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About CPGRAMS
➢Centralised Public Grievance Redressal And  Management 
System (CPGRAMS), is a web application that aims at providing 
the citizens with a platform for redress of their grievances. 

➢If the Citizen has a grievance against any Government 
organization in the country, he may lodge the  grievance online 
through this application.

➢The lodged grievance will go to the Ministry/Department/State 
Government concerned for immediate redress.

➢Grievance Disposal Monitoring done by  Nodal Agency/ Apex 
Organisations
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Transmission of 
Grievances to
Ministry/Departments 

Lodge  Grievance, View 
Status and Send a 
Reminder

Stakeholders In CPGRAMS

Citizen
http://pgportal.gov.in/

Nodal/Apex Organisations
• President‘s Secretariat      
• PMO
• DARPG
• DPP
• DPG

Ministries/Departments
http://pgportal.gov.in/cpgoffice/

Monitoring of 
Grievance disposal

Receipt of 
Grievances

Following the 
Grievance Redress 
Process

Transmission of 
ATRs & Monitoring



 Public Grievance Management

Online Web portal : CPGRAMS – Centralised Public Grievances

 Redress and Monitoring System

        
  

    

*if the citizen has exhausted all the administrative channels then approach DPG for 
Sectors:- Railways, Post, Telecom, Urban Development Petroleum & Natural Gas, 
Shipping and many more

http://dpg.gov.in/

CITIZEN

http://pgportal.g
ov.in  

DPG  
http://dpg.go
v.in  Appellate 

Authority *

President’s  
Sectt.(http://
helpline.rb.ni

c.in

PMO

pmindia.
gov.in

DoPPW

pgportal.gov
.in/pensions

CPGRAMS

Ministries/

Departments/States/

DARPG

http://pgportal.gov.in/
http://pgportal.gov.in/
http://dpg.gov.in/
http://dpg.gov.in/


 

Citizen

Grievance Lodging 

Acknowledgement through SMS/e-Mail

Forwarding of Grievance to the Organization 
Concerned

Forwarding of Grievance to the concerned field office

Online 
Status 

TrackingATR

GRIEVANCE TRACKER

• Grievances received in hard copy scanned / uploaded  

• Acknowledgment: Online /post

• Online transfer to GOI dept/state

• GOI grievances monitored in DAR&PG 5



 

Objectives of CPGRAMS
➢To facilitate Citizens through 

• Online lodging of  grievances

• Viewing status and keeping track of the Grievance(s) lodged

• Provision of Reminder and Feedback

➢To facilitate Nodal /Apex  Organisations
 Online forwarding of the grievance received to concerned 

ministries/Departments

 Online Monitoring of Grievance Disposal

➢To facilitate Public Grievance Officers
 Online forwarding/processing of the grievance received

 Online  disposal/ closure of grievance

➢Efficient & Speedy redress of public grievances
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Grievances from Citizen

Concerned Ministry/Department receives the grievance and the Director of 
Public Grievances makes Assessment

Receipt of Grievances by Nodal Agencies/ 

Apex Organizations 

Assessment of Grievances by Public Grievance Officer  to Take them up with 
Ministry/Department concerned

Does it pertain 
to  Ministry/ 
Department 

itself ?

Case can  further  be forwarded to field 
units, if necessary

Case forwarded to 
Sub-org/ Attached 
office

Case Taken up 
within office for 

redress
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R
e
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o
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YesNo

Grievance Flow



 

CPGRAMS  : The interfaces
• The Public Grievance Redress portal has the interfaces for

– Citizen  to lodge/monitor grievances

– Ministries & Departments to manage the Grievances 
and send ATRs through CPGRAMS

 (http://pgportal.gov.in/cpgoffice)
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PMO

http://www.pmindia

.gov.in/en/

Presidents' 

Secretariat

http://helpline.rb.nic.in/

DARPG

http://pgportal.gov.in/

D/o Pension

http://pensionersportal

.gov.in/

DPG, Cabinet 

Secretariat

http://dpg.gov.in/



 

Illustration of 
CPGRAMS



Citizen  Interface









Office Interface at  the Min/Deptt. Level 



















Citizen Interface





 

Highlights of CPGRAMS…

 Online Receipt of grievances forwarded by Nodal agencies 

 Online receipt of grievances by Ministry/Department lodged through Internet by 
citizens.

 Lodging of grievances in the system received locally in respective offices of 
Ministry/Department/ Organization.

 Provision to Ministry/Department/Organization to create subordinate 
organisations

 Online Forwarding of grievances to subordinate organizations.

 SMS Alerts to citizens at different stages

 Citizen can view the status at any point of time 

 E-mail & SMS alert to the citizen as soon as a complaint is lodged.

 SMS alert to Secretary and Nodal PG Officer of Ministry/ Department regarding 
Pendency and rate of Disposal

 Various Monitoring reports at all levels

 Attachment of documents while lodging the grievance

 Attachment of supporting documents while sending the ATR to the higher 
authority



CPGRAMS - The numbers



Punjab

Haryana

Odisha

Jharkhand

State Instances of CPGRAMS Punjab

Mizoram

Jharkhand

Meghalaya

Pudducherry

Haryana
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