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Introduction to the new website: 

Audience: 

This user manual has been provided for the users of CPGRAMS application 
software (6.0). It has been assumed that the user has basic working knowledge of 

computers as well as internet browsing experience and is well versed with 
grievance redress mechanism. 

Purpose: 
The purpose of this document is to learn how to use application software 

CPGRAMS (6.0). It will help users to understand various features of the 
application and will enable them to operate the software. 
The objective of the application is to provide an online grievance redress and 
monitoring system to the various Ministries/Departments! Organizations of 

Government of India. 

Features of CPGRAMS 6.0 

Role based Access to the System: Nodal Grievance Officer can now create new user 
accounts with similar facilities except for creation new subordinate organization and 
new category. 

Horizontal Grievance flow: The local grievance (grievance lodged directly with the 
concerned office) can be transferred to other Ministry/Department/State 
Government. Only three such transfers are permitted during the life cycle of a 
grievance. 

Bulk Disposal of similar cases: This option has been introduced for closing multiple 
grievances at a time which have same final reply. 

Search Mechanism with facility to take action: Any grievance can be searched 
through this option. If the grievance is pending for the concerned office, the 
appropriate action can be taken thereon in the same form. 

Improved Session Management: The alert for session time out has been introduced 
to inform the user when system is idle for minutes. 

Data Export: This feature has been introduced to export the data shown in the grid 
views and reports to MS-Excel, PDF, CSV formats besides copy and print options. 

National lnformatics Centre 4 
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Feature Remarks Version 6.0 Version 5.0 

Look and Feel of 

User Interface 

Home Page 

Well organized GUI and 

simplified menu 

options 

Dashboard style 

Too many menu options 

Conventional menus (top 

down and left right 

navigation) 

Responsive Not available 

Available Not available 

Can be accessed from 

any handheld devices 

Grievance can be 

transferred from one 

Ministry to other 

Ministry or State 

Govt. 

Difficult to identify such 

cases and has issues while 

sending action taken 

report. 

Not Available 

Not Available 

Streamlined the 

process of Multi 

forwarding by clearly 

identifying the 

organization(s) where 

the case is pending. 

Available 

Available 

Appropriate alert 

message at the time 

of closure of a Multi 

forwarded case. 

Bulk Closure 

Search with 

Action 

Data Export Limited to certain options Available in various 

formats 

Multi-

Forwarding 

Creation of 

multiple users 

for the role of 

Nodal Officer. 

Responsive 

Interface 

Horizontal 

Transfer 

Not Available Available 

Features at a glance 

I 
I 

I 
I 
I 
I 
I 
I 
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Operational Desk 

Grievances (Left Menu) 

U New Grievances 

Pending Grievances 

Returned Back Received 

U Re-Forwarded 

Reminder/Clarification 

Case Reports Received 

I Remarks From DPG 

U View Disposed Grievances 

U Grievance Pendency Status 

Utilities (Left Menu) 

U Lodge Local Grievance 

U Attach Document 

I Correspondence Letters 

Directions 

Edit Grievance 

U 
. 

4 

Menu Comparison Version 5.0 v/s Version 6.0: 

Version 5.0 Version 6.0 

 

Grievances (Left Menu) 

New(Pending for initial action) 

Grievances under process 

Grievances under process 

Grievances under process 

Reminder/Clarification 

Grievances under process 

Reminder/Clarification 

Disposed Grievances 

Utilities (Left Menu) 

Lodge Local Grievance 

Correspondence Letter 

Edit Grievances 

Bulk Closer $ 

PG Officer $ 

National Informatics Centre  6 
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My Account (Left Menu) 

User Profile 

Change Password 

Logout 

Monitoring Desk 

Tasks (Left Menu) 

Grievance Monitor 

Grievance feedback 

Subordinate Organisation>Login(Usage) 

Subordinate Organisation>View/Add/Edit 

Grievance Categories 

Search 

(Ill) Reports (Top Menu) 

I 
I 
I 

I 
I 
I 

4 

I 

S 

My Account (Right-Upper corner) 

Change Personal Details 

Change Password 

Sign out 

Monitoring Desk(Left Menu) 

Task>* Grievance Monitor 

Task>* Grievance Feedback 

Subordinate Organisation> Login(Usage) 

Subordinate Organisation> View/Add/Edit 

(Giving Error) 

Grievance Categories 

Search Grievance (Utilities Menu) 

Reports (Left Menu) 

# Option has been withdrawn. 

$ New options 

System Requirements to run the application software: 

Client system specification: 

This application is web based interface so client machine required good speed 

internet connectivity and latest web browser like Google Chrome, Firefox, Edge, 

Safari etc. The application has facility to attached PDF document so user may 

require a scanner or any source to convert document to PDF. 

National Informatics centre 7 



CdWAb1.. 
v.s..445..ØCa2ot, 

Product Features: 
It is an integrated application system, based on web technology which primarily 

aims at submission of grievances by the aggrieved citizens from anywhere and 

anytime (24x7) basis for instant and easy communication between the nodal PG 

officers of Government Organizations and citizens resulting in the speedy redress 

of their grievances. 
Operating instructions: 
Being web based application web browser is required to open this application 
(website) and to view PDF document Acrobat PDF Reader is required. So latest 

web browser and latest Adobe Acrobat Reader has must installed in client 

computer. 

