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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 Informatics Centre 4
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Features at a glance

T e e

1 Look and Feel of Too many menu options  Well organized GUI and
User Interface simplified menu
options
Home Page Conventional menus (top  Dashboard style
down and left right
navigation)
Responsive Not available Responsive Can be accessed from
Interface any handheld devices
Horizontal Not available Available Grievance can be
Transfer transferred from one
Ministry to other
Ministry or State
Govt.
Multi- Difficult to identify such Streamlined the Appropriate alert
Forwarding cases and has issues while process of Multi message at the time
sending action taken forwarding by clearly of closure of a Multi
report. identifying the forwarded case.
organization(s) where
the case is pending.
Creation of Not Available Available
multiple users
for the role of
Nodal Officer.
Bulk Closure Not Available Available
Search with Not Available Available
Action
Data Export Limited to certain options Available in various
formats
National Informatics Centre o i i N 5




Menu Comparison Version 5.0 v/s Version 6.0:

Operational Desk

Grievances (Left Menu) Grievances (Left Menu)

Il New Grievances New(Pending for initial action)
Pending Grievances Grievances under process
Returned Back Received Grievances under process
Re-Forwarded Grievances under process
Reminder/Clarification Reminder/Clarification
Case Reports Received Grievances under process

YAl Remarks From DPG Reminder/Clarification
View Disposed Grievances Disposed Grievances
Grievance Pendency Status #

Utilities (Left Menu) Utilities (Left Menu)

I8l Lodge Local Grievance Lodge Local Grievance

PA Attach Document #

Ell Correspondence Letters Correspondence Letter
Directions #

Edit Grievance Edit Grievances
Bulk Closer $
PG Officer $
National Informatics Centre - ]




My Account (Left Menu)

User Profile

Pl Change Password

kN Logout

m Monitoring Desk

1

Tasks (Left Menu)

Grievance Monitor

Al Grievance feedback

4

V]

Grievance Categories

Search

Reports (Top Menu)

# Option has been withdrawn.

S New options

System Requirements to run the application software:

Client system specification:

Subordinate Organisation>Login(Usage)

Subordinate Organisation>View/Add/Edit

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)

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
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Product Features:

Itis 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.

“ O @ ntipy pgpedtalgovin a ¢ @ e

(uwernanes s

g Mirmry Of Penanesl, Fulile: Gilevanzes L Prrikont -

TUHY  istrionont ot icson o arys bt 5 Prbe Doyl ' Dugtg! inche
AP Centralized Public Grievance Redress And Monitoring System (CPGRAMS)

P

..... " 1
&
>

3864023 - [

T— ————

Gravants Aralysls Caakbaard| BANPG Wb, i | Wawr

National Informatics Centre
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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

022107

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.

CentralizedPORAMS = Q teeih Grlewanes O Wy A

AP

Operational Desk «=:-.: New Grievances from various sources,

List of grigvances recéivad from : Direct Fecalpt
Besws | tany | G | W | s Sonithe

Registiation mumbee Mame sents Date OF Racwipt Eandiag bavs * et Type

P 2ats wenlintrhe in welile

National Informatics Centre
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User Profile:
User may view and edit user detail by clicking on “My Account” link.

Q Search Grievance € My Account

DARPG
sPR
Organization for Demonstration-(DEMO))

& Erofile Details

2y Change Pszsword M sizn out

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

Profile Details

Name DARPG
Gender Wate
Designation 378
Address ARPGE 5P NEWDELHI
Pincode 110001
Email ramZezmail com
Mobile 9435291284

Phone number (with STD Code) S12225884255

National Informatics Centre
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Use can modify user detail by click on Edit button.

Edit User Profile

Edit Profile Q oetss

Name ™ DARPG

Gender™ olhh Female Transgender

Designation * SPB
Address” ARPG SPB MEW DELH
Pincode ™ 110001
Emall ™ ramEzmail com
Mobile ™ FaZEISZZE4

Phone number (with STD Code)

Will user get notification on "’0 fa
mebile and email? =

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.

