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VISION

NEXT GENERATION REFORMS

N | this decade of Amrit Kaal, we will give priority to Next
Generation Reforms. We will ensure that all facilities like service
delivery should reach citizens up to the last mile; it should reach the
last person seamlessly, without hesitation or any kind of difficulty.

For the overall development of the country, unnecessary
interference by the Government and Government processes in the
lives of the people hastobee nd e d o

T Prime Minister Narendra Modi




VISION

INDIA @ 2047

The Department of Administrative Reforms and Public

Grievances (DARPG) is actively shaping India's governance

roadmap for Vision India@2047.

Advisory Group T Chaired by the Minister of State for PMO, includes
15 sector specialists (civil servants, IIT/IIM experts, university
scholars, and public policy researchers)

Working Group 1 Led by the Secretary, DARPG, responsible for

drafting the vision under Advisory Group supervision

Knowledge Partner T Indian Institute of Public Administration (11PA)




Panch Pran of Amrit Kaal

First Pran - Goal of Developed India

Second Pran - Remove any trace of colonial mindset
Third Pran - Take pride in our roots

Fourth Pran - Unity

Fifth Pran - Sense of duty among the citizens

PM Maodi at 76th Independence Day Celebrations

AGENDA

FOR GOVERNANCE

Minimum
Government
Maximum

Governance

<

A Ease of living for citizens
( A Simplifications of Rules/Regulations and Processes
A Whole of the Government approach
A Qualitative improvement in Public Grievance Redressal System
A Capacity Building through i-Got Karmayogi Portal
A Development of comparative matrices - GGI, NeSDA
AMaking IT System resilient and adherence to Cyber Security
guidelines and protocols
A Regional Conferences with focus on fi Co n ¢ efpWomen Led

Devel opment o

k A Special Campaign 5.0 for Institutionalizing Swachhata and

Reducing Pendency




RECOGNIZING

MERITOCRACY

Prime Minister's Awards for
Excellence in Public Administration
2025

To Acknowledge, Recognize and Reward the Extraordinary and Innovative work done by
Districts/ Organizations of the Central and State Governments.

About us

PRIME MINISTERS

AWARDS FOR
EXCELLENCE IN PUBLIC
ADMINISTRATION 2025




PM AWARDS

OBJECTIVES

’ Conferred to Civil Servants for outstanding performance
2 Institutionalization of best practices

- Encourage constructive competition

2 Emphasis on Good Governance

= Driving Innovations in Public Administration

2 To Promote Jan Bhagidari




CIVIL SERVICES
DAY

21st April is celebrated as &ivil Services Day, \Bhere civil servants

rededicate themselves to the cause of serving the nation

Plenary Sessions and Break-away Sessions on Good Governance
by eminent speakers

Selected themes on contemporary issues deliberated and
documented

.> Ho n 6 Brime Minister of India confers the PMA on 211 April

The Civil Services Day is celebrated across all States, with around
26,000 civil servants attending the event




AWARDED INITIATIVES

PM Vishwakarma
Ministry of Micro Small and Medium Enterprises

A Central Sector Scheme supporting traditional artisans &
crafts persons in the informal sector.

A Aadhaar-based beneficiary selection with app-enabled e-
voucher system for transparent toolkit delivery.

A Over 26 lakh artisans registered within 15 months;
promotes self-employment & entrepreneurship.

A Integrated with NPCI, GeM, UIDAI & banking systems for
efficient service delivery.

A App crossed 5 lakh+ downloads on Play Store.




AWARDED INITIATIVES

Poshan Tracker

Ministry of Women & Child Development

A Mobile-based system for real-time nutrition monitoring
with Aadhaar verification & growth tracking.

A Improves transparency, digitizes manual processes, and
ensures 95.39% Aadhaar-based authentication.

A Strengthens data reliability with 27,000+ trained officials
& regional IEC materials.

A Integrated with LGD standards and portals for efficient
service delivery.

A 5M+ downloads on Play Store, driving nutritional
Improvement at scale.




AWARDED INITIATIVES

Face Authentication
Unique Identification Authority of India

AThe UIDAI Face Authentication System offers a secure,
contactless alternative for Aadhaar-based identity verification

Aldeal for individuals facing challenges with traditional biometric
methods due to worn-out fingerprints, iris template aging,
cataracts, or similar issues

A Over 2.35 million Face Authentication transactions have been
conducted, reducing fraud and ensuring resources reach intended
recipients




AWARDED INITIATIVES

PM SVANIidhi
Ministry of Housing and Urban Affairs

A Empowers urban street vendors with financial inclusion and
digital integration, providing collateral-free loans

A Over 8 million loans worth 106,000 million have been disbursed
to 6 million street vendors nationwide

A 45% of beneficiaries are women, with strong participation from
marginalized groups, promoting equity and inclusivity




AWARDED INITIATIVES

National COVID-19 Vaccination Programme
Ministry of Health & Family Welfare

A Executed on a massive scale to vaccinate millions against
COVID-19 in a short period ‘

A Over 2.2 billion doses were administered with digital tracking, l
Including 255 million doses in a single day (17th September,
2021) across nearly 1 lakh CVCs

AThe Co-WIN platform was used for registration, scheduling,
and monitoring the vaccination process.