Access this application on web browser type this address i.e. 
https://pgportal.gov.in/cpgoffice/  in browser address bar and press enter. The 

following web page will be appearing. 

. C © 0 

SI * ::*1'.1 j T.?.:- 

-p. 
Centralized Public Grievance Redress And Monitoring System (CPGRAMS) 

PG Office' Login 

.Øubboud O.flG*.Mit. uak.nlv.n,I.iral ulM..*to 
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I 

OperationI Desk New Grevances from various sources. 

0 

0 

Lu ofg rce rer4 froo. Lp 

MM• 

 

0 

   

0 
PU. COKe 

 

0 

Login for Ministries/Departments/Organizations: 
This application has form based authentication security architecture for access 

control. User is required Username and Password to login which is provided by 

parent organization. 

PG Officer Login 

Enter your correct Username, Password and Security Code (Security Code is given 
below) then click login button. On successful login page will be redirected to 

Operational Desk. 

Cent,aUzedPC,RAMS 

National Informatics centre 9 
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User Profile: 

User may view and edit user detail by clicking on "My Account" link. 

0. Search Grvance IAccoun 

DARPG 
spg 

Oedtion-XMO1) 

rofd VJiLI 

C'ar' Psssword 0 

Click on "Profile Detail" link (snapshot given above) to view profile detail. 

Profile Details 

Nnse AP.G 

Gender 'jk 

Oesgnaton Sea 

Address 4PG SS NEW DE.II 

Pncede 1.0001 

Emeil amgnaiteom 

Mobile 948629L284 

Phoni numb.r (with 510 Code) 9fl253o44S8 

17 EdA 

National Informatics Centre 10 



Use can modify user detail by click on Edit button. 

Edit User Profile 

Edi: Profile 0 01  

Name D;.PC. 

Gender Q Male Femii. Transgeed.r 

Delgnation SP& 

Mdress AROC,  SP w DE4 

Plncode :000i 

Emait 'gel.co' 

Mobile * 9918 

Phone number (with STO Code) 

Will user get notIflcaton on YesO No 

mobile end email? 

U 

User can be change all detail which is shown in above snapshot then click on Save 

button make change. 

Change Password: 

On my account section click on "Change Password" button to change your existing 

password. Follow below snapshot. 

National Irtforrnatics Centre 11 
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C ?ro14e Dotails 

o 'or 

Enter Old password then enter New Password on password textbox then type 

same password to confirm password text box. Password policy has given below 

follow password policy to make your password stronger. 

PG Officer 

Cmo1 userNamt 

otdPaisword :or 

Paoswod 

Confirm pasiword now psvor 

-ow to CIOOS 3 tor 

'*.d t at .owt S ectt i l*gth 

cour at oat ca-. ptat tt.r A-Z; 
3 t ;od Lootar 3t a1t or unll iettr a-:). 

I: iho,td cortair at lra:or- n.nLr 5.3. 
it rho, conrtr at eat orr p,cia) caracte, 

After that click on save button to change your password. 
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Operationat Desk New Gi ievances Orti various 

 

3 

  

5l Of 

<COW (W;; '<0 

Ofl.00RK&pI P.4..g Ofl *C*lptT0p• 

OhPtSI/<)CY000AC 3q0.CIYjA% M$,10.lC 2101000 

0$M'IOtOCCOCI 0.bd.cCS.,, no 21000CWS 

b 
W 

0 

2 

S 

Grievance: 
Operational Desk: 

•NewjPending For Initial Action)  
This desk facilitates PG Officer to take various actions like forwarding grievances 

to subordinate units, sending action taken reports to higher authorities, sending 

reminders, seeking clarifications, disposing of grievances etc. It is also facilitates 

the registration of locally received grievances (through post) to the system and 

attach scanned copy of grievance. Global search facility is available in all desks. 

CentiaIizedPGRAMS 

The Flow (Major Actions available under Grievances navigation) 

The moment you get a grievance, it will be available under New (Pending and 

initial action) in Grievances OR it will show on home page (operational Desk). 

• New grievance will be shows from various sources like 

• Direct Receipt: Grievance received directly from complainant. 

• DPG: Grievance forwarded by DPG. 

• DARPG: Grievance forwarded by DARPG. 

• Pension: Grievance forwarded by Pension. 

National Informatics Centre 13 



• PM Office: Grievance forwarded by PM Office. 

• President Secretariat: Grievance forwarded by President Secretariat. 

Click on grievance source to view list of pending grievance as show in above 

snapshot. 

Export Grievance List: 

Grievance list may me export in excel, PDF and take print by clicking on print 

button. 

Lt of grevocesreceved from: DI'ect Recept 

- Cz t,r : " export and print 

SW. DII. Of R.o.p( P.dng Dy • *W4pt Syp. 

CRUJP2P3$,eUOO1 .th.IJ* 040$ 

00 

r4OV,O%6J1€SO1 YoJ4I4S$40 DiIh 0000 20f 

40 

 

000 

 

000 

 

Show Row: 

Default grievance list show 10 rows this may be increase by click on "Show 10 

Rows" button. 

Copy: 

All Grievance List can be copied by clicking on "Copy" button and paste this to 

any clipboard. 

Search: 

This facility is used only to search or filter grievance from current grievance list. To 

search grievance type text to search box like part of registration number, name, 

date, state etc. 

