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About Public Grievance Redressal System

Public Grievance Redressal System Workflow

Grievance Redressal System

Quality & Audit Validation
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About Public Grievance Redressal System
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PGRS - Key Features

Sources Redressal Action
\
. . L, N e |H +  Citizen benefited *  Rejected and Valid
Multiple Sources: CMO grievances, PR(Minister’'s & MLA’s), District . Citizen Yet to be benefited - Financial S
Collectorates, Municipalities, Village and Ward Secretariats and —_— / Awaiting Govt. decision o FRReserre (G
\ [ | Online Portal etc. = | ° Court case/Civil Issue HOME dept)

D »  (itizen Asked to apply in APeSEVA

Follow-up on Redressal action

Workflow
_ _ _ o o @ * Grievance is related to land grabbing (or) land dispute it
Defined Grievance Redressal Authority (GRA), Priority, Individual, ? o Yo requires refer to 3 man committee i.e., Tahsildar, Police - SI/CI,
C(?mmur_lit}_l, F&NF & SLA for each Sub-Subject and also mapped m MPDO (or) Municipal Commissioner
with Jurisdiction » Service request, registered in APSeva Application
¢ Finance, need to enter amount details
KPIs
Departments On board
s « 32 Departments, Following KPIs available to monitoring the Grievances
prf— 103 HODs, { @ * Officer Viewed  (Citizen Satisfied/
BES * 898 Subjects and 3573 Sub-subjects * Redressed within SLA or Beyond Dissatisfied
» 2 lakh government functionaries actively use the PGRS platform * Reopen * Quality Validation
daily. * eKYC

Reassign Logins to Public Representatives

Public Representatives also can registered and monitor the

‘—)j respective portfolios/constituencies.

ernance Society.

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

Co




PGRS - Organization

PGRS
Organization

I I I I

PGRS Citizen CPGRAMS CMPs HCM
Grievance System Assurances

School Education
Procurement

District officers, HOD
and State Department

Call Center, District and
GSWS =Public Representatives
(Ministers/MLAs/MLC/other
)

=District Review meeting
HCM Direct, . .
=Constituency Review
CM Office meeting
104 Call center

*HMC endorsed/

— Secy endorsed/

14417 Call center Wi enlorsed
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Public Grievance Redressal System Workflow
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Core Data
Metrics
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PGRS - Core Data Metrics

Sub-Subject Classification

Department Integration

Departments - 32
HODs - 103
Subjects - 898
Sub-subjects - 3573

Individual/Community
Financial /Non-Financial
Life/High /Medium /Low
SLA

Grievance Redressal Authority (GRA As per the Jurisdiction
Master)

Grievance Type

* 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)




PGRS Grievance Registration KPIs (-

® @@ @ (&

L)

(

A
)

Citizen Information Grievance Location Citizen Issue Redressal Authority Communicate to the Citizen
The Citizen's basic The Grievance location As per the Citizen issue, we The Officer shall be mapped After Registering the Grievance,
information shall be fetched needs to be selected

need to select as per the Issue and the SMS send to the Citizen and also
through API ie., Name, manually i.e, District, Department/HOD, Subject & Grievance location Receipt will be generated.
Mobile number and Citizen Mandal and VSWS Sub-Subject

location etc. (Sub-subject based search

also available)

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



PGRS — Redressal Workflow (2

(Citizen Centric, Doorstep, Faceless & Seamless )

L)

(

A
)

Grievance Registered
- Grievance Day &
other sources

If not Redressed

Properly Audit Team Assigned to GRA
Reopens

Redressed Grievances _
verified by Audit GRA Confirms -
T Jurisdiction & Dept
eam
Feedback Call @ 24

Enquiry & Redressed

Citizen can verify Officer Hrs

Endorsement report and if heisnot | <
satisfied he can ReOpen

Copyright © Real Time Governance Society. All rights reserved.




Grievance Registration (1/2) %@V

Grievance Registration

) Get Applicant Details
Do You Want to Change Mobile No ?

D BOBS S025 SrTr ooty | 9492435245 O Yes/ohs @ Norsch

2, Personal Information/&S §8Ke$ Hdrado

Name/ 200 * C/0 Name/ 2% * DOB/HES SE District/z3€>"* Mandal/sodkero * Citizen’s
MOHAMMED JAVED Hasham 29-05-1983 00:00:00 NTR VIJAYAWADA Information
GS/WS Name [[Fe0/a7 ) d e aidn 2 * House No/20¢3 502085 * Habitation/c)srade3 * Gender/© 050 *
29-Saibaba Colony 21-11/4-3 21-11/4-3 MALE v

District/23¢> * Mandal/shobeo * GS/WS Name [[Fe0/a78) D areaidn 2 *

NTR v Vijayawada-U v 29-Madhuranagar

* (Citizen's data fetched from VSWS (Name, Mobile
number and Citizen location)

=

Copyright © Real Ti




Grievance Registration (2/2) %@%

District/23¢F * Mandal/s08530 * GS/WS Name |Pa/ard Sarerdiiein D * . .
7 > Grievance Location

NTR v Vijayawada-U M 29-Madhuranagar

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

[ Grievance Information/ DTP¢he DAPEEsin

Search for a Sub Subject 0

Municipal Administration-->Public Health And Sanitation-->Over Flowing Of Garbage Bins

Grievance Subjects

Department/z°® * @ HOD/rde e Subject/ZE Sub-Subject/23 OZIE *
Municipal Administration And Urba..  * Municipal Administration v Public Health And Sanitation v Over Flowing Of Garbage Bins v . De pa rtment / HO D' Su bJ ect & Sub-
Source Typef@@ Iy BEasn” SubSubject Priority/e25 ) (ZFerdses  Grievance redressal authority(GRAVG:), 80t @0H56 SUbJeCt to be SeIeCted as per the
PGRS - MONDAY v m 21073209 - We -d Sanitation And Environment Secretary, 29-Madhuranagar citizen issue
* Issue description to be captured
! in Remarks
D ick here for select officer manually A
\ if r lect GRA Assigned » Officer is mapped as per the Issue
need can selec and Grievance location
¢ Remarks/a g gen * Manual GRA
Enter if any remarks GRA ASSignEd

 Based on the Grievance location
and Sub-Subject Grievance
Assigned to Respective

department Grievance Redressal

Authority (GRA) B




Maximum SLA \I;e?

