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ABOUT THE DEPARTMENT

* The Department of Administrative Reforms and Public Grievances (DARPG) — drives administrative reforms and

redress public grievance. DARPG endeavors to ease citizen interaction with Government.

 DARPG is the nodal agency to formulate policy guidelines for citizen-centric governance in the country.
 DARPG formulates public grievance redress mechanisms for effective and timely redress / settlement of citizen's

grievances

In the years 2014-24, the Government of India has introduced far reaching administrative reforms, in personnel

administration and governance. The quest for a new narrative in Governance is characterized by:

v' Secretariat Reforms v Recognizing Meritocracy,

v' Redressal of Public Grievances and Improving Service Delivery v Digital Transformation of Governance

v" Benchmarking Governance v’ Swachhata Campaigns
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Recognizing Meritocracy
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Prime Minister’s Awards For Excellence In Public Administration
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PM’s Awards for Excellence in Public Administration -
are given to Civil Servants for  outstanding
performance

Encourage constructive competition among Districts,
States and Central Government
Ministries/Departments/ Organizations

Encourages replication of awarded best practices and
innovations in States/UTs.

For 2023, the categories-

» Composite Scheme for Saturation of Flagship
Missions/ Schemes

» Innovations at Centre/ States/ District levels
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PM conferring award at 16 Civil Services Day



PM Awards in Innovations for Administrative Reform at Centre Level

National COVID-19 Vaccination Programme PM GatiShakti National Master Plan
Ministry of Health and Family Welfare Department for Promotion of Industry & Internal Trade



PM Awards in Innovations for Administrative Reform at State Level

Mission Youth State Organ and Tissue Transplant Organisation (SOTTO)

Jammu & Kashmir Gujarat



PM Awards in Innovations for Administrative Reform at District Level
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Sanvardhan Initiative (Vocal for Local) NewAge Learning Centre (NALC)
Solapur, Maharashtra Rampur, Uttar Pradesh Changlang, Arunachal Pradesh




-
-
-
R
-

-
"

Scaling up of the Prime Minister’s Awards Scheme & Civil Services Day

2006 — 2024

M AWARDS

v
v

v
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2006-2015 - Awards were conferred under three categories, viz., individual, group and organizations

2015 - 1Istrestructuring - Focus on excellence in implementation of identified Priority Programs -
States grouped in 3 categories (i) North Eastern and Hilly States; (ii) Union Territories and (iii) Other
States.2020 - 2rd restructuring - to recognize the performance of District Collectors towards economic
development

2021 — 3 restructuring - to encourage Constructive Competition, Innovation, Replication
Institutionalization of Best Practices.

2024 - 4th restructuring, saturation approach

CIVIL SERVICES DAY
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In 2008 - 2013 CSD observed as 1-day event on 21 April
2015 - 2023 CSD observed as 2-days events on 20-21 April

In 2023 the CSD witnessed an all time high participation of around25,000 participants
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Initiatives - For Replication of Best Practices

—— l_“ g Abhinav Pahal
ﬂt*z = @

» Regional Conferences have helped in presenting the best [ 2.7 ".]
governance practices and have been held at Srinagar, = e

Benguluru, Itanagar, Mumbai, Bhopal, Guwahati, Jaipur in
the last two years

» 20 National Good Governance Webinars conducted

» DARPG has curated a weekly Sansad Television series
Abhinav Pahel’ on PM Award winning initiatives

» A film on PM Award winning initiatives screened before

Hon’ble Prime Minister during CSD, 2023. The film is
available on the website of DARPG

(https: //www.youtube.com /watch?v=-]n-hooplSY) for
wider dissemination and possible replication in other parts
of the country.



https://www.youtube.com/watch?v=-Jn-hoopISY

e-Governance Awards & Conference
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* DARPG organizes National e-Gov Conference every
year to discuss & exchange experience of various e
oov initiatives and roadmap ahead

e The 26th National Conference on e- Governance
held in Indore, Madhya Pradesh on 25th -26th
August, 2023

e The theme of the 26th Conference was “Viksit
Bharat - Empowering Citizens”

* 16 NAeG 2023 under 5 categorieswas
conferred in the 26th NCeG
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You are cordially invited for the

"™ NATIONAL

e-GOVERNANCE

CONFERENCE
INDORE, MADHYA PRADESH

Organized by
Government of India
Department of Administrative Reforms
and Public Grievances
& ,
Ministry of Electronics and Information Technology

in collaboration with

Department of Information Technology
Government of Madhya Pradesh

Theme: Viksit Bharat- Empowering Citizens




Excellence in Emerging Technology

SVAMITVA Ministry
of Panchayati Raj,

Government of India.
(Ministry of
Panchayati Raj,

Government of India)

Real time tracking and
surveillance for Yatra
management (Shri
Mata Vaishno Devi
Shrine Board, Govt. of

Jammu & Kashmir )

Apuni Sarkar
Information
Technology

Development Agency
(ITDA Dehradun
Government of

Uttarakhand)

Jal Jeevan Mission -
Water Quality
Management
Information System
Department of
Drinking Water &
Sanitation,

Government of India




Regional Conference on

e-Governance in Guwahati
9th-10th January, 2024

Dr. Jitendra Sing

Minister of
Charge) of ¢
Prime
State in o
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Regional Conference on

> Good Governance in Jaipur
on 4th-5th October, 2023
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REGIONAL CONFERENCE
ON

“Bringing Citizens, Entrepreneurs
and Government Closer For
Good Governance”

Regional Conference on Bringing Citizens Entrepreneurs & Government Closer for
Good Governance at Bengaluru on 1112 July 2022

I

Regional Conference on Bringing Citizens and Govermment . o
Closer Administrative Reforms on 18-19 August 2022 e Aot Rt S eenr e 6.1, 2020
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Regional Conference on the theme Replication of Good
Governance Practices on 03-04 December 2021 at
Bhubaneswar, Odisha
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Regional Conference on the theme “Strengthening the State
Institutes of Pubtic Administration” at LUCKNOW on 11-12
Novermber, 2021




Good Governance Index 2021- Sectors & Indicators

Agriculture and Allied 8

-

Objectives of GGI

N

Commerce & Industry 5

Compare the State of Governance in the States
and UTs based on collated quantitative data

Human Resource Development 7

Public Health 6

Enable States and UTs to formulate & implement
suitable strategies for improving Governance

Public Infrastructure & Utilities 6

Economic Governance 4

Focus on outcome and output oriented Social Welfare & Development 10

approaches and administration

Judiciary & Public Safety 5

Environment 4

10. Citizen Centric Governance 3




District Good Governance Indicators
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» India’s first DGGI was designed and developed for the UT of Jammu and
: Kashmir - launched by the Home Minister of India on 22 January 2022

» The DGGI Gujarat was released by Chief Minister, Gujarat at Kevadia on 21st May, 2023.

» The District Good Governance Index of Arunachal Pradesh was released on 8t June 2023
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Redressal of Public Grievances —
Central Publlc Grievance Redressal
and Monltorlng Syaytem
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What is CPGRAMS?

HELPSTOTI
AND MONITOR THE

STATUS OF YOUR
GRIEVANCE

Redress Proc
Citizen Lodges Complaint

ARE YOU AGGRIEVED WITH

THE SERVICES OF GOVERNMENT AGENCY?

LODGE YOUR GRIEVANCE HERE

CITIZEN CENTRIC
GOVERNANCE

WAY TO CONNECT
CITIZENS WITH THE GOVERNMENT

SUBMISSION ASSESSMENT REDRESSAL

@01 \{(902 \ (=03

COMPLAINT
LODGE ASSESSMENT REDRESSA

Redirection to Concerned Authority

)

CPGRAMS is a 24x7 online grievance porta giving access to
the citizen to the highest authorities in the government to
raise their grievances

Every Ministry and States have role-based access to this system
for their Government Officers across all levels

CPGRAMS is also integrated with Other Grievance portals of

Central Government/State Governments

Millions of Citizen use CPGRAMS as a one stop solution for their

grievances

DARPG has over the last couple of years tried to integrate
CPGRAMS with use of Al/ML for better understanding of citizen

grievances



CPGRAMS FEATURED IN IT’s 100 BIG TECH IDEAS
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GRIEVANCES RECEIVED ON CPGRAMS

2500000
2271270
2107832
2000590
2000000 1867758 1918238
1500000
1000000 958805
500000 I
0
2019 2020 2021 2022 2023 2024 (till 31st March)

Department of Administrative Reforms and Public Grievances



USER REGISTRATION ON CPGRAMS
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AVERAGE CLOSING TIME OF CENTRAL SECTRETARIAT ON CPGRAMS
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GRIEVANCE REDRESSAL OFFICERS ON CPGRAMS
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FURTHER BREAKUP OF REDRESSAL OFFICERS ON CPGRAMS

Nodal GROs
; Central GROs P 51076
| 55032
Delegated GROs
3956
Total GROs on
CPGRAMS
101609 Nodal GROs
. - 44731
, State GROs
\ 46577 ~~~~~ Delegated GROs
h 1846

Department of Administrative Reforms and Public Grievances



CPGRAMS - CENTRAL MINISTRIES

Top 10 Ministries/Departments with Maximum Receipts — January to March, 2024

S. No. Name of Ministry/Department E;:;il:; Receipts Griz;ilces Disposal Pending
1 Department of Rural Development 3000 374794 377794 355231 22563
2 Ministry of Labour and Employment 5093 42835 47928 43852 4076
3 Department of Financial Services (Banking Division) 8397 40562 48959 41900 7059
4 Department of Agriculture and Farmers Welfare 3530 36153 39683 33024 6659
5 Ministry of Housing and Urban Affairs 1424 25176 26600 17192 9408
6 Central Board of Direct Taxes (Income Tax) ) 10796 19163 29959 17574 12385
7 Ministry of Railways (Railway Board) 3140 16513 19653 16747 2906
8 Ministry of Home Affairs 1405 15293 16698 15309 1389
9 Department of Posts 1645 15052 16697 15530 1167

10 Department of Ex Servicemen Welfare 4034 13693 17727 13733 3994

(Time Period: 01/01/2024 to 31/03/2024)

Department of Administrative Reforms and Public Grievances




AVERAGE CLOSING TIME ON CPGRAMS — CENTRAL MINISTRIES

Top 10 Ministries/Departments with Low Average Closing Time

Average Closing Time

S. No. Name of Ministry/Department Cases Disposed (in days)
1 NITI Aayog 1402 2
2 Ministry of Cooperation 1332 2
3 Ministry of Drinking Water and Sanitation 3542 3
4 Ministry of Parliamentary Affairs 680 3
5 Ministry of Development of North Eastern Region 46 3
6 Department of Rural Development ; 355231 4
7 Department of Food and Public Distribution 3293 4
3 Department of Telecommunications 13222 5
9 Department of Legal Affairs 943 5
10 Department of Public Enterprises 159 5

(Time Period: 01/01/2024 to 31/03/2024)

Department of Administrative Reforms and Public Grievances



MEDIA OUTREACH OF CPGRAMS

Prime Minister's Office
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PM attends Chintan Shivir organized by DoPT

Posted On: 18 FEB 2023 10:09PM by PIB Delhi

The Prime Minister, Shri Narendra Modi today attended the Chintan Shivir organized by the Department of Personnel and Training.
The Prime Minister tweeted :

"Attended the Chintan Shivir organised by @DoPTGol. Attended the Chintan Shivir organised by @DoPTGol. Interacted with officers and highlighted ways to further
improve synergy and efficiency in the department.”