NatiotioI Intormatics Centre 14 
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List of griova000s r0c0104d from: Otroct Receipts 

S.p.t.11o. N,rpb., 

I L 
Home £4.'. 0.1.04 *.,.lpl P.pd10j 

S..hi jrn..t.l 

pep. 0.,.lpt me 

MOpkfl.'3016!jtAfl S.oavQ.o 010,0. 2404'ZO:a a. 4= 
Y,l.10 Sb?. ' 04 4= 
P3041.4 SAMI 0.10: 4= 

UO,L1?,Ott,,SO, P.1 P.; 4= 
24,5112015 4= M0HtWtfl0I0jI43I4 I,.drpp 

M0RtY;t!1OI62S2G 0.40'.: PAL UP.. Pndnk 240(2124 

HOHI.WI?2054?14SZ3 001,.pdre SlOp, 0t4 4= 
2' 01 1204 4= Jaez'..S.Pr& Pb'..... US..,,.$tn 

2451'3011 4= b100 41,114 U1ue.dal. 

MOO V'tbObOSS4Z rpm_I OP.. 24211204 4= 

101.'m;: to 10 422..V$., (Ii'.,.. (rem 23PMa....s.I 

Action on New Grievance: 

View grievance detail and take any action against the grievance follow given 

instructions: 

Click on grievance source to view list of grievance. 

Click on registration number from list to view detail of grievance (snapshot is 

given below). 

S 
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3 

.-. _o 

1 

:tofg.tevan<. 'Cc scd from 

O1 up, 

',t,,u.tuh,.,*,. H.*. 

— Selected source 

$44. 4.4. 0I prmep4 

'st4- $44. 

 

Operational Desk .: Mew Grievances from various soLIrces 
nt41k.kamVt 4,a.t.x 

  

23 2 

a 

 

  

   

After clicking on Registration Number grievance detail will be display. 

To view action history user can click on Action History tab (snapshot is given 

below). 

User can print all detail by clicking on print button. 
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ri 0et2i13 of grievonce with registrntk.n nijrntier: MORLY/E/2016/164% 

Griovanco 0.tuilt Actor ntuitory 

R.glatntlon number MORLYfEJ2OIOFIO4% p,ut 

Nam, Sauna, 5.0 

Oat, of r.c.lpt 24/08/2016 

CU.4. Utltot ctusi.i.,u 'apr. Bhubsnenwarodisha 

Dlythdoume Khnndha 

State nualle Odioha 

Mobtt.no 659h834021 

Emoald u.raysmirtyygmulLcom 

Gradcrlptlon 

I man tiu, Ito., thubuntosnar to S.cund.rabad v.a link rout. du (0 hoas7 toth wOo Jest unabli to po tatkal ,itk.t also, so .'.ado 'ny ticket 
Ia link ro.vnv than ,s 0hubin.t.vsr to Vt, lapannam '.tsh,b)'apatnar, to ViJuyawado and Orally Vw.da to S.cand.r1b10. n 9.. 
m.,nv*jl I don't hart h. ticket frt., Vi,h.ldnapotnam toVtjayowaca to ha,, talin in,r.l f.b.I. I ,:nktl,.r. was 4 gunoral cornpOro'n,nt. 
4.11 ol*.n, we,. MIy fill.d and wiu havi a Iota of l..g.  wIth to. and th.t wal ln.povoiblo to.,.. to got inside, and eve.. thins ma. no tpnce to 
stuatd p,ope.ly. nspf4 019.110,. giniral compantm.nt mao clOturOd by cv,  50n6 4Rf' .opt. on1y. TI-ny wore not allowing vs to inter Into 
that g.n.rel co.npart.,.nt. sad' wont army Penn.' I hove nose, lein k....y If.. I was .l,onk., at th,t (1.,.. has, aloe contactof to TT of that 
edo too theym. that yov h,u to contact railway polls, on italic.. mast,, he can't help n.e in thiS typo of matters. etto contactod tel polIce 
etthat Vlsl.akhaatnam ratway station, told him .v.ry thing. and hi told ml that go to another pnral cotopantment and adjust your silt, hi 
coatfo any thing. again I was shocked, many questions we.. com.ng to my mind . end at that lime unfontond ev.,ything OhM'S loins In our 
country. our counityts fulloicon'aptlon a..d connOted irmy.rallway, polIticIans and oven policomanvu,n, aleolnyolvit in thu actl.itl,s. 

Name of ergn.nlsatlon(s) where gni,vanc. 1. Central RaIlway 2. ClIttnsojan Locomoti,. Wonl,u 3. Cont,al Railway lofonmation Syssim 4. 
Is pnding .t.Ovisor Safety S. CENTR.t.. 00011. REALLAIIABAD 

Typ. of receipt Tak.nup 

Forwarding remarks temple tomarka for n.elttpl. forward 

Regjstntion numb., 

dctlon - SeNd anacin...- 

N CR,,, 
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ô S.a,ch: 

Action Dot, Of 
So Taken Action From To Remarks T.k.n by 

*Ir(evsncewfth registiation number PRSEC/E/'0161080(9 

Action History: 

Click on Action History tab to view grievance history. 

t0!'.tD ••b •
0O.'L.AAN 

Secretarial 

S 

Pleas. find, for acpreenec. 
att.fli,n. a p.tiloi addressee tO 
Sb, 'rtlidrt Pvoid.,:', 
Screiariil is thri i.eiial 
e:aarh:Or,. Ac:0r ts.fl 4" *4 

cello" .0:451. be 
:ernr',,catec ro the letrione' 
lirecil:. der.innalBn to 
t<r*la,iel. 