. . . MAX N
DEPT_NAME SUBJECT Sub-Subject Priority I/C and F&NF o
of Days
National
Highways NH-Land Acquisition . Community—
Authority of India General Payment Related Medium Fin 120 RO
(NHALI)
Water Resources| Land Acquisition Of Payment For . . : Special Deputy
(E-In-C) Irrigation Projects Compensation Of Land Medium Individual =Fin 120 Collector
. Joint Collector,
Marketing Rythu Bazar Request To Construct New Medium Commymty— 120 Revenue (JC- RB &
Rythu Bazaar Fin R)
Revenue (CCLA) Encroachments Encroac_hmfent Medium Ind|V|du§I— 90 TAHSILDAR
Regularisation Non-Fin
Panchayati Raj GP Administration Delay.m.approval of Medium Ind|V|du.aI - 90 Panchayat Secretary
building Plans Non-Fin
AP State
Irrigation . . Repairs To Lift Irrigation . Community — Superintendent
Development Lift Irrigaton Schemes Schemes Medium Non-Fin 20 Engineer-WR
Corporation

12
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DEPT_NAME

SUBJECT

Minimum SLA

SUB-SUBJECT

Priority

I/Cand MAX NO OF

F&NF

DAYS

=

L)
A
)
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Aarogyasri Health Care Call Not . Individual — Dispatch Officer -
108 A I L 1 .
Trust 08 Ambulance Connected/Network Issue ife Non-Fin Supervisor-108
Aarogyasri Health Care . . : : . Individual — .
Trust Nwh Aarogyamithra | Complaint against Mithra High Non-Fin 2 CO-ORD Aarogyasri
Special Enforcement . . Community
Bureau Belt Shops Running Of Belt Shops High _ Non-Fin 3 SHO (SEB)
Ration is not distributing at individual —
Civil Supplies Door to Door Ration the door step of the Medium Non-Fin 5 TAHSILDAR
benefciary.
o L R fi i il . C i
Panchayati Raj GP-Sanitation equest for d.ralnage it Medium ommun.lty 7 Panchayat Secretary
cleaning — Non-Fin
C‘;Zf::;g:fa?n Multiple visits to the Individual —
Revenue (CCLA) secretariat related to Medium . 15 TAHSILDAR
Employees-VRO/Ward . Non-Fin
Revenue issues
Revenue Secretary
13
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Grievance Redressal Quality & Audit Validation
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PGRS Redressal KPIs .(5’ .

K
N‘Q).

Enquiry Redressal Flag Grievance Audit

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

* The Officer need to Assign Field
officer to visit Citizen’s doorstep for

proper enquiry‘

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

Acce!ance

* Officer needs to Accept (or)

Reassign  the  received
Grievance within 24 hrs

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

Photo with Citizen

* 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

Citizen Approach

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

Copyright © Real Time Governance Society. All rights reserved.

Reopen

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

D



PGRS Officer Login Page

Login to Public Grievance Redressal System(PGRS) %

ﬁ?ﬂ Officer Login g Citizen Login

User Name

Username

Password .
Enter your existing

Password Officer username and
password

il Y-
= - ~d -
BotDetect CAPTCHA ASP.NET Form Validation

Retype the code

Click here to login

Copyright © Real Time Governance Society. All rights reserved.




My Dashboard (Officer)

My Worklist My Dashbeard Grievance ~ Report ~ Admin Panel Grievance Registration AMS ™ Callcenter Reports ~ DEPARTMENT COORDINATOR-1 =

My Worklist & My Dashboard

My Dashboard

I

Total Beyond SLA Within SLA Total Beyond SLA Within SLA
131 1 1 4] 130 93 37 O
(1%) (100%) (0%) (99%) (72%) (28%) (0%)
 This is the main interface where officers can | | The Officer's My Dashboard consists of following
view their assigned tasks, pending actions, or | | 8rievance data:

grievances that require their attention. * Received
* In Progress

 Redressed

* Reopen

Copyright © Real Time Governanc




Grievance Redressal (1/5) é;,%\,

Grievance ™ Report ™ Admin Panel ~ Grievance Registration AMS ~ Callcenter Reports ~

My Worklist & My Dashboard

* Details Displayed:

* Grievance Details: Grievance Number with date of registration
* 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." * Department/HOD: Indicates which department or Head of

Department (HOD)

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

* Subject and Sub-Subject: Describes the main topic or issue of the
grievance (Subject), specific category (Sub-Subject)

Grievance Inbox

Filter: Type to filter... Q Show: 10 + EE

Grievance HCM Applicant Mobile Grievance D Subl Subject

Fully Damaged/Destroyed

El Velairpad H Seve D ed
TR 03-JUN- 55 T VEMPALLT O N:II;UL'A\:)RITI: [;; Disaster Disaster Cyclone/Flood/Tsunami/Hailstrom/Landslide/Cloudburst/Earthquake/Thudnerbolt And HDUSES'A d r:;; ?m;g d
E Y . HIGH ¥
o SRR o MADHU ' Management Management Other Notifed Disasters As Per G O Ms.No.15 Of Revenue(Dm)Dept., ouses An 'aly Damage
10590931 Heuses Of Pucca/Kutcha/Huts

And Cattele Shed
Copyright © Real Time Governance Society. All rights reserved. h



Grievances View

Grievonce No
ANMY20240617151

Grievance Redressal (2/5)

'S Officer Replies / Endorsment

Action History

Municipal Administration-->Water Supply->Water Pipe Leakage
Dore of Registrotion Appiication Type Sowrce From Pricrity Red Flog
17-06-2024 Regulor Ondine User HIGH
From : 29009023 - Word Amenifios Secretonytyogoraasioet To: Action : Redressed

@"‘—\

Grievonce redressed

Dote : 19062024 060832 P 3 Pre Visn Photo 58 Post Vst Phos 5 Enquiry Photo Enquery Reoport Redressal Report/T ndorsmont
Rechressed Skotus Ot Derettod

From : Onlne{Self) To : 29009023 - Word Amenitios SecretorytyoQorojasioot Action : Registered

v

A OBHS00: 291009023 - Word Amenities Secretonytyogorajasieet- 29 B DS 20D | S50 S8e0 H0%0S

Dote - 17-06-2028 OXS129 P

B Applicont Details

Applicant Name
Gender
Permaonent Address

® Grievonce Details
Department / HOD
Sub Subject
Priority
SLA period

Remarks

ESSA KRANTHI KUMAR C/0 Nome Essa kshore kumaor Age/DOB 24 NOV-90
MALE Mobile No 9700875163 Date of Registration 17.06.2024
HNo : 7-256, Habitation : 7-256, Villoge - TYAGARAJASTEET (U], 21009023, Mandal : Madonapalle, District : Annomayya

Municipal Admanistration Subject Water Supply
Water Pipe Lodkage GS/WS Nome : TYAGARAJASTEET (U], 21009023, Mondal : Modonapalle, District
Annomayya
) Fog B ReoReSSED) HCM endorsement? No
SLA
3 PDF Attochment No Anachmont
Time

Water not giving both tapes.ond In our street water pipes are domoaged.

Grievance Life Cycle View:

* ltdisplays all the
parameters of grievance.

* Grievance Number

* Registration Date

* Source

* Priority

* Red flag,

* Officer Assigned

* Status of Grievance

 SLA

* C(Citizen & Grievance
Location details

D



Grievance Redressal (3/5)

Officer need to confirm whether the grievance is registered correctly with the right
Department/HoD/Subject/Sub-Subject as per the citizen's complaint.

Is the grievance registered with the right Department/HoD/Subject/Sub-Subject as per Citizen's complaint?

@ Yes O Mo

"Please click on the "Accept the grievance” bufton to proceed with the actions and redress the grievance”

Accept The Grievance

Is the grievance registered with the right Department/HoD/Subject/Sub-Subject/Grievance Address as per Citizen's complaint?