Ministry of Home Affairs

Under the leadership of Prime Minister Shri Narendra Modi and guidance of Home
Minister Shri Amit Shah MHA is committed to ensure timely redressal of public
grievances on Centralized Public Grievance redressal and Monitoring System

(CPGRAMS)

30

MHA consistently ranked amongst top 10 Ministries during 2023-24 in Grievance redressal Assessment
Index (GRAI) performing well in all 15 indicators

During 2023-24 MHA performed exceptionally well by redressing 48,837 public grievances cases with
average redressal time of 8 days against standard of 30 days

Citizen satisfaction also stands at 40%, DARPG observed that performance of MHA would serve as
benchmark for other Ministries/Departments

Posted On: 15 MAR 2024 7:20PM by PIB Delhi

Ministry of Personnel, Public Grievances & Pensions
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For the first time the average disposal time of public grievances by Central
Ministries & Departments has reduced to 16 days, as recorded in May 2023, says
Dr Jitendra Singh

“PM Modi has repeatedly flagged Grievance Redressal is important for accountability of the Government
and also for the Citizen-centric Governance”

Dr Jitendra Singh launches Grievance Redressal Assessment and Index (GRAI) 2022
Department of Posts tops the ranking, closely followed by UIDAI in Group A

In Group B, Department of Financial Services (Pension Reforms) grabs the No.1 rank followed by the
Department of Legal Affairs

Department of Land Resources and Department of Pharmaceuticals secured First and Second positions
respectively in Group C

Posted On: 21 JUN 2023 5:46PM by PIB Delhi

Ministry of Personnel. Public Grievances & Pensions
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Dr. Jitendra Singh launches the Intelligent Grievance Monitoring System (IGMS)
2.0 Public Grievance portal and Automated Analysis in Tree Dashboard

DARPG under takes up Special Campaign 3.0 in a big way during the First week under the theme
“Digital DARPG”

Major Thrust given to pan-India Unified Service Portals, Adoption of Al/ Emerging Technologies for
Effective Redressal of Public Grievances

Posted On: 11 OCT 2023 10:19AM by PIB Delhi

Department of Administrative Reforms and Public Grievances




MEDIA OUTREACH OF CPGRAMS
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BEST PRACTICES — USA

Biden Administration has formulated the
President’s Management Agenda (PMA) which is Priority I
grounded in a vision of an equitable, effective, and
accountable Government that delivers results for

all Americans

Priority II

The work of the PMA comprise sustainegl, multi-

vear, Government-wide efforts to advance each of

the three PMA priorities (listed in the figure) and Priority III

their supporting strategies

+ Strengthening and
Empowering the Federal
Workforce

*Delivering Excellent,

Equitable, and Secure
Federal Services and
Customer Experience

*Managing the Business
of Government

Department of Administrative Reforms and Public Grievances



BEST PRACTICES — USA

Through the

performance.org, the Federal

Government is working to improve five critical

moments in people’s lives:

v
v

v
v

Approaching retirement

Having a child and early childhood for low-income
parents and children

Facing a financial shock and becoming newly eligible
for critical support .

Navigating transition to civilian life

Recovering from a disaster

For recording people’s experiences, a simple and user-

friendly online form developed

It serve as a summary of
voices of people and
represent thelr
experiences at points along
a series of steps. When
reading a journey map, the
actions at the core of the
Image show high-level
steps along the journey,
while the other elements
reveal research Insights
that can Inform
opportunities for
Improvement.

What s a Journey Map &  What is the purpose of a
how it should be read?

Journey Map?

The research and
production of these maps
can help to allgn our
collective understanding of
how a service dellvery

System is experienced by
the public. Through

\dentifying common
biarriers, we can Improve
coordinating efforts across
the Federal government.

Department of Administrative Reforms and Public Grievances

How will this journey
map be used?
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BEST PRACTICES — SINGAPORE

Singapore has embarked on a journey to become a Smart Nation in
November 2014, building upon its previous two successful whole-

of-nation transformations in response to digital disruption

The LIFE SG app of Singapore expanded from serving specific
services to providing one-stop and personalized access to

Government services for all citizens

34

Citizen now can explore and easily access more than 40
Government services and discover recommended content through

the personalized dashboard
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BEST PRACTICES — SOUTH KOREA

* The Anti-Corruption and Civil Rights Commission
of Korea was established on February 29, 2008 by

integrating three institutions

* ACRC continued to actively resolve civil complaints,
which are the voices of people

e A quick reaction unit for civil complaints was

launched for a prompt protection of the rights and

interests of people in vulnerable communities

e With the efforts of ACRC, Korea scored 61 out of

100 Corruption Perception Index (CPI).

e-People

It Is a single access
multilingual online portal

that integrates e-petitioning,

citizen driven proposals, and
electronic discussions on
policy items of relevance to
303 governmental
organisations including
central administrative
organisations, local
autonomous bodies and
other public institutions.

It allows people who do not
know which agency they
have to file their complaints
with and/or are willing to
participate in collective
discussions on policy
matters,

People's Idea Box

It s an online platform
for policy proposals, and
e-Peaple officer, to bring
about a paradigm shift in

the government’s
operation 50 that the
public could transform
social issues into policy
agenda and work with
the government to solve
problems,

Integrated Government Call
Centre (#110)

lntggmed Govemment

theACBCaensures
maximum convenience
far people who tse,publw
ser andis“

"'new"chaptar offering
eustomer‘oﬁented
admlnisrraﬁve servlce |
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INDIAS POLICY FOR GRIEVACE REDRESSAL

] Enunciated in 2022

Timelines and closure of Grievances

 Time Limits: Upper limit of 30 days introduced for redressal by Ministries
* Priority: Staggered redressal of grievances suggested priority wise
 Appeal: Mechanism for appeal against resolution introduced

 Feedback: Outbound call centre started with the option of filing grievance for citizen

« Reform / Restructure: Feedback to be shared with Ministries who will devise internal

mechanisms to deal with such feedback

Department of Administrative Reforms and Public Grievances



INDIAS POLICY FOR GRIEVACE REDRESSAL

Grievance Resolution Process and Root Cause Analysis

» Appointment of Officers
* Nodal GRO to be appointed by Ministries.

 Each Nodal Officer given a login id and password. He would then delegate user credentials to

his subordinates

» Root Cause Analysis

 Ministries to conduct a root cause analysis through the analytical tools

 They take necessary steps to build capacity and deploy adequate resources

Endeavour of the Government was that individual citizen's voice be heard, and citizen must be

empowered adequately to repose trust in the system

Department of Administrative Reforms and Public Grievances



10 STEP CPGRAMS REFORMS

Feedback Call Centre

50 seater call centre
collecting more than 1

Universalisation of
CPGRAMS 7.0

Auto-routing of

grievances to the last
mile officer and review
of categorization

One Nation - One
Portal

Integration of State
Portals and other Gol
Portals with CPGRAMS

Technological Grievance Redressal

Enhancements

Launch of IGMS 2.0
for categorical, English, and

spatial, and root cause - integration of Bhashini
analysis | with CPGRAMS

Language Translation

Portal in 22 scheduled Index
languages along with

Comprehensive
Grievance Redressal
Assessment & Index
for ranking of Central
Ministries/Departments

Inclusivity and Training and Capacity Monitoring Process
Outreach Building Monthly Reports for
Empowering CSCs to Conducted via iGot both the Central
reach to the remotest Platform and Sevottam Ministries /

citizen Scheme Departments and

States / UTs followed
by review meetings

lakh feedbacks directly
from the citizens

Data Strategy Unit

Automated analysis
rolled out to all the

Central Ministries /

Departments

Department of Administrative Reforms and Public Grievances



MONITORING PROCESS

* CPGRAMS Monthly Reports, one for Central Ministries/Departments
and the other for States/UTs, are published by DARPG.

* CPGRAMS Annual Report for the year 2022 and 2023 released at the
inaugural function of the Good Governance Week 2022 and 2023

* 22 Monthly Reports for the Central Ministries/Departments, from
May 2022 to February 2024 published

39

* 19 Monthly Reports, from August 2022 to February 2024, compiled
for the States/UTs published

CPGRAMS

Annual Report
ployy.

Department of Administrative Reforms and Public Grievances



MONITORING PROCESS — CENTRAL MONTHLY REPORTS
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MONITORING PROCESS - FLYERS - CENTRAL

MEDIA OUTREACH
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MONITORING PROCESS — STATES/UTs MONTHLY REPORTS
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MONITORING PROCESS — FLYERS — STATES/UTs
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MONITORING PROCESS — MONTHLY REVIEW MEETINGS

P DARPG I &
W4 @DARPG Gol

Good Governance: Insights for New Generation Administrative Reforms!
During the Review of CPGRAMS Progress Meeting, e-book was released

by Hon'ble MoS (PP) Shri @DrlitendraSingh Ji, which can be accessed
from the following link:
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P& DARPG = &
L84 @DARPG Gol

Good Governance: Citizen First Approach!

Creative citizen centric solutions and in-depth root analysis was shared
by officials to Hon'ble MoS (PP) Shri Jitendra Singh Ji, which gave
primacy to the concerns of the Citizens during the Review of CPGRAMS
Progress Meeting.

P& DARPG X &
L& @DARPG Gol

Secretary, DARPG, Shri V. Srinivas chaired the review meeting with the

The focus of the meeting was to evaluate the status of pendency and

quality of disposal of grievances on #CPGRAMS.

Nodal Officers of all the Central Ministries/Departments and States/UTs.

P& DARPG & &

W4 @DARPG Gol

Secretary, DARPG, Shri V. Srinivas chaired the review meeting with the
Nodal Officers of all the Central Ministries/Departments and States/UTs
to review the status of pendency and quality of redressal of grievances
on #CPGRAMS.

- 3
+Jan 17,2024 - 3,

¥ DARPG & @
\ &L @DARPG_Gol

Shri V. Srinivas, Secretary, DARPG, took a review meeting with the Nodal
Officers of all the States/UTs to review the status of pendency and

redressal timelines of grievances on #CPGRAMS.

P DARPG I @

L4 @DARPG Gol

Shri V. Srinivas, Secretary, DARPG, took a review meeting withztlﬁe Nodal
Officers of all the Central Ministries/Departments and assessed the
status of pendency and quality of disposal of grievances on #CPGRAMS
for the month of September 2023.

P8 DARPG I &

LB, @DARPG Gol

Shri V. Srinivas, Secretary, DARPG, chaired the review meeting with the
Nodal Officers of all the Central Ministries/Departments and assessed
the status of pendency and quality of disposal of grievances on

JAS for the month of October 2023.

HFCPGRAM

9:13 PM - Nov 8, 2023 - 3,849 View

P& DARPG = @

l_& @DARPG _Gol

Secretary. DARPG, Shri V. Srinivas took a review meeting with 6 States
having high pendency on #CPGRAMS.

Officers from Maharashtra, West Bengal, Punjab, Odisha, Bihar and
Haryana joined the meeting and updated about the status of disposal
and pendency of grievances, and

& PMO India and 8 others

1:04 PM - Jul 25, 2023 - 785 Views
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Universalization of CPGRAMS 7.0 Earlier Complaint Movement

-
9 __0_0__0_296¢
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Complainant DARPG Mimistry Divizion or Section or Last Mile

on CPGRAMS Region Subordinate Officer

portal and Auto-forwarding with CPGRAMS 7.0 streamlining

o R R —— e ———— 8 —

—
4

@ User Dashboard Please select a Ministry/Department/State Government

Lodge Public Grievance L Hj I' M ilt

odge Pension Grievan /\ -.; @ : A .Er

(2 Edit Profile
Financial Services (Banking Division) Labour and Employment Central Board of Direct Taxes (Income Tax) Telecommunications
A Change Password
45
Y Sign out

A p-;] el &6
o — -
Preliminary

Categorisation Information Sought Mapping of Last

More... Ministries/Departments/State Governments -

All the 90 Ministries/Departments on-boarded on CPGRAMS 7.0




TECHNOLOGICAL ENHANCEMENTS

o URGENT Grievances identified based on keywords like corruption, sexual harassment, suicide,

threat, danger, murder, violence, atrocities, etc., flagged on the dashboard for priority disposal

e Flagging of Super Senior Citizen’s Pension Grievances

e Flagging of Family Pension Grievances

e An Al/ML based dashboard has been developed with [IT-Kanpur, enabling deeper analysis of

CPGRAMS grievances by the Ministries/Departments, to help them bring about systemic

—---------------.