AWARDED INITIATIVES

PM GatiShakti

Department for Promotion of Industry & Internal Trade
£1°7 uaEEEemeTT

———

A Facilitates mapping of social and economic infrastructure
planning in India via a GIS-enabled platform

A Adopts a holistic planning approach to develop world-class
infrastructure, including roads, highways, railways, airports,

waterways, and pipelines, ensuring seamless movement of
goods and people

A Aims to enhance logistics efficiency by reducing transportation

time and costs, simplifying procedures, and creating a
transparent, efficient logistics ecosystem




AWARDED INITIATIVES

Innovations for Defence Excellence (I-DEX)
Department of Defence Production

A Provides a startup ecosystem to engage directly with defence, \J B ;j:;:.@,m:mghﬁ..efge.
creating a platform for easier business with the Ministry of % \@ig el e
Defence, supporting the Atmanirbhar Bharat Initiative = K

A Activities are now paperless, managed in real-time through the
Grant Management Portal

A Created a platform for the Armed Forces to present their
technical challenges as problem statements




AWARDED INITIATIVES

National Generic Document Registration System
Department of Land Resources

L RO pr——— —

AAims to offer document registration services using modern
technology, within a specific timeframe and in a transparent
manner

A Catering to all States and Union Territories, NGDRS offers
flexibility for States to quickly analyze, understand, and
implement solutions at the State and District levels

A The average transaction time has reduced from 45 minutes to
15 minutes




AWARDED INITIATIVES

One Nation One Ration Card
Department of Food and Public Distribution

A ONORC introduced national, inter-state, inter-district, and intra-
district portability without the need to surrender the existing
ration card, and eliminated paperwork for national portability

A Facilitated the easy addition of new members, issuance of new
ration cards, and helped eliminate duplicate cards

A Benefited a large number of migrant workers, laborers, daily
wagers, and others




AWARDED INITIATIVES

UDAN 1T UdeDeshKaAamNaagrik
Ministry of Civil Aviation

A UDAN provides affordable air connectivity and offers airlines
concessions for regional and remote routes

A A yearly bidding process allows airlines to bid for routes to
unserved airports, with the government offering viability gap
funding, financing support, and concessions

AUDAN has connected 23 unserved airports and 10 water
aerodromes, with over 77,000 flights and 70 new airports
added to the Indian aviation map




REGIONAL / NATIONAL
CONFERENCES

Dissemination of Best Practices

) Generates awareness and facilitates discussions am
stakeholders on recent reforms in Good Governance

Thematicfocusincludeskey areaslike e-Governance,
Holistic Development of Districts, Administrative
Reforms,Public GrievanceRedressalCitizerCentric
Governance,and Replicationof Good Governance

Practices

) It helps tailor discussions to regional contexts and
challenges, fostering localized administrative
Innovation and mainstreaming regional development
initiatives.

) Capacity building for public servants




REGIONAL / NATIONAL
CONFERENCES

Impact and Outcomes

* Key takeaways from the conferences by administrator s B
. o . REGIONAL CONFERENCE
* Regional initiatives adopted in other parts of the country oN u
GOOD GOVERNANCE -5~ h
. . . & PRACTICES = “ el
Improvements in public grievance systems and 6th - 7ih March 2023 -
administrative processes

* Contributedto shapingfuture governancereforms
through consultations and formulation of
actionableroadmaps

Enabled sharing and replication of successful '~ b
administrative reforms and citizencentric | .:
Initiativesacrossstatesand UTs

A total of 29 Regional Conferences have been held
till date, with participation of 500 officers in every
conference.



CPGRAMS: A Foundation for SMART Government

World's Largest 24X/ Digital Citizen Interface Platform for Grievance Redressal

The CentralizedPublic GrievanceRedressand Monitoring System(CPGRAMS)

HELPSTO TI
represent$ndia’'scommitmentto responsivegovernanceAdoptedacrossall Central AND MONITOR THE

L : , : _ STATUS OF YOUR
Ministries, Departments, and subordinate bodies, it leverages cuttingedge GRIEVANCE

SUBMISSION ASSESSMENT REDRESSAL

technologyto bridgethe gapbetweertitizensandgovernment

S1L+ 1.5 crore

Registered Citizens Grievances Resolved
Active users on the platform as of September 2025 Successfully addressed between 20095

1L+ 15

Grievance Officers Average Resolution Time
Mapped across all levels of government Days to resolve grievances, down from 28 days in 2019

Note: Available through the portdittps://pgportal.gov.in/My Grievance App, UMANGandCommon Service Centragtionwide.

Department of Administrative Reforms and Public Grievances


https://pgportal.gov.in/

DARPG IISc Collaboration in Data Driven Governance

Advancing Secure, Interoperable, and Responsible Data Sharing in Public Service Delivery

Secure Connected
Intelligence
Programme

DARPG has funded I1Sc's SCI
programme,which has developed
the Agricultural Data Exchange
(ADeX) 0 a pioneeringplatform
demonstratingindia's commitment
to secure, interoperable, and
responsible data sharing across

critical sectors

Transforming
Grievance
Redressal
We might have a possible
collaboration aims to leverage
ADeX learnings to enhance
CPGRAMS, India's centralized
public  grievance redressal
system, enabling datadriven
policy interventionsandsystemic

improvementsin public service

delivery.