2A36 .ijflj,(r/  O 

• B'elcert I 
B' 'lD,... S.crot,r.aI 

Bori 

Cenirsi Rt.a' 'COtC,t. 2316 ff7 
AS2FC .idfiI 

y'Sobn,,t X dOlt 

  

Take any of the following action on the new grievances. 

pp..: receipt 

forwarding remark, 

—Selects, action- 

0'.." ,T37 C 

:0i Cli.CO 1°'' S OTCSE: L_.,' 

.lSobn..t 
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6 

Rest.a6oi numb. 

Ado., 

Gn.v.nc Ct4$øy 

R,n.rki 

FRSECE2OiI'CO7 

AMIMDA7 OU LVEL 

1CN.flUIU •1 SUtIon 

!.tox?mI.., .f  XO{I,orC{tf., 0O aft.w&d.3poc1o1c  aacnr, allo,..d,. ,) j 

[S,mpt. R.moi4c IØ E4vanc,.I 

a) Examined at our level: Take this action if the case is to be redressed within 

this office. It cannot be forwarded to any subordinate unit. The case will 

get transfer to PENDING. 

Action required 

To take action choose "Examined at our level" option from action 

dropdown list then choose required grievance category and type valid 

remark to remark textbox and click on submit button. 

Output/Result: Grievance would be moved to pending grievances. 

Note: New grievances reduced by 1 while pending grievances incremented 

by 1. 

X Chain 

b) Taken up with subordinate organization: if the case is to be redressed at 

any of your subordinate organization(s). List of subordinate organizations 

created will be listed. Choose one or many (maximum 5) organizations 

where the case is to be forwarded. The case will get transfer to Pending tab 

from new (snapshot is given below). 

Action Required: 

Choose "Taken up with subordinate organization" from Action list. 

Select appropriate Grievance Category. 

 

Commented (Dl]: M•ntlon how to get list of orgarusations and 
how to Insert multiple orgenisation 
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Registration number 

Avtion 

Grievance cnt.gory 

Subordinnt. Oeg.nIs.(lann) 
t'pt.t.v.'t :a' 5I s*2I. 

PRsgC:g:o1';oe7R 

   

1,51(Ets L , lTI4 S CROhE ORGATGSATl3t5 

Beokinj C.rr.j. ntL.,UCRR-'erceh 

  

    

ECR.Ch4tecSanICiIEdgieesrCR x 

R.C- sico Z".F 

cFCC'. th a .:eO'-:r 

Can uubotdtnet. org.nivation eto,. the 

Reman,, tIax,fl',Ii ë20X gj,erc.', etc CCC.t+c 3,tzvl - a:- - - - £ - 
nmpl. remark for gn,.vsnc.l 

Select  Click on subordinate organization kecR list  and choose multiple 

subordinate one by one. 

On clicking subordinate name this will add automatically.  

Check radio button for case close. 

Click on submit button to forward grievance. 

Output/Result: 

The grievance has been forwarded to the subordinate offices. 

Note: 
New grievances reduced by 1 while pending grievances incremented by 1. 

Subeiat 

c) No Action Required: If case is received manually/electronically directly by 

the department and if there is no action is to be done, choose this option 

with a reasoned reply. The reply can be chosen from the combo box! or a 

text can be entered (snapshot given below). 

Action Required: 

Choose "No Action Required" from Action list. 

x Cb, 
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Select appropriate Grievance Classification. 

Select appropriate grievance category. 

Select appropriate reason from the list & submit. 

Output/Result: 

The grievance will be disposed. 

Note: 
Available only if you are the owner of the grievance (Direct recipient of the 

case). 

lyp. of ,cept 01oot R.clpt 

     

R.t,.tion nmb. CR.' 

     

Adon • .0 ACCF RI.qEo 

    

G,ievnc c(I.caton' 

Grkvance catflory' 

R.uon 

P.3l( GAhC 

AIo:n ol S..t Birth. byl9in stiff 

C.pritt Coy'j 

   

 

trorrn.. o'.X c'z3 .,. a;o - 

  

       

d) Not pertaining to this organization: If the case is forwarded by Parent 

Org/Nodal Agency and it is not at all related this organization or its 

subordinate organizations, this option can be taken. The case will get return 

back to higher authority who has forwarded it. 

Action Required: 

I National lnformatic Centre 21 
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Choose "Not Pertaining to this Organization" from Action list. 

Select appropriate grievance category. 

Type valid reason for returning the grievance and click submit button. 

Output/Result: 

A casc rcport ha been cndto parent/nodal offic4 The grievance is  

   

   

 

Commented [D2]:  No report is sent. The grievance is returned 
to organization whq hat forwarded the grievance 

 

returned to organization who has forwarded the grievance. 

Type oIr.cplpt 

Forwarding r.marks -t.,It,t4 

R,;iotration nowbor 

ACiOfl 

Grievance category' 

Reason for returning tr grrevanc.. 