O Yes @ No

Officer need to click on Yes
if the grievance is assigned
correctly else officer need

to select no.

Copyright © Real Time Governance Society. All rights reserved.

If the grievance is wrongly
assigned to officer, then
officer can reassign the
grievance to concerned by

selecting no as shown

D 0



Grievance Redressal (4/5) \i;é‘w

Redressed actions by officer - Enquiry, Upload Photo and Redressal report

“% Update Enguiry [ File size should not be greater then 2mb )

Update Action® E-Office File Mumber Upload Enquiry Repaort (pdf)® Uplood Enquiry Photo with Benefeciary lonly jpg, pnal ®

Redressed v Choose File | No file chosen Mo file chosen

% Update Action

Uplood Redressal support document [ pdf)® Uplood Pre Visit Photos lonby jpa, pngl Uplood Post Visit Photos (onby jpg, .pnal

[Choose ] No il choser [Choose ] No i choser [Choose ] No il choser

“pra wisit & past visit photos are to be uploaded for grievances imvolving public assetsffociities (Roads, Drans, Drnking Water, Sanitation & Electricity atc_)

Remarks *

I= this grievonce redressed as per citizen reguest? ~

-SELECT- w |

-SELECT-

Citizen Asked to apply in APeSEVA

Citizen benefited

Citizen Yet o be benefited - Financial

Citizen Yet to be benefited - Awaiting Govt. decision
Court Case/Civil Issue

Rejected and Valid reasons provided

FIR Registered

SUBMIT ACTION

Copyright © Real Time Governance Society. All rights reserved.
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Grievance Redressal (5/5) ‘\;"\-

®
Q

7

Redressed Actions History

Revenue (Ccla)-->Gsws/Meeseva Grievances (Revenue)->Non Issuance / Delay In Certificates Beyond Sla
(Revenue)
Grievance No Date of Registration Application Type Source From Priority Red Flag
SKL 20230208458 08-02-2023 Regular PRAJA DARBAR (CMOQ) MEDIUM Yes

3, Officer kepues / Endorsment

Action History

o— From : Tahsildar, Gara To:- Action : Redressed

test

Dafe : 08-02-2023 03:54:32 PM B Enquiry Photo  [® Enguiry Report  [& Redressal Report/Endorsment
@ o— From : Sme-2 To : Tohsildar, Gara Action : Registered
Update:test

Date : 08-02-2023 03:49:53 PM

@ o— From : Tahsildar, Gara To:Sme-7 Action : Registered

' 2P DAV DO S DO #varH} Ted, Grievance # {Hvar#} & S0 B2 D
@g:) 0, 80T°00. éob&’)& AT oW1 http://meekosam.ap.gov.in ANy
BVRVE DN BROFTESAVD —90E VBT VEOB0
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PGRS Grievances Report (Officer Wise) ‘\:yxi

. In Progress Redressed
Total Grievances B q
Registered Total | With in SLA | Beyond SLA Total With In SLA eSYL‘Kl
34687 13263 12967 296 21424 20428 996
38% 98% 2% 62% 95% 5%
District Department/HOD Subject Sub Subject Source Mandal/ULB GS/WS Constituency Officer
IN PROGRESS REDRESSED REOPENED
TOTAL
SNO o | DISTRICT & | RECEVED < TotaL o WITHIN . BEYOND om0 WITHING . BEOND . o\DING - ReDREssep o REOPEN®)
SLA SLA SLA SLA
1 Chittoor 2960 1205 198 7 1702 1568 134 15 38 3
2 Visakhapatnam 2323 538 538 0 1683 1660 23 38 64 6
3 Anakapalli 2230 402 401 1 1083 1046 37 60 685 41
4 Krishna 2117 991 991 0 1042 1034 8 14 70 7
5 Prakasham 2043 937 934 3 1020 928 ) 45 41 8
6 Kurnool 1610 567 564 3 995 940 55 7 41 5
7 Ananthapur 1440 596 591 5 800 764 36 16 28 5
8 YSR 1416 607 606 1 761 755 6 1 37 6
9 Kakinada 1344 309 286 23 1010 937 73 5 20 2
10 Spsr Nellore 1312 696 690 6 591 540 51 8 17 4
Total 18795 6848 6799 49 10687 10172 515 219 1041 10.55

Copyright © Real Time Governance Society. All rights reserved.
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PGRS Grievances Report (Officer Wise)

Total District Subject Sub Subject Officer Source Mandal/ULB GS/WS
c;:;::f;:: Grievances Validation Report Grievances Redressed report
In Progress Redressed Reopen
Sno - Department Total Received Total Grievances Yet to Viewed by Wi Beyord Wit In Bayord
Pending view officer | Total . SLA Total SLA sLa | Total | Pending | Redressed
1 Revenue (CCLA) 12504 7583 649 6933 740 1377 24 4081 3922 159 1022 182 840
2 Municipal Administration 3705 5M 149 362 478 a77 1 3031 2953 78 196 33 163
3 Police 2509 526 88 438 495 438 57 1895 1591 304 119 3 88
4 Panchayati Raj 243 632 38 594 604 604 0 1656 1639 17 1M 28 143
5 Survey Seftlements and Land Records 1680 671 115 556 625 617 8 929 868 61 126 46 80
6 Agriculture 675 153 84 69 153 144 9 509 494 15 13 0 13
7 Panchayati Raj Engineering 663 278 LY 237 267 258 9 357 355 2 39 1 28
8 Directorate of Secondary Health 650 20 4 16 19 17 2 617 616 1 14 1 13
9 Civil Supplies 575 182 49 133 180 179 1 382 357 25 13 2 1
10 AP Social Welfare Residential Educatfional 561 99 a5 54 o7 92 5 462 453 9 2 ) o
Institutions Society (APSWREIS)

Copyright © Real Time Governance Society. All rights reserved.




PGRS — Grievance Redressal Quality Monitoring

(Transparent, Inclusive & Accountable)

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)

Reports enabled

* Dashboards are provided to officers - monitor KPIs
* District and State level Reports - to track the performance

Feedback calling

 All redressed grievances are called to verify the quality of
redressal

« Endorsement provided are readout to Citizen
* On dissatisfaction, Grievance is re-opened

Review & Monitoring

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

* Weekly CS review on PGRS KPIs
* Monthly CS review during Secretaries conference

Copyright © Real Time Governance Society. All rights reserved.
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PGRS Grievance Feedback and Audit Workflow 2=

District Audit team State Audit team

o _ The State Audit team
The District Audit focuses on grievances

team verifies the registered as  high
grievances and priority, such as those
contacts the citizens submmittedRoRthcRLICH,

Deputy  CM, and
for feedback. Ministers.

Feedback and Audit .
PGRS Feedback Grievance ReOpen

and Audit

Activities are to
District Audit team State Audit team

Grievance Audit

increase Citizen's
satisfaction levels

Redressal action: Reopen @ Online
User

As per the
confirmation
ReOpen the
Grievance

« (itizen benefited After validating the
* Rejected and Valid reasons grievance, the
provided audit officer will
decide whether

reopening is
required.