@ Master Grievance
Cell Vision

Future plans include creating a
central hub that integratesdata
from CPGRAMS, state portals,
and departmental systems &

enablingpredictiveanalyticsand
proactive grievance prevention
through evidencebased

governance

This partnershipmarksa transformativeshift in how governmentrespondsto citizen concerns By combiningacademicresearchexcellencewith administrativereform

expertisethecollaborationensureghat everygrievancebecomesn opportunityfor systemichangeandcontinuousmprovement

Department of Administrative Reforms and Public Grievances
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Governance :
Data for public good begins with citizens ) Year-Wise (_E-rlevances
and returns to them through governance Received 261532
227127 168651
5305 1
U0 DARPG receives around 2530 lakh 186775 0 200051%18239

grievance®achyear
U Eachgrievancas a datasignal
U Aggregated data reveals service delivery

trendsandgovernanc@aps

Q »
ST & ¥
.. : . . Y Vv YV v Vv YV ,&
U Analytics drive systemic reforms and trust &
_— Sl
building. @
&
WV

Department of Administrative Reforms and Public Grievances



Voice to Value: Citizen A Data A Governance

3. Analytics
through IGMS ‘
2.0/Tree ‘ 5. Feedback and
Dashboard @ 4. Action Accountability
AWeIIigent Clustering  and Policy A Citizen Feedback
1 Citizen A Bedg@gption and by DARPG analysis
Input o ARdmdtoR Alerts A Macro- A GRAI
A Portal AStructured Data  Grievance A PM/Cabinet Reviews
AApp Collection and trends based
. storage response

Department of Administrative Reforms and Public Grievances



Business Standard Feature on
CPGRAMS

In Business Standard by Shri Tamal

Bandyopadhyayhighlights the remarkableprogressachievedin

A recent article

building the wo r | ldrgest citizen interface platform &
CPGRAMS 0 developedby the Departmentof Administrative
Reforms and Public Grievances(DARPG) under the visionary
leadershipof the H o n 6 RrimeMinister Shri Narendra Modi

andthe supervisoryguidanceof theH o n OMinister of State(PP)
Dr. Jitendra Singh.

h
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Beyond a bank’s balance sheet |

Rankings hpscd on rcdr.css of customer complaints are finally making
banks and insurers realise the importance of customer service

o
BANKER’S TRUST

TAMAL BANDYOPADHYAY

Pushpa Devi of Jaipur, Rajasthan,
faced a long delay in receiving 48,454
“— her pension arrears. Despite
repeated clarifications, the authorities
concerned continued to ask her for the
same documents. Shefinally turned to
the Centralised Public Grievance
Redressal and Monitoring System
(CPGRAMS) for help. That led to
prompt coordination between the pen-
‘sion authorities and her bank (State
Bank of India). The amount was
credited to her account on May 19, 2025,
bringing long-awaited financial relicf.
Many such facts and figures do not
find a place in the balance sheets and
financial statements of banks and
insurance companies. They have deep
and can 1y affect
the future earning potential of and
public trust in these institutions.
Efficient monitoring can reduce
exploitation, poor service, and monopol-
jstic practices. On the other hand, indif-
ference and a lack of empathy can lead to

\ti-
mately stay away from such institutions.
We need to look at the role of the
Department of Administrative
Reforms and Public Grievances
(DARPG) in this context. It ranks min-
istries based on their ability to resolve
service-related grievances.

Public Grievances and Pensions,
it oversees the CPGRAMS.
It has a G

plaints within 21 days — its self-imposed
turnaround time (TAT) for

Redressal and Assessment Index
(GRAD) to rank the units within the

pur of mi:
index uses CPGRAMS data to

TAT is an of
GRAI as it tests how long the consumers
are willing to wait for resolution.
For public sector banks (PSBs),
the

scores in areas such as efficiency,
an:

organisational commitment.

PG — an online platform
available to citizens 24x7 to lodge their
Br lic ser-
vice delivery — has existed for close to
two decades. But it has never been this
active. Launched in June 2007 by
DARPG, the portal is connected to all
central and state government minis-
tries/departments.

only 24 gr
21-day imit in August. Non-banking
financial companies (NBFCs) and
private banks have seen 89
grievances going beyond the limit.
DARPG has set a time limit of 30
days for resolving appeals. PSBs have no
pending appeals beyond 30 days, while
NBFCs and private banks have 20.
The GRAI Index has different par-
For

for
DFS, this is based on four metrics: Effi-

clency arﬂ; 45 per cent weight and is

Itis also

within 21 days,

through standalone mobile applica-
tions downloadable from the Googl

time,
cases; feedback (30 per cent), based on
of

, and

and

y
1s filed; i

lay
with the Unified Mobile Ap; ion for
New-age Governance (UMANG).