Cate,nj Vrnirtg brevet
- - -- 

i.'Oxr.w ,'.CX p,c,tc:.re 04 OeH-3aCS<o'3C.7C- :avd, -  

I  

lSsbm.t 

Common problem envisaged and solutions suggested while working with 

assessing new grievances. 

1. Unable to assess the grievance: Check whether category code has been 
selected. Grievances cannot be forwarded to subordinate offices without 

assigning category code. 

2. There are no grievance categories to select from: Create the grievance 

category codes. 

3. There are no subordinates to forward to in the taken-up with box: Create your 

subordinate offices. 
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shark kSaNkVT*V& 
Operational Desk Pending - 

raVQJ hu aSh 

111 

14 
MSaaS .a.atv 

- - Formatted: Bulleted + level: 1, Aligned at: 0.75W + Indent 

Lat: r  

• rFoflflaned: Bulleted Level: I Aligned at: 0.75" + Indent 
(at: 1" 

Formatted: Bulleted + level: I Aligned at: 0.75" Indent 

lat: 1' 

Formatted: Bulleted + Level: I IAhrjned at: 0.75" Indent 
tat: I" 

Formatted: Bulleted + level: 1 + Aligned at: 0.75" * indent 1 
at:1" J 

Grievance under Process: 

Operational Desk Pending 

CentnazedPGRAMS a 

Pending grievances will be show from various sources. 

LAt Our Office. 

-.Shows pending cases which is examined at your levei.  

2. With Subordinate. 

2-.Shows all pending cases with subordinate office(s).  

3. Pension Cases. 

3.AIl pending pension related cases for concern organization.  

4. Returned. 

.'h.Shows returned cases from subordinate cases (not pertaining from 

organization).  

5Re- forward by higher authority. 

'Shows redirected cases by the higher authority.  

National Inforniatics Centre 23 
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ATR from Subordinate (Case Report). 

€-.Shows case report which is send by subordinate office(s).  

:ILATR send to Higher Authority (pending with higher authorityt. 

'-roHere shows all cases which is already closed and send the closure 

report  to the higher authority. These grievance are pending with  

higher authority. But you allowed to send any additional report 

especially when forgot to attached document.  

Formatted: 6u11eted + Level: I + Afigned at: 0.75 + Indent 
at: 1,,  

Commented (D3J: Cases already closed and sent the closure 
report to higher authority. These grievances are pending with 
higher authority. But, you are allowed to send any additional report 
especially when forget to attach document etc. 

Formatted: Buleted + Levej: 1 + Aligned at: 0.75 + Indent 
at: 1" 

On clicking on the CASE (Registration Number) the following action are possible: 

1. Case Report Send and Disposed Locally: In the case of forwarded case, 

action taken report or an Interim report can be send using this option. If it 

IS an Interim reply, choose radio button "Pending" otherwise "Disposed" 

and give the action taken text. It is also possible to upload scanned copy of 

report as an attachment. 

Action Required: 

Select required action from list and check status of grievance. 

Check Yes or No for informed complainant accordingly. 

Upload supporting document if required, 

Type valid reason for disposed grievance and click on submit button. 

Output/Result: 

Grievance will be disposed and case report will be send to higher authority. 
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Regirotion non.ber 

Aclion 

Stotos of the gnos.nc. 

Whotho, the co,npla.nant hat bt.n 
infom.d accood.ngty? 

Ssppootisgdocam.nt (if MSC 

CASE REPORT SEhT AtiO DISPOSEO LOCALLY 

- toposOd Pe.dlog (Ins3n, Rtpiy 

V4 \Q 

Select o. 

4: L 

DotaSs of decW.on taken • (az',,,trn, of 0th0octn o,eaHow.o. Sp aEow., - 4 

2. Case Disposed of: if the case received directly by the 

organization/forwarded with closure permission, this option can be taken. 

Give correct final reply text while disposing of the case. 

Required Action: 

Select appropriate disposal type from list. 

Upload supporting document if required. 

Type valid disposed remark in text box. 

Output/Result: 

Case has been disposed and final letter can be printed using 

correspondence letter option. 

a 
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Re&,tra000 number 

Aduen' 

Dhp.n..I type 

Supporing ducorn.nt flf any) 

RumarkC 

QOO1612943 

CASE CSPOSED OP 

Si4tctidbp.ul type — 

54I4ctty. 

.Vcy1rn,, c.f2000 cjrrøttj,, ore ,r,se Sp,cbi .. ..,.ss,: ."c,v.o - S 

3. Clarification/Suppl. Info Sought from Complainant: If organization wants 

to seek any more information from the complainant regarding the 

grievance, the text can be entered. A corresponding letter can be 

generated. 

4. Reminder/Clarification Sought From Subordinate Organization: Additional 

information can be sought from subordinate units where case has been 

forwarded. A corresponding alert will be available to the subordinate 

organization. 

5. Interim Reply to Complainant: In case of direct cases/Local Grievances 

reply may be send to the complainant. 

6. Send New Report to Higher Authority: Grievance case report can send to 

higher authority. Status of grievance will be disposed or pending (Interim 

Reply). This information also sends to the complainant and case related 

document can upload. 