Copyright © Real Time Governance Society. All rights reserved.




PGRS — Feedback & Audit

Grievance Closed

Feedback Calling(100%) Field Visit
within 24hrs by DA-VSWS

Call Not Answered Satisfied Dissatisfied

Every unanswered call will be Reopen @ Call Center
called 3 to 4 times in different (Only Citizen benefited and Rejected and Send to Audit Team
time slots. Valid reasons provided)

Improper Valid

Redressal Redressal

Copyright © Real Time Governance Society. All rights reserved.




Quality Validation and Reopen by Audit Team (1/3) {7,

(All the Dissatisfied Calls by District Audit Team) ¢ /)o

@
Griovance Registration Grigvonce ™ AMS ™ Reports = Enquiry Redrossal Officer, AMNAMAYYA ~
01-12-2022 31-12.2022 m
e
121 86 35
NN - | = [~
Applicant Mobile Grievance Officer Name / Mobile
Department Sub-Subject Shatus
MName MNo Address Mo
Annamayya
ANMYZ0ZZITIAN0S5  Soee raravana DOB6E33658 szmbe I TAHSILDAR, SAMBEPALLE, R fccLa) Action Against REDRESSED [T
m| 1l
147000000  reddy s 0059667561 erenue Land Grabbing i
Routhukunta
- . .
2022-12- Tvenkata Annomayya, Assiston Providing - Click on Ean|ry
ANMY20221203403 BS55800556  T.Sundupall, Engineer,Panchayat Ral- Panchayat! Ra| Internal C C REDRESSED  [=reTi]
. = )
' nanye T Sundupalli3 TSundupall, 9849373666 Roods for Audit
NIDIGANTI A Eviction Of
NIy,
A2- 1 I lur-. hmenis
ANMYZ20221211238 S0 2 VAMS 0885050551  Penagalur, 11190652-PsRenagokr-2, Panchayatt Ral Encroachmer REDRESSED  [=nTlT
NTO000:00 Penagalur, Kodapa, null Governmant
KRISHMA Penagalur-2 Land
ands

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



Quality Validation and Reopen by Audit Team (2/3) 1.

(Update Audit Action & Reopen, In case incorrectly Redressed) s 4°

[® Grievance Details

Ap State Road Transport

Department / HOD . Subject Bus Related Issues Sub Subject Buses Not Coming On-Time
Corporation (Apsrtc)

GS/WS Name : GADIKOTA-(R), 11190184, Mandal :
Priority (VeDIUM Flag B ( REDRESSED) Grievance Address o
Veeraballi, District : Annamayya

SLA period 7 SLA Time -

CITIZEN CONCERN ABOUT BUSES NOT COMING ON-TIME ISSUE.AS PER CITIZEN VOC, CITIZEN FACING THIS LAST 2 MONTHS SO CITIZEN NOT COMING THIS TIMES
TAM9AM,10AM,12PM,2PM THIS TIMING NOT COMING THIS BUSES SO CITIZEN CONSULT DEEPO OFFICER BUT PROBLEM IS NOT SOLVED SO CITIZEN AREA PEOPLE
SUFFERING THIS ISSUE SO CITIZEN WANTS RAISE A GRIEVANCE PLEASE SOLVE THE ISSUE AS SOON AS POSSIBLE. Citizen name™:VEERABATHINI PENCHALAIAH

LAAC ate a aTaw V. T A A » A

Remarks
Select

Officer closing the Grievance assigning to sub-ordinate officer
Blank Endorsement

Wrong Endorsment Uploaded

Endorsement not clear/ilLegible

Incomplete / Valid reasons were not provided by GRA and Grievance not Properly Redressed

Officer closing the Grievance indicating that Grievance not belongs to Juridiction (or) Department

Valid reasons were provided by GRA with Correct Endorsment addressed to Citizen, Enquiry Report also uploaded

N

Select v
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Quality Validation and Reopen by Audit Team (3/3) ,\g@,‘\_

(Update Audit Action & Close if Properly Redressed) g’ °

0, Officer Enquiry

I

2023-01- Enquiry Redressal Officer, Incomplete / Valid reasons were not provided by GRA and Improper
02T20:14:53.341512 ANNAMAYYA Grievance not Properly Redressed Redressal

B Application Details

Applicant Name Yanamala Ramana C/O Name na Age/DOB 01-JAN-T1
Gender MALE Mobile No 9490976626 Date of Registration ~ 21-12-2022

Permanent Address H.No: na, Habitation : NOOLIVEEDU, Village : NOOLIVEEDU-(R), 11190022, Mandal : Galiveedu, District : Annamayya

Copyright © Real Time Governance Society. All rights reserved.



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

CPGRAMS API integration
PGRS Team
I l
GrlevancellQGel%iSstration in Redressed Send back to CPGRAMS team

t Suggestions, RTI and
Court related

Copyright © Real Time Governance Society. All rights reserved.



PGRS Employee Grievance Workflow ‘é‘}?

Employee Grievance Registration and Redressal Form is developed and integrated
in PGRS portal.
Every 3 Friday of the month, employees can visit District Collectorate to register
his/her grievance by using their CFMS ID.
Employee Grievance Types:

v’ Service Matters

v' Personal Issues

v" Financial

v' Medical Reimbursement

v" 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

L
(%
A

CMP Grievance Registration

2, Basic Information

Petition Type * Mobile/Z023S S0200 Name* District/e3&>" *
Public Representative (MP/MLA/ML.. ~ Mobile No Name Spsr Nellore -
Constituency * Department/Z°g * HOD/%73.2..5% Priority *
Venkatagiri - Human Resources (Higher Educati.. ~ HOD v Medium -
Category * Petition Categories * CMO Action * Lefter/Reference Number
General A Select Categories v CMO Action - Letter/Reference No
Letter Date E-Office Computer No (If any) Attachment” Reference No
Letter Date E-Office computer No Choose file | No file chosen Reference No
Officer/ @556 * Referred By *
Special Chief Secretary, Higher Education, 4023451424 v Bonda Umamaheswararao, MLA v

Subject”

Enter if any remarks

SUBMIT GRIEVANCE
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PGRS - CMPs

District v Department/HOD v Petition Category v Category

v ‘ Petition Type v From Date

‘ (Search for a Referred by)

0 0 0] 0

In Progress

Category Petition Department/HOD Constituency Officer Reference Status Wise Addl Secy Pending with Petition Typq
Category Review HOD

District Wise Report

Filter. | Typetofilter.. Q Show: 10 v -

Sno ~ District

<>

Total = Status To Be Updated 2 Redressed = In Progress

<>

No data available in table
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PGRS Sensitization Workshops
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PGRS- Monday Grievance Registration at &é‘ o
District Collector Office & Mandal Offices .’)-

- ,'-3;\.2_—:3-_

¥ AT Kekular
J_f,f;, . ,}1 Collectorate - Srikakutam
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PGRS- Call Center
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GOVERNMENT OF ANDHRA PRADESH
ABSTRACT

Planning Department — SPANDANA — Effective Monitoring & Coordination — Quality
redressal of grievances — Revised grievance redressal workflow — Orders — Issued.

