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Of late it is observed that the huge numbers of grievances are lying pending on
CPGRAMS portals for more than 30 days.

%

2. In this connection the attention of all the Grievance Officers are invited towards Para
2(A)(i) of DARPG OM FN. S-15/212021-O/o DS(PG)-DARPG(7085) dated 27/07/2022
(copy enclosed) which states that “the grievances received on CPGRAMS should be
resolved promptly as soon as they are received but within a maximum period of 30 days.”

3. In view of the above all the Grievance Officers are requested to examine all the
grievances outstanding under their organization & all out efforts may be taken for redressal
within 30 days. In case redressal is not possible within the prescribed time frame due to the

circumstances such as sub-juidice matters/policy issues etc, an interim/appropriate reply
shall be given to the citizen.

4. Your co-operation is highly solicited.
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{Through email)
F.No. AN/Grievance/CPGRAMS/Reminders/2022 Dated:22.08.2022

To

The Grievance Officer
O/o the PCsDA/CsDA

Subject:- Outstanding grievances more than 30 days under CPGRAMS portals.

Of late it is observed that the huge numbers of grievances are lying
pending on CPGRAMS portals for more than 30 days.

2. In this connection the attention of all the Grievance Officers are invited
towards Para 2(A)(i) of DARPG OM FNo. S-15/212021-O/o DS(PG)-DARPG(7085)
dated 27/07/2022 (copy enclosed) which states that * the grievances received on
CPGRAMS should be resolved promptly as soon as they are received but within a
maximum period of 30 days.”

3. In view of the above all the Grievance Officers are requested to examine
all the grievances outstanding under their organization & all out efforts may be taken
for redressal within 30 days. In case redressal is not possible within the prescribed
time frame due to the circumstances such as sub-juidice matters/policy issues etc., an
interim /appropriate reply shall be given to the citizen.

4. Your co-operation is highly solicited. /
Q)Nw,,lé; g
e
(Puneet Agarwal)
Jt. CGDA/Public Grievance Officer
Copy to:-
All Sections of this HQrs Office - For information & similar action please.
(Local)

\

o

(Shiv Mohan)
Accounts Officer (Grievance Cell)
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t No : 67801/2022/AN {Gri.)

F.No.S-15.212021-0 0 DS (PGH-DARPG (-08 3)
Government of India
Ministry of Per sonnel, Public Grievances & Pe NSI0NsS
Department of Administrative Reforms and Public
Grievance
(PG Division)

:.;Ih Floor, Sardar Patel Bhawan. Sansad Marg,
New Dethi, dated the o7 July, 2022

OVFFICE M1 IMORANDUM

Subject: Strengthening of Machinery for Redressal of
Public Grievance (CPG RAMS)

The undersigned is directed o say that the  Department  of

A 4

Administrative Reforms and Public Grievances has miprehensive

refoom of the (§L-11%r’53?§‘»'r.\{ Public Grievance Redress and M pitoring  Svstem

[CPGRAMS) to mube it muoe responsive o the needs of the citizens. The
endeavor of the Government is that the individual citizen's voice must be

heard, and citizen must be em powered adequately to repy

e trust in the system.

in this regard, H\]\P(: has introduced several memsures for streng

thenipg
gthening

CRGRAMS, viz, Monitoring dashi ards for stabsholders facilitare deeper .
i

ENeVINGes, canacity building of stakeholders under the Sevoitaim Scheme for
! i -

chiective redressal of grievances universal zation of CI'GR AMS ver T for auto-ro

2
of gijevances to o last mé;u, integration of State portals  with CPGRAMS,

erationalization of feedback coll comters, dov

ying an inclusive system by using

non service ceaters, an effective regionnl lan ge interface into all Languages
Hsted in the 8th Schedule of the Constitution, and introduction of 4 Grigvance

Redressal Index toy mistries/ Departments.