7Not pertaining to this organization: If the case is forwarded by Parent 

Org/Nodal Agency and it is not at all related this organization or its 

subordinate organizations, this option can be taken. The case will get return 

back to higher authority who has forwarded it. 
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Formatted: Font: Bold 

Formatted: Font: Bold 

Formatted: Font: Bold 

Reminder / Clarification: 

Operational Desk for reminder clarafication and remarks 

5 

  

 

0 

 

  

r OPG 

     

cwa,(ed U, ubthn 

S4.. IC Ofl CoC t.zt PCI DCCI 

rDIoDK,m,b,r NAme DAlI Of 1I•IpI 

 

D.)rV.Cit I-IIl AL2I ,djaJ.I '4114 :.;04%I4 los. 

   

Received reminder and clarification from various sources: 

   

Reminder from Higher Authority: Additional information send by higher 

authority.  

 

(Formatted: Font: Bold 

     

Forwarded To Subordinate: Here shows grievance which is reguested additional —{ Formatted: Font: Bold 

n — 

information by you.  

Reminder from Complainant: Received reminder by comjlainant. 

Remark from DPG: 

NtioniI Informatics Centre 27 

-SO. 



Grievance 

Utilrtie 

# Iodje Local Grievanm 

2' 

Z (orrepordence Lrter 

0 2ulkCloure 

Q 5earci Grievance 

.+ PG Officer 

2'  Update Feral Reply 

P.lonitorirrg De3k 

• Repoits 

New iC3ture fl 

- Formatted: Font: 14 pt, Font color: Dark Blue 

Formatted: Normal, No bullets or numbering 

Utilities: 

Lodge Local Grievance: Using this option it is possible to lodge a locally received 

grievances (by post/email etc) into the system. 

Required Action: Fill all required complainant detail like Grievance Source, Name, 

Gender, etc. 

Fill Grievance detail like letter date, letter number, client status, VIP reference, 

grievance description and attach related document if available. 

Edit Grievance: Here Officer can edit locally lodge grievance and also attached 

scanned PDF document (if required). 

Correspondence Letter: Using the option it is possible to generate preformatted 

acknowledge letter, final reply letter, interim reply letter, clarification letter etc. 

to the complainant. 
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Bulk Closer: Using this option officer can dispose multiple grievances. 

Required Action: 

Grievance can be search by following parameter. 

Name of complainant: Enter full/part name of complainant. 

OR 

Select source of grievance from list. 

OR 

Fill range of registration. 

Click on "Submit" button to get result. 

Bulk Closer n e.lkcl. 

g,.t,.Oon .umbtr..n. ,on. T. 

Check one or multiple grievance to take action. 

Choose grievance category from category list. 

Choose appropriate grievance classification from list box. 

Take appropriate action and choose action from list. 

Type remarks to text box. 
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I 

Click on "Submit" button to disposed grievance. 

List of Grievances 

33.0.. p044 04430104 

I.g3M..t1 N N4.0. DM47 

U 

      

     

0 0ntt. 

 

VCYitI337 

 

AM30.&ALldL. 

 

     

      

47v 0l0fl 

1 MCYQ1f13.$A2 Bic. OCtit 26'O!z06 On 

.Coq.Yi 32 130" 30. 430A0 PAt 0 On 

IO0Yj!fl*30 0"3 0 0"  

On. 

AMkOAc 4.33A0iJYAM 

tti 

CI.., 111,43 Ion S,,.ct , C,O4iifCotO 

Action 

R.0443k. Y0n33co. 3'G :'0nct 3440130004. ,13'C447CW, 04040, -- 

Search Grievances: This is global search facility user can search grievance using 

different parameter. 

Registration Number: Type registration number or type of registration. 

Status of grievance: check required check box like pending for all pending case 

and closed for disposed cases. 

Name of Complainant: Type full name or part of name of complainant. 
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on'.,. '.5 0 

:-1 'ro7y 

A'-.lre 4j.nfl n5ØJ. 

aavNoiwt&eavdodv 

2.? 2522:7 0 

.—  Commented (D4]: Nodal PG officer can add additional users to 
operate this account. No need of sgharing the userid to other users. 
It is possible to track the user who has taken action on any 
grievance 

Commented (E5R4]: 

Also grievance can be search by address, status, state, grievance text and zone. 

Grievance Search fl Lt1PJ G,i.nnn.S.aacl 

Provide r.axIr7rum informatiot avaiLable to get appropriate result. 

p.,tjF,Ii 0.t.tn,tn ,n,ssbea 

.P.o of G,.nv0500 Oe.ulPdsnCk,.d Peasd1e Ctu..d 

Non,. of complainant 

Md..,, of .nmpiofn.M 

SUP, 

G,i.nanoo SUP 

Z004IO, station) 

a,,.. ..nnn cue? Botl,cV.,tio: 10 Yea 

Result list is shown below. 

Grievance Search a -sn. 2.......,:,.c Un 

eart' 'evil: 

SO • oneS.. s..nces 

II.... DiePy SOP. Oo,dPondn0 

Manage PG Officei: Using this option pg officer can be added to the organization 

Nodal PG officer can add additional user to operate this account. No need to 

sharing own user Id and password to other user. It is possible to track the user 

action on any grievance.  
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I 

PG Officer S $C ..S;-o L,P:Yr 

LSt of PG officers 

SbCw1O V 

S.C. O.}nton U... LtLLin 

US. 

Click on "Add New" button for add new pg officer. 