PLANNING (VII) DEPARTMENT

G.O.Rt.No.69 Dt:18.05.2022.

Read the following:

Memo No. GADO1-AROMISC/11/2019-AR, GA(AR) Dept., dt:17.07.2019.
G.O.Rt.No. 1943, GA(AR) Dept,. dt:29.08.2019.

U.O.Note No. 1960/Plg.VI1/2019, Planning (VII) Dept., dt: 17.10.2019.

Letter No.299/SPANDANA/PIg.VII/2022-1, Planning (VII) Dept., dt:14.02.2022.

A

<><><>
ORDER:

Spandana is a public grievance redressal system of the government designed to
improve the quality of redressal. In the reference 1" read above, the General
Administration (AR) Department issued instructions for conducting of “SPANDANA
(Grievance Day)” on every Monday and through the reference 2" read above, the
Government have entrusted the monitoring and coordination activity to the Planning
Department.

2. In this regard, certain instructions were issued to the District Collectors for strict
compliance for the conduct of SPANDANA programme in their respective lurisdiction
and adhere to these instructions scrupulously and make the programme successful.

- As instructed by the Government, the departments have finalised the SOPs/SLAs
and communicated to all the HoDs and Districts. The district level and grass root level
functionaries have been trained on SOPs / SLAs for quality redressal of grievances.

4. In the reference 4" read above, instructions were issued by the Government
regarding escalation of a grievance to a higher officer, where he shall have to make an
endorsement in the redressal instead of uploading the endorsement of the last redressal
officer.

5. In addition, Government have now decided to initiate changes in the Spandana
grievance redressal workflow as follows:

i. Every grievance has to be visited by the redressing officer.

ii. Uploading of enquiry report is mandatory for every redressed grievance.

iii. With enquiry report a photograph of the enquiring officer with the petitioner
to be uploaded in the Spandana application.

iv If the grievance pertaining to works photographs of pre and post visit of the
sites shall be uploaded.

—

vernance Society. /

GOVERNMENT OF ANDHRA PRADESH
PLANNING (V1) DEPARTMENT

U.0.Note.No.PLGO1-PLGOMONE(MFP)/3/2020-PLG-VII-4, Dated:09.11.2021

Sub: - Planning Department - Spandana - Effective Monitoring & Coordination -
Monthly Review meeting by the Chief Secretary with all Secretaries -
Proposed process change to prevent recurring of Grievances - Requested-
Reg.

Ref:-  This Office U.0.Note of even No. dated:21.07.2021.

*Ek¥K

Kind attention is invited to the subject and reference cited.

2. All the Departments are hereby requested to identify highly occurring grievances
and come out with some change in process etc., in order to prevent them from recurring.
The Department wise grievances and PPT are enclosed herewith for ready reference and
are requested to arrange to furnish proposed process changes to prevent
from recurring by 11.11.2021 to Planning Department (planning7department@gmail.com
[directorplg51@gmail.com/senior.consultant-da@ap.gov.in) so  as to prepare a
consolidate presentation for the ensuing review meeting chaired by the Chief Secretary.
The time and date of the review meeting will be intimated later.

3. Therefore all the Special Chief Secretaries/Prl, Secretaries/Secretaries are once
again requested kindly arrange to furnish the proposed process changes to prevent from
recurringof the Grievances for the ensuing review meeting.

VIJAY KUMAR G.SRKR
SECRETARY TO GOVERNMENT
To
All the Special Chief Secretaries/Prl. Secretaries/Secretaries.

Faniba

Orders on Quality Redressal & Process Re-engineering ‘.\IEE'
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Orders on Quality Redressal & Process Re-engineering °

GOVERNMENT OF ANDHRAPRADESH
PLANNING (VII) DEPARTMENT

Memo.No.PLGO1-PLGOMONE(MFP)/3/2021-PLG-VII-27 Dt.21.12,2022

Sub:- Planning Department - SPANDANA - Effective Monitoring &
Coordination - Improving the quality redressal of grievances -
Formation of District Audit Team - Requested - Reg.

Ref:- From Joint Secretary to CM, CMO.Note.No.06/JointSecy-CM/2022,
Dated:20.12.2022,

<><><>

Invite attention to the subject cited.

2. Vide reference cited, it is proposed to constitute a District Audit Team with
following officers for improving the quality of redressal. The team has to analyze
redressed grievances.

i. C.E.O., ZP

ii. One (1) SDC

iil.  One (1) EO & RD (Panchayat Raj)
iv. One (1) Deputy Tahsildar

v. One (1) Medical Officer e
3. Therefore, all the District Collectors are hereby requested to constitute a
District Audit Team with the above stated composition to analyze grievances
received and redressed under Spandana programme. The team shall submit the
analyzed report of Spandana grievances for every fortnight to CMO by marking a
Planning Department.
s g VIJAY KUMAR G.SRKR.,
SECRETARY TO GOVERNMENT

All the District Collectors

The Special Secretary to HCM(Spandana)
The OSD to Joint Secretary to HCM.

The OSD to Chief Secretary

The Chief Executive Officer, RTGS

The Special Secretary to HCM

The P.S. to Secretary, Planning

//FORWARDED :: BY ORDER//

g N R. S . Shihip AT
0% SECTION OFFICER
%ﬁ% =
Ny

ance Society. All righ

Government of Andhra Pradesh
Proceedings of the District Collector, Krishna District, Machilipatnam
Present : Sri P.Ranjith Basha, I.A.S.

Proceedings No.113/Planning Wing/Planning.3/DE&S0/20221 Dated: 12.2022

Sub:- Planning Department - Krishna District - Spandana - Effective Monitoring
& Coordination - Improving the quality redressal of grievances - Formation
of District Audit Team - Orders - Issued.

Ref:- 1. Memo No.PLGO1-PLGOMONE(MDP)/3/2021-PLG-VII-27, Dated:21.12.2022
of Planning (VII) Department, Andhra Pradesh.
2. Note Orders of the District Collector, Krishna District, Machilipatnam,
Dated: 28.12.2022,

EEEEN

ORDER

The Government of Andhra Pradesh has planned to set upon effective District Audit
Team for the district so that the various grievances submitted by the citizens can be
effectively redressed in the Spandana programme organized every Monday under the
auspices of the District Collector.

The Government of Andhra Pradesh ordered to setup a District Audit Team so that
the grievances submitted by the citizens in the Spandana programme. Which is organized
every Monday, will be quickly redressed of grievances. Accordingly, the district collector

have bee issued orders by setting up the District Audit team of officers are mentioned
below.

Sl. No. Name of the Person Designation
1 Sri G.Srinivasa Rao 2P, C.E.O.
2 Sri B.S.N.Reddy MUDA V.C. (S.D.C.)
3 Sri A.Bala Krishna Rao EO & RD (Pantchayathi Raj)
4 Sri Mirza Rizwanullah Baig | Deputy Tahsildar
5 Sri Dr. Narasimha Naik Urban S.P.H.O.