Mational Informatics Centre 11
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Q Search Griowvance of My Accolnt

Z Brofile Desils

2y Change Pazsword O sigr out

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

UserName gepiol
OldPassword
Password Zntar pasywerd

Confirm password Fe-sriee W passwerd

Howr to cho01e B IUTRE pS1sWTIT

7 length

stors capital lester =2
3 amall letter 521
4 fmbaer (-3

It thawid contsin at [east ora specis| character

After that click on save button to change your password.

National Informatics Centre
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Grievance:
Operational Desk:
New (Pending For Initial Action) | Formatted: Font: Bold

" —{ Formatted: Font: Bold

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.

CentralizedPGRAMS = Q Seavh Grbewsnn  ©OF My bommend

Operational Desk -

List of grievances received from : Jimecs Recu i

Dewia | Gon || e || 206 || pim Sasrch: |

e giviation Wumber Nams Suin Dahn OF Racalpt Bending Bays “ Measipt Type
Bhen 100 e De BOIT JAN Baganse L 3 D
WAL 3018 B004) ey e Jprmen, b S Pl ] D

R 3 Sebdaat Eacae want Beagal 34/x0 . s §

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
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e PM Office: Grievance forwarded by PM Office.

e 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.

List of grievances raceived from : Ditect Hece pts

S itromn || Cooy || £ || 207 || prim -<= export and print Seacch: |

Regintration Number Nams Stats Date Of Receipt Pending Dayy 4 Hecuipt Type
CHRLY P20 Bes01 Tasting i Dsthi e £ [ mhenct |
MONLY £ 2016115495 Shorwe S0 Odisha - I Bis [ sty ]
MORLYE 2016/18501 Yogeih Saini Oulhi 2ujpancie 255 —D

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.

National Informatics Centre
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Listof grievances recelved from : Direct Receipts

| [ro—— i ooy ||

Swarchi m_.____—__

Augistration Number Hame State Date OF Racaipt Panding Days - Macaiph Typa
BORLTEI01§ 126406 Shorav Jes Cgisma 10083058 55 —
HORLYE 016 18337 Yogask fam Dl 4 maIeid (e [ Laten |
SOCRLYEIFUIC 1ER0L VOGS SN Datsi 4zenti e
MORLYE 2018 65 L LRI T4 DR 0LE s D
BORLY R0 018514 endeap Harysna T s [ st |
HOMVLIDIEIIESIE CHHARAL PAL Ui Pradesh 4087018 Bz ————
HORLEIE016( 1653 Ohirgndra. Bihar T4 04DULE ] —
MORLY/EA01616524 Udsy Nagants Eragacy s arsarers ze08/20248 e —
MOELY, ETID IS TEEAT wilay dunis Utes Pradask 4TRT0LE =3 —
SORUEI0LE 165 ol smar Borar 4080028 5 S

Bhawing 3 1o 10 of 22 ervtries (Miereg from 33 total entries) Biest st

Action on New Grievance:

i
§
H

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).

National Informatics Centre
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iveee e e Operational Desk 1w+ :- .0 New Grisvances from varjous solirces.

- c : 1 "
e by O

o e Selected sourece

el g | oot Soaveid |

Waina et Bate Of Racript Vamding Bags

Mecwipt Type

aresh

After clicking on Registration Number grievance detail will be display.

booo

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.

