Public Grievance
Redressal System
(PGRS)



I Outline

Objective

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.

__________________________________________________________________________________________________________________________________________________________________________________

EThe Council of Ministers approved the Punjab Grievance Redressal Policy 2020

éwhich provides for the Punjab Grievance Redressal System.

_________________________________________________________________________________________________________________________________________________________________________________



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
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.
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.



I PGRS Mechanism
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Handling Citizen Complaints
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Grievance Registration Case Study (Real
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Appeal to Appellate Authority (State/District level) for
escalation of Grievances

District Level State Level

First Level » CMFO HoD

Second Level » DC AS

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

Head of the Department

Department Field Officer

District Grievance Redressal Committee

Department State Nodal Officer

CMFO Chief Minister Field Officer HOD
AS Administrative Secretary DFO
DC Deputy Commissioner DGRC
DDNO Department District Nodal Officer DSNO
2 State-level Redressal: May lead to escalation 1
8 | : State-level Redressal: May lead to escalation 2
2 District-level Redressal: May lead to escalation 1

o o

District-level Redressal: May lead to escalation 2

Final Closure of Grievance




Citizen Interface
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Login Page
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Home /[ Public Grievance Redressal

& Click To Apply Service
IZEN ——

Citizen Corner

i~

. " . 5 Overview
Application For Public Grievance Redressal

Grievance Redressal system is the platform based on web

How To Apply

technology which primarily aims to enable submission of grievances
by the aggrieved citizens from anywhere and anytime to State
Departments who scrutinize and take action for speedy and
favorable redress of these grievances. Tracking grievances is also
Track -

Grievance facilitated on this portal through the system generated unique

registration number.

Fee Details

o Application/Processing Fee: ¥INA
o GovtFee INA

D load
wnioo CPGRAMS

Centralized Public Grievance Redress And Monitoring System

For grievances related to Other States/Government of India
Organizations Click here!

Toll Free Number

1100
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Toll Free Number

1100

— DOCUMENTS

Important Documents

List Of Sewd Kendras.pdf
Pol-PoB-PoA notification.pdf
RTI User Manual.pdf

Widow destitute pension
manual.pdf

Citizen Charter.pdf

Dependent children pension

Saarch Your Grievance type by:: (O Grievance Organizations: ® Grievance Catagory:

Grievance Category” Grievance Sub-category”

Select or Search Grievance Cotegory.“ 3£ Pledse Select

Grievance Title”

Grievance Title

Detuils of the grievance” (Maximum 4000 characters.)

UPLDAD ATTACHMENTS

Attachments {Optional)
Upload upto 3 Relevant Document (Mox. EMB per file - PDF, JPEG, JPG only)

IBrowse... | Mo file selected.



Grievance Application Receipt

Home /[ Grievance Application Receipt

CITIZEN —— Acknowledge Receipt
Citizen Corner

Grievance ID : 20220134243 Date : 09/22/2022 18:38:56
2 Citizen Name : Hatinder Kumar Phone : 9780046162
B Address : X District : JALANDHAR
House no. 82, Guru Amar Dass Nagar, Jalandhar , Jalandhar - X State : PUNJAB
3 I, JALANDHAR
@ Email : hatinder.malhotra@gmail.com
Track
Grievance
mm Grievance Title : Nearest Sewa Kendra Kalia Colony H Department : DIRECTOR GOVERNANCE
REFORMS
B Complainant : All Other Individuals X District : JALANDHAR
o P Grievance Category : Sewa Kendra-General Query Grievance Sub-category : Nearest Sewa
S Kendra Query
Forms
1 Grievance Details : Which Sewa kendra is closest to Kalia colony to BS Documents Uploaded : 0

avail services?




<~ VK-PBGOVT Edit ---

Today 18:39

Your Grievance has been
submitted with id :
20220134243 and has
been assigned to
concerned officer. Track
your grievance status
here
http://connect.punjab
-gov.in/grievance
/tracking/

14
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To Know About Applied Grievance Applications

Home [ Applied Grievance Applications

—— CITIZEN —— Submitted Grievance Applications
Citizen Corner
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Process Flow of PGRS
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Select Grievance Dashboard

B COVERMKMENT OF PUNJAB | SKIP TO RAIN COMTENT Tr @ EN 1
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Public Grievance Right to Information
Redressal Act 2005
Grievoncs Redressal system aims to enable submission of grievonces by Right to Informaotion Act 2008 mondaotes timely response to citizen requests
the oggrieved citizens from anywhere ond anytime to Stote Deportments. for government informotion.

