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Any Grievance sent by email will not be attended to / entertained. Please
lodge your grievance on this portal.

ABOUT CPGRAMS

Centralised Public Grievance Redress and Monitoring System (CPGRAMS) is an online
platform available to the citizens 24x7 to lodge their grievances to the public authorities
on any subject related to service delivery. It is a single portal connected to all the
Ministries/Departments of Government of India and States. Every Ministry and States
have role-based access to this system. CPGRAMS is also accessible to the citizens
through standalone mobile application downloadable through Google Play store and
mobile application integrated with UMANG.

The status of the grievance filed in CPGRAMS can be tracked with the unique registration
ID provided at the time of registration of the complainant. CPGRAMS also provides
appeal facility to the citizens if they are not satisfied with the resolution by the Grievance
Officer. After closure of grievance if the complainant is not satisfied with the resolution,
he/she can provide feedback. If the rating is ‘Poor’ the option to file an appeal is enabled.
The status of the Appeal can also be tracked by the petitioner with the grievance
registration number.

 Issues which are not taken up for redress :
 RTI Matters
 Court related / Subjudice matters
 Religious matters
 Suggestions
 Grievances of Government employees concerning their service matters including
disciplinary proceedings etc. unless the aggrieved employee has already
exhausted the prescribed channels keeping in view the DoPT OM No.
11013/08/2013-Estt.(A-III) dated 31.08.2015

Note : 



https://pgportal.gov.in/Home/Preview/RE9QVF9PTV9PblNlcnZpY2VNYXR0ZXJzKEVuZ2xpc2gpMzEtMDgtMjAxMy1Fc3R0LUEtSUlJLUVuZy5wZGY%3d
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1. If you have not got a satifactory redress of your grievance within a reasonable
period of time,relating to Ministries/Departments and Organisations under the
purview of Directorate of Public Grievances(DPG), Cabinet Secretariat, GOI, you
may seek help of DPG in resolution. Please click here for details.

2. Government is not charging fee from the public for filing grievances. All money
being paid by the public for filing grievance is going only to M/s CSC only

WHAT'S NEW

27 July 2022 Strengthening of Machinery for Redressal of Public Grievance
(CPGRAMS) (PDF - 1.05 MB)

Register / Login

View Status

Contact Us
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public service

People stand in
queue outside a

post office in New
Delhi. Credit: PTI

The Wire News India, Latest News,News from India,
Politics, External Affairs, Science, Economics, Gender
and Culture

thewire.in/government/bihar-right-to-public-service-delivery-and-right-to-grievance-redress

People stand in queue to deposit or exchange

The two are often equated and while there are similarities, like both relate
to the timely delivery of public services by the government and both have
digitised databases, there are some critical fundamental differences.

At present, there is some confusion over the differences between
the right to public service delivery and the right to grievance redress.
Over 20 states of varying political dispositions have passed service
delivery laws. Only Bihar has passed a grievance redress law. At the
national level, there is no law governing the delivery of services or
the redressal of grievances.

The Right of Citizens for Time Bound Delivery of Goods and
Services and Redressal of Grievances Bill, advocated by the
National Campaign for Peoples Right to Information, sought to
address this legislative gap. This Bill was introduced in the Lok
Sabha in 2011 and subsequently lapsed. According tonews reports,
the present government plans to introduce a Delivery of Services and Grievances
Redressal Scheme – 2015 and not a legal entitlement to redress.

https://thewire.in/wp-content/uploads/2017/08/India-queue-outside-post-office-PTI.jpg
https://thewire.in/government/bihar-right-to-public-service-delivery-and-right-to-grievance-redress
http://www.thehindu.com/opinion/op-ed/guaranteeing-time-bound-services/article19077226.ece
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This legislation is often equated with the public service delivery laws in states. On the
surface, there are similarities between the two, which gives rise to the confusion. Both
relate to the timely delivery of public services by government agencies, both have
digitised databases, appellate mechanisms and penalties on erring officials. However,
there are critical differences in the fundamental architecture.

Bihar is the only state to have both laws, a Bihar Right to Public Services Act,
2011andBihar Right to Public Grievance Redressal Act, 2015. Understanding the
distinction is crucial to understanding and advocating for greater accountability of
government in the delivery of public services.

Timely service versus timely redressal of a complaint

The right to a service, under the Public Services Act, is defined as the designated public
servant providing a notified service within a time limit. So for example, the law notifies that
pension applications are to be processed by the block development officer (BDO) within
21 days. This means that when I file an application for an old age pension, I have
statutory backing that the application has to be processed within three weeks. However, if
I don’t get it on time, have to pay a bribe, or I feel the pension is too low, these issues are
not covered there.

The right to public grievance redressal, on the other hand, means the right to file a
complaint, for it to be heard, to be redressed and to get information about the decision of
redressal within a time frame. So if the postmaster siphoned off my pension money, then I
can file a complaint under the Public Grievance Redressal Act and expect redress within
the time frame of 60 days.

