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01 About Public Grievance Redressal System
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Multiple Sources: CMO grievances, PR(Minister’s & MLA’s), District
Collectorates, Municipalities, Village and Ward Secretariats and
Online Portal etc.

Defined Grievance Redressal Authority (GRA), Priority, Individual,
Community, F&NF & SLA for each Sub-Subject and also mapped
with Jurisdiction

Workflow

Sources

P G R S  - K e y  F e a t u r e s

• 32 Departments,
• 103 HODs,
• 898 Subjects and 3573 Sub-subjects
• 2 lakh government functionaries actively use the PGRS platform

daily.

If the grievance not routed to the right department, officer can re-
routed to the proper department

Reassign

Departments On board

• Grievance is related to land grabbing (or) land dispute it
requires refer to 3 man committee i.e., Tahsildar, Police - SI/CI,
MPDO (or) Municipal Commissioner

• Service request, registered in APSeva Application
• Finance, need to enter amount details

Follow-up on Redressal action 

Following KPIs available to monitoring the Grievances

Public Representatives also can registered and monitor the
respective portfolios/constituencies.

Logins to Public Representatives

KPIs

• Citizen benefited
• Citizen Yet to be benefited - Financial
• Awaiting Govt. decision
• Court case/Civil Issue
• Citizen Asked to apply in APeSEVA

Redressal Action

• Rejected and Valid 
reasons provided

• FIR Registered  (Only 
HOME dept)

• Officer Viewed
• Redressed within SLA or Beyond
• Reopen

• Citizen Satisfied/ 
Dissatisfied

• Quality Validation
• eKYC
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PGRS
Organization

Citizen Grievance 
System

PGRS Citizen 
Grievance System

Call Center, District and 
GSWS 

HCM Direct, 

CM Office

104 Call center 

14417 Call center

CPGRAMS

CMO Grievance System

CMPs

Public Representatives 
(Ministers/MLAs/MLC/other

)

District Review meeting

Constituency Review  
meeting

HMC endorsed/
Secy endorsed/
Not endorsed

HCM 
Assurances

Employee Grievances 
System

District officers, HOD 
and State Department

ACB

PGRS - ACB Complaints

Call centre

Mobile 
Application 

SALT

School Education 
Procurement

PGRS – Organization



Copyright © Real Time Governance Society. All rights reserved. 66

02 Public Grievance Redressal System Workflow
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• Departments - 32
• HODs - 103
• Subjects - 898 
• Sub-subjects - 3573

Department Integration

Core Data 
Metrics

• Individual/Community
• Financial /Non-Financial
• Life/High /Medium /Low
• SLA
• Grievance Redressal Authority (GRA As per the Jurisdiction 

Master)

Sub-Subject Classification

• Department Specific (i.e., ROR pattas, Roads and Drinking 
water)

• Scheme Related (Payment, Eligibility, Scheme Implementation 
Related)

• Employee Related (Service Matters, Complaints on Employees, 
Corruption)

Grievance Type

PGRS – Core Data Metrics
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01

PGRS Grievance Registration KPIs

The Citizen’s basic
information shall be fetched
through API i.e., Name,
Mobile number and Citizen
location etc.

Citizen Information

02 03 04 05

The Grievance location
needs to be selected
manually i.e., District,
Mandal and VSWS

Grievance Location
As per the Citizen issue, we
need to select
Department/HOD, Subject &
Sub-Subject
(Sub-subject based search
also available)

Citizen Issue
The Officer shall be mapped
as per the Issue and the
Grievance location

Redressal Authority
After Registering the Grievance,
SMS send to the Citizen and also
Receipt will be generated.

Communicate to the Citizen
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PGRS – Redressal Workflow

Grievance Registered 
– Grievance Day & 

other sources

Assigned to GRA

GRA Confirms –
Jurisdiction & Dept

Enquiry & Redressed
Feedback Call @ 24 

Hrs

Redressed Grievances 
verified by Audit 

Team

If not Redressed 
Properly Audit Team 

Reopens

Citizen can verify Officer 
Endorsement report and if he is not 

satisfied he can ReOpen

(Citizen Centric, Doorstep, Faceless & Seamless )

9
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Grievance Registration (1/2)

• Citizen’s data fetched from VSWS (Name, Mobile
number and Citizen location)

Citizen’s 
Information
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Grievance Location

Grievance location needs to be
selected Manually i.e., District,
Mandal and VSWS

GRA Assigned

• Department/HOD, Subject & Sub-
Subject to be selected as per the
citizen issue

• Issue description to be captured
in Remarks

• Officer is mapped as per the Issue
and Grievance location

Grievance Registration (2/2)