27



B Details of grievance with registration number : MORLY/E[2016/16436

Grievarcs Datails

Registration number MORLY/E/2016/18456

Name Saurav Det

Date of receipt 24/DE7 2016

Address €14, Utkal clasias, w31 nagar, Bhubaneswar Ocisha
District name &hordha

State name Odigks

Mobile ne E33582E001

Email id BEVIMATTY

Grievance description

| was travesng from Zhubanerws 1o Secunderabad via lirk route due to Feawy nuah
in link roctes that s Bhubsneswar te Vishakhagatnam . Vishakhapatnam w2 Vijly
meanwhile ! don't have the tickat from Vizhakhapatnam 1o Vijayawacs 10 | havs takan ganerst ticket | think thare wat 4 genanal companmant
All af tham vears fully filled ana | was have a lots of luggage with me ana tha d aven there was no spate te
stzed properly. ing of this one ganarsl compartmant wis cagtured by our § or § ARMY people only. They were not allowing us to éntar Inte
thzt gereral compartmant tuch & worst srmy person | have naver saen i ry lifa. | s shocked st that tima. | have also contactec to TT of that
train t90 , they me that you have to contact railway police or szation master, he can't help me in thia type of matters. | slzo contscled to 8 poiice
stthat Vishakhazstnam raflway statior, | tald him evary thirg, arc be told me that go ts ancther zeneral compartment ang adjust yoursalf he
£an 't do any thing. again | was shocked, many questions ware coming to my mind _ snd at that time | understand everything whit's goingin our
country. our courtry is full of corruption and corrupted army, rallway , politicians and even policeman ware 330 involvet in this sctivities

st unable to get tatkyl tizket slss. 30 made my ticket
3 and Rrally YEayswsda to Secuncerabag. n the

1 impossinlke to me 1o g2t uide,

Name of organisation{s) where grievance 1. Central Rallway 2. Chittranjan Locomotive Worka 3. Central fallway Information System 4
is pending Acvisor Safery 8 CENTRAL DRGN, REALLAHABAD
Type of receipt Takanup
Forwarding remarks sample ramarks for multiole forward
| S i SRR A S e e ]
Registration number UORLYE DI IESE
Action ™ ~ St 30 aCTion - =

National Informatics Centre 17
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Action History:

Click on Action History tab to view grievance history.

griani‘n_._:’evdﬁx mgt.&'ration number: I’RSECJE/'zmﬁ,ruau? A

-~ <tails Actien Higtery
= Search: 1
Action Date OF Action
Sn Taken Action From Te Remarks Taken by L]
RECEVED THE = Prasident’s
H DSNEIE  COMPLAINANT sl
GRIEVANCE EERS Sacratariat #
Plesse find. for appropriste
»tention, a petition addraszec 1o
e the Pregicant President's
CA3E Uinistry of : S
TEANIFERSED President s Eailwayse ACHNICRTION 1 83 Shei mallal
: 1 5 2 #eplanatory. Action takan an the
£ HDIA Szorstacist LTI 5 St
S o Baard pelitan may pleste be
e semmunicated To the petitiones
dirsctly vnder irtimazion 1o s
SeCratarial
Winistry of
Rallvisye- ASOFG (1af saf
i Central Rallway  BRSEC,E/2018 /08075 =
ETHP wfl
Soarg

Take any of the following action on the new grievances.

1ype Of recRIpL ranenup

Forwarding remarks ' = e ek - Q|
B R R S S R
EXAMIHED AT OUALEVEL I

CASEPEROAT SENT AND DISPOSED LOLALLY

P ) Te SUBORDINATE DRZA)

Registration number

Action * ~Laiast s atics = H

National Informatics Centre 18
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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.

Registration number FRSEC/EI014/080TH

e LY LT —— :
Grisvance catagory * | Cimantinens st Stations Vs __i .
Remarks Marmum af 2000 chorgcters are aliewed Special cheroeren allowed .« ] ' & £

Semple %r-uri‘ll_ut“l;!-vaﬂu. |

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

any of your subordinate organizationdsb._ List of subordinate organizations /['"m ted [D1]: Mention how to get ist of organisations and

to insert multiple organisation
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.

National Informatics Centre 19
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Seleet-Click on subordinate organization frem 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.

| Registration number PRSEC/E/2016/0407%
| -
| Action*® TAKER U WITH SUBORDINATE CRGANISATION -
| —
| Grievance category * | Booking & Corriage ol Luggage Parcals
Subordinate Organisation(s) * CMECR - Chigf Meaizai Director » || CMECR- Chie? Machanical Enginear CA »
o~ § SOOI RGN CAn D BEaTte - .
RFFCR - Coiaf Seturity Som=ivener x || CRMGE -Magzuwr Dhicon x
CFOCE - Chinl Parsamea: Ofizer x
Can subordinate organization close the L va1
carel”
Remarks it af 2000 SRE«2000M C20 JIDWEE. JPaia] SNSIo it ST, - =S
{asmpls remark i:lgr-c.sn:q] |

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.

