 1.

02

5b.

Desk 1

Share the response received from Desk 2
with the investor.

End of workflow

02

c) In case of ‘Grievance’

3c.

Desk 1

Identify the nature of ‘grievance’ and
categorize it appropriately. If the ‘grievance’
pertains to the ambit of MAITRI, forward the
grievance to the concerned Relationship
Manager, else close the grievance and send
an appropriate communication to the
Investor.

01

4c.

Desk 2

Connect with the investor (if required) to
solicit more information and raise an inquiry
with the department to seek information.

02

5c.

Desk 2

Redress the grievance, else escalate to Desk
3forredressalin Grievance meeting. Move to
step 7c.

04

6c,

Desk 1

Communicate the redressal to the investor.

End of workflow

05

7c.

Desk 2

Invite the concerned field-level/ other officer
from the department in-person or through
virtual mode for discussion on the grievance.

04

8c.

Desk 3

Chairman, MAITRI serves as the Desk 3.

Discuss on the grievance in the meeting and
redress, else direct Desk 2 to escalate the
grievance to the concerned department
Secretary. Move to step 10c.

08

9c.

Desk 1

Communicate the redressal to the investor.

End of workflow

05

10c.

Desk 2

Escalate the grievance to Desk 4
(Department Secretaries).

09

Desk 4

Redress the grievance and communicate
decision to Desk 2, with a copy to Desk 3.

14
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Step

Stakeholder

Activity

Timeline (in
working days)

12c.

Desk 2

Forward the communication received from
Desk 4 to Desk 1.

15

13c.

Desk 1

Forward the communication received from
Desk 1 to the Investor.

End of workflow

15

In case of ‘Other facilitation related matter’

3d.

Desk 1

Determine the nature of facilitation required
and the appropriate sector and forward
communication to the concerned
Relationship Manager (Desk 2), clearly
mentioning the nature of request, such as:

(a) Support towards technology
collaborations

(b) Sharing space or knowledge in
Research & Development

(c) References of Project Reports

(d) Financial Management related
support

(e) Legal Advisory

() Any other

In case of any new sector not mapped to any
of the Relationship Managers, move to step
9d.

01

4d.

Desk 2

Connect with the relevant network partners
attached to MAITRI and broadcast the
request for support.

02

5d.

Desk 2

In case of any volunteering/ self-nomination,
connect the Investor with the network
partner, with a copy to Desk 1, else connect
a relevant network partner with the
requestor.

04

6d.

Desk 2

Organize meetings/ collaborations between
the network partner and the requestor
discussing the details of requirements and
terms of collaboration.

08

7d.

Desk 2

Send a communication to Desk 1 conveying
closure of the request.

09

8d.

Desk 1

Communicate to the investor regarding the
facilitation provided with a mention to revert
in case of any further query,

End of workflow

10
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Step  Stakeholder | Activity Timeline (in
working days)

9d. Desk 1 Communicate the requirement to Desk 3 01

10d.  Desk3 Map the sector to a Relationship Manager. 03

11d. | Desk1 Forward the request to Desk 2. 04

Step 4d to continue.
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3. The Relationship Managers appointed for the purposes of responding to queries, redressal of grievances and other investor facilitation related
activity are as mentioned below. Investors should be duly supported by Relationship Managers based on the sector of investment.

S. Relationship Designation and Contact e-Mail Address Responsibility
No. | Manager Department Number
1. Shri Bhaskar Addl. Labour 9892753760 | bhaskar.morade@gmail.com Departments: Agriculture, Labour
Morde Comm!ss!oner, Sectoral Expertise: Retail & E-
Commissionerate
Commerce, Aerospace & Defense
of Labour
2. ShriKishore Asst. Engineer, 9920056346 @ semaitri@mahadiscom.in Departments: Animal Husbandry, Energy
Chavan MSEDCL Sectoral Expertise: Electric Vehicle,
Industry 4.0
3. Shri Lalbahadur Dy. 8149844444 katare.lr@gmail.com Departments: GST, Home, Motor
Katare Commissioner, Vehicles, Transport
GST Sectoral Expertise: Textiles, FinTech
4, Smt. Mrunalini Superintending 8425887836 @ dissip@maharashtra.gov.in Departments: Geology & Mining,
Devraj Industries Officer, Industries, Sericulture
MAITRI Sectoral Expertise: Audio Visual Services,
Biotechnology, Agro and Food Processing
5. Shri Padmakar Sub-Regional 7387550037 | padmakar.hajare@mpchb.gov.in . Departments: Maharashtra Pollution
Hazare Officer, MPCB Control Board
Sectoral Expertise: Electronic/
technology products, Electronic Systems
Design & Manufacturing (ESDM) and
Semiconductor Fabrication (FAB)
6. Shri Pradip Dalvi = Asst. Engineer, 8108301199 | dalvipe.pwd@gmail.com Departments: Tourism, Public Works
PWD
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S. Relationship Designation and Contact e-Mail Address Responsibility
No. | Manager Department Number
Sectoral Expertise: Tourism and
Hospitalityy, Communication Services,
Logistics & Warehousing
7.  Smt. Section Engineer, | 9224291108 @ priyadarshini.sonar@mah.gov.in = Departments: Water Resources, Water
Priyadarshini Water Resources Supply & Sanitation
Sonar Department Sectoral Expertise: Accounting and
Finance Services
8. Shri Sagar Auti Regional Officer, 8600261782  ro.maitri@mpchb.gov.in Departments: Maharashtra Pollution
MPCB Control Board
Sectoral Expertise: Environmental
Services, Green Energy/ Bio-Fuel, Mineral/
Forest based
9. Shri Umesh Patil | Joint Director, 9967050150 = unpatil1972@yahoo.com Departments: Steam Boilers, Fisheries,
Steam Boilers Forest, Women and Child Development
Sectoral Expertise: Auto components
10. | ShriUnmesh Addl. Collector, 8411888411  us.mahajan@gov.in Departments: Maharashtra Industrial
Mahajan Revenue Development Corporation, Revenue,
Cooperation, Excise
Sectoral Expertise: IT & ITES, Legal
Services, Sports & Gym equipment
11. | ShriVarad Girolla | Assistant 8108161467 | varadgirolla@gmail.com Departments: Urban Development,

Director, Town
Planner, Urban
Development

Department

Maharashtra Maritime Board
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S. Relationship Designation and Contact e-Mail Address Responsibility

No. | Manager Department Number
Sectoral Expertise: Transport and
Logistics Services, Construction and
Related Engineering Services

12. | ShriVijay Shinde = Addl. Labour 9595688562 | vijayshinde259@gmail.com Departments: Food & Drugs

Commissioner Administration, Labour

Sectoral Expertise: Medical Devices,
Drugs and pharmaceuticals, Medical

Value Travel
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