2. To achieve the objectives of the CPGRAMS, and o satistactoriiv resoly ¢
the grievances of the citizens. the Ministries/Departments need to revigw,
streantdine and strenathen their internat reselution mechanisms. To niake

the system cftective, the following decisions have been taken:
AL Grievance Redwss 1l Timelines: -

(i) The gricvances received on CPGRAMS shall be resolved prom ptl\'
as soon as they are received but within a my; wimum period of 30
days. In cuse redressal ig not possible within the prescribed time-
frame duc to the circumstances such as sub-judice matters/policy
Bvsues ete, an interimy/: tpprapriate reply shall be given 1o the
citizen.

mn The gricvances of urgent nature have been ma ipped on the
CPGRAMS with system specifications and flagged to ali the Nodal
Officers/ Grievancoe Ruselution Oticers on the CPGRANMS plattorm.
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- 67801/2022/AN (Gri)

it shall be incumbent on Grivydanoy Resolution Officers to address

grgent grievances on priority basis.

Closure of Grievances: -

The disposed gricvande Sl be teated as closed unless the citiven
has filed the appeal 1t the appeal is b cived from the citizenngainst
the disposed grivvancy the grievance will be treated as closed oniy

atter disposal of appeal.

After closure of a gricvance, citizens have the option to submit their
feodback and file appeal. To ohtain the feedback on the quality of
grigvance disposed, an outhound Call Centre has been started. All the
citizens, will be contacted by the Call Centye to obtain fecdback
Citizens will be provided the option to tile appeal i they are not

satisficd with the grivvance disposed.

¢ phe feedback received rom Citizens by the Feedback Call Centre w ill

he shared with sinistrivs /Departments who would be responsible to
devise internal mechanism 1o deal with the feedback thus peccived

and to make svstemic i!‘xliﬂ'(ﬂ.’t*ﬂ‘u'Iﬁh\

Grievance Resolution process: -

Poa

‘The Ministry/Department will gy gt Sedal Grievancee Resotution

Officers |GRO) and empower them adeguately 1o resotve public
crigvianues. slinistry /Department may appoint as many GROs as
deemuod necossary hased on the number of public grievanues e vived
under the overall supervision of the Noedal Grievane Resolution
Officer.

An Ofticer senior to the Nedal Grigvaiiid Resolution Orticer will be
appointed as Nodal Appellate Anthority for timely disposal ol PG
Appeals. The Nodal Appellate Authority is emponut ed to appeint Sub-
Nodal Appellate Autharities to dispose p(; uppeals. The Nodal
Appellate Authority/ Sub Nodal Appelliate Authorities arccompeteint to
review the process/ cuidelines fallowed by GROs in pedressal of
orievames. The Appellate Authority sl dispose the grievance within

30 days.

i The login 1D and prssword of the GROs will be created by Nodal

Otticer of the Ministry/Departmeit The details ot the Nodal PG otticer
and Appellate Authority shoubd be updated immedintely in case of any

N
CHdnnge.

Root Cause Analysis:-

Ministry/Departiment should regularly s

1o trend of gricvances
and conduct a root caust analysis.  Based on the analysis of the

grievantes the Ministry/ Department m v taky remedial measures
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related to policy, procedures and people to reduce the grievances.
Nevessary steps to deploy adequate resources and build capacity may

be tale

s for tmely and effective resolution of grievances. Under the

Sevattam  Scheme, DARPG will organize raining programs  in
collaborntion  with  the Institute  of  Secretarial Training  and
Management (ISTM). The Nodal Grievance Ofticers would  be

responsible  for building ol other Gricvance Reselution

Qtficers.

capacity

Review of PG Cases/ PG Appeals in 50M's:-

To institutionalize the mechanism of grievance resolution, and to
ensure quahity disposal, the Secretary of the Ministry /Department may
review disposal process in Senior OHicers Meetings. Sceoretary may
direct feedback it is feir

make a few cails to the citizens o gel

NELLSSAry,
Ministries /Departments may also monitor grievances which may be

raised in print and clectronic media,

This issues with approval of Competent Authority, .

{S‘;ﬁiﬁh K Jadhav)
Director {PG)
Tel No. 23401404

Sewretaries to the GOI
Chief Secretaries ol States/ UTs
Heads of autonomous/ Statutory bodies

Nodal Public Grievance ofticers of Ministries/Department/Attachedand
Suhordinate organizations of Govt ol Indin/ Stute Govts

NIC, DARPG

Copy forinformation to:

PRIO {(Kind Attention @ Sh Amit Khare, Advisor to P

Cabinet Secietary

iii. Secvretary to the President Secretariat

Secretary General . Rajyva Sabha Secretanat
Secretary General |, Lok Sabha Secretariat,

Secretary (Coordination &PGY, Cabinet Secretarial
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