Fill all required detail like name, gender, designation, address etc and click on 

"create" button for add new pg officer (snapshot is given below). 
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PG Officer 

Adc a O Officer LniofpGOffcws 

rJnre kamlesh kursjr 

Gender X Mete X Female 

Dusignaton Croer3rrrr.r 

Addr.as • Niw Beth 

Pncode :iooc 

Email kamtesh.jajouttookcom 

Mobile • 95554439 

Phonenumbqr(wlthSTD ::::n:c 
Code) 

lJs.rnamn k3flI5i 

Password 

Confirm password 

Wit ,s,r get notification on 

mobile and n,ai1? 

Status of userils active?) - 

+ Create 

Use our password policy to make your password stronger (given below). 

How to choose a strong password 

1. It should be at least 6 characters in length. 

2. It should contain at least one capital letter (A-Z). 

3. It should contain at least one small letter (a-z). 
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r..mI,,i ActE,. 

Update Final Reply: Disposed grievance can be modifying by this link disposed 

document and remark can be modified. 

Required for Action: Enter registration number or name of complainant and click 

on submit button to search grievance. 

Grievance Search fl '4 t1 S.flthptlflcttoupdat.bfl3O.Pty 

Provide 1n3xmum inlorm3:ion aaIabIe ;o g.t apptoprite result. 

R.gbt.ti.n ..mb.. 

N.m,olamplal.nnt nmvis'dri nIl, bhhttnl.r,..1 

* 

4. It should contain at least one number (0-9). 

5. It should contain at least one special character. 

List of pg office is shown below snapshot. 

PG officer can be modifying by clicking on "Edit" and password can be reset by 

clicking on "Reset password" button. 

PG Officer o--. 

 

Ust of PG off,cer 

  

+AddN.. 

  

       

      

       

 

Sh.* ID V •fltr* 

N.m. D..$..t.. U,*,.,.m. St.I.., L..tl.p. 

     

       

List of closed grievance will be show. 

Click on Edit button to modify grievance. 
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LIst of closed gnevance 

  

0 B.ok 

S0., IS .o,,., 

S.0 0*i,l.IM0 Mob* 0db., T.S.n 

 

'O0C1I ;.2oe ..'o.'.nd., r..th bI.I,doq.. CO C; :51, ..o ol 

Choose Disposal Type from list. 

Attach reply document (if required) by click "Choose File" button. 

Type remark to remark text-box after that click on "Submit" button to make 

change. 

Detaits of action taken 6 00,,. I55.. SS.holi5 Icsoo 10o1 

Det?IIC of acton talIso 0 

 

NegbofteGo.. No,.b., PVOPGO:4'52055 

N.eo .4 .,.n.pb.Io.nO .e's..,l',d.o .1101, bM10nh.l.. 

0.1. ofolsorn. *O210t0 

Ne10.,S,, .1 des.,. .10o*0. SfeS.Ie1s'o.WbIoso. 

CASt 01300Sf300 

£0, tC4l(•(t.14 S?'to!ct. 

Choose Fit o'.crene 

, C31 ,'..O'. 0'* Ib0o4e 5001I.bIh).,Ctll, 
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S Enevance 

tI 1Jt 

Monitoring De3k 

Ta.k 

Mnage Subordin.ote 

0rganition 

o Manage G.ievance Category 

Reports 

New features ir, CPGP.AMS 

Monitoring Desk 

Manage Subordinate Organization: For forwarding grievance to subordinate first 

subordinate organization must be created. To create a subordinate organization 

expand Monitoring Desk menu and click on Manage Subordinate Organization. 

List of Subordinates Cowe Montegtek t.'neO&sat.rn 

+ Md 

5ho 10 ' 

Cod. • Off low OwiCnatioo Motto.' 

dec00 ,.d.w0l 010 010 0 

Click on "Add New Subordinate" button. 

Add new subordinate organization web form is divided in 3 parts. 

Organization Details: This section captures all organization related information. 

Like Organization Code, Organization Name, ftype  Address, State and Pin Code. — 

Organization code must be of 5 characters. Only Alphabet A-Z Number 0-9 is 

allowed. 
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sq.  

commented (D6): Organisation type Sectioon/Oivision sat 
parallel with organization, They cannot create subordinate offices. 
Uses same subordinates of organization itself. 
Type Private organizatron s the last end. Private OrganrzatrOn 
cannot create further sub-offices 



Add new subordinate organisation S '4r '%!r-gC'flc s*c4-rA1r nc' Ad'.. ¶aacr.cMn 

F.td, .c.rk.d wIh ,n ccd.tery 

Oc1.ntIdfl,d. 

Cp.U.tAn n.n 

Or;.nnd.ntyp. 

0 Bdtct 

-S.:.cI Ocp.I,cior TJE.'. 

Note: - Organzation type SectionjDivision is at parallel with organization, they 

cannot create subordinate offices. Uses same subordinates of organization itself. 

Type Private Organization is the last end. Private organization cannot create  

further sub-offices.  

 

Formatted: S9ace Aite': Opt 
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Nodal Officer Details: This section captures officer detail. Fill all mandatory 

detai Is. 

Nodal Officer Details 

Nodal officer name 

G.nder * Mate Female 

Designation * 

Email' 

Mobile number' 

Alternative Mobil. number 

Phone numberS 

Will nodal oMicer will get alerts' yes No 

Login Details: This section allows creating password for subordinate officer. To 

make password stronger please follow password policy. Click on submit button to 

save all detail. 