) changes and policy interventions

Department of Administrative Reforms and Public Grievances
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How do we summarize information from grievances?

DDPRO/E/2021/00373

Hi sir. This complaint related canteen stores department under defence ministry.in the MAO csd canteen the working staff sell goods 1n
open market the goods and essential things for defence personnel and their dependent Every day they sell 50000rs goods in open
market they used the canteen smart card from the incoming the name of staffMr Arun GavadeMr Manoj Lad and Mrs Manisha
pednekar there are appointed on contracatual basis.

* Traditional approach: ask officers to tag them into categories
o How do we decide the categories?

o  Category complexity limited to human cognitive limitations

. Digital transformation: keyword-based search 48
o  Will work well for complaints about domain-specific issues

o Will not work well for systemic or cross-domain complaints — these are frequently more interesting

Al-based transformation: Semantic search
o Use Al to understand the gist of individual complaints
o Under the gist of user queries

o Retrieve most relevant complaints

Department of Administrative Reforms and Public Grievances



A revolution in information processing
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Use Case — Identifying Problem areas

= 2 J.K. nuey Shuangh
+ Sialkﬂ Gérzé
= Lahore. H.P. TIBET
Quetta . éun.& o . . ‘
zahedn Bah av.valpur v ’ Lhasa corruption officers asking for bribe
e Jaigur @] u.Po ‘ "y Bhutan -
0 oy AR MODEF/E/2020/04437 Danapur 18/11/2020 Poonam Tiwari
Hyderabad - Kota Pr@raj 0" MEG.
it ¢\ - ‘Bangladesh MODEF/E/2020/01995 Delhi 27/5/2020 11/9/2020 rajan jha
Iscat ‘ o (o} i .’ Khul iz 1020/ : 0/ / : |
0 Indore 0 CNALE MODEE/E/2020/03778 Delhi 21/9/2020 24/11/2020 Avinash Kumar Pratihasth
0 _ India Kolats
CHH. DARPG/E/2019/03145 Srinagar 7/3/2019 27/6/2019 G A Beigh
Nashik 001, o
: MAH. Jsodalour MODEE/E/2018/05776 Siliguri 19/12/2018 5/812019 mahender kumar jain
Mumbaf)) goep
O 50!§pur e Visakhapat“am MODEF/E/2019/02975 Allahabad 7/52019 15/10/2019 Hrishikesh Yadav
Kolh.apur O ke
. 50 MODEEF/E/2020/00876 Agra 24/3/2020 11/9/2020 Peeyush Bansal
00A A.P,
it MODEF/E/2021/01281 Bhopal 3032021 Sandeep Kumar
Bengaluru Ch&nai
@ MODEEF/E/2018/03025 Pune 29/8/2018 4/9/2018 MANISH JOSHI
Port Bl
ek MODEF/E/2020/01555 Jaipur 1/5/2020 26/5/2020 Sidhardha Reddy Thokala
ER' Jaffna
- MODEE/E/2019/04900 Delhi 13/9/2019 28/11/2019 Ajeev Dhulia
uruvanar:lhapuram
Sri Lanka DDESW/E/2019/01672 Delhi 1892019 281112019 Ajeev Dhulia
MODEEF/E/2020/00532 Agra 221212020 24/8/2020 Naveen Pathak
Thulu.sdhou
Maldi PMOPG/E/2018/0298077 Unknown 28/6/2018 23/8/2019 R DINESH KUMAR

From:| 06/19/2018 @

Open complaints only: [

Analysis Counts

Department of Administrative Reforms and Public Grievances




TECHNOLOGICAL ENHANCEMENTS
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TECHNOLOGICAL ENHANCEMENTS
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Bifurcation of grievances into different categories like Spam, Repeat, Priority and highlighting Habitual Complainants
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TECHNOLOGICAL ENHANCEMENTS

Search Inside

Subject Content PDF Conient

= Category Tree [procour CQ @
Search Type m Keyword Normal ]
. Search Query Date R ; \ P
Aadhar not updated 1 Jan, 23 ~ 31 Dec, 23 All
Sl Relevance: 1.2 i N
: Al A

Labour and Employment Unigque Identification Authority of India

Root

1-20 / 6453 records

REGISTRATION NO 1| STATE DISTRICT 7 RECEIVED DATE CLOSING DATE T,
DARPG/E/2023/0016308 Karnataka Dharwad 30/4/2023

DARPG/E/2023/0016219 Assam Kamrup Metropolitan 28/4/2023 71612023
DARPG/E/2023/0016165 Tamilnadu Nagapattinam 271412023 241712023

NAME T)

Mohan Yadawad

Enakshi Choudhury

Arivazhagan N

Category Tree for identifying issues category-wise

Department of Administrative Reforms and Public Grievances




Al based channel for receiving a grievance

Natural language
understanding

Citizen enters grievance
text/speech recording

User confirmation

Citizen attaches documents’
pdfs

54

OCR,
filtering,

routing OCR’d docs
and grievance
routed to —
office

Department of Administrative Reforms and Public Grievances



Choose a Language

Language

English

Hi! I'm the CPGRAMS bot. If you have
a complaint regarding any Government
Department or Institution, | can help
you file your complaint.

Please tell me what happened and how
can | help you? Share your story in a
single message and | will try to identify
which department to file your
complaint with.

| did not receive my ticket

I'm sorry to hear about the trouble
you're facing @ . To assist you better,

Could you please specify what Kind of
ticket you did not receive? For
example, is it related to a train, flight,
event, or something else?

9:41

< M ‘ CPGRAMS
; , -

Please tell me what happened and how
can | help you? Share your story in a
single message and | will try to identify
which department to file your
complaint with.

| did not receive my ticket

I'm sorry to hear about the trouble
you're facing @ . To assist you better,

Could you please specify what kind of
ticket you did not receive? For
example, is it related to a train, flight,
event, or something else?

Hall ticket

| understand how important it is for
you to receive your hall ticket on time
@ . To help you better, | need a bit
more information.

Could you please specify for which
exam or educational level you were
expecting the hall ticket? For example,
is it for a school entrance exam, a
university exam, or a specific
competitive exam like NEET or JEE?

KV exam hall ticket

Use of WhatsApp to file a grievances (under POC currently)

9:41

‘1 ‘ CPGRAMS
‘ _ @
KV exam hall ticket

We understand how stressful it must
be to not receive your hall ticket for
the KV exam. @ Rest assured, we're
here to help. To assist you better,
could you please provide a few more
details?

Could you please provide the date of
the exam and the name of the exam
center?

The exam is for April 30, 2024. Exam

centre is Warangal.

We understand how stressful it can be
to not receive your hall ticket for such
an important exam @ . Rest assured,
we're here to help you address this
issue swiftly. All the required details for
filing your grievance are present.
Could you please confirm the details
below to proceed with filing your
grievance?

Ministry: School Education

Category: Entrance Exam and Results
Related

Sub Category: Hall ticket not received
Sub Category: KVS

Exam Date: April 30, 2024
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Department of Administrative
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Government of India

CDIS, lIT-Kanpur
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TECHNOLOGICAL ENHANCEMENTS

CPGRAMS App

achilok/s ' BEOZ - 19:04

Department of Administrative
Reforms and Public Grievances
Government of India

Welcome

CPGRAMS

Mobile Number

Password

2% 31% 4@ )

Forgot Password?

LOGIN
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Grievances List and Status

Total Registered Grievances

Closed Grievances

1. Grievance |d DPOST/E/2024/0000678
DateTime 2024-01-07 11:53:58.643
Status Closed(Department of Posts)
Description (click text for more/less)

this is test message please delete please
ignore 1212
Feedback

2. Grievance |d DPOST/E/2024/0000652
DateTime 2024-01-06 21:00:00.81
Status Closed(Department of Posts)

Description (click text for more/less)
Thic ic tact 123454

= (= 3

aciiloks t BEOZ - 19:07 o246 329 4@ )

Select State Government Vv

Arunachal Pradesh

Himachal Pradesh

Maharashtra Nagaland
AT N =
= i )

DARPG has developed “CPGRAMS App” through which citizens can register their grievances using the mobile phones. The application enables
users to express concerns, submit grievances, communicate with Central Ministries/Departments and States/UT governments in both English

and Hindi, voice to text.

Department of Administrative Reforms and Public Grievances



DATA STRATEGY UNIT

The Data Strategy Unit, setup by DARPG, has developed an analytical dashboard which enables drawing insights,
that may be leveraged for strategic decision making and policy based reforms. The automated analysis tool has been

rolled out to all the Central Ministries/Departments.

Tree Dashboard

Login

@ yaafie gar v d@e Ranga @
4T; DEPARTMENT OF

{658 ADMINISTRATIVE REFORMS &

et o) PUBLIC GRIEVANCES

Department of Administrative Reforms and Public Grievances



show dashboard for... Dashboard for DARPG [Org-Hint & ]

v -Dashboard-

Search Settings - Schemes

Comparisc
-: FiIter:’Search text ’ Collapse .Ve]o]\Y 14 selected. 200 Top Schemes @D

Select Searches Count
Search C Refresh
=] 4 | Top-Scheme 0
! ; Pradhan Mantri Kisan Samman Nidhi (PM-Kisan)é 122333
(1) Top Indi O . Pradhan Mantri Awas Yojna (PMAY) - Rural 48708
O .. PMAY-Urban (Schemes financed from Central Rgad and Infrastructure Fund) 38378
O . FASAL 17627
O .. MGNREGA-Programme Component 13133 Latest G
O . Information Technology 11416
4,435, O || CPWD - GPRA and GPOA 10016 I L
Grievance O .. AMRUT (Atal Mission for Rejuvenation and Urban Transforipation) 7187 y
O . National AYUSH Misson 6259 éogg
O . Ayushman Bharat - Pradhan Mantri Jan Arogya Yojana (PMJA 5738 i
Arrived / Closed / A o | . Pradhan Mantri Gram Sadak Yojna 5092 IS
80000 I . Jal Jeevan Mission (JJM) / National Rural Drinking Water Mission 4467
70000 O . Pradhan Mantri Mudra Yojana 4284
T O . Ease of Doing Business 3918
] . Smart Cities Mission 3644
50000
O _ Land Management System 3451
HOGE0 o . Integrated Management of Public Distribution System 3085 M
30000 O . FASTag 2946 58.12%
20000 ] . Crop Insurance Scheme ’ 2916
= Let’s Explore a Scheme, called
10000 O] . Make in India 2880
. Pradhan Mantri Jan Dhan Yojana 1 1 2549
o A 9 E ) PM-Kisan Yojna
2022-01-01 O .. Samagra Shiksha 2414
O . Pradhan Mantri Jeevan Jyoti Bima Yojana 2319
Source Portal Arriv. ] . Startup India 2164 rstem (PMO...
26000 O . Prime Minister Employment Generation Programme (PMEGP) 2043
24080 O . India Post Payments Bank 1733
22000
20000 O . Passport Seva Programme 1710
18000 ol . PMAY-Credit Linked Subsidy Scheme 1669
i O | Svamitva 1648
14000
12000 o . Palna 1537
10000 _— - .. sm - - . - - . - - .-~ - . - -
Apply
» -Results-

Use 'Ctrl+C' to clone, 'F2' to edit, 'Shift+Y' to Child

» -Organisations

RA RA R2
KN KN KN

» -Flow Analysis-
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(Load @ save S Acmin Logout [55

Top Filters
v -Dashboard- 1. Top Indicators
2 Days & Loops

3. Al-Categorisations E1 + 2022+ . . .
4. Top Selectors =

~ 5. Text Picked
Search KaL  FH v 6. Status ):00.000 = now C Refresh

.‘ Comparison @ ’ ‘ Schemes @ = Category 7.0 @ Quick Search @

7. Locations
8. BSNL Feedback ooo

(1) Top Indicators & Trends (01\Jan 2022 onwards) 9. Timelines
‘10. Appeals

Q11. Pension i
12. Action Taken ‘ [1.0] Unique User Latest G
13. User Details

4,435,532 3,965,667 458,022 400,849 18,837 1,627,154 792 4. Duplicates 75 - 40% —