National Intormatics Centre 20
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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).
Type of receipt Direct Rucaipt |
S R o B e e O SO
‘.
Registration numbaer CERLY,P2015/00002 |
Action KO ACTION REQUIRED ) i
I Grievance classification * PLELL GRIEVANE = I
Grlevance category * Allgsmarnt of Seats/Berths oy Tran Sak
Reason ™ Duptzaie Cepy
Ramarie Maxraim of 2000 ehorccen are aliosved. Specialcharscen alowsd - [i:4 7§ .
.' |
| |

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:

National Informatics 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—ea&e—FepeFt—has-been-send-te-pa;em-[HedaHeﬁled—The grievance is

returned to organization who has forwarded the grievance.

| Typeofrecelpt Takerup

Commented [D2]: No report is sent. The grievance is retumed
to whq has forwarded the gHievance

)

Forwarding remarks samplefor multiple 57
Griemnan Action
Aegistration numbar QRO E 1008 'LES06

Action * TEERTAN NG TD THIS SBGANILaT i ON

Grievance category " Catering b Yending zareces

Raason for returning the grievance. ” g urm 9f 0 sherse

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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Grievance under Process:

Operational Desk Pending

CentralizedPGRAMS

L

Operational Desk Pending - .

1

4 Oar Oftr

Vi ik ol grlevasncels) O L Sy P R ——l )

0

Brtusmed

14

AT Srmt hes Waghory Bit st 1y

e Aaimrily

B Farmarhed by Maghee
Buthority

ey with 1

Vs Bt ol proewanasis) O

Vim s ol o wrwamg i1} &

Vi Gt grewmneis| O

L e et L ]

Opaawiiansl msn Pyesiiong

Uist of grievences Pending 2 Af gur office

Sasirom || Comy | tem || vor | we Saarch: |
Raglatsatlan Number My Detn O Mecuipnt Pending Days Mainip! Type
L e AN K tan Lo [+ D

Pending grievances will be show from various sources.

1. At Our Office.

1-eShows pending cases which is examined at your level.
2. With Subordinate.

2.eShows all pending cases with subordinate office(s).

3. Pension Cases.
3-e All pending pension related cases for concern organization.
4. Returned.
4-eShows returned cases from subordinate cases (not pertaining from

organization).
5. Re-forward by higher authority.

S5-eShows redirected cases by the higher authority.

National Informatics Centre
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6. ATR from Subordinate (Case Report).

&-eShows case report which is send by subordinate office(s). e :g":‘,,“*em Bulleted + Levelz 1 + Aligned at: 0.75" + l"dent}
/. ATR send to Higher Authority (pending with higher|authorityb._ _ | commented [D3]: Cases already closed and sent the closure
i 3 : T report to higher authority. These griesvances are panding with
ZeHere shows all cases which is already closed and send the closure 5 higher authority. But, you are allowed to send any additional report
. especially when forget to attach document etc.

report to the higher authority. These grievance are nending with \.[m.m: B o T R T mdem]
higher authority. But you allowed to send any additional report

at:-1"
especially when forgot to attached document.

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
1s 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.

National Informatics Centre 24
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Registration numbar P0G DI08/01£1214

Actlgne | casz REPCRT SENT AND PISPOSED LOCALLY s — 5
Status of the grievance * Dizpezed ' Panding [Interim Regly

Whether the complainant has been va3ll No

informed sccordingly? *

Supporting documaent (if amy] zlzer e

Details of decision taken * Masimam of 2000 crorastens ore oliowe s, Sracs

charmorary o lowad L=
chorecrslloned , - &g

A

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.
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Registration number UORLY'E 2016712943

Action ™ CASE DISPOSED OF -

ot t i o 1
ol by - Select 3 dlsponal type v |

Supporing documaent [ any)

Remarks * tmmym e F 3000 cherosters are 2l wed. Special thondstert fdwad - _ o8 @

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.