Login Details 

IsaUow.dtoloinimmediatety Or" No 

Password' 

Confirm pasaword 

0 Subm.t 

Password Policy: 

• Must be 8-15 characters in length. 

• Must contain 1 capital letter 

• Must contain 1 small letter 
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• Must contain 1 digit 

• Must Contain 1 special character. 

Manage/Edit/Reset Password: Subordinate organization may be modified by 

using this option. Click on Detail button to view subordinate detail, click on "Edit" 

button to modify subordinate and click on "Reset Password" to change login 

password of selected organizotionorganization (snapshot given below. 

List of Subordinates n 

Md N.,. So.t 

Show IS ' .ot,k, 

Cod. - Nm,. 00k.. 000¼00tk.. 11*000.0 

 

D10 OZO 

    

     

Formatted: Don,t adjust space between Latin and Asian text, 
Don't adjust space between Asian text and nUmbers 

 

9! jY!s): This option use to view login detail of subordinate 

 

(rmatted: ront: Bold  

 

organization and no of attempt login between given date. 

     

Manage Grievance Category: Grievance categories help group the grievances. 

This facilitates various analytical and statistical reports. It also helps in identifying 

problem areas. Nodal agencies have already categorized the grievances into some 

pre-defined categories. You may add your own grievance categories. This will help 

you analyses your grievances based on these categories. When a grievance is 

assessed for the first time, a grievance category is required to be allocated to it. 

Without assigning a category the grievance could not be acted upon. Subordinate 

offices are not required to assign a grievance category to the grievances received 

from their parents. 
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Grievance Category 

 

43 v.•5vO 

  

List of Grievance Category + 

  

Show IS' .ot,i., S.,rd,: 

n.d,,, Tno 
MonkoIogT.ot C.go3yT.ot (Oo) 

Emgio.,R.i.t.d .5w,1,. Mflc.r Miot,nw:of S..:: Pethibs Th, 

Ewotoy.. R.i,t.d -S.rolo. *4n,r eoo*do;v.C.wor. O,50,5,P3,.i3 

Add Category: Grievance category can be added by clicking on "Add New" Button 

(snapshot is given above). 

The grievance code has already been generated by the system. Code could not be 

change. It is always generated by the system. 

Select Monitoring Category from list, fifl category description and fill redress time 

of grievance (not mandatory). Click on submit button to save grievance category. 

Grievance Category h.0*. Uw,wloC.,5 - w-.nwCO.noy - : C*35.) 

Add flew Grievance Category 0 ewt 

Moottob.g C.tqoy' .4.ioct 51ori,00n C.3o50*i- 

031.0000. :torydoonptioo 

0,4*0,3550. 

Modify Grievance Category Description: Description can be change by Edit option 

which is placed at grievance category list. 
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4rtevnce 

• Utities 

Monitonng Deck 

• Repotu 

7 Query Bused Report 

fogres Report 

o VP Refereoc. Cases Report 

Subordinate Wise Peedbuck 

Report 

.uubordioate Wise Pendericy 

jbordiuntr Wise Summary 
Report 

.0 Agesttse Pefldrsncy Report 

0 State Wise Reoved Repørt 

0 Subje Wist R.2port 

0 Simmay Report 

- New features n CPGRAMS 

Reports: 

This option helps you in generating various statistical reports. These reports can 

be generated based on different period and domains (Local, DPG/DPG or Parent) 

Query Based Report: 

This report can customized by user as per requirement. 

Report can be filter by: 

• Date 

• Grievance received from (Source) 

• Grievance forwarded to (Subordinate) 

• Type of forwarding by nodal agencies (DPG/DARPG) 

e 
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• Grievance category 

• VIP reference 

• Whether is Ex-servicemen? 

• State of complainant 

• Grievance current status 

Screenshot of query based report 

Query Based Report S HeeI R*DMS O4,V 8JI,d 61:01 
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Choose filter as per requirement and click on submit button to generate report. 
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All report can be export in pdf, excel and print at same time. 

Report can sort by column just click on column name like registration number, 

name, date etc. 

Age wise pendency report: 

Show all pending grievance by pending days. 

Age Wise Pendency Report n.cl O.w.,. 

17IM 

p.. 
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s'D, ¶97 0 0 •-7 
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View grievance detail list by click on number of grievance. 

Subordinate-Age Wise Pendency Report 

This report show pending grievance with your subordinate organization. 

Report can filter by Section/div7  only subordinate and both. 

You can choose multiple subordinate office(s) and generate report for long period 

or short period (snapshot given below). 
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Progress Report 

This report shows progress of grievance by various grievance source. 

Progress Report 
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Subordinate Wise Feedback Report 

This report show grievance feedback rating by customer of all subordinate. 
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Category Wise Report 

This report show data by Grievance Category. 

State Wise Received Report 

State wise report show Number of Bought forward, Receive During, Pending 

During, Disposed During data of grievance category for all state. 

Subordinate Wise Summary Report 

This report show grievance list of subordinate office(s). This report can be filter by 

grievance source and subordinate officer. 

VIP Reference Cases Report 

Here shows all referred cases by state minister, central minister, Prime Minister 

Office etc. 

Grievance Feedback 

This report show rating of grievance by graph. 

S 
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