The above constituted District Audit team has been instructed to submit the
grievances received from the public in the Spandana programme under the chairmanship of
the Zilla Parishad executive officer for effective and quick redressal of the grievances audit
report submitted to the District Collector once in a forthnight. The Audit report of District
Audit Team shall furnished through the District Collector to the State Government,

Sd/- P.Ranjith Basha
District Collector,
Krishna
// t.c.f.b.o. //

ltgsil[cl? %ml%s/? S%tlgtics Officer,

Krishna, Machilipatnam
/ A 2
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PGRS Incorrect Redressal
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Endorsements @ Correct & Complete Redressal ‘\%‘

Date of Registration Application Type Source From Priority
WEG20220526355 26-05-2022 Regular Spandana-1902 MEDIUM
7, Officer Replies / Endorsment 0.8.20: 168/2022(D) STPRFEO T°0 StoTgeaiaw,
_ ) Dercd, 86..27]05.2022
Action History
i DROBHD : B. 6. D. HX D
SR, Deirco.
@@
From : TAHSILDAR, PODURU To:- Action: Redressed Do\ ot
S MRS
DHEI0 1 ‘DYoSD' BANS — Vercd Boceo — 207 G$ZPCo  TrR0e — . DocJ DT
B& Bod ToEL £33 BE 90 T°ED - BB OSED Hochd> BIPEOY Bose - 8D,
HES BT D DTS TOLT DT OES (2. dTE 0, 5 @i &.03.04.2022 5 BAS RMUN2208574179 Fo & JrrhiaS oo o 1% S a; ;d P ad& mc 5 smb - ’
v, -, v, -, -, -, V St “ il Vi . "
HErerb ardnEdn 8% S8 ToTDoaER , HE% SXamy & 2605202 5 BHI ST9erE a6 T oirdS 580 B erjod edolio e ic e 8o e s
1B 5065 5 B0 S5 568 A8 5D 58 DAH0 D IoEB 1106 o 30 BOKESHEDSS ek oy g b s s o
@@
e Bocwo, AT GEDCO TPad STEDOROLD LoD 2. Boddoe) D7) B& Sog ooo
Date : 27-05-2022 074757 PM @ Pre Visit Photo @ Post Visit Photo @ Enquiry Photo [A Enquiry Report [ Redressal Report/Endorsment ST B BT & . 26.05.2022 S BED WEG20220526355 Doersd> & Ryocsd CMO CALL
CENTER s Gg0:00 oo Doy aba’inav‘ld).
VA® DOYE D DG VoL DOFPRETDED 8. DD D7) TG edoordm
& . 03.04.2022 o 865 RMUO12208574179 Do & 205mgeSa® orgoe HErard Sraninsan
S0 SO0 BOEJAIOTN 6D , DS S, % & .26.05.2022
From : SPANDANA CALL CENTER 1902 To: TAHSILDAR, PODURU  Action: Registered S i S o5 srdgrb 0 B
WBRFDHS 200 Do ergols escioriey 1B Docd D HEoDd DAy 200 cIDY S DS Dcwo D
Dosa’¥o!’5 &°go° BDADWBODEDLIA . @/
) e
50950 TAHSILDAR, PODURU- 88 2y Dewden 205 , 6% 58 z00 anod. . " <™
] 3 S ) l(‘
é‘.‘r’%gS (I/¢c)
Do .

Date : 26-05-2022 12:02:34 PM

Problem Details:- Citizen concerned about rectification of entries Officer Name:- Tahsildar, Poduru
in revenue records, already paid challan to change land details in Grievance Number:- WEG20220526355

online.
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Endorsements @ Correct & Complete Redressal \%\

Municipal Administration-->Public Health And Sanitation->Removal Of Garbage b, 01WSESH 086083 Yendada Vilage 0
oze tl'.'lﬂ: lcl
—— Date of Registration Application Type Source From Priority
VSP20220716550 16-07-2022 Regular Spandana-1902 MEDIUM
ay: 18/07/2022

v, Officer Replies / Endorsment

Softad | dookiedd  Zone-2 GVWMC, Visakhapainam

Action History
bogde B20: | wspa020716550 | [ 1s/07/2022 |
;’@‘_._ From : 21086083-Ward Sanitation And Environment Secrefary, YendadaVillage  To:-  Action : Redressed
whodd | MATTAM SRINU |
Pre-Visit coupuanT resoueD Post-Visit
whopto 5%, ;| 6302782565 |
Date - 18-07- 2022 110747 AM B Pre Visit Photo B Post Visit Photo [ Enguiry Photo [ Enquiry Report [ Redressal Report/Endorsment — — -
citizen has concern about the removal of garbage citizen has said that
. ) they are facing this issue since 1 month citizen has said that in their
biryt Adiiaen ward grarbage is not rermeving, properly due to this they are facing lot
of trouble citizen has suffered a lot and request to solve this problem as
From : SPANDANA CALL CENTER 1902 To: 21086083 Ward Sanitation And Environment Secrefary, YendadaVillage  Action: Registered 1]
soon as possible
D052500: 21086083-Ward Sanitation And Environment Secretary, Yendada Village- &8 31 Dt 2362, &0 o zen S:usod.
e & 0K
Date - 16.-07-2022 06:06:45 PM (et ig)

With reference to the spandana complaint received it is found
that the garbage has been dumped by the citizens itself ; due to
the strike of workers it has not cleared.Mow the garbage got
cleared and awareness was also given regarding the seasonal
diseases.

by 38 T
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Endorsements @ Correct & Complete Redressal ‘\%“"\