7. 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.
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Reminder / Clarification:

Operational Desk for reminder clarafication and remarks

0 5 0 0

Reeninder breem Higher fathortty Forwarded To Sabordinate Remznibes From Complak 11 Remarks From DPG

View it ol gricesnce({u O View list of grievance(s) © Wierns Bt of grievass i) © Virw Ut of grievance{s) ©

Forwaided to subordinsts

| Bhew LG ewy = hnﬂ | e L Searcht
Registration Number N Mame Date OF Recaipt Pending Days
DPRITAIAELL Laumdt farm Wely 4neels el
TOIPRCL RIS B8 St HELE T Ay

Received reminder and clarification from various sources:

Reminder from Higher Authority: Additional information send by higher [ Formatted: ront: solg )

authority.

Forwarded To Subordinate: Here shows grievance which is requested additional —{formatedifonioos )

information by you.

Reminder from Complainant: Received reminder by complainant. _/[mew= Font: Bold )

Remark from DPG: | Formatted: Font: 8oid )
~—{ Formatted: Font: Boid )
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- .f Farmatted: Font: 14 pt, Font color: Dark Blue

[ > -
i For d: 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.

& Grievance

il Utilitiea

Local Grizvance

& Meonitoring Desk

. Reports

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.

Natignal Informatics Centre 28
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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

Name of complamant (Part Full

Type remarks to text box.

# Fome  Ltim  Bubk Clasure
Sewrce of grievance N AT B R S =i ! )ty
Hagistratine number ange From To
B Subeit
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.
30
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Click on “Submit” button to disposed grievance.

List of Grievances @ fove Gy BaToe  UststGnemmon
Show JSiows 7 enbiles Search: [
Registration Mo Nama Diary Date -
] oo R —— =
- L G e TR 1) Fravean Nigam aeene m
. AORLY/T2016/16662 Binwy Daru 26/0873016 m
- MR T 1018 16644 ANIABAN PAL won208E m
BORNTI016/ 16842 JEBASINGH B HEORI0E m
VoY 201618846 KT QUNAR {2 m
LR I8 LEAT FANIRA SLUAT KU AR ETETIE m
voaY T/ I04 e e seems m
Shewirg i 013 of 41T ertrias Tirg: Feovious 3 e s n e an
Category * o SHAEL B 2BIRERY -

Clussificntion ®

Action *

Remarks

| # swacton pctinn =

- Seect 2 clansilication -

Satrmet

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.

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

Grievance Search B osame  Usity  Grievance Search

Provite maximum information available to get appropriate result.

Part/Full Registration number I oneeroid
Status of Gr ©) BathiPanding/Closed) Bending Chosed
Hama of compininant
&ddress of complainant
State 4 -

Grievance Text
Zonelor Statlon)

Is ea-snrvbeamen cave! ° BathiVes/Ne| Mo Yau

_ Submit

Result list is shown below.

Grievance Search & s Lbln Bessafaee Uit
Show 10 ¥ entries Saarch:
Weglitration numbar . Wame Disry Date Clesed Pending .
T ] AT e:02308 Perging m
£ Ip18000es Araine SmarTacsy 2N 287062028 m
WO 3B eeS AFUIND KMAR YADAY 17083018 Sercieg
Shewing & o 1obd eorun b et 1, I LT

Manage PG Ofﬁceﬂ: Using this option pg officer can be added to the organization[. | (Commmenten IDA1: Nodsl f6 eifshrmpa it addtionsiLigarssa

this No need of sgharing the userld to ather users.
\\.‘ It is possible to track the user who has taken actlon on any
Nodal PG officer can add additional user to operate this account. No need to N Lnevance
*{ commented [E5R41:

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

action on any grievance.
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PG Officer B8 Mo UiEw  LeFtono
Show |10 ¥ |antrias suuh:]
L}
.M. ¢ Mama Designation Usernama Status Laat Lagin

o 2as vailable o e

Showirg 3o 000 entries Eracieut Hwst

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

Adg a PG OFfice N
PO ATS KTHGE] = List of PG Oficers

HName * kamiesh kurmar
Designation ~ Erogrammer
Address * New Delny
A
Pincode * 110002
Email * kamlesh jaj@outlook.com
Mohbile * 9553834239
Phone number (with STD 311123300000
Code] *
Username ~ tkamlesh
Pass 4
edicm

Confirm p

Will user zet notification an m

mobile and email? ~

Status of user(ls active?) = m

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).