Developed by the Ministry of Elec-

cent), on the ratio of urgent complaints,
and ad

15 per
of categorisation; and

tronics and jon T
and the National e-Governance ll)lvi-
1 n

cent),

(10 per

d by staff

sion to drive
India, UMANG offers a single platform
to all citizens to access pan-India e-gov,
services — 1 from central to local
government bodies.

The status of the grievance can be
tracked with a unique registratios

DFS recently adjusted this for
its banking and insurance units by
removing domain knowledge from
the metrics and giving ss per cent
weightage to efficiency, 35 per cent
to feedback, and 10 per centto organ-

1 3

n
1D given when the is
registered. If a complainant is not
satisfied with the resolution,she can
file an appeal.

The nature of complaints may vary
— from a delay in getting pension to
high interest rates charged by banks
for loans, or even difficulty inbuyinga
train ticket.

The ministries are ranked on how
they solve the problems.

The good news for financial sector
customers is that DFS has been show-

‘Among PSBs, Indian Overseas Bank
has held the top rank since June. Bank
of India has advanced from 10th posi-
tion in June to 2nd in July, and has

Among private

banks,
has moved up to 1st position in August
from second in July, while Indusind
1

smaller private banks in August (less

ing a steady P! in
1t

DARPG's latest report, din
September (based on August data),
finds the Central Board of Indirect
Taxes and Customs at rank 1 — among
42 ministries with 500 or more

registered grievances. The
Department of Telecommunications,
Department of Posts, Department of
Land Resources, and the Ministry of
Power follow, in this order.
The insurance division of the

Department of Financial Services (DFS),

8r s a has
continuously been improving its rank
— from 24th in April to 14th in August.
During this period, the insurance divi-
sion’s rank has improved from 3othto
12th. The performance of its pension
reforms division has been outstandi

ng
— from 14th in April to the top ofthe

list in August.
In August 2025, the DFS

than 50 at any point in time).
N

ew

India Assurance has risen from the 7th

position in July to 1st in August, and

Life Insurance Corporation of India has
held on to its 2nd position for two suc-
cessive months — July and August.

The monthly rankings have stirred

healthy itk A

for car
Of course, the TAT can be reduced. |
herby

e.

74.38 per cent of grievances and 60.22
per cent of appeals in all. There were
22,013 d of

the CPGRAM
rtal with the customer service plat-

PO
in the finance ministry, is ranked 12th, forms of individual banks and insur-

and its banking division, 14th.

This stateof-the-art

B
Which 16,985 have been disposed of.

grievance redressal system ensures

accessibility transparencyand qualitativeresolutionof grievances = = e £ SR
by the Ayush y.the ; . Yot«:m-f_l}em& ek g

finance is not easy since complaints
range rmmthel.-uopﬂunaohunk

A point to note is that except for 155
mp s, DFS

for lakhsof citizensacrosdndia.

DARPG is resp ible for i
trative reforms and resolving public
grievances, particularly thosec
ing central government agencies. Oper-
atingunder the Ministry of P |

Tved all com-

X: @Tamal

Department of Administrative Reforms and Public Grievances



Our Knowledge Partners: An Ecosystem of Institutional and Do
Experts

>
G ormama: jaccenture

NATIONAL A Il # Al I
INFORMATICS ——1 mw  National QUALITY COUNCIL’
CENTREE == — =— Informatics OF INDIA
SERVICES INCORPORATED — Centre

GEHMFPNIUW

COC|  Creating an Ecosystem for Quality P L LA,

Department of Administrative Reforms and Public Grievances



National and International Appreciation Positive Outcomes

The India Today magazine featured CPGRAMS reforms as amongst 100 big tech |n CPG RAMS
ideas for the revolution neededin 10-key sectorsto make India a developedNation by

2047

IDEPENDENCE DAY SPE \ "'““"D Al saoTons
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DEPARTMENT
OF ADRENTS TRATIVE REFORMSE
& PUBLIC GRIEVANCES
* Drectty umter P Maz o ks hess
tpesrhanding (e zue o wew Ensrying Na of digh o sarsaa shastus have b=
S ey s ) why prowase 43 the peepie These
Frevrmmen: spemes s sactede fmancial services o well as thase

THE REVOLUTIONS NEEDED IN
10 KEY SECTORS TO MAKE INDIA

Department of Administrative Reforms and Public Grievances



Global Best Practices
The Commonwealthforum provided a platform to

showcase how CPGRAMS has engaged and

empowered millions of Indian citizens, setting

benchmarkdor grievanceedressasystemswyorldwide

Department of Administrative Reforms and Public Grievances
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10-Step Reform: Transformational Outcomes

Theimplementatiorof CPGRAMS-10-Stepreforms, resultedin institutional strengtheningand significant improvementsin quality and

timelines of grievanceredressal Thesesystematiaeformshavefundamentallytransformedhow governmentesponddo citizenconcerns

2.5M 39 15 3.1M

Grievances Received Consecutive Months Days to Resolve Registered Citizens
Public grievances received With over 1 lakh monthly Grievance redressal ime  New citizen registrations on
annually on CPGRAMS portal. grievance disposals. reduced from 28 days (2019) to CPGRAMS Portal.

15 days (by Sept 2025).