Grievances Closed Open (Pending) Appeals Closed Appeals Open Mobiles Districts [15. CPGRAMS 7.0 Aspirational
16. Tags by Teams
17. Others -
Arrived / Closed / Appeals / BSNL Calls..(Weekly) © (&\Jan 1, 2022 @ 18:14:42.312 to now [1.1] Closed / Open... 2 [1.2] Arrived M/S [1.3] Closed by M/S
80000
@ Arrived (Weekly) 0
70000 @ 7.0 Allocated 0
60000 © Appeals (Weekly) 0
50000 @ BSNL Calls (Weekly) 0
® BSNL Calls - Appeals 0
40000 M M
30000 56.42% 58.12%
20000 : l “ “I : an ) VEA any
Zotiides i dapg | ' A
e ‘ll|!!!!!!:!!::!!!!:;:a!.-:!!!!“” |
2022-01-01 2022-04-01 2022-07-01 b022-10-01 2023-01-01 2023-04-01 2023-07-01 2023-10-01 2024-01-01 = - =
Source Portal Arrivals - (Daily) [source on recvd_date] Jan 1, 2022 @ 18:14:42.312 to now [1.4] Source Portal Arrivals [1.5] Channels G [1.6] Closed by System (PMO...
26000
24000 ® Total Received 0 Other 0% j‘ B... 5.02% —
22000 ) . . . ® Local/Internet 0 1‘“
Let’s Explore Grievances arriving » PMO 0
18000 @ Pension 0 Manual/Postal
16000 9%
under some Schemes o President Secretariaf0 o
12000 ® DARPG 0 32%
10000 o DPG 0
Aana i
R A
» -Results- ¢\
. . R A
» -Organisations- ¢y
: R A
» -Flow Analysis- St
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Top Filters
1. Top Indicators
2. Days & Loops

query:Pradhan Mantri Kisan Samman Nidhi (... x

v -Dashboard-

" , = , . , Al-Based 3. Al-Categorisations |1
. ‘ Comparison ’ ‘ Schemes @ = Category 7.0 Quick Search Category Analysis o Sel:ctors >g1+ 2022+ - . .
1 5. Text Picked
"Pradhan Mantri Kisan Samman Nidhi (PM-Kisan)" or "Kisan Samman Nidhi" or "Samman Nidhi" or "Kisan Samman" or "PM Kisan" or "PMKisan}' or "Se w3l fam F#H" or "fsd F#HM" KaL v 6. Status ):00.000 > now
7. Locations
8. BSNL Feedback
(1) Top Indicators & Trends (01 Jan 2022 onwards) 9. Timelines
10. Appeals
11. Pension
12. Action Taken [1.0] Unique User Latest G
13. User Details e 25% — ;
150,758 110,392 40,364 580 9 114,425 753 e Dupicares __J} QO )
Grievances Closed Open (Pending) Appeals Closed Appeals Open Mobiles Districts 15/ CEERAMS 0 Aspirational L
16. Tags by Teams ;
17. Others = TN— L 75%
Arrived / Closed / Appeals / BSNL Calls..(Weekly) (O Jan 1, 2022 @ 18:14:42.312 to now [1.1] Closed / Open... [1.2] Arrived M/S [1.3] Closed by M/S
2222 o Arrived (Weekly) 0 S 4.03% — M 3.2% —
5000 ® 7.0 Allocated 0
4500 o Appeals (Weekly) 0
4000 ® BSNL Calls (Weekly), 0
3500 ® BSNL Calls » Appeals 0
3000
2500
2000 ’
1500 L. 1 A Closed 73% "
1:22 l| | 1 II I L - ye lI “. ‘ = 1M "I 4 : M 88.36% S
. _ - ‘ ,-—f!;!}'lul [lllluLL(llJ |JIIJ I ”I i I IThinth!y N ’

2022-04-01

2022-01-01 2022-07-01 2022-10-01 2023-01-01 2023-04-01 2023-07-01 2023-10-01 2024-01-01

[1.4] Source Portal Arrivals [1.5] Channels G [1.6] Closed by System (PMO...
Manua... 3% m Syst... 0.68%‘(771
When we linked Aadhar to . y
Now, let’s analyze their el

farmers’ bank accounts,

Al-generated Categories

ineligibility triggered grievances

RA

¥ N

. . R A

» -Organisations- N
» -Flow Analysis- o2



show dashboard for... Dashboard for DARPG

[Org-Hint ® ]

Top Filters
1. Top Indicators

-~ - ~

query:Pradhan Mantri Kisan Samman Nidhi (... x

v -Dashboard-

Al Generated Category Tree X

stop words (ignore always) ignore from top-categories... define top categories using top-words for generating tree...

Max Categories Level , .,
Go to Dashboard for - 'seeding
4 | Al-Generated-Categories
i 3448 43 - incorrect land seeding Flow-All
. kisan x|+ -] : - . _
TV = + 5 29 - incorrect land seeding status seeding O Selection @ Hover
> X - 20 - land seeding d :
o 34 : L1_Arival 66 : State
| payment 1456( x |+ - |[p> 18 - incorrect seeding status O Cat Al -1
: 18 - land seeding aregonin-
| InSta"ment 1044 x + | - > . O CategoryA| -5
17 - land seeding status .
> . pmkisan 324/ x|+ - ][> g O Is_Version 7
14 - land seeding (O cat V7 _Name
© land 299 x || + 13 - incomplete land seeding O Cat_V7_Org_Code
> | receipt 335 x|+ L t 5 . 7 S d . ” 12 - pmkisan Ia‘and seeding - 8 Main_Cat
B scheme 177 x| + etsview ee |ng 11 - land seeding updated Main_Sub_Cat
z s 11 - no land seeding O Main Category
> .. accoun X ||+ d . B ; .
o relate grievances.. [issessnas
. registration 122| x || + 9 - pmkisan land seeding O Appeal Current Status
4 _ others 1398 x | + 8 - incorrect land seeding information _ 0O AppeaI:Disposa_I_Type
> @ incorrect 112 x(+ - (> 8 - receipt Ian'd seeding (O Appeal_Org_Code
o 8 - land seeding OB O Appeal_Status
© verification 88 x )|+ - )b 7 - incomplete land seeding process O Appellate_Action
> beneficiary 78 x|+ -] b 7 - incorrect seeding details (O Appellate_Action_To_Show
. installments 70 x [+ - (> 6 - incorrect land seeding details JH 8 'I‘\SPF::‘)'E‘;ZI_CO“
6 - incorrect land seeding portal o~
» . benefit 72| x ||+ - ][> :
6 - land seeding RJ 0 C1Lior Appeal
/. approval 61( x )+ ) - (P 6 - land seeding problem ATR
> benefits 63 x|+ -]p 6 - land seeding status OR O Bulk_Closure
. update 38( x|+ -1 6 - pmkisan installment land seeding MH O Di§posaI_Type_Text
> @ application 40(x(+- o 6 - verification land seeding P O CrlavaneolGaute. foxt
: s 5 - land seeding MINHA HY 8 Cltlzen_TDemand_Text
. nidhi 36/ x|+ -|D 5 - incorrect land seeding number DPOST CcG Resolution_Done_Text
4 others 740 x ||+ || - || > 5 - land seeding verification QZ
| technical 29(x|(+] - 5 - missing land seeding information WB O Bsnl_Appeal_Org
- i GJ Bsnl_Is_Appeal
J record % x )+ - 5 paym.ent seeding & O Is_# pp
] 5 - seeding land HP (O Bsnl_Rating
© kissan 26 x + - D 4 - incorrect land seeding Bg O Bsnl_Rating_Reason
. bank 25/ x ) +) - )[> 4 - incorrect seeding status ™ O Benl_Regsiler
. 4 ~land seeding payment MP O Bsnl_Satisfaction
)\ instaiment 28\ x) - \> AS O Bsnl_Satisfaction_Reason

. transfer

4 - land seeding status updated

4 - problem land seeding
4 - seedina statiis undated

Al-generated Titles

Flow Visualization

Flow Options...
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v -Dashboard- il

X

Al-Based
.‘ Comparison | l Schemes Category 7.0 Quick Search Category Analysis 8Y 2021+ 2022+ ...

rca.w5 :"kisan" and rca.w5 "seeding" KQL v Jan 1, 2021 @ 00:00:00.000 = now C Refresh

(1) Top Indicators & Trends (01 Jan 2022 onwards)

[1.0] Unique User Latest G

343 310 33 0 0 341 136 19 17 AN

Grievances Closed Open (Pending) Appeals Closed Appeals Open Mobiles Districts State/UT Aspirational
Arrived / Closed / Appeals / BSNL Calls..(Weekly) @ (& Jan 1, 2022 @ 18:14:42.312 to now [1.1] Closed / Open... [1.2] Arrived M/S [1.3] Closed by M/S
80 @ Arrived (Weekly) 0 M149% — N
70 @ 7.0 Allocated 0
60 © Appeals (Weekly) 0
- @ BSNL Calls (Weekly) 0
® BSNL Calls - Appeals 0
40 w
30
20 y
b S 98.51°
0 e AAAA—M N e, < >
2022-01-01 2022-04-01 2022-07-01 2022-10-01 2023-01-01 2023-04-01 2023-07-01 2023-10-01 2024-01-01 = = =
Source Portal Arrivals - (Daily) [source on recvd_date] & Jan 1, 2022 @ 18:14:42.312 to now [1.4] Source Portal Arrivals [1.5] Channels G [1.6] Closed by System (PMO...
" ® Total Received 0 Bulk 0.29% —
'{ 2 V24 c @ Local/lnternet 0
1 Seeding” related grievances emerged upon ‘
12 . .
. Aadhar linking, then Process-reforms
8 L] L] L] L]
) initiated to prevent such grievances..
» -Results- >3
» -Organisations- b
» -Flow Analysis- >Z
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» -Dashboard- Recvd Date:20-12-31 - 24-04-02 =
_ B4 O Hide Looping Chart
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AT AT AT AL =,

seeding

MINHA/E/2023/0001733

Incomplete Land Seeding

Negligence in land seeding proc

Headline : Incorrect seeding entry

Search any.. Person Registration No CBODT/E/2022/11638
100 ¥ Process Name SAMEER AHMAD MALIK
£ et Gender M
ulti-Selec i »
Policy Pin Code 192221
Duplicate (0) State IN-JK
Complaint Channel Electronic
Registration No Headline Cause
Mode of Transfer
DOAAC/E[2022/40297 PM Kisan Land Seed.lng Land Seeding issue, 'Non—transf‘ Dispatch Type Partially Accepted
DOAAC/E[2023/0001228 Incorrect Land Seeding Status Incorrect Land Seeding status : .
DOAAC/E/2023/0001351 PMKisan land verification Incomplete land verification and i nppe e peal/ipternet
DOAAC/E/2023/0002473 PMKSY Installment Error Error in land seeding status &
DOAAC/E/2023/0001051 Payment and seeding issue Non-payment, land seeding not

Movement of a grievance through

DOAAC/E[2022/19414 Missing land seeding data Missing land seeding verificatiol 1 . .
DOAAC/E[2022/21134 Incorrect land seeding Incorrect land seeding status Grievance d Iffe re nt d € pa rt me nts o= ervice/Civic Ame
DOAAC/E[2022/21149 No land seeding Issue with land seeding Sir/Madam

DOAAC/E[2022/21605 Verify land seeding option Incorrect land seeding option Reare

DOAAC]E/2022/22581 Land SSEEINY approval _ Land SSSSIRE not approved lam drafting this greivence on behalf of my cliefit as ,it is state that we have inadvertently seeded Rating 5
DOAAC/E[2022/22745 Installment credit, land seeding status Incorrect land seeding status ) . S ;

DOAAC/E[2022/27955 Land Seeding Verification Verification documents for land aniincoms tax challan in OLTAS applicatige, the details of the same are as: Typ.e Closed
DOAAC/E[2022/27590 Land Seeding Pending Pending land seeding for scherr Actions 19
DOAAC/E/2022/32111 Land seeding not found Error in land seeding record Date Days

DOAAC/E/2022/32203 Incomplete Seeding Status Land seeding issue not resolvec TAN District Anantnag
DOAAC/E[2022/32549 Non-receipt, seeding issue Land Seeding Status issue Name Org Name

DOAAC/E[2022/33191 PM-KISAN benefit issue Land seeding status not update  Amount Type ASSESSKIENT YEAR 1A CBODT
DOAAC/E[2022/32836 PM Kisan Payment Delay Land seeding issue, payment pe TYPE OF PAYME

DOAAC/E[2022/32666 Incomplete land seeding status Land seeding issue, installment LB CBODT
DOAAC/E/2022/33133 Scheme installment not received Land seeding status issue L1C CBODT
DOAAC/E[2022/34969 Account Seeding Status Late application processing Wrong Eptfy date 07.02.2022 Org Code CBODT
DOAAC/E[2022/34981 PM Kissan installment issue Land seeding issue Wrong“Tan AMRN10438B o

DOAAC/E[2022/35544 PMKSN payment delay Land seeding issue, non-payme = Last Org CBODT
DOAAC/E/2022/19670 Incorrect Land Seeding Incorrect land seeding number / New india assurance Closed By CBODT
CBODT/E[2022/11638 Incorrect seeding entry Inadvertent seeding of wrong ct  Amount 26300 L1 of Closed by
DOAAC/E[2022/37321 Incorrect LAND SEEDING information Issue with LAND SEEDING field ms A

DOAAC/E[2022/40480 PM Kisan land seeding Land seeding request not appro o .