If need can select 
Manual GRA

Grievance Subjects

• Based on the Grievance location
and Sub-Subject Grievance
Assigned to Respective
department Grievance Redressal
Authority (GRA)

GRA Assigned 
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Maximum SLA 

12

DEPT_NAME SUBJECT Sub-Subject Priority I/C and F&NF
MAX No 
of Days

GRA

National 
Highways 

Authority of India 
(NHAI)

NH-Land Acquisition 
General

Payment Related Medium
Community–

Fin
120 RO

Water Resources 
(E-In-C)

Land Acquisition Of 
Irrigation Projects

Payment For 
Compensation Of Land

Medium Individual –Fin 120
Special Deputy 

Collector

Marketing Rythu Bazar
Request To Construct New 

Rythu Bazaar
Medium

Community–
Fin

120
Joint Collector, 

Revenue (JC- RB & 
R)

Revenue (CCLA) Encroachments
Encroachment 
Regularisation

Medium
Individual –

Non-Fin
90 TAHSILDAR

Panchayati Raj GP Administration
Delay in approval of 

building Plans
Medium

Individual –
Non-Fin

90 Panchayat Secretary

AP State 
Irrigation 

Development 
Corporation

Lift Irrigaton Schemes
Repairs To Lift Irrigation 

Schemes
Medium

Community –
Non-Fin

90
Superintendent 

Engineer-WR
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Minimum SLA 

13

DEPT_NAME SUBJECT SUB-SUBJECT Priority
I/C and 
F&NF

MAX NO OF 
DAYS

GRA1

Aarogyasri Health Care 
Trust

108 Ambulance
Call Not 

Connected/Network Issue
Life

Individual –
Non-Fin

1
Dispatch Officer -

Supervisor-108

Aarogyasri Health Care 
Trust

Nwh Aarogyamithra Complaint against Mithra High
Individual –

Non-Fin
2 CO-ORD Aarogyasri

Special Enforcement 
Bureau

Belt Shops Running Of Belt Shops High
Community
– Non-Fin

3 SHO (SEB)

Civil Supplies Door to Door Ration
Ration is not distributing at 

the door step of the 
benefciary.

Medium
Individual –

Non-Fin
5 TAHSILDAR

Panchayati Raj GP-Sanitation
Request for drainage silt 

cleaning
Medium

Community
– Non-Fin

7 Panchayat Secretary

Revenue (CCLA)

Complaints On 
Secretariat 

Employees-VRO/Ward 
Revenue Secretary

Multiple visits to the 
secretariat related to 

Revenue issues
Medium

Individual –
Non-Fin

15 TAHSILDAR
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03 Grievance Redressal Quality & Audit Validation
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Acceptance

Enquiry 

Photo with Citizen

Redressal Flag

Citizen Approach

Grievance Audit

Reopen 

• Officer needs to Accept (or)

Reassign the received

Grievance within 24 hrs

• Enquiry officer needs to
take complainant photo

• If the complaint is
related to Sanitation, it
is mandatory to upload
Pre Visit and Post Visit
photos

• Redressed Grievances shall
be sent to the Call center
for citizen’s feedback
within 24 hrs of redressal.

• The Redressed Grievances
all so sent to VSWS Field
team to take Citizen’s
confirmation at doorstep

• If the Audit officer found
the Grievance is closed
without proper
information, the Audit
Officer can reopen the
Grievance

• The Officer need to Assign Field

officer to visit Citizen’s doorstep for

proper enquiry.

• After examining the Enquiry report, the
Redressal officer uploads the required
documents and selects the Redressal actions
during the grievance closure.

• The Dissatisfied Grievances shall be
sent to the Audit team to identify
reasons of dissatisfaction

If the Grievance is not related to the
redressal officer /
department/Jurisdiction, the officer can
reassign the grievance to concerned.

PGRS Redressal KPIs
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PGRS Officer Login Page

Click here to login

Enter your existing 
Officer username and 

password

There are two options displayed: "Officer login" and "Citizen login“ , Upon clicking "Officer login", a new section or form 
appears specifically for officers to enter username, password followed by captcha and click on Login.
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• This is the main interface where officers can
view their assigned tasks, pending actions, or
grievances that require their attention.

The Officer’s My Dashboard consists of following
grievance data:

• Received

• In Progress

• Redressed

• Reopen

My Dashboard (Officer)
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Grievance Redressal (1/5)

• When you click on the "pending grievances" block
within the Officer's dashboard or interface, it
typically directs you to a section known as the
"Grievance Inbox."