1L+ 8.7/M /1K 1.7L

GROs Mapped Grievances Resolved Central Pendency  States/UTs Pendency

Grievance Redressal Officers Resolved between 202025  Current pendency for Central Current pendency for

mapped. by GROs. Ministries/Departments. States/Union Territories.

Department of Administrative Reforms and Public Grievances



Status of Grievances: Central I\/Iinistries/Departments

Brought — Status of Recelpts, Disposal & Pendency

59 (77 PG cases

Recelved
12,15,806 PG cases
Dlsposed
12,004,336 PG cases I

Pendlng Jan- 25Feb Mar- Apr- May Jun Iu |25Aug Sep-

71,247 PG cases
O Recelptﬂ254421238916970)22785253323555551509612655788
= Disposal 25789113922106525027241013454047902511146607
Time Period: 01/01/2025 to 30/09/2025 ® Pending584255994657456590846089262620671187833571247

Department of Administrative Reforms and Public Grievances



Status of Grievances on CPGRAMS States/UTs
Brought D\ Status of Receipts, Disposal & Pendencyw iy

Forward

1,85,783

Receipts N
6,24,958
Disposed >
K 6,36,154 I II I I

Jan'25 Feb'25 Mar'25 Apr'25 May'25 Jun'25 Jul'25 Aug'25 Sep'25

Pendin . | EReceipts61465 52464 59271 73901 67787 70768 77280 77726 82082
2 m Disposal 58586 50088 59523 57021 78123 63135 122915 62216 82790

® Pending 18840819099419097620810319778720546515983517534917458
Time Period: 01/01/2025 to 30/09/2025

1,74,587

Department of Administrative Reforms and Public Grievances
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Hondobl e PoWGrievancas ewery month during the PRAGATI Meeting

Timely and Quality disposalof grievancesmust be ensured]
by the Ministry.

A review meeting, once a month, headedby the Chief |
Secretary/Secretargf Central/StateGovernmentshould be
heldto reviewthe statusof disposalof grievances

To Developrobustquality metricsandparameters$o evaluate|
citizen satisfaction and the effectivenessof resolution
processes

To ensurestrengthenedenforcementactions againstunfair
practicesandhold institutionsaccountabldor delays

To Conductroot causeanalysesand casestudiesacrossall
statesandministries,in collaborationwith banks,insurersan
regulatorsto effectivelyidentify andaddressecurringissues

Department of Administrative Reforms and Public Grievances



Comprehensive Guidelines for Handling Public Grievances,

GHaB vl gu ok wie RiwmEa R
DEPARTMENT OF

s ADMINISTRATIVE REFORMS &
=i’ PUBLIC GRIEVANCES

Comprehensive Guidelines for
Handling Public Grievances

To make grievance redressal
time-bound, accessible and meaningful

Key Features

o Integrated User-friendly Platform

CPGRAMS (www.pgportal.gov.in) for citizens to file their
grievances.

o Nodal Officers

Appointment in all Ministries/Departments to ensure prompt,
fair, and efficient grievance redressal.

© Dedicated Grievance Cells
To be set up in every Ministry/Department.

G vt g ik e R Ry 02
DEPARTMENT OF

g8y ADMINISTRATIVE REFORMS &
=i’ PUBLIC GRIEVANCES

Key Features

o0 Reduced Timelines

Grievances to be resolved within 21 days, down from earlier
30 days.

o Feedback Mechanism

Feedback on disposed grievances will be sent to citizens via
SMS and email; feedback collected for improvement.

O Grievance Redressal Assessment Index
For ranking Ministries/Departments to be issued every month.

o Training & Capacity Building

Grievance officers to undergo training through 36
Administrative Training Institutes of States/UTs under the
SEVOTTAM scheme.

© Al Tools
For analysis of the feedback from citizens. )

Department of Administrative Reforms and Public Grievances




Grievance Redressal Assessment & Index (GRAI)

Developedby DARPG in collaborationwith CGG, Hyderabad, the GrievanceRedressaAssessmenand Index (GRAI) is a comprehensive

rankingsystemthatevaluateshe performanceof Ministries andDepartment®nthe CPGRAMS portal acrossA dimensionsandllindicators

Four Dimensions, Eleven Indicators

————0—|—0——0—

Efficiency Feedback Domain Organizational
U % of Grievancesfkesolvedwvith ATRs i % of AppealsFiled U % of Resolution  of Commitment
within Timeline (within 30 days) 0 % of Resolutions with Complaints Labeled as | U Ratioof GROsvis-avis
- : . . "Uraent f Grievancefkeceived
i % of AppealsRedressed iSat iRemarks d o 9

o . .
(i Adequacy of Categorization | “ % of Active Grievance

U % of Resolutionof Grievancesunder _ i
0 of Grievance by Redressal Officers

CorruptionCategor
g Jory Ministry/Department (GROs)

U AverageResolutionTime

U % Pendencywith GROs(beyond30
days)

GRAI enables datdriven identification of best performers, facilitates peer learning, and helps struggling departmentssiplecifityareas for improvement.
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Indicator -Based Root Cause Analysis

The GRAI framework goes beyond simple performancemeasuremento enabledeeproot causeanalysis By examining performanceacrossmultiple

indicators,departmentganidentify specificsystemicdssuesprocesdottlenecksandcapacityconstraintshatimpedeeffectivegrievanceresolution