DOAAC/E/2022/22008 Land Seeding Approval Land seeding not approved o be rectiad with dated 07,02 2022 under _—

DOAAC/E/2022/28534 Land seeding issue Land seeding issue, Benefit Tan no AMRG18898F GANIE GENERAL STORE 26300 NON COMPANY (0021) 2022-23 194Q. ms C

DOAAC/E/2022/18730 Verify seeding for installment Seeding option not verified If it is possible please rectify another refund the said amount to the tan no mentioned so that | can Closed with action

Schemes >> PM-Kisan >> Al-Generated Categories >> Seeding related Issues...

status
Received Date

Placin~a Nata

2022-04-10T06:22:13.103Z

onoo_nl:_o7Tnn-nn-né\an7
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show dashboard for...

Recvd Date:20-12-31 - 24-04-02
» -Dashboard- b

RA

"4

DT ‘ L1(M) 99999 Central Board Of Direct Taxes (income Ta...
Joint Director Of Incom... Sh. Ramesh Chand 9013852180
CBODT, Central Board Of Direct Taxes (income Tax)

Days 1 2 5 10 15 30 45 60 90 180 10000
Search any.. Person % 2% 1% 3% 7% 7% 18% 12% 9% 12% 16% 8%
' OJ
100 W e :
Process Ministry GRO Tree Preview
100 Record .
O Multi-Select Polic Rating Score 2.4 2.4
olicy Rxed 115040 115271
Duplicate (0) Pending G Num 11528 1608 \'j\ 7‘\ )l\ \,4\ %
Pending G Per 10.02 1.39 ] :
DOAAC/E[2022/40297 PM Kisan Land Seeding Closed Per 75.79 77.27 ID CBODT/E[/2022/11638
DOAAC/E[2023/0001228 Incorrect Land Seeding Status | Appeals Num 13997 13664 Org All CHAND, CHTDS, LDRG2, AOSRI, CBODT, SYSTE, EFILE
USRRCEAED00 ] PhisanJahdliciicatian Appeals Per 16.05 15.34 Movements | C1TZN, CHAND, CHTDS, LDRG2, CBODT, AOSRI, AOSRI, LDRG2, AOSRI, CHAND, SYSTE, CBODT, CHTDS,
DOARGIE/2023/0002978  PMESYInStallment Eror Avg Delay In Closing 62.3 69.5 EFILE, SYSTE, CBODT, CHAND, CHTDS, CHAND, CBODT, C1TZN,
DOAAC/E/2023/0001051 Payment and seeding issue i i 1506 1797
MINHA/E/2023/0001733 Incomplete Land Seeding i e oD : ’ Delays 0,0,00240003800142200310,,
DOAAC/E[2022/19414 Missing land seeding data Disposed Time 87189 89067 Actions 19
DOAAC/E[2022/21134 Incorrect land seeding Disposed Past 3 Months 23983 26032 Last Code CASE DISPOSED OF
DOAAC/E/2022/21149 No land seeding Disposed Past 6 Months 29619 35332
DOAAC/E[2022/21605 Verify land seeding option Avg Leaf Iterations 1.3 1.3
DOAAC/E[2022/22581 Land seeding approval Bulk Closed Per 1.87 1.88 CHAND (38)
DOAAC/E[2022/22745 Installment. credit,. I.and. seeding Movement Delays Per 93 93
DOAAC/E[2022/27955 Land Seedfng Ver|f|.cat|on AvaDeldy By Closer 33 3.4
DOAAC/E[2022/27590 Land Seeding Pending
DOAAC/E/2022/32111 Land seeding not found Clase score 2918 S7td
DOAAC/E/2022/32203 Incomplete Seeding Status Org Code CBODT
DOAAC/E/2022/32549 Non-receipt, seeding issue Org Name Central Board of Direct Taxes (Income Tax)
DOAAC/E/2022/33191 PM-KISAN benefit issue Levels 1
DOAAC/E[2022/32836 PM Kisan Payment Delay Mini./State/Dept. M
DOAAC/E[2022/32666 Incomplete land seeding status | 1,4q size
DOAAC/E/2022/33133 Scheme installment not receive 1 CBODT
DOAAC/E/2022/34969 Account Seeding Status
DOAAC/E/2022/34981 PM Kissan installment issue 50 .Case Disposed Of 70680
DOAAC/E[2022/36544  PMKSN payment delay D o NN Can hover to Explore grievance movement through
DOAAC/E/2022/19670 Incorrect Land Seeding 4S  Case Disposed Locally 449 60 10
CBODTE/2022/11635 _ Incorrect seedingentry __|ia0iExamined At Ourtovel |77 different departments and where it took longer...
DOAAC/E[2022/37321 Incorrect LAND SEEDING inforn aT Sent to Subordinate Org 80589
DOAAC/E/2022/40480 PM Kisan land seeding - , 50
. Not Pertaining To This
DOAAC/E/2022/22008 Land Seeding Approval 60 org 1709 4T
DOAAC/E[2022/28534 Land seeding issue 6T [l Redirected To Other Org 40 . .
DOAACIE/2022118730 _ Verity seeding for instaliment | ) . ...and side-by-side see the overall performance of
» -Organisations- oo IEZ‘: IT’a"Sfe"ed By those de Pa rtments...
» -Flow Analysis- j
N 4




Al/ML journey of DARPG

127t Parliamentary Standing
Committee:

“The Committee recommends the
Department to use Artificial Intelligence
to develop a mechanism in which
grievance can be lodged through voice
recording which will help the people
who are unable to file grievances using
CPGRAMS portal. (3.10)”

65

Adoption of Tree Dashboard, IGMS 1.0-
August, 2022

@® Adoption of CPGRAMS App - November, 2023

|

6 Launch of CPGRAMS Smart App - July, 2024
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4, ADMINISTRATIVE REFORMS & Aza®

HO®

5% PUBLIC GRIEVANCES AMPEM S Steay

CPGRAMS Al/ML

@ !mvf?mgamaﬂa’t & fmwrma R

Al-based understanding e —

BANKING
Enter Identify gist 0 X
system L — .
& My— o 3 s
. - m MNCHINE LEARNING r
% 0 |
. . | - -
Insurance ' Road Transport 66
| & Highways
@ Complaints about irregularities in admissions to Sainik schoals
%& TRANSFORMATIONAL GOVERNANCE

. . Depariment of Administrative Reforms and Public Grievances
Retrieves all relevant grievances Ministry of Personnel, Public Grievances & Pensions
Government of India

Health & Family External Affairs Petroleum & Natural
Welfare Gas

Department of Administrative Reforms and Public Grievances



LANGUAGE TRANSLATION

'/V

1 feal A5l Q & "D m
| (Hindi)) (Gujarati) W (Bangala) Te'UU Assamese
(Odiya) (Tamil) (Malayalam) Urdu (S|ndh| Bodo
P (:m_ﬁ:r\l i m - m
(Konky (Nepali) Mampun (Punjabi) Qany (Dogri)
m m LAZON2A
(Maithili) Qhw Sanskrit) Santhah

Al based BHASHINI platform has now been seamlessly integrated with the CPGRAMS Portal

Department of Administrative Reforms and Public Grievances



GRIEVANCE REDRESSAL ASSESSMENT & INDEX - CENTRAL

DARPG introduced a new and comprehensive Grievance Redressal Assessment & Index (GRAI) from May 2023 onwards
with 4 dimensions and 11 indicators. The objective of GRAI is to assist the Ministries/Departments to review, analyse
and streamline their grievance redressal mechanism with identification of strengths and areas of improvement. It

presents a comparative assessment with other Ministries/Departments.

o W W NN N N N N N R N R N RN N M R N R,
.5-—-—-—-—-—-—-—-—-—-—-—-—l"

.
L S ———— A

" * The data used in preparing the GRAI is taken on a monthly basis
Efficiency: Feedback:

five (5) indicators two (2) indicators  The Ministries/Departments have been categorised into two

68

groups, based on the number of grievances received during the

period in consideration, to enable a fair comparison

Organisational Domain: * On monthly basis, GRAI is being published  for

Commitment: two (2) indicators S ,
two (2) indicators | Central Ministries/Departments in the CPCGRAMS Monthly Reports

Department of Administrative Reforms and Public Grievances



A VISUAL DESCRIPTION OF TOP 10 MINISTRIES IN SEPTEMBER 2023

0 % of :
o % of Grievances % of Disposal =
Grievances | % Growth in % of . Average % % of . : GROs % of
- . . Resolution of : with of Complaints Adequacy of C oy .
# Name of Ministry/Department Resolution Grievance Appeals C " Disposal | Pendency | Appeals Excellent & Labelled Catesorisati vis-a-vis | Active
within | Registration | Redressed | ~Or P | Time | withGROs | Filed xeefien AabetieC as ategorisation 1 Grievane | GROs
. Grievances Very Good Urgent
Timeline Remarks es
1 | Ministry of Labour and Employment 71.33 -4.44 76.32 9.00 75.76 27.17 11.65 24.32
Department of Financial Services »
2 (Banking Division) 54.02 -2.91 57.45 m 63.84 441 10.10
3 | Department of “Agrculture and | 45 o 15.36 27.03 75.00 5.00 100.00 9998  [ERE
Farmers Welfare

241 25.42

4 Ministry of Railways (Railway 55 60 67 50 75 4459 13.00 _ 72.50
Board)

e I -10.54 26.97 12.86 62.00
(Income Tax)