o @
T mos®
Dateof Registration Application Type Source From Priarity (P06 DJBE )
KDP20220227404 27-02-2022 Re-Open Spandana-1902 HIGH 55 D0: 32 O ADBAS DD bos 6 e
3a: 09.04.2022 DDEr®, D.abD.ub. E8D By,
<, Officer Replies / End t
< Viicer replies 7' Endorsmen Bovgeso o & ] CMO =6 nots8 KDP20220227404, Dt.27.02.2022. ]
Action History 3a:
wford> beo: b8 ey, Sma 32 Poy,en, Wio &dBg )6 3 I
o — From : SDPO, Mydukur To:- Action : Redressed
oo 25 So: , 9985711643, 7989520913 ' |
2658 Dot Derds & aridnT D07:A8 HODOD Dot DA, 2% DRchin 208 fodn Dhchdnd Hord TiR HEFA TES0 Dogd vond whBE ey, Wio wdBe a8 3¢ & 65 ) md el wans
T, w068 KETTER, THS DESH Sdng HBoD Hom:AE TOE0R TohdToda. @odey DS DRCHD DTSR, BLnd SLHETd Sds ; Ddovges @8 JOINIH PO W) D VEEID YT HUYS Ww HPoED,
SEISORIAT D080 PS 55 @155 maE Genl. Memo No.88/SDPO-MYD/2022, Dt09.04.2022 o7 ;07 s 903 RS, @0ebes H25 80 85086 PS ~ . w0 ATDBD God, BUTH B5HI FOH HIE O Faw G JoSdyoo
25 5T 40 aFe0s0 Ardde Thdk ShiRSobiam BD0NELE BN et B0A Dogd T8 TSR TS, Hongd DS Bad IS EeryBe
BE® DoYd @BS'DE  DoYAd FVSHE, BLDLBT, RBIG sgom
o3¢ Fardod Jowed, Y T eEomfTod, Egde S
) ) ) ) 2Bt 63E BLHOLD MEIWI) L. BOMILD FGEM® JRABAY HBD
Dato : 00-04-2022 04:30:57 PM 14 Enquiry Report 14 Redressal Report/Endorsment Der8ed ey daired B> DS Borgeois o8 CMO 565 HobsS
KDP20220227404 rr 320 IFD o Dordn ADde MOErD DS
4 Adadd B'DH wbdS 8 Boddo woAA.
. RED Do Dordn 8 LrAALT DOYED HOLoD DOBoBERBE. PED
Srotn) S DhabAn @S Podn Dicband' boyd D PO &g 3N,
@®—  From:SPANDANACALLCENTER1002  To:SDPO, Mydukur  Action: Reopened wotd MOINCS, WDS Nad ARG MWD Doydd F0ah
SonEPSS. wosd PADH DRCOD Dorbed, BMDS ILDEWH 36§
SEBJLDI8 D.do PSS waw ™84 Genl. Memo No.88/SDPO-
MYD/2022, D1.09.04.2022 oy @BIEIIE. wodd HSD D.6e PS
citizen said his problem was not solved but as per endorsement citizen not safisfied so please solve this issue os scon os possible 8 ";33386 A oS08 ArSIL HoH AEHEISONIAT DD, HS®
05 @B g6 TOD RePBoSSLLIGT  IDHHHEDI. WoHVD
DOADrDE ©ofiEBedt N, WohsuDd Dudardod 1902 5 Jotd
Date - 05.04-2022 10:42-22 AM Sogen .'go oo Doy dabed Ddaw Byodd website RDND Doy Doron
1082y, BosScsoR DHEHANS oD Horgdd D a8 DHabIN B0 JeDE ST .

a.
2.5029,800 Dewsrden, \
S\ 3.ad) o hoD IB8oIEDIS. | "\“a \ |
P FLWMW
Problem Details:- The citizen’s land was grabbed by his neighbour and reque Sorga sosusn WIS v
34, 09.04.2022.

police for help. The nearest SHO isn’t responding to the complaint. Petition esca
the issue to the higher authority and SDPO has acted on the issue and addre =
directly to the citizen.

\_UP)/IISIILM ncar 1inc guvceiiialice JULICL)/‘ Ialll IISIILD reociveu.
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Not Clear/illegible Endorsement \%\

@
@
sptoment FoondI D) Ui k. Rawohankes Ffo Sypry,
At ot ESgecvny By (Yfe g pplore VR dun) 4
‘f-,zy't/&hkn £0] f/Mdtlfdﬂfrq s

= &
——  From: MANDAL SURVEYOR, SABBAVARAM To:- Action : Redressed - - B2
’ By o rs A0S 57 s AL

paten) G50 Gygon PIPL 2310 SN 2%
et , ' ow U~
Field enquiry and survey conducted report uploaded B - Wz&g PG S 5 &0

q
=T 2 S}‘v"‘"a ’ ) 'S8 HD 36y [ 65}]“
34 q&‘%’) ! Y R F Rl
e QRS- W=
S\ /‘/)amé"o 6’% gqb o 5 7o By S\
e -, AW BTV W05 L s
Ry § o3 CEU 20
s ’(o‘v"i:’.&«%g‘“ 7 dot" N FEC G
r.) a““-?
> M%:%J@W Al DES 07 SU;:;@
: L = T~
2 "] = .
cosok@d g on Gre BTLE U5 g aipveT
1 g . . . N - e ot pp b 2
@ @ — From: @080 -2 850 a8 somjeoaho, Anakapalli - To: MANDAL SURVEYOR, SABBAVARAM  Action : Registered A4t @2\. SO® ,aﬂl-vf%“" Lapdo S {58
2O M ot sgavk Qs Wmmaﬁ«l’f@
Sus dpsApoufes o ¢
D:5.0%a5: MANDAL SURVEYOR, SABBAVARAM- €53 2 Der8en 2382 , 2 258 ze 8080 d. <E TPV porga

&-VM ;zf)&

_,\/)OHWQ
r-f
o qog(a_o},k

Date : 07-05-2022 09:09:54 AM [& Enquiry Report [y Redressal Report/Endorsment

Date : 02-05-2022 04:15:13 PM

Officer Name:- MANDAL SURVETOR,
Citizen concern was about Land Survey & officer not responding. GRA has SABBAVARAM

uploaded the redressal document which is not clear/illegible. Grievance Number:- ANPL202205022482
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Wrong Endorsement

S Te et gy - . . ~ :
S yA T - Gy e 3,5y G =SS

Zige — owass movia B =

.— From: TAHSILDAR, KAMBHAMVARIPALLE To:- Action: Redressed g e e
M = &g e - S.Be. 790/2_
D e U Tgefa @ = I 43 2‘73{;4\

oo T I Fe =oe @ s
Basvco Deorm £ L D=

MRS T @ res B s Doy co My DG AGIES

-—éé‘j‘gclAN o 192—M/g'lo7ﬁ3\4% | |

[ Enquiry Report |4 Redressal Report/Endorsment (2 4. 25T e

R AG e T o) o e o= Z%&ué})&)
N O ESS DS P e @ Feso = e ains
oS EE R _ o2 Boson 655 S
My Do, G SS T3 o - '74»:7/L-’3’ ‘/‘:‘a?ie-ﬁ‘y
S eamso Fsofn ) So fsi DEODEFTE
= XA L) [, e =me OHea SeL 5\'-3_ £

Applicant not produced link documents suggest the applicant fo produce link documents for processing of pattadar passbook

Date : 30-04-2022 03:18:13 PM

From : SPANDANA CALL CENTER 1902 To: TAHSILDAR, KAMBHAMVARIPALLE Action: Registered i
By = =mC0 FYPED - =SS SeEY Y S D
Fo =085 1waSs SBs so (@ == S Soso

2 oss = S= &5 = L2 2> R, 2}/0/ Y 4

B 250 so 3B K-GO~ SSs= S

D520550: TAHSILDAR, KAMBHAMVARIPALLE- 228 3 Dordien 2563, &8 0850w 8o,
= (Fowos S8 S =0 xS ) S,
s SaS T &3 =8 2= o L S féb_:—%ot-‘&:
Sty ) S oo HYUAR So=E RS,
Date : 24-04-2022 03:24:33 PM == e s 55 Seco &= c% 3
oo, G- g pmsont
e ss fnpmi s s R s
Yo 22 o5 ~So & P DIST.
. = S > =
Mt e Gy == S3 975—2’/5)'