National Iitormatics Centre
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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 @ e Lt Lnie'3G st

List of PG officers m

Sascemun! Niw PG Office

Show 18 7 entries Search: ‘ =
N, Mame Designation Usernama Status Last Login
1 karylagh kumar Eregrammer lkearmiugh Actlve m
Showing 1t 208 L entrie Prevous | -1 (T

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 B some Ul Sesrch grievance ta update final reply

Srovide maximum Infarmation avaliable 1o get appropriazs retul! m

Ragistratian number

Namie of camplainant

samarandrs rath shattss *nr.-J

B submit

List of closed grievance will be show.

Click on Edit button to modify grievance.
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List of closed grievance m

Show 10 T entries Search: f
H, " Regintration Number Complainant name Closing Date Action Takan
SUGSEEI0 : wmarandm rath Eharschinee gaTI 2oLy Duipates cf r" .
Showirplto Lo Laving Fresgut | i N

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.

Details of action taken @8 me wse

UsersFina Fagly  Scron Jens

Detalls of action taken

o Back
Aegisi ratian Numbar PUQPGE T0ZEII4ILM
Nama of complainant wmacandrs nath EFatiachadges

Date of closure [T o

Remarks of dosure Masemam o J0T3 characiars srs #lowied. Specel charsciss alloo
et CASE DISPOSED OF v
Bisposs| Type Faesioasl, resteii o e grieacda v

Recty Docwmant Choose Fle | reSececies

Remarks * Sepime toal 1000 emprnrtery e pllawad Soacial charsstein
#levs
Sulwnt
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Monitoring Desk

@ CGrievance
il Utilities

@® Monitoring Desk

O Manags Grievance Category

. Reports L4

New festurss in CPGRAMS

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 B Heea VonliariegOesk  Scondinmw Opnuton Lot Subaroirates
Shaw 10 ¥ |entries Samrche [
Code * Name Officar Dasignation IsActival
@) Deuos damo purposs demil 50 £ (v)

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, ITypeL Address, State and Pin Code. | Commented [D6]: Crganisation type Sectioon/Division s at

parallel with organization, They cannot create subordinate offices.
Uses same subordinates of erganization itself,

Organization code must be of 5 characters. Only Alphabet A-Z Number 0-9 is TP PN cp AR e e

| cannot create further sub-c

allowed.

National Informatics Centre ) 37
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Add new subordinate organisation B oms Vomergles - StedemOgeuse  AsNesSwsase

Flelds marknd with * are mandatory

Jr=arsation Details

Organisation cods *

Organination name *
Organisation type * ~Salect Orgaritation Tjpa i

Organisation addres *
State * ~Seact v Stnne— *

Sincade *

Note: - Organization type Section/Division 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 +——{ Formatted: Space After: 0pt

further sub-offices.
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Nodal Officer Details: This section captures officer detail. Fill all mandatory

details.

Nodal Officer Details

Nodal officer name *

Gender * Male Female

Designation *

Email *

Mobile number *
Alternative Mobile number
Phone number ™

Will nodal officer will get alerts? * ° Yes Ne

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

isallowed to login immediately* @ Yes  Ho

Password *

Confirm password *

Password Policy:

« Must be 8-15 characters in length.
« Must contain 1 capital letter
« Must contain 1 small letter

National Informatics Centre
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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 erganizationorganization (snapshot given below).

List of Subordinates & bime  Voihsigbac  SecfeaeOpeten  Une bscsnan
Show 10 ¥ entries Ml}l[—-—-—
Code * Mama Officns Designation Falative

9 SEM ceme gurpesadamil 250 B o

T

+—| Formatted: Don't adjust space between Latin and Aslan text,
Don't adjust space ¢ 1 Asian text and numbers

n use to view login detail of subordinate | Formatted: font: foid

Subordinate Login (Usages): This optio

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 @ Homs - VoditdsgDak o Gieanutilegce
List of Grievance Category m
Show 10 ¥ entries Sgarch: '

i Redress Time
SN. Monjtaring Text Category Text [Gays)
Emaloyes Aelatec - Service Matmer Allgtment of SealeiZemtha by Train 3aaf
RN R
Emaoloyes Aelatad - Sarvice Matter Bocking & Carriage of Lugzane Parcaly

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, fill category description and fill redress time
of grievance (not mandatory). Click on submit button to save grievance category.