85.90

6 | Department of Posts 66.73 -4.65 61.42 °° IRV

7 | Ministry of Home Affairs 71.97 -11.07 76.92 10.00

8 | Department of Telecommunications -7.41 84.40 6.00

9 Department of Ex Servicemen 35,23 268 50.00 2300
Welfare

e | 46.4¢ 338 22.86 46.43 23.00
Welfare

Department of Administrative Reforms and Public Grievances



A VISUAL DESCRIPTION OF TOP 10 MINISTRIES IN FEBRUARY 2024

% of 0 0 . .
Grievances % of ‘e {.'f Average % % of % of Resolution % of Dlspl.]Sﬂl Ratio ﬂ.f % of
: Resolution of . vor wo g1 | 0Of Complaints Adequacy of GROs vis- \
# M/D Resolution Appeals Corruption Disposal | Pendency | Appeals | with “Satisfied Labelled as Catesorisation A-vis Active
within Redressed up Time | with GROs | Filed Remarks . o t . GROs
" Grievances Urgent Grievances
Timeline
1 | Department of Rural Development 12.11 25.35 38.89 19.00 0.00 : 74.10 50.00 0.01 2.40
2 | Ministry of Labour and Employment 69.23 8.00 0.12 22.95 51.81 59.57 24.98 66.00
3 | Department of Financial Services 50.00 70.20 56.03 20.00 0.09 2228 44.60 62.07 12.82 12.06 54.79
(Banking Division)
g | Vamstoy of Housing and Lrban |- 4g 3¢ 46.66 61.70 7.00 0.00 i 32.00 53.85 0.08 730 24.47
5 | Department of ~Agriculture and EupEPR 33.80 60.00 5.00 0.00 : 52.68 83.33 0.10 OLll | 4343
Farmers Welfare

g | Conral Board of Direct Taxes {S8g 4¢ 27.37 63.16 63.00  [WENNE 56.51 85.87 14.04
(Income Tax)
7 | Minstry of Raibways (- Ratlway | g5 o5 6240 53.89 1400 005 §5.29 412
Board)
8 | Department of Posts 80.14 75.11 77.95 8.00 0.00 100.00
9 | Ministry of Home Affairs 73.29 46.98 63.95 8.00 0.17 : 89.35
10 iiﬁcg;ﬁr;‘mnl of Ex Servicemen 40.85 64.29 . 0.00 ' . 90.00 3. 3.4 15.68

Department of Administrative Reforms and Public Grievances



FEEDBACK CALL CENTRE

e DARPG in association with Bharat Sanchar Nigam Limited (BSNL) launched Total Feedback Collected

Feedback Call Centre in the month of July, 2022
* The establishment of the Feedback Call Centre aimed to promote accountability 13,40,947

and improve the quality of resolving grievances
Citizen Expressing

 C(Citizens provide direct feedback to the Call Centre, shedding light on the Satisfaction

effectiveness of resolutions by Ministries/Departments and States/UTs in addressing

L 4,96,604
their grievances

 The Call Centre operates in 4 cities: Noida, Vadodara, Zahirabad, and Marthandam
. Excellent & Very Good

 Feedback calls are conducted in 12 distinct languages: English, Hindi, Guijarati,
Collected

Marathi, Bengali, Telugu, Assamese, Odia, Tamil, Malayalam, Kannada, and Punjabi

* Citizens are provided with the choice to indicate their satisfaction level as either 3 34 844

Satisfied, Partially Satisfied, or Not Satisfied with the resolution

Timeline: July 2022 to March 2024

Department of Administrative Reforms and Public Grievances



ONE NATION ONE PORTAL — CENTRAL MINISTRIES/DEPARTMENTS
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SCORES

SEBI COmplaints REdress System
Register Complaints Online

é\ = \ Our small hands to make you LARGE

./t

Write to
the Prime Minister

i
HOME  YOUR GRIEVANCES »  YOUR DELAYED SAYMENT YOUR I0EAS  DFFICIALHANDS VIEA STATUS  SCHEMES FORYOU«  CONTROL RUOMS  INPORTANT ME LS F
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¥ Ministry of Mieo; Small Medium Entereises

Ministry of MSME
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Registration-IndiaFilings
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ONE NATION ONE PORTAL — STATES/UTs

Public Hearing

Complaitregistraton
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INCLUSIVITY AND OUTREACH

Leveraging the network of Common Service Centres (CSCs) for rural outreach

e CPGRAMS has been integrated with the Common Service Centre (CSC) portal and is available at more
than 5 lakh CSCs, associating with 2.5 lakh Village Level Entrepreneurs (VLEs).

* Common Service Centers has started organizing CSC-CPGRAMS Grievance Day on the 20th of every

month from October, 2023.

CSC-CPGRAMS 5o
37 \=1 DAY
y

 CPGRAMS F1 Afdw e & v maft ewll Bz e ummds
wenafa® gur stz s fwraa Ramn

-

\[//
e

CPGRAMS Stall at Civil Services Day 2023 CPGRAMS Stall at GPAI Summit 2023
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TRAINING AND CAPACITY BUILDING

e The Sevottam Scheme envisages capacity building of officers for
improving service delivery and redressal of public grievances.

 Under the scheme, DARPG releases funds to State ATIs/CTIs for
setting up a Sevottam Training Cell in the ATI.

e The National Seminar on Sevottam for Effective Redressal of
Public Grievances was held at YASHADA, Pune on 23rd May

2023.z
e LT i e
2022-23 3496
2 2023-24 265 3401

Data as on 31st March, 2024

(% Vomere
WFRATE a1
» 3Hd HElcHa
7 - - - > 58 - - 7 - 7)
Stale Admindsbrative (ratning Insbitule fartal

Login

------------------

e s sy

Link: https://ati.darpg.in.net/login/

Department of Administrative Reforms and Public Grievances



https://ati.darpg.in.net/login/

SUCCESS STORIES

SUCCESS STORY 1

Grievance Number: DEABD/E/2023/0076794
Complaint Name: Pappu Kumar Singh
Complaint Lodge Date: 08th November 2023
Complaint Closed Date: 08t February 2024
Total Time Taken for Resolution: 92 Days

Complaint Closed by: Reserve Bank of India

Mr. Singh deposited X1,90,000 into Mahindra Finance's account with the hope of purchasing a tractor.
However, his money remained untouched for nearly four years, despite his persistent inquiries. A grievance led

to an investigation, revealing the truth. Mr. Singh's deposit was refunded, and he received 85,000 in

compensation for the hardships endured.

Department of Administrative Reforms and Public Grievances



SUCCESS STORIES

SUCCESS STORY 2

Grievance Number: MINIT/E/2023/0003486

Complaint Name: Akshay Kumar
Complaint Lodge Date: 16th August 2023
Complaint Closed Date: 30th August 2023

Total Time Taken for Resolution: 14 Days

Complaint Closed by: Unique Identification Authority of India

77

Mr. Kumar, intending to update his Aadhar details, encountered an unethical practice at the enrolment center

where he was charged double the standard fee without a receipt. Undeterred, he filed a grievance, leading to
an investigation. Evidence revealed a pattern of overcharging, resulting in the operator's dismissal and a

penalty imposed on the registrar, Yes Bank, emphasizing zero tolerance for such malpractices.

Department of Administrative Reforms and Public Grievances



SUCCESS STORIES

SUCCESS STORY 3

Grievance Number: MPANG/E/2024/0001645

Complaint Name: Rabiul Islam

Complaint Lodge Date: 09t February 2024
Complaint Closed Date: 06th March 2024

Total Time Taken for Resolution: 26 Days

Complaint Closed by: Ministry of Petroleum and Gas

After the passing of Mr. Rabiul Islam’s father, who had an LPG connection with Indian Oil Corporation Limited
(IOCL), it was insisted that he surrender the old connection and take a new connection with a composite
cylinder. Mr. Islam approached the agency by filing a CPGRAMS, advocating for the transfer of the active
connection from his late father's name to his own. A thorough investigation was initiated by MoPNG after the

filing of the CPGRAMS. Mr. Islam’s request was granted and the connection’s name was successfully changed.

Department of Administrative Reforms and Public Grievances



BEST PRACTICES IN GRIEVANCE REDRESSAL IN CPGRAMS - COVID

e A separate category 'COVID-19' for lodging of public | **®
grievances by citizens during COVID 250000 m 241519
* The stipulated time for redressal of COVID-19 |
grievances was brought down to 3 days
* A national Dashboard was launched for exclusive o
monitoring of COVID-19 public grievances o
» Category wise daily reports were sent to Empowered | ~
Group 0
Received Disposed

Disposal Rate = ~92%

Department of Administrative Reforms and Public Grievances



REPLICATING GRIEVANCE PORTALS BEST PRACTICES

SWAGAT Public Grievance Redressal System
State Wide Attention on -
Gri evqn C es By Appli C Gﬁ on Of m; https://aaplesarkar.maharashtra.gov.in/

W An initiative by Chief Minister's Office, Mantralaya, Mumbai. Supported by

Tec h n O|ogy Directorate of Information Technology (DIT)

b " One-stop platform for citizens of Maharashtra to seek redressal of their grievances.
y ISIon

CMO Gqurqi ) v The grievances can be filed under appropriate category (District

4 Administration/ Mantralaya departments).
‘ * Once grievance has been submitted, a tracking number will be generated.
l | Melh0d0|0gy + (itizens can track the status of the grievance with the help of the tracking
‘

Dr, Narander Kumar Meena, 1AS
number,

Collector and District Magistrate, ? + The grievance will be addressed by the competent authority within a period of
21 working days

Devbhumi Dwarka District, Gujarat
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REPLICATING GRIEVANCE PORTALS BEST PRACTICES

-~
#%, CM Window Haryana
4 CM Crievances Redressal & Monitoring System '

qrg o Foe Pnfafas wEl | S v w odlsm s asa e

ot i ) W T / CM Window and JAN SAMVAAD
a L, Plesse Clck Herw Fwarrer! «T ) User Login

Contants Owned & Maintained by the respective
Owpartmmnt, OfMfices of Harysrs

A\ Jan Samvad / =
L oy Haryana < /
— = —

STATE GRIEVANCE
SYSTEM
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REPLICATING GRIEVANCE PORTALS BEST PRACTICES

DISTRICT ADMINISTRATION JHANSI
Governmentof Uttar Pradesh

INTEGRATED GRIEVA

REDRESSAL SYSTEM
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JK -IGRAMS.

JAMMU AND KASHMIR

Integrated Grievance Redress and Monitoring System

Shri Manoj Sinha

Lieutenant Governor
Jammu and Kashmir

'“w"‘"’&l‘ Q| Redress and Monitoring System" (JK-IGRAMS). This portal

oo | Brievances and seek redress/ answers from the concered
. departments, Though It has existed for past few years, an
attempt has now been made to provide a single window
¥ | for lodging; channellsing and tracking the grievances by
! ntegrating It with Gow, of India's CPGRAMS.on top and
District Grievance Cells of all 20 districts at bottom.
Further, toll-free Call Centers have been set up for
providing an aiternate medium to the citizens to register

thelr grievance at distict level

] = .
| | 4‘““-‘.! has been developed o enable citizens to register their
2
f) |
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National E- Service Delivery- NeSDA
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NeSDA |

National e-Governance Service Delivery Assessment (NeSDA) assesses States/UTs and Central
Ministries with regard to their delivery of e-services as a benchmarking exercise, covering seven

sectors over 4 parameters.