Adequacy of
Categorization

ERatio of

. . % of
GR;_I:-_:i:'ls— Active
. GROs
Grievances

2% of Grievances

Eesolution

within Timeline

with ATRs

% of
Disposal of
Complaints
Labelled as

"Urgent"

2551 63.15

47.14

12.57

8.63 73.62

8574

5.88 96.01

69.74

89.01

77.03

1742

86.67

78.03 33.33
76.19 69.55

% of
Resolution of
Corruption
Grievances

81.25

78.28

87.50

8571

# AMD

| Ministry of Labour and
Employment

, | Department of Financial Services

~ | (Banking Division)

3 Department of
Telecommunications

4 | Department of Posts

5 | Ministry of Home Affairs
Ministry of Road Transport and

6 .
Highways
Ministry of Railways ( Railway

7
Board)

. Central Board of Direct Taxes
(Income Tax)
Department of Health & Family

9 .
Welfare

10 Unique Identification Authority
of India

1 Department of Agriculture and
Farmers Welfare

12 I\-iinilstry of Housing and Urban

“ | Affairs

13 Department of Ex Servicemen
Welfare

14 | Department of Defence Fiance

3177

2814

77.31

17.27

2391

40.00

40.74

100.00

66.67

2424

4744

0.00

% Pendency
with GROs

0.88

0.00

0.00

0.00
118

0.00

0.10

0.02

0.00

233

0.00

0.00

0.16

0.00

% of
Average Resolution % of % of
Disposal with Appeals Appeals
Time “Satisfied” Filed Redressed
Remarks
16.00 5331 26.16 71.38
10.00 4771 2715 66.77
7.00 5128 31.09 8549
5996 7941
3239 9.57 0.68
10.00 32386 14 98 5745
17.00 4146 28 87 62.74
52.00 6443 13.57 51.69
12.00 4565 927 64.56
12.00 4412 28.11 62.99
900 3163 12.83 m
19.00 4759 10.98 4430
33.00 4809 21.30 33.28
17.00 6294 2859 4222
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Universalization of CPGRAMS 7.0

Earlier Complaint Movement Pre”minary Ana|ysis
1 Initial grievance assessment and categorization based on historical d

L

O __0__0__0_09O - -
— — — — — and extensive consultations
TG vl

Automated Categorization

Comprat DAERG - Mastm o DR Gbedae Ofyer Intelligent routing to appropriate department and officer
Auto-forwarding with CPGRAMS 7.0 :
streamlining 3 G.RO ASS|g.nment | | | |
® . Direct mapping to lasmile officers for swift action
—
w “ Action Taken Report

Last Mile 4
Officer

Standardized response format ensuring quality and completeness

All 90 Central Ministries and Departments have besiccessfully orboarded onto CPGRAMS 7.0, ensuringconsistent processeacross the entire government.

20k+ Grievance Categoriemandl Lakh+ GROs Mappedwith intelligent auteforwarding, eliminating manual delays

The auto-forwarding mechanisnmhas reducedprocessingtime dramatically while improving accuracyof grievancerouting. Citizensnow experiencefaster responsetimesas their

concerngeachtheright officerimmediatelywithoutmanualinterventionor potentialmisdirection
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New User Registration

B Above 5000
2000-5000
1000-2000
Below 1000

September, 2025

¢

&

Uttar Pradesh

G 13613 3

<

-~

S. Month thal N_ew _User
No. Registration in 2025
1 January 56,214
2 February 47,599
3 March 49,912
4 April 62,227
5 May 60,499
6 June 58,502
7 July 63,073
8 August 89,507
9 September 78,353
TOTAL 5,65,886




Artificial Intelligence in CPGRAMS

Intelligent Grievance Monitoring System (IGMS) 2.0

Intelligent Grievance Management System

CPGRAMS hasintegratedcutting-edgeArtificial Intelligence
(Al) and Machine Learning (ML) technologiesthrough the
Intelligent Grievance Monitoring System (IGMS) 2.0

L

DashboardThis advancedsystemtransformshow government B .. s ionconenmarami i
n\"'!' LR &

analyzespredicts,andresponddo citizengrievances

(g Predictive Analytics

; OaEm g
8 8 3 8

(1 Exploratory Analysis

Q_ Pattern Recognition

L Intelligent IssueSpecific Categorization
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Granular Analysis using Semantic Search

Capability to offer Spatial Distribution District -wise of Related Complaints by semantic sear