• Details Displayed:

• Grievance Details: Grievance Number with date of registration

• Citizen Details: citizen who filed the grievance, such as their name,
contact information displayed

• Department/HOD: Indicates which department or Head of
Department (HOD)

• Subject and Sub-Subject: Describes the main topic or issue of the
grievance (Subject), specific category (Sub-Subject)
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Grievance Life Cycle View:

• It displays all the 
parameters of grievance.

• Grievance Number
• Registration Date
• Source
• Priority
• Red flag,
• Officer Assigned 
• Status of Grievance
• SLA
• Citizen & Grievance 

Location details

Grievance Redressal (2/5)
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Officer need to confirm whether the grievance is registered correctly with the right

Department/HoD/Subject/Sub-Subject as per the citizen's complaint.

Officer need to click on Yes

if the grievance is assigned

correctly else officer need

to select no.

If the grievance is wrongly

assigned to officer, then

officer can reassign the

grievance to concerned by

selecting no as shown

Grievance Redressal (3/5)
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Redressed actions by officer – Enquiry, Upload Photo and Redressal report

Grievance Redressal (4/5)
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Redressed Actions History

' ఩రజా సమసయల ఩రిష్కార వేదిక'{#var#} గకరు, Grievance # {#var#} తో నమోదు చసేని మీ 
అరజీని ఩రిష్ారిించాము. మరినిి వివరకలను దయచసేి http://meekosam.ap.gov.in  దాారక 
తలెుసుకోవచ్ుుధనయవకదములు –ఆింధర ఩రదేశ్ ఩రభుత్ాిం

Grievance Redressal (5/5)
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PGRS Grievances Report (Officer Wise)

Total Grievances 
Registered

In Progress Redressed

Total With in SLA Beyond SLA Total With In SLA
Beyond 
SLA

34687
13263 12967 296 21424 20428 996

38% 98% 2% 62% 95% 5%



Copyright © Real Time Governance Society. All rights reserved. 2424

PGRS Grievances Report (Officer Wise)
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PGRS – Grievance Redressal Quality Monitoring

Key Performance Indicators

 Grievances pending beyond SLA (timely
redressal)

 Grievances redressed beyond SLA
(timely redressal)

 Grievances re-opened to redressed
(quality redressal)

 Redressed Grievances with
incorrect/incomplete endorsements
(quality redressal)

• Dashboards are provided to officers - monitor KPIs

• District and State level Reports - to track the performance 

Reports enabled 

• All redressed grievances are called to verify the quality of 
redressal

• Endorsement provided are readout to Citizen

• On dissatisfaction, Grievance is re-opened

Feedback calling

• Fortnight review by HCM with All District Collectors and SPs 
on KPIs

• Weekly CS review on PGRS KPIs

• Monthly CS review during Secretaries conference 

Review & Monitoring 

(Transparent, Inclusive & Accountable)
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04 Quality & Audit Validation
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PGRS Grievance Feedback and Audit Workflow

PGRS Feedback 
and Audit 

Activities are to 
increase Citizen’s 
satisfaction levels

Feedback and Audit
Grievance Audit Grievance ReOpen

Redressal action: Reopen @ Online 
User

• Citizen benefited
• Rejected and Valid reasons 

provided

The District Audit
team verifies the
grievances and
contacts the citizens
for feedback.

The State Audit team
focuses on grievances
registered as high
priority, such as those
submitted to the HCM,
Deputy CM, and
Ministers.

District Audit team State Audit team

As per the
confirmation
ReOpen the
Grievance

District Audit team State Audit team

After validating the
grievance, the
audit officer will
decide whether
reopening is
required.
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PGRS – Feedback & Audit

Grievance Closed 

Feedback Calling(100%) 
within 24hrs

Call Not Answered

Every unanswered call will be 
called 3 to 4 times in different 

time slots.

Satisfied Dissatisfied

Reopen @ Call Center 

(Only Citizen benefited and Rejected and 
Valid reasons provided)

Send to Audit Team

Improper

Redressal

Re-Open

Valid 

Redressal

Field Visit 

by DA-VSWS
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Quality Validation and Reopen by Audit Team (1/3)

Click on Enquiry 
for Audit

(All the Dissatisfied Calls by District Audit Team)
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Quality Validation and Reopen by Audit Team (2/3)
(Update Audit Action & Reopen, In case incorrectly Redressed)
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Quality Validation and Reopen by Audit Team (3/3)
(Update Audit Action & Close if Properly Redressed)
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PGRS Additional Activities
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CPGRAMS Integration in PGRS

• CPGRAMS Data Received through API, triggers a New workflow/ticket in PGRS
• CPGRAMS tickets in PGRS is monitored by the RTGS team and performs below actions

 RTGS team registers a new grievance in PGRS
 Suggestions, RTI and Court related issues are closed by the Nodal Officer
 Central Govt. and Other State related issues are pushed/forwarded through API

CPGRAMS API integration

PGRS Team

Grievance Registration in 
PGRS

Redressed

Suggestions, RTI and 
Court related

Send back to CPGRAMS team
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PGRS Employee Grievance Workflow

• Employee Grievance Registration and Redressal Form is developed and integrated
in PGRS portal.