Restricted versus universal

As a citizen I have a legal right under the Public Service Act only if I am eligible for a
particular service. But any citizen can use a Grievance Redress Act. Given that the bulk
of issues on welfare benefits relate to wrongful exclusion, this is an important distinction
to note. For example, if I have lost my below poverty line card and cannot demonstrate
eligibility for an old age pension, I have no legal recourse under the Public Services Act.
However, I can use the Public Grievance Redress Act to file a complaint on my lost card,
and ask for my pension application to be considered.

Department coverage versus all public authorities

Under the Public Service Act, only certain departments notify certain services to be
covered under the law. So for example, the police department is not notified and none of
the services provided are covered under this law. Within the social welfare department,
under old age pensions, only the application and verification will be covered and nothing
else. At present 20 services, and 49 sub-services are notified. Under the Grievance
Redress Act, however, entire departments and schemes are notified, and all functions
performed by the department related to that service are covered. At present 44
departments and 438 schemes are notified.

http://bipard.bih.nic.in/Acts/BRTPSAct-2011.pdf
https://www.outlookindia.com/newswire/story/assembly-passes-bihar-public-grievance-redressal-bill-2015/908878
http://210.212.23.51/rtps/GeneralInformation.aspx
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Implementing agencies versus public grievance redress officers

The Public Service Act covers officials who are in any case tasked with implementing the
programme or delivering the concerned service to the public. The Grievance Redress Act
on the other hand, creates the position of a Public Grievance Redress Officer (PGRO),
who is independent from the implementing departments. So for example, if the BDO is
sitting on my pension application and not processing it, as per the Public Service Act, I
can then approach the appellate authority within the department, who will be the
supervisor of the BDO. This is likely to not lead me anywhere. Under the Grievance
Redress Act, I can now approach someone outside the department, who is senior to the
BDO and who has the powers to summon them and hear out my complaint, thus
increasing the chance of redress.

Onus on citizen versus facilitation by the state

Under the Right to Public Service, the citizen has to do all the leg work and running
around, of putting together their papers and documentation, to be filed with the
department. The Grievance Redress Act however, introduces the much-needed concept
of facilitation. Information and facilitation centres have been set up at the sub-district
level, which are staffed to help people fill out their complaint forms and submit them to the
PGRO. At the time of filing a complaint, the citizen only needs to state the grievance, and
not provide any further documentation of proof, neither does she have to specify which
department and which officer is responsible for this. This is a hugely progressive move,
as citizens cannot be expected to be knowledgeable about department processes and
role-responsibilities.

Unlike any such provision in the Public Service Act, the Grievance Redress Act provides
for the right to a hearing. The PGRO, summons the concerned person in the government
department, as well as the citizen and hears the complaint out face to face. This has been
shown to be very effective in bringing about greater accountability and speed of
resolution.

Lessons from Bihar

As the only state with service delivery and grievance redress laws, Bihar has introduced
some mechanisms through a legal framework that are genuinely citizen friendly. If made
to work, these could offer citizens some reprieve from a broken and unaccountable
system of service delivery.

However, there are several areas where the law can be improved. The national
legislation, which was approved by a parliamentary standing committee has many more
progressive measures. These include setting up the facilitation centres at the block level
so that more people can use it. Coming to the sub-district level has obvious opportunity
costs for citizens. Secondly, instead of each department notifying services, there should
be clearly defined job charts and citizen charters of each public department for each
public function. Violations to those should be considered as a complaint or grievance.
Thirdly, it is essential that the appellate structures are independent to the department.
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While this law creates an independent PGRO, there is also the need for independent
appellate mechanisms and an independent state level commission. The state information
commissions, under the right to information (RTI) law are an example for this architecture
that is working fairly well for citizens. Lastly, apart from penalties, there is a need to also
compensate citizens who have followed the due process to get their service, but have
been denied and shunted about the place.

Both laws in Bihar have put in place digitised systems to file and track applications and
complaints. In both, the citizen receives some kind of tracking ID, by which they can log in
and see the progress of their application or complaint. However, the overall information
system on the performance of these laws is missing form the public domain. Given that
the laws relate to public services and are widely used by citizens, it is also essential that
citizens have a stake in the overall policy design and monitoring of such a system. To do
this, the first step would be put out publicly the management information systems of the
functioning of these laws. This would include all the information that is being collected
and tracked by the state, such as adherence to timelines, pendencies at various
department and official levels, penalties charged and so on.

The lessons from RTI are at our disposal. The department of personnel and training and
state information commissions have ordered that all RTI requests and replies should be in
the public domain, as it relates to a public matter that should any way have been
proactively disclosed by the public authority. The presence of information on the working
of the public service and public grievance redress laws, in the public domain, will increase
peoples understanding of their provisions, and built their ability to use and monitor it.

To conclude, there are fundamental differences between public service delivery laws and
a comprehensive grievance redress architecture. While the former attempts to streamline
existing processes within a department, a grievance redress law goes into the very DNA
of our public administration. Envisioned and executed properly, it could bring about
greater accountability in our systems, which are severely citizen unfriendly. Building on
the lessons of the RTI, which brought in a culture of transparency in the government, a
grievance redress law seeks to do much more than just public service delivery, but bring
in greater accountability overall.

Inayat Anaita Sabhikhi is a fellow of Tata Institute of Social Sciences, and works in Bihar
and Jharkhand on social welfare entitlements.
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