Two NeSDA Reports (NeSDA 2019 & 2021) have been released, the third report (NeSDA 2023) is

under formulation

To implement the recommendations, NeSDA Way Forward PMU monitor the monthly progress
in e-service delivery, across States/UTs. DARPG has built NeSDA Way Forward Dashboard to

collate timely data inputs from States/UTs.
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NeSDA 2021 | Improvements from NeSDA 2019

1. Increased delivery of e-Services
» Over 60% more services evaluated, from 872 services in 2019 to 1400 services in 2021

» 69%% mandatory e-Services delivered in 2021 by States/UTs, up from 48% in NeSDA 2019

» 74% respondents for nation-wide Citizen Assessment Survey are Satisfied
2. Rise of Integrated / Centralized Portals

3. Improvement across Parameter Scores
In NeSDA 2021, scores have improved for —
* Parameters for State/UT/Central Ministry Portals
* Parameters for State/UT/Central Ministry Services Portals

* Information Security & Privacy was the most improved aspect across all sectors

National e-
Governance
Service Delivery

Assessment
2021

Reaching citizens through
seamless service delivery

Departrant of Admostiaine Heloens & Putic Coevarces
Menty of Penoreel, Putilis Gesvances & Peasions

National
e-Governance
Service Delivery
Assessment 2019

e-Governance Landscape -
India’s Transformative Journey




NeSDA — Way Forward | Objective

Saturation of e-Services

@ e Increase in delivery of total e-Services
=2 e Provision of all 56 mandatory services
e |dentification of all G2B and G2C services provided

Promote faceless and suo-moto entitlement-based delivery of services

e Monitor improvement in the number of services provided facelessly, i.e., without any physical visits, paperwork
and human intervention. Provision of e-services to the citizens as per their entitlement, based on their socio-
economic status

Rise in use of Unified / Centralized Portals for delivery of e-Services

e Adoption of integrated service delivery through unified portal provides multiple benefits including faster
rollout of services, consistent interfaces, reduced friction and increased trust

@-° @

Identification of bottlenecks and Dissemination of Best Practices

@ e Recognize the existing knowledge gaps and learn from best practices
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NeSDA — Way Forward |

* 3 Regional Conferences were organized on e-Governance in Bhopal, Mumbai and Guwahati, respectively
* 16,517 Total e-services are provided across States/UTs
* Jammu and Kashmir and Tamil Nadu provide the highest number of e-Services, across States/UTs

*  76% Mandatory e-services are availablei.e., 1,528 out of 2,016 (56*36 States/UTs), an increase from 69% under NeSDA 2021

* Jammu and Kashmir, Kerala, Assam and Odisha provide 100% of their services through their identified Single Unified

Service Delivery Portal i.e., e-UNNAT, e-Sevanam, Sewa Setu and Odisha One, respectively

 Meetings were held with RTS Act Chief Commissioners/Appellate Officers on 06.06.2023 and 09.10.2023, resp., on
improving e-service delivery

A brainstorming session was conducted on 04.01.2024 on the theme- Emerging and Future e-Governance Initiatives, and
Emerging Technologies

* Interactive session with Manipur and Jammu & Kashmir to improve unified services delivery portals and leverage existing
digital infrastructure

* 40+ Best practices in e-service delivery were featured in 11 NeSDA Way Forward monthly reports

* 250+ Tweets, 15 PIBs were issued by the department on e-Governance and NeSDA Way Forward
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NeSDA — Way Forward | Expanding e-Service Delivery

Tamil Nadu 1128

42% Rise in mapping of Total e-Services on NeSDA Way Forward Dashboard from e ——r
April’23 — February’24 T el me—

Uttarakhand s 865
Uttar Pradesh s 798
Telangana s 768
Haryana s 757
Karnataka s 755
Puducherry s 605
Andhra Pradesh s 579
Rajasthan s 549
Maharashtra s 533
Himachal Pradesh w501
Punjab s 484
Assam e 469
Gujarat s 443
Delhi s 436
Odisha s 404
West Bengal s 401
Meghalaya s 363
Jharkhand s 333
A&N Islands s 321
Arunachal Pradesh w309
Chhattisgarh s 287
Tripura o 263
Goa w240
Bihar w238
Chandigarh s 224

Mizoram wm 103
DNHDD um 78

Nagaland = 64

. Sikkim m 51
11,614 Total e-Services mapped on 16,517 Total e-Services mapped on ladakh = 46
NeSDA Way Forward Dashboard, April 2023 NeSDA Way Forward Dashboard, February 2024 [skshadweep m 42

Manipur = 40 70



NeSDA — Way Forward | Unified Service Portal

A unified service delivery portal seamlessly integrates services across Departments to

provide better governance and service availability. These help ensure that all citizen

entitlements are available on the cloud, enhance the ease of doing business, and integrate

a number of technologies for development activities.

Top 10 States/UTs with Highest Share (%) of e-Services Available on
the Identified Single Unified Service Delivery Portal

State/UT Share (%) Unified Service Delivery Portal

1 J&K 100%(1119) e-UNNAT

2 Kerala 100%(911) e-Sevanam

3 Assam 100%(469) SewaSetu

4 Odisha 100%(404) OdishaOne

5 Delhi 98%(426) e-District

6 UttarPradesh 97%(774) Nivesh Mitra & e-District
7 Rajasthan 96%(529) e-Mitra

8 Karnataka 95%(721) SevaSindhu

9 AndhraPradesh 91%(524) APSeva

10 Uttarakhand 84%(724) ApuniSarkar

. ". -:‘) 4‘. - i) <
: A l"i’%q Uttarakhand
= Arunachal
S Uttar Pradesh : 21% :
) 97%

O ) oo 4 00% lagaland
96% T j 38%

Mizoram

Lakshadweep

Kerala
100%

Share (%) of e-Services Available on the Identified Single UnifiedService Delivery Portal
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NeSDA — Way Forward | Growth in Mandatory e-Services

Rise in Saturation of Mandatory e-Services from 48% in NeSDA 2019 to 69% in NeSDA 2021 to 76%
in NeSDA Way Forward, February 2024

ore1oo A

R AGN izlandz
o 41 ¢

Lakzhedwesp TN
$ ¢

23

AEN Izlands
40 ¥,

Puducherry
A5 48
Kerala |\

54 |

% %
872 Mandatory e-services 1400 Mandatory e-services 1528 Mandatory e-services
48% Saturation in NeSDA 2019 69% Saturation in NeSDA 2021 76% Saturation in NeSDA Way Forward, February 2024
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NeSDA — Way Forward | Vionthly Reports & Annual Report
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NeSDA - Way Forward

Monthly Report for States/UTs | March 2023

Department of Admmistrative Reforms
and Public Grievances

March 2023

NeSDA -Way Forward

Monthly Report for States/UTs | April 2023

April 2023

NeSDA -Way Forward
Monthly Report for States/UTs | September 2023

Department of Administrative Reforms and Public Grievances

September 2023 -
Finance

Ind. Agriculture, Health & Home Security

NeSDA -Way Forward
Monthly Report for States/UTs | October 2023

Department of Admimistrative Reforms and Public Grievances

October 2023 -
Social Welfare

NeSDA -Way Forward

Monthly Report for States/UTs | May 2023

Department of Administrative Reforms and Public Grievances

May 2023 -
Tourism

NeSDA -Way Forward
Monthly Report for States/UTs | November 2023

Department of Administrative Reforms and Public Grievances

November 2023 —

Local Governance &

Utility Services
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NeSDA -Way Forward

Monthly Report for States/UTs | June 2023
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June 2023 -
Environment

NeSDA -Way Forward

Monthly Report for States/UTs | July 2023

Depariment of Administrative Reforms and Public Grievances

July 2023 -
Education

NeSDA

Way Forward

Annual Report 2023

NeSDA -Way Forward
Monfhly Report for States/TUTs | August 2023

Daparsment of Admialrtrative Reforms 3nd Fublic Grisvascer

August 2023 -
Labour & Employment

e e e st oo M T
UEPARTMENY OF 5
ADMINISTRATIVE REFORMS &
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NeSDA - Way Forward
Monthly Report for States/UTs
January and February 2024
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NeSDA — Way Forward | Vulti-Pronged Approach

Enhancing e-Service Delivery

%

UnifiedService Disseminationof
DeliveryPortals BestPractices

LY

Faceless and
Suo-moto
service delivery

)

NeSDAWay
Forward Monthly
Reports

Brainstorming
Sessionon
e-Govermance

XX

Ou'
=

Regional
Conferenceon

e-Govemance
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NeSDA — Way Forward |

eUNNAT (Jammu & Kashmir)

& cunnar s

W eUNNAT

% GOVERNMENT OF JAMMU & KASHMIR

A Single interface to
citizens for accessing all B
GOVERNMENT (L ‘ @ .
SERVICES \ Sap

HOUSING & URBAN
DEVELOPMENT

TRANSPORT REVENUE AL WELFARE

myScheme

et sy

o A st

445 ’ 3375560 | 1831272 ‘ 1544288
Toad e

http://eunnat.jk.gov.in

VleeSeva (Telangana)

)

MeeSeva

Welcome To MeeSeva Portal

hitps=//ts meeseva telangana gov. in/meeseva’home hitm#

Seva Sindhu (Karnataka)

3 soooi |

NOW ST ) LrCawsar el Lo e A e g e Mool SO0

GOVERNMENT OF KARNATAKA

SENION CITIZEN WELFANE
SERVICES

FANMER CENTRIC
sEmvIcEs

BLTTEMAD LIS W OGN Ve WAL FOUN COMIN AN

https://sevasindhu.kamnataka.gov.in

Nivesh

Mitra (Uttar Pradesh)

Nivesh Sarathi Know Your Approvals &
Land Bank
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Odisha One (Odisha)
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Application Status
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Sewa Setu (Assam)
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eSDA — Way Forwar
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NeSDA — Way Forward | Right to Service (RTS) Commission

The DARPG has embarked on a collaborative initiative with the Chief
Commissioners and Appellate Officers of the Right to Service (RTS) Act across
various States/UTs. The department held two virtual meetings on 16.06.2023
and 09.10.2023, respectively.

This collaboration aims to leverage the RTS framework and enhance e-

service delivery nationwide in line with the NeSDA Way Forward.

Status of RTS Act across States/UTs

States/ U with established RTS Commission

States/UTs with enacted RTS Act without anyEstablished RTSCommission

States/UTs with no RTSAct or anyEstablished RTSCommission

Meeting with Chief Commissioners of the RTS
Act in States/UTs on 16.06.2023

AAAAAAAAAAAAAAAAA

ooooooooooooooooo

Chief Commissioner [ChiefCommissioner,Hai

@ O & &)

Meeting with Chief Commissioners & Appellate
officers of the RTS Act in States/UTs on 09.10.2023
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NeSDA — Way Forward | BErainstorming Session

The DARPG conducted a brainstorming session on the theme- Emerging

and Future e-Governance Initiatives, e-Commerce Initiatives, and Emerging The roadmap forward, following the day
long deliberations envisaged :

9

Technologies on 04.01.2024 at CSol, New Delhi.

Authentication processes for
simphfication of service delivery ' lncbr’p’oraﬁoh OthﬁShlﬁi.
. . _ . . . A service plus, etc. in
organizations, including PwC, QCl, Primus Partners, KPMG, Deloitte and EY “Yrmmence potential of B\ c-governance initiatives
increasing the Manadatory

attended the SESSion along W|th the DARPG OfﬁCiaIS. e-Services to over 160 Focus on e-Office analytics

and cyber-security
Enhanced Usage
of Al in grievance redressal

( Promotion of Universslized face 3

15 domain experts and distinguished representatives from leading

measures

unit, through use of
technology

Govt Seeks Ideas to Push
Al-Driven eGovernance

Experts suggest Al solutions in areas like crop disease diagnosis, face authentication etc

9 o Request for Proposals (RFPs),
Anubhuti Vishnol "
New Horizon & {5, =

Administrative 11/ &3

o Push towards
e-commerce initiatives

cantracts, statement of work, le-
gislations as well as summari-
New Delhi: Asthe government lo- reforms dept
oks to scale up Al-backed face aut- d with 15 domain

sing governmental or policy do-
hentication across its offices and experts from EY 10 PWC recently, dgo. = ., ;.‘ ‘

sl N
Straame

outreach to disseminate

check blas in feedback on policy
= making and if only a particular
A S0  section/sections are amplifying
N a viewpoint to Influence policy
decisions, A "Virtual Public Ser-

cuments for citizens.