A e 5S¢ él\_] T
o =D, SO &0 %)% _
= A =N
SSeo @32 S 83 20 2R = >
s == e e e — ~= - -
= 0 = = = (2 oHe = S =2
< S 22er F SEES, O S5 e i B e T

Scanned with CamScanner

Citizen issue was related to not sanctioning of Officer Name:- TAHSILDAR,
Pattadar Passbook, consulted officer but he was not KAMBHAMVARIPALLE

responding. GRA uploaded redressal document of
other grievance. Grievance Number:-
ANMY20220424242

Copyright © Real Time Governance Society. All rights reserved.
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A
Incomplete Endorsement C) N

&, Officer Replies / Endorsment

Action History

.— From: Deputy Executive Engineer,Panchayat Roj-Akividu ~ To:-  Action: Redressed

send fo RWS Depariment

Date : 05-01.2022 01:03:15 PM |2 Enquiry Report [ Redressal Report/Endorsment

._ From: SPANDANA CALLCENTER 1902 To: Deputy Executive EngineerPanchayat Roj-Akividu  Action: Reopened

citizen concern about Drains Repairs related issue so please solve this problem as soon as possible,

Data: 05-01-2022 114918 AM

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

Copyright © Real Time Governance Society. All rights reserved.

Kolanapalli
Andhra Pradesh
India 28°C

2021-12-24(Fri) 02:38(pm) S2-F

Officer Name:- Mandal Extension Officer-
Kalla.
Grievance Number:-WEG202112201840

D



Blank Endorsement ‘\%

@

Municipal Administration-->Town Planning->Violation Of Dcr/Building Bye Laws

Date of Registration Application Type Source From Pricrity
VSP20220728162 28-07-2022 Regular Online User MEDIUM
5, Officer Replies / Endorsment

Action History

@®—  From:21086380-Ward Planing And Regulation SecretaryVadlapudi-02 ~ To:-  Action: Redressed

T 5 S50c S0t 900008 H03859 Domsth 0 HODONETNG. HE Do D S8 Aond D00 0NN BE0 59 ade Ty,
CDESTE GYMC 702 encroachment fee |98 5:5¢ 150 THRT™) . 2¢ 5 5 a1Gien TR0 & 5t zen S,

Date : (1-08-2022 11:53:00 AM [¥ Redressal Report/Endorsment

— From : COLLECTOR & DISTRICT MAGISTRATE, VISAKHAPATNAM  To: 21086380-Ward Planing And Regulation SecretaryVadlapudi-02  Action : Registered

Date: (1-08-2022 09:4411 AM

Grievance No: VSP20220728162

Copyright © Real Time Governance Society. All rights reserved.




Endorsement - Jurisdiction Change

Municipal Administration-->Street Lighting->Non Burning Of Street Lights
Date of Reglstration Application Type Source From Pricrity
VSP2022072583 25-07-2022 Regular Spandana-1902 MEDIUM
<, Officer Replies / Endorsment
Action History
.f/’ = \\\
[ @ —— From : 21086032-Ward Amenities Secretary,Simhagiri Colony To:- Action : Redressed
\\‘ //J’

Complaint belongs to Akkayapalem Which is not belongs to our sachivalayam juridiction

Date - 27.07.2022 12.23:35 PM [ Redressal Report/Endorsment

From : SPANDANA CALL CENTER 1902 To: 21086032-Ward Amenities Secretary,Simhagiri Colony ~ Action: Registered

Dc8a340: 21086032-Ward Amenities Secretary, Simhagiri Colony- @8 33 Do 2303, & cSedzen SuFod.

Date : 25-07-2022 092557 AM

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.

Copyright © Real Time Governance Society. All rights reserved.
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Officer Name:- Ward Amenities Secretary,
Simhagiri Colony.
Grievance Number : VSP2022072583
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PGRS - Dashboard ‘\“"(%)“

6%3:;16&5 @
Rural/Urban v |« District | ‘ - Department/HOD | ’ (Fdd) ‘
|+ SubSubject T | [[~Source] | | or0a202 i =

BTN TR BTN

WithinSLA  Beyond SLA WithinSLA  Beyond SLA 4,785
1
6,53,011 18,249 15627 2622 6,20077 526019 103958 (1%)
(3%) (86%) (14%) (96%) (83%) (179%)

Department/HOD Subject Sub Subject Source Mandal/ULB GS/WS Constituency Officer

District Wise Report

Fiheﬁ lepe o fliee Q E m Em

IN PROGRESS REDRESSED REOPENED e

el [t e ol s [ OORY o | DEYOND o opes | WD o |TEYOND o reome ¢ | repmessep s | REOPENEY ;
SLA SLA SLA SLA

1 | SECRETARIES/HOD 60859 | 32m | 699 2580 | 25054 | 18474 - 7480 3669 27957 S

2 Prakasham 39650 1062 1059 3 32733 26677 6056 49 5806 15

3 YSR 36329 550 550 o 30075 27553 2522 3 5701 16

4 4551
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15933 108 304 868
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Department/HOD Subject Sub Subject Officer

District Wise Report

Filter: Type to filter._ Q E E Em

WITHIN SLA

PENDING G WITHIN LAPSING LAPSING LAPSING LAPSING LAPSING

SNO -~ DISTRICT ~ TOTAL © = WITHIN = = =~ = o = — WITHIN -~
WITHIN ~ 24 - 2470 < WITHIN O WITHIN O WITHIN < WITHIN O WITHIN O <
SLA RS 48 3 DAYS 4 DAYS 5 DAYS 7 DAYS S DAYS 10 DAYS

HOURS
1 SECRETARIES/HOD 3287 707 28 28 21 9 13 65 13 352
Prakasham 1071 1068 3 18 28 10 23 45 23 869
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PGRS - Dashboard .(f

Department Sme

District Wise Report
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Filter: Type to filter...

Sno - District S Total S Total Incorrect Endorsed v Total Incorrect Endorsed (%) <
1 - Ananthapur - 7762 A 528 - 7
2 Vizianagaram 6424 461 7
3 Annamayya 7100 393 6
4 Srikakulam 5562 354 6
5 Nandyala 6538 400 6
6 Allurt Seetharama Raju 2505 145 6
7 East Godavari 6473 393 6
8 Krishna 8390 515 6
9 Visakhapatnam 11845 704 6
10 NTR 12455 781 6
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Copyright © Real Time Governance Society. All rights reserved.



p,,?).o

Do’s & Dont’s

Dos ~ Dowrs

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. _ _
Closufe Requirements: Every redressed grievance * The Grle_v drces shall not be closed without
must include: A comprehensive enquiry report, A out detalle.d enquiry. _
redressal report or endorsement. e Reopen grievances shall not upload 1th.
An uploaded photo documenting the enquiry process. same endorsement uploaded by arlier

eEndorsement Quality: The uploaded endorsement GRA.

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

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

must be: Legible and clear, Properly signed by the * Blank/ invalid/Incorrect/incompls
responsible officer, Specifically addressing the citizen's Endorsements shall not be uploadec
concerns.

Citizen Communication: Throughout the process,
the citizen must be kept informed and updated on the
progress and resolution of their grievance
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