
Public Grievance 
Redressal System

(PGRS) 



Outline

Public Grievance Redressal System (PGRS) is a one-stop web portal to address the 

grievances of citizens in a time-bound manner. The system enables citizens to raise 

their concern/ dissatisfaction with regards to the delivery of public services, schemes, 

policies or programmes. 

Objective

The Council of Ministers approved the Punjab Grievance Redressal Policy 2020 

which provides for the Punjab Grievance Redressal System. 

Background
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Critical Components of PGRS
1. Onboarding of State Line Department

All the State Line Departments are brought under a single unified platform i.e. Public

Grievance Redressal System (PGRS) for complaint registration & resolution.

2. Multiple Interfaces for intake of Public Grievances

a) Through Web Portal – connect.punjab.gov.in

b) Through m-Sewa app

c) Through Sewa Kendra – Visit Sewa Kendra

d) Through Call Center- Call unified State helpline no. 1100

4. Appeal to Appellate Authority (State/ District level) for escalation of Grievances

Nodal Officer/Appellate Authority are defined/assigned to resolve citizen dissatisfaction with the 

outcome of the resolution taken by the Line Department.

3. Feedback Mechanism

Capture citizen feedback for resolved grievances to assess the quality of the services

offered to the citizen as well as to improve the service delivery based.



PGRS Mechanism



Handling Citizen Complaints
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Grievance Registration Case Study (Real Flow)

Mr. X

Mr. X submits Grievance to Nodal 

Officer (State/ District) using 

Grievance Portal (Select 

Dept/Category)

Citizen gets 

acknowledgement no. 
Garbage Dump on 

the Road

System will auto assign the 

Grievance to concerned 

Department of respective 

Nodal Officer & District

Nodal Officer of respective 

department assesses what 

aspects of complaint fall within 

its purview and gravity of the 

complaint. Assigns to Field staff.

Field Staff visits the location 

& resolves the grievance and 

in parallel Citizen also get the 

notification. 



Appeal to Appellate Authority (State/District level) for 
escalation of Grievances

District Level

CMFOFirst Level

State Level

HoD

Second Level ASDC

Note: When the applicant is dissatisfied with the grievance resolution provided by the department

then Citizen can appeal to appellate authority (State/ District level) for escalation of Grievances



Key Stakeholders

Chief Minister Field OfficerCMFO
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URL : https://connect.punjab.gov.in/

Citizen Interface
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Login Page
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Apply Grievance
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Apply Grievance
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Acknowledgement Receipt
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SMS Received



Whatsapp Chatbot (9855501076)
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Grievance History



Process Flow of PGRS

1) https://connect.punjab.gov.in/

2) Login with valid Credentials i.e PGRS user ID & Password.



Select Grievance Dashboard



Add Grievance



Grievance Category



Dashboard Page



Pendency Page



Examine the Grievance



Actions to be taken



Resolved 
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SMS Recieved



Thank You