Pending Overdue Pending Overdue
Grievances Grievances RTIs RTIs

RTI (Right to Inforrmation) »
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I Add Grievance

MAIN MENU

i Grievance
Dashboard
Fendency
CPGRAMS Pendency
Parked
Histony
Transfered
Sent for Clarification
Add Grievance
Feports

Grievances Submitted by Me

Grievance Details

Categon®

@ IMNDRIDUAL

{7y COMPANY

Organisation™ Grievance pertains to* Districts™
URBAM LOCAL BODIES o ‘ ‘ District X o ‘ ‘ FAPURTHALA

Grievance Categon™

Select Category

Fal

Thim =Id iz reguired

Q

Froperty tax

Fublic toilets
Recruitment related
Foads and footpath
Sewerage

Street Light

Sub-Categon™

Select Sub-Categary



l Grievance Category

MAIN MENU Grievance Details
i Grievance e Categon®
@ IMDMIDUAL
Daszhboard () COMPANY
Crganisation™ Grievance perains to* Districts™
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Grievance Categon™

Sub-Categon™

X s ‘ Select Sub-Categony

Parked Street Light
Histary

Title*
Transfered

Details of the gri *
Sent far Clarification #lals oTie grisvance

Add Grievance

Reports

Grievances Submitted by e

Thi= =Id is reguired

Q

Installation of Mew streetlight points
Maintenance of lights of all parks f green belts etc and fountains.
Replacement of traffic lights {in case maintained by LLE)

Street Light Mot warking



I Dashboard Page

i/&'}) Punjab e Governance s SAKSHI SAWHNEY

£/) Government of Punjab . DEPUTY COMMISSIONER

MAIN MENU DASHBOARD

= Grevance * (Reports are updated with a lag of 30 minutes)

Dashboard

From Date ToDate

& 16-08-2020 5 11-05-2022 Filter Clear Search

Pendency

History

Add Grievance
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Pending Beyond
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Pendency Page

) Home

MAIN MENU

= Grievance
Dashboard
Pendency

History

Transfered

Add Grievance

Reports

Grievances Submitted by

Me

/& other Reports

() Settings

\2) Grievance Redressal Policy

Take Action on Grievance

Q
Hit enter to search by Grievance id
Grievance ID Grievance Title Status
Nearest Sewa
20220134243 Kendra Kalia PENDING
Colony

Org. Name

DIRECTOR
GOVERNANCE
REFORMS

Showing 1 -1 of | records

Submit On

22 September
2022

(0 days ago)

Assigned to Me

Oon

22 September
2022

U gays ago)

Action



I Examine the Grievance

Ty — Clarification regarding the pension scheme to PwD person

Vikas Gupta

Respected Sir,
Complainant Category
General With due respect, it is stated that | have applied for PwD Pension Scheme for my wife Seema Rani to the
office of CDPO Patiala by diary no.572 dt.25-03-2022 File is move from the CDPO office by diary no.50 dt. 28-
04-2022 to next concerned authority. But till today i have not received any response for the same. Kindly

B @I

Complainant Sub Category

confirm that the file of PwD Pension Scheme with the name of Seema Rani has been approved or not

General
1. if approved, when she will get the pension for the same ?
i 2. if in Process, how much time it will take ?

Email S
ﬁ . . . 3. if not approved, what is the reason behind this ?

vikas _guptapatiala@yahoo.in #~
Contact No. E Department @ Pertains to

9463025291 FINANCIAL COMMISSIONER PATIALA

Address @ Platform
ﬂ House No.573, Block - B, St.No.4, Baba Deep Si Citizen Panel

ngh Nagar, , , Patiala, PATIALA

CLICK TO TAKE ACTION



I Actions to be taken

Action

Action

Mark this grievance as resolved. A

Forward to state nodal officer

Forward to field officer.

Forward to another department.

Mark this grievance as resolved.

Interim Reply

Forward to district level nodal officer.

SUBMIT



I Resolved

2 GRIEVANCE HISTORY ¥ REMINDERFEEDBACK

10 May, 2022 05.31 PM

& GRIEVANCE ASSIGNED TO G ACTION

DEPUTY COMMISSIONER(SAKSHI) DEPUTY COMMISSIONER OFFICE PATIALA RESOLVED

Officer Comments:

THE APPLICANT HAS BEEN CONVEYED THAT THE CERTIFICATE APPLIED BY HIM IS READY FOR COLLECTION



<~ VM-PBGOVT Edit ---

-gov.in/grievance
/tracking/

Sep 4, 21:48

Your Grievance has been
submitted with id :
20220130649 and has
been assigned to
concerned officer. Track
your grievance status
here
htitp://connect.punjab
-gov.in/grievance
/tracking/

Today 18:44

Your Grievance has been
Resolved with Grievance
ID: 20220134243 by
ADeGC of ADeGC TARN
TARAN.




Thank You