= Spatial Analysis

[Frocoutr Q

Semantic Search Keyword Concerned State/UT

Concerned Ministry/Department

Semantic » based search
Enter Naturat Language Query

Land Problems

1 Jan, 24 ~ 28 Feb, 25 ‘ ‘ Y 4 ‘ Uttar Pradesh &

Relevance: 1.2

Grievance Record

Searched Grievances
1-20 / 1518 records

REGISTRATION NO 7,

DISTRICT % RECEIVED DATE 7, CLOSING DATE 1, NAME 7,

DORLD/E/2024/0692665

Uttar Pradesh

Rampur

28/11/2024, 11:46:15 am

Randhawa
DORLD/E/2024/0691530 Uttar Pradesh Bareilly 24/10/2024, 11:10:47 am Mayank Singh
DORLD/E/2025/0000429 Uttar Pradesh Mau 5/1/2025, 8:24:40 pm Shakuntala Gupta
DORLD/E/2025/0001399 Uttar Pradesh Sultanpur 24/1/2025, 11:39:15 am Gangesh Sharma
DORLD/E/2024/0592893 Uttar Pradesh Firozabad 5/8/2024, 6:28:32 pm R C Baghel
DORLD/E/2024/0365524 Uttar Pradesh ﬁ:;:m Buddi 2/412024, 12:00:00 am Manish Garg
DORLD/E/2025/0002541 Uttar Pradesh Pratapgarh 281212025, 7:41:24 am Vijay Kumar Pandey
DORLD/E/2025/0002509 Uttar Pradesh Bijnor 271272025, 1:02:35 pm Rupak Tyagi
DORLD/E/2024/0689923 Uttar Pradesh Varanasi 20/9/2024, 5:40:29 pm ;\;’;ihek Komas
DORLD/E/2024/0393824 @ Uttar Pradesh Muzaffamagar 151412024, 12:00:00 am /512024 S{:;Z::?:Z:’
DORLD/E/2024/0693486 Uttar Pradesh Jaunpur 23/12/2024, 8:43:34 am ﬁ:g:i/"ee Kumar
DORLD/E/2024/0646260 Uttar Pradesh Ayodhya 15/8/2024, 4:50:35 pm Rajendra Kumar

Harpartap Singh




Tree Dashboard

The Departmentof Administrative Reformsand Public Grievancesstablisheda Data StrategyUnit in March 2022 This specializedunit developecdhe

TreeDashboardananalyticaltool thatenablesstrategicdecisioamakingandpolicy reformsfor seamlesservicedeliveryto citizens

rrivals DARPG Org-Hint m @ State Map (Counts / Delays / Ratings)
(+] ! =
o i e earch Category 7.0 Tammyh\a}ysis 1D 1W 1M 3 2072 a & = S e —~n ”
KoL | = e . : 68690 '
= # 00 \
¢ .
(1) Top Indicators & Trends (01 Jan 2022 onwards) g 45069
224283207 <
[1.0] Unijus User Latest G 120304 7
322828 } P
€1
8,210,019 7,706,165 502,590 722,087 118,153 3,334,840 798 37 129 ‘ ; iy )
Griavances Closad Open (Panding Appaals Closad Appeats Opan e Districts Stata/UT Aspirational N\ B o 1157 L - -
§ (L ) {
= 372600 528708 Rty W"}
Tap_Timelines [1.1] Closed | Open... [12) Asvived M/S [1.3] Closed by M/S "‘ 28735 2 m3 ﬁ""
. P 13661
=, = ’ 1744974056 14 DJ;%Q k
3 S / ° 4 w4
£ . o ) 59.99% s
g 4 ey H < — ¢ i o s 35535. -
oo § 3, —— 208 21.96% LS 168720
: - —T\C = 4 : ¥ 643040
7 2 e 62.67%
IREINADaEE: —
)  CSESRERSRERR--mdEER: NIYTT! 1 bt
2023-07 2024 20 o 125617
10834 (
Source Portal Arrivals - (Daily) [source on recvd_date] ® Jan 1, 2022 @ 18:14:42.312 to now [1.4] Source Portal Arrivals [1.5] Channeis © [1.8] Closed by System (PMO_.. S 267812 ,‘
\
\ |
\ J

Policy Formulation

Datadriven insights inform policy decisions and refo

priorities based on actual citizen feedback patterns

Strategic Applications

Resource Optimization

Identify departments requiring additional capacity or

support based on workload and performance metric

Performance Monitoring

Track implementation of directives and measure

effectiveness of interventions over time




Multilingual Language Translation

CPGRAMS embraces India's linguistic diversity by enabling citizens to file grievances in multiple languages. This imppuseh a

ensures that language is never a barrier to accessing government services and expressing concerns.

o8l
Gujarati

T, 8 ' LAZONIA
Kannada i Santhali

Key Features of Multilingual Support

22+ Languages Supported @ Automatic Translation

Citizens can submit grievances in Hindi, English, and all scheduled regional Ensures grievances reach officers in their preferred working language
languages

@ Native Language Responses Context-Aware Processing

Action Taken Reports can be translated back to citizen's language of choice Language processing maintains context and nuance across translations
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CPGRAMS Mobile App: Grievances at Your Fingertips

Empowering Citizens Through Smartphones
Advanced Features

The CPGRAMS mobile applicationbrings grievanceredressalto citizens'smartphonesmaking it

easierthaneverto lodge complaints track status,andreceiveupdateson the go. The appcombines One—Stop Platform

conveniencavith powerfulfeaturedor comprehensivgrievancananagement .
Complete grievance management from

1325 0 A w5 P03 100%8 5 @i 100%8 registrationto resolutiontracking, all within a

English

singleintuitive interface

Hello, Welcome To CPGRAMS

‘ g Voice-to-text
- :
CPGRAMS = .- . . . .
Logn Citizens can voice their grievancesusing the