• Every 3rd Friday of the month, employees can visit District Collectorate to register
his/her grievance by using their CFMS ID.

• Employee Grievance Types:
 Service Matters
 Personal Issues
 Financial
 Medical Reimbursement
 Disciplinary

• Grievance will be assigned to the respective department redressal officer
i.e., District Level officer/HOD/Deputy Secretary
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PGRS - CMPs
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PGRS - CMPs
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PGRS Sensitization Workshops
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PGRS- Monday Grievance Registration at 
District Collector Office & Mandal Offices
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PGRS- Call Center
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PGRS – Training District Officers
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Orders on Quality Redressal & Process Re-engineering
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Orders on Quality Redressal & Process Re-engineering
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PGRS Incorrect Redressal
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Problem Details:- Citizen concerned about rectification of entries 
in revenue records, already paid challan to change land details in 
online.

Officer Name:- Tahsildar, Poduru
Grievance Number:- WEG20220526355

Endorsements @ Correct & Complete Redressal
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Pre-Visit Post-Visit

Endorsements @ Correct & Complete Redressal
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Problem Details:- The citizen’s land was grabbed by his neighbour and requested
police for help. The nearest SHO isn’t responding to the complaint. Petition escalated
the issue to the higher authority and SDPO has acted on the issue and addressed
directly to the citizen.

Endorsements @ Correct & Complete Redressal
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Citizen concern was about Land Survey & officer not responding. GRA has 
uploaded the redressal document which is not clear/illegible.

Officer Name:- MANDAL SURVETOR, 
SABBAVARAM
Grievance Number:- ANPL202205022482

Not Clear/illegible Endorsement
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Citizen issue was related to not sanctioning of 
Pattadar Passbook, consulted officer but he was not 
responding.  GRA uploaded redressal document of 
other grievance.

Officer Name:- TAHSILDAR, 
KAMBHAMVARIPALLE

Grievance Number:-
ANMY20220424242

Wrong Endorsement
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Citizen issue was related to the closed drain. GRA 
uploaded the document which was incomplete

Officer Name:- Mandal Extension Officer-

Kalla. 

Grievance Number:-WEG202112201840

Incomplete Endorsement
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Grievance No: VSP20220728162

Blank Endorsement
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Citizen issue was related to streetlights not working, Grievance 
belongs to other jurisdiction, GRA had uploaded the redressal 
document mentioning it belongs to other jurisdiction instead of 
forwarding to concerned officer.

Officer Name:- Ward Amenities Secretary, 

Simhagiri Colony.

Grievance Number : VSP2022072583

Endorsement - Jurisdiction Change
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PGRS Reports
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Abstract Report

PGRS - Dashboard
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PGRS - Dashboard

SLA Lapsing Report
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PGRS - Dashboard

District Audit Report
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04 Way Forward - Suggested Grievances Redressal SOP
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Do’s & Dont’s

Do’s

Acceptance Criteria: Grievances will be accepted for 
redressal only if they pertain to the department or 
jurisdiction of the redressal officer.
Handling Incorrectly Mapped Grievances: In case a 
grievance is incorrectly mapped, the officer will 
reassign it to the appropriate officer responsible.
Closure Requirements: Every redressed grievance 
must include: A comprehensive enquiry report, A 
redressal report or endorsement.
An uploaded photo documenting the enquiry process.
•Endorsement Quality: The uploaded endorsement 
must be: Legible and clear, Properly signed by the 
responsible officer, Specifically addressing the citizen's 
concerns.
•Citizen Communication: Throughout the process, 
the citizen must be kept informed and updated on the 
progress and resolution of their grievance

Don’t’s

• The Officer shall not redress grievance if it 
doesn’t belong to their department or 
Jurisdiction.

• The officer shall not close the grievance 
without informing the status to the citizen.

• The Grievances shall not be closed without 
out detailed enquiry.

• Reopen grievances shall not upload with 
same endorsement uploaded by the earlier 
GRA.

• Blank/ invalid/Incorrect/incomplete 
Endorsements shall not be uploaded
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THANK YOU

60