Grievance Category & Fome  MorimeingDaik GemanceCatepsn  ASS e Greans iy
Adc hew Grievance Catagory 0O Bechiol
slanitoring Categary ™ —34lsat Yanioring Catagory— L

Grievance calegory description,

RedressTime

Modify Grievance Category Description: Description can be change by Edit option
which is placed at grievance category list.

Mational Informatics Centre 41
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Reports:

& Grievante
@@ Utilities

® Monitoring Desk

. Gi'-epmts

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)

National Informatics Centre -
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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

i Hom

Repads

Quary Based Ricort

FromOatt  gymvonia

Gnevance recerved from [Source)
Oravance forwardes 1o

DARPG)

Type of g by nodal ag
Grievance category

ViP rutersnce

Whather ks Ex-servicemen

Sute of complamant

Grievance current s1atus

TR guosams

Choose filter as per requirement and click on submit button to generate report.

Query Bases Repan
e INAI.& i e l"f' Search
Redresy
Fiagintranon Recaiwed  Dairy  Cusmomt Tims i Mode OF
L L Daze Date Saptuy Pendng mith days) Transie:
2016 [ Punding
COOLCTRg ! MHEM M- e Peoairg 1 Ministy of Foheays- (Rakery Bosrd] *::l! Lo
GRrmgeswet gl mena T G ance b Gesed " "
Pundng.
Geiwvance 2 A% 5 =l
|
F ks Pendng i
DARPGANIHARTOCL  Yashwerchan 209150520 a‘; Puriog s cmn""', ,--1 e Rt "n““x’ -::I:l 1
Fendoy
SANAT w6
DARPCAAVEENTY badis S Funding wnce 2% T
BLIMAR BE21 frae
& Ve
CARPGAGUIGHAN Ay WMauya 20150832 ::; Porary O] Dhte u':‘::r“’ e e, K G n,::ﬁ T
St g JN- Fird
RGOS T Maist W0y o Coma Grievance bs cosed. 2] T }
Sagwing 140 10 of 52 eemmes Proman 1 p 4 3 4 _ e
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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

i Home  Tapors  ADe Wine Pendancy Faport

Frambms oo oM yyceang
EE=
L e
Fanadie
fram
Seminge Fendang Pemting Pupiing Pwrding Pl Ponding o
Brovgit darasan: oy} Grmvancuis) Dizposal Bt M40 LAk ] #.180 19165 LT ]
ot chust vl Fenpoaml Tiena{ Dary s} ¥ " Diayn Dayn Daryn Duyn Days year
. ' T P
wal 76T ] 0
“ow
Hanadd
erDary 10T n 0 ? o ]
Fraze

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/div, 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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Subordinate-Age Wise Report & roms B laorEea Ags Wike Rapen
From Date tugnz0e To Date S
Only Sectianily © Oty Suboiiinae Bonam
Short Pariord © Long Parsd
Subon Sinale Mo s)

| ewtomn | arw | Bow || e | Bror Seasch |
Touwl Mare
. Panding Botwsen Betwoan Betweon Dotween Botween Datween Than
Broughn  Heceved  Disposed As.0n 0w 6t Mia [ Wi W 1
Hare Forwad  During Dnsing oD 150en  NOeyn  GiDeys  Mlepn 10 Your
BHUSAMAL DMISION ] 0 L] 3 L] L] (] ] L] 0 - §
Chie! Admaristrathvg - .
et ' ? ] 1 '] 8 2 ] ] '

i} ] ] 1 L] o L} ] (]

SALANED DB

Progress Report

This report shows progress of grievance by various grievance source.

Progress Report B orome S P St
Fipm Date oo ToDew  oygaanig
Progress Report

St | Bcw | 2tew || ame

Grievance Sowice Brought Forward Haceipt During Period Total Recalpt Casa Dlsposed During Peried

Closing Balance Yetto Assans

o wS 1 4 E 2 3 3
At Our Offlcw §
Wieh Subordinate 7
o Dmcmcspn 4 an e L [ ] F

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.
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