Online Complaint System

e Mol Number éd: built-in chatbot,which convertsspeechto text
| in multiple languagesT his featureis especially
& ‘ RO A i v valuablefor userswith limited literacy or typing

capabilities

Department of Administrative
Refoerms and Public Grievances
Government of India

@ ;thx':oflrtav':-a
1] @) < i @) < 1l @) <

&2 Login with Password

v =
4 Activate Your Account
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The CPGRAMSFeedbaclkCall Centrerepresents critical Feed baCk Ca” Ce ntre

componenbdf quality assurancegirectly contactingcitizens

to gatherfeedbaclon their grievanceresolutionexperience January to September 2025

- Total
Ministry / Department / State Feedbacks | Satisfied %
Government
6 7 ()/ Resolved
O Ministry of Labour and Employment 36348 25060

25708 17134 | 67/%

Satisfaction Department of Financial Services
(Banking Division)

Citizens expressing satisfaction (of the resolved cases) in 2025 Department of Defence Finance R

Department of Telecommunications 13985 9896 71%

Department of Posts 12797 9796 7%

over 2 ) 2 I\/I Central Board of Direct Taxes (Income
Tax)

Call Centre Feedback Ministry of Railways ( Railway Board) 5205

Collected since July 2022 Department of Ex Servicemen Welfarel 6693

Unique Identification Authority of India 6369 4600

Ministry of Petroleum and Natural Gas 4820 3948
Data is updated till 30September 2025




MDI Study: From Grievances to Governance

The comprehensivstudy conductedoy Management Adr;lrﬁ’ﬁgt?g[ive Resolution Trust

Development Institute (MDI), Gurgaon, titled
"CPGRAMS From Grievances to Governance" H ‘ \
provides evidencebased insights into how the \ ’ \ ’
platform hasevolvedfrom a complaintmanagement

systemto a powerfulgovernanceool. _ o _ N _
Universalisation SocicPolitical Key Metrics

Key Research Insights

Techno-Administrative Transformation SocioPolitical Impact
The study documents how technology integration and process reforms haj Analysis of how CPGRAMS has strengthened citigemernment trust and

fundamentally transformed grievance handling efficiency and effectivenesf§ engagement, creating new channels for democratic participation

Performance Dimensions Policy Recommendations
Comprehensive framework examining Organizational Commitment, | Evidencebased suggestions for further strengthening the system through

Efficiency, FeedbacknechanismsandDomainexpertiseacrosshe ecosystem || institutional, technological, and capaeliyilding interventions
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Organizational

= Trust 2
:§ [Engagement Commitment Resolution 8.
o with citizen] [Effectiveness 0
MDI Study: From | of Syster] -
. T D
Grievances to |z Efficiency z
= =
Governance |s E
@)
% Feedback Domain
2

Universalisation
[Efficiency within
the System]
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Nextien
CPGRAMS

The future of grievance redressal in India is being built today. NextGen CPGRAMS
represents a complete reimagining of the platform, leveraging cuttingdge technologies
and usercentered design to create an even more responsive, intelligent, and accessible
system for citizens and government alike.




Limitations of CPGRAMS 7.0

. L]
‘ : v |
o
1 l |
CPGRAMS Dbuilt in Monolithic Lacking Deepened Analytic Layer Lack of Effective, Accessible and User
Platform (Operational since 2006) (For Better observation and Reports) Friendly User Interface

CPGRAMS not built t&cale up Accommodatingy s er 6 s E x p e c Intagration with External
looking at future requirement in CPGRAMS is not feasible Componentsnot compatible
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Key Differentiators

Functionality CPGRAMS 7.0 NextGen CPGRAMS

Al-based Grievance Categorization
Omnichannel Grievance Registration
Multilingual Support

Automated Escalation Matrix
Realtime Analytics & Reporting
Voice-based Grievance Submission

Standardized Disposal Quality Metrics

Accessibility Features (Disabled friendly)

OOOOOO00 O
OC0000000
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Salient Features - NextGen CPGRAMS

Simplified Grievance

Lodging process using "E}; @ Mult_imodal and Multi
1T T

Al - ML Lingual Support

Automated Alerts & 000 Ne tGen ((((?/"‘)\ Interactive Dashboard
Escalation System | - CPGRAMS -

for better inferences

T Eeped AN DERTCRRe, and analysis
Root Cause, Predication Integrated Feedback &
on priority & delay in /> jﬁﬁﬁ{ﬁ Transparency
public service delivery Mechanism
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Process Channels

Omnichannel Registration & access

Submit
Web Portal
Mobile App Save in Drafts
) . (Available in Menu)
UMANG A Grievance Grievance . _ _
PP Location Description & Rce:wtewsu_mmary, Confirmation
Attachment ategorization Notification along with
Chat Bot Grievance ID
Modify
WhatsApp
Assisted Mode Submission - :
Credentials Authenticates Draft - Review _C_:on_flrmatlon _
Number With Notification along with
OTP. Grievance ID
Physical Grievances Grievance through
OCR summary, Generates

Categorization Response Resolution letter
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