It also says that Al can help
deepen penetration of eservices
delivery tocitizens, it is ciosely loo-
king at how AI can be deployed in PWC- | > P
future models of egovernance  Submittedthe  Pitchedan -

with experts proposingarangeof  case of rising | dea to ensure <= s
m,ﬂm diagnosis of cata- cataracts and personalised vant hasbnnmotiu’edaswu-ior
racts to crop diseases besides an how diagnosis | attentionin a personalised citizen enpaan:
Aadhar 20 and treating the family can be done languages ment !nnln:rlunl lhmnguag{ em d n s I 3 r ] 4t s
28 a governanceunit. through an to students lrucullgg forma A rom my BT L acticac
The Department of Admini- app using genAl o gnvﬂ;&n souroe:
Wi

strative Reformsc and Put;l‘lc g GEESH
evances (DARPG) recently bra- T ' e
6 rement besides using an Al-po- academic rec testscores  gowernment stays updatedan

Insmlorm:d rwnlg(‘:z‘g%:m :ﬁ wered app to identify crop pests to address learning gaps, failure nology advancement. We may not
b u:;)v sweeping technology anddiseases, andoffer personali- ratesandaccess toaccuratelear-  always have that ise in hot
step “lnd Jan future public ser- sed farming advice based on cli- ning material. 2 haos the! m‘!’““’w. £ ;
shifts and plan e RIG ratic conditions, available sub.  Similarly. the use of Al for real - Inexperts especial ,“”D‘“‘m m“"“#“'
b St tance, has submit- sidies, better farming practices time monltoring of road const- mand and need to scale up For in-
PWC, for ins in d d d-supply trajectory ruction, sewage and utility map- Sance just in the last eight

lzdthecnsnoz:’d how diagnosis  PwC has also advocated a gene-  ping as well as vehicle violation  manthe over 6,000 eservices have
Eeorind {mplified and ma- rative Al-based WhatsApp con- are cited as beun, St . Wo hoed tosatura-
can be timely, s ',“v‘; through 2 versational assistservice for citk mas:]l application. The experts tefpjc the need for fa.
de cost e“ﬂ'ulhnlcanbeused zen engagement, given India’s hnvlvl ﬁs('d e 3 ented o space. Her mfm' Aty
smartphone app osls and by vo- WhatsApp user baseof 4875 mil- real h‘ey et I:‘lxorlnd?::!;? o very Chat Gpt ande secvices. ssu.
Mbmf,;ﬂg%wmdwrmu' Jat KE msmmd uslnxgﬁ: :?a(n':es l;ekolm.' meanwhile, has 8 discussed with experts,” said V.
Kmrmm.nsimu.mm@a. m-n:lve Al w‘:}som pmoﬂni ﬂmsly'l’“dmuslna‘ 13 Stinpyas, iy

ted grain quallty rocu- to students based on previous make automated drawing up TR
+ recommended tospeed upP! iy TS
© st T

e Collaboration with
State/UT Covernment

Need for Hackathons to
further learn and disseminate

the Gen Al good practices.
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NeSDA — Way Forward | Roadmap Ahead

Promote Integrated
Service Delivery

Cyber
Resilience

Policy Framework
of Adoption of
New Age Technologies

Data Centric
E-government

e-Literacy for
Inclusiveness

Continuous
Monitoring Evaluation
and Improvement

Service
Affordability

Mobile First

Approach
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Secretariat Reforms — e-office
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e-OFFICE : DIGITAL TRANSFORMATION OF GOVERNANCE — FEATURES

Enhances Efficiency, Based on Central Secretariat
Transparency, & Manual of eOffice Procedure
Accountability (CSMeOP)

Built on Open Source Fast Tracking Government

Software Stack Decision Making

e@ffice

A DIGITAL WORK PLACE SOLUTION

Generic Design : Single | Promotes less paper office
Product for Government at - " with greater collaboration and
all levels knowledge sharing

Department of Administrative Reforms and Public Grievances



e-OFFICE : ANALYTICS DASHBOARD

Monthly Statistics of eFiles for Created, Active and Closed 70
40k
I 2%
i) = 295k 04
g Bk 7771 BTk BX 5 T 78 ok

252k 943)

0

0

113k 901 74 863 881 112

Jan 23 Feb 23 Mar 23 Apr 23 May 23 196h 23 W23 Aug 3 Sep 23 0ct23 Nov23 Dec3 Dec23

@ Total efiles 159 Active efiles (il Closed efiles @

A Dashboard Monitoring nearly 3.8 Million Active files

Department of Administrative Reforms and Public Grievances



BENEFITS OF e-OFFICE - ANALYTICS DASHBOARD

Providing Real Time metrics to facilitate in-depth data analysis & strengthen

E Decision Making :l

Decision making made user friendly, through Visualization of Data and Trends

Identifying bottlenecks and creating scope for improvement

Data Analysis to further streamline & strengthen e-Office
Enable comprehensive implementation of IEDM

Department of Administrative Reforms and Public Grievances




A transition from Physical File to e-File for a Transparent, Faster and Efficient

Decision Making

2023

Monthly Cumulative Statistics for Active eFile and Active pFile

400k

E-Files <8

P-Files

191
155
. 119k
- 91.7k
100k /o_/,/
: 59.9k
o / 27.2k 30.1k 32.2k 347k 38.2k
: 186k 224k :
3.4 k k 12.9k 15.4k =
May 23 Oct 23 Dec 23

" qu—
o

Nearly 95% new
files opened in Mar
2024 were e-Files

2024

Monthly Cumulative Statistics for Active eFile and Active pFile TO
0k
; 102
- .3k
80k
60k -
40k~
28.1
20k
261k Biozk ;"‘
0% = j
24 b Mar 24

“()- Active eFiles -~ Active pFiles @

Department of Administrative Reforms and Public Grievances

Active Files Distribution

P: 5.63%

L E:94.37%
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Successful Delayering, towards a Flatter Hierarchy of Decision Making

Average Distinct Levels for Active Files (Yearly)

=~ Avg Distinct Level @

Average Distinct Levels for Active Files T O
5
6.14
Oo— 5.9
: —o— s '
i 5.73
3 M 103 o -
- O O' 5.32
5
i 473
411
JJJJJ b Mar 23 Apr M Jul 23 Aug 23 Sep 23 Oct 23 Nov 23 Dec 23
o vl ) (@)

The distinct levels of file movement fell from an Average of 8.01 in 2020 to a minimum of 4.11 in Nov 2023.

The Average was 4.4 levels in March 2024

Department of Administrative Reforms and Public Grievances



Inter Ministerial e-file movement links pivotal components of government

decision making

2020-23

2024

Inter Ministry/Department File Movement Trends (Yearly)

35000
3000°
20°
20°
150"
1000
s000°

’
2020

N218

2021 2022 2023
Vear

B Number of Files Moved

11:51:362

Inter Ministry/Department File Movement Trends

5000

g 4470
4000
3000
2000

1000

0-

@ Number of Files Moved @

104 4900

4128

Feb 24

Average of about
2500 per

files
/ month in 2023.

The Inter-Ministerial  File
movement is steadily
increasing.

The figures for the Year 2024
are well over 4000 files
movement in each month so
far.

Department of Administrative Reforms and Public Grievances



The progress in digitizing communications to Government, a shift to e-Receipts

2023 Total Receipts Vs eReceipts T O

510,000 _

480,060

480,000 ~

450,050,803

420,000 _
390:455
390,000 &

453,549

446,263 442 244

435,354

426,10£

e Over 90% of Receipts are

423,178

414,824

389,155
377,331
366,966

. o getting digitized as e-
300'0(;2; 23 Feb 23 Mar 23 Apr 23 May 23 Jun 23 Jul 23 Aug 23 Sep 23 Oct 23 Nov 23 Dec 23 Rece' pts . Th IS enta I IS

~{O~ Total Receipts Received ~{O~ Total eReceipts Received @ enha nced focus and
tracking of action taken on
2024 each communication.

Total Receipts Vs eReceipts T O

470,000 _ 465844 105

M%M/, Nearly 93% of the Receipts

440000 434991 were digitized in March

- = 431,752
430000 2024
410,000 405,417
400,000 T 1
Jan 24 Feb 24 Mar 24

-~ Total Receipts Received ~()~ Total eReceipts Received @

Department of Administrative Reforms and Public Grievances



A highly secured environment

A gradual increase in DSC / e-Sign usage

Total eFile Notings TO : eFile Notings Forwarded with eSign T ; eFile Notings Forwarded with DSC T0 eFile Notings Forwarded without Sign T0

1110,729 22,368 96,180 992,181

Monthly eFile Notings Signing Trends T0 : Signing Usage Distribution TO :
i~ 896k 956k 992k

eFile Notings Forwarded with eSign: 2.14% —
eFile Notings Forwarded with DSC: 8.49% ——_

10k \_ eFile Notings Forwarded without Sign: 89.37%

Jan 24 Feb 24 Mar 24 Mar 24

@ <rile Notings Forwarded without Sign  [ilj) eFile Notings Forwarded with DSC  [iil} eFile Notings Forwarded with eSign (@ (inv) @ <File Notings Forwarded without Sign (i} eFile Notings Forwarded with DSC § 4 1/2 p (Al (inv)

eSign Count & DSC Count Comparison (Yearly Distribution) 106
100M

192M

10M _

M _

100k

2020 2021 2022 ' 2023
Year

@ :Fil= Notings Forwarded without Sign (il eFile Notings Forwarded with DSC (il eFile Notings Forwarded with eSign (All) (Inv)

There is a
steady
increase in
DSC & e-Sign
usage,
specifically
the usage
has doubled
in the Year
2023 over
the Year
2022,

Department of Administrative Reforms and Public Grievances



E-Office is work in progress
Future Initiatives

Timely Closing and Parking of Files for a cleaner system

Deduplication of Receipts

Sensitization on usage of Digital Signature & e-Sign

A flatter decision making of 3 Levels

Department of Administrative Reforms and Public Grievances
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National Centre for Good Governance
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About National Centre for Good Governance

, 2017

The National Centre for Good Governance
(NCGG) was transferred to the Department of
Administrative Reforms  and Public

Grievances (DARPG).

Conducting To serve as a think Organizing ~ Undertaking
-@-----—----------- T — S ——— training/capacity  __ tank for governance _ consultations, _ Initiatives for citizen
building at both and policy reform workshops, seminars, centric governance &

national and Initiatives & webinars, symposia encourage the

international level on Carrying out studies to promote improved adoption and

Public Policy & on issues relating to governance. replication of
Governance. governance. innovative ideas and

best practices.

12014 12019 N -

The National Centre for Good The National Centre for Good \/
Governance (NCGG) was established Governance (NCGG) registered as a
as an apex-level autonomous society with head office in New Delhi Mandate to PrOmOte GOOd GOVG Fnance

institution under the Department of
Personnel and Training (DoPT).



Capacity Building Programmes
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Engagements with Bangladesh

Organizing the Mid Career Training Programme (MCTP) in Field Administration for Bangladesh's Civil Servants
since 2014.

Ministry of External Affairs, Gol has given the mandate to train 1500 Bangladesh Civil Servants to NCGG.

During the sixteenth MCTP the NCGG had the pleasure of hosting Hon’ble State Minister Begum Ismat Ara
Sadique, Minister of State for Public Administration, Govt. of Bangladesh who inaugurated the programme along
with a senior delegation from Bangladesh and appreciated the efforts of NCGG in training the Bangladesh Civil
Servants.

The successful coordination of MCTP in Field Administration of 1500 UNOs and ADCs of Bangladesh resulted in
the MeA entrusting NCGG with fresh training of 1800 of Bangladesh civil servants.

An MoU has been signed between Ministry to Public Administration, Govt. of Bangladesh and NCGG in
February,2019 to train another 1800 Bangladesh Civil Servants .

The 71 programs for ADCs, UNOs and Sr. Assistant commissioners & eight programmes for Deputy

Commissioners of Bangladesh conducted till now have all received good feedback.
During this year, NCGG is offering 9 MCTPs and 3 Executive programmes for Deputy Commissioners, Director

Generals and Joint Secretaries.



STRUCTURE of MCTP

Phase Two of the Training Program - ::

In the program's second Wweek, participants - -

approach the culmination stage, where they 100!

present collaborative group projects centered ... ..

around assigned topics. These presentations L

demonstrate how their nations can progress, .....

leveraging insights gained from both the - ----

------ Phase One of the Training Program

-+ During phase one of the Training Program, participants embark on a
transformative week-long learning journey in Mussoorie. Here,

...... seasoned mentors guide them through an array of relevant topics.

------ Among the highlights is a comprehensive exploration of India's

capacity  building and advanced learning L

programs. By showcasing the potential impact - - - -

of implementing these policies, participants -

... .. diverse governance models, facilitated by experienced civil servant

------ officers who provide invaluable insights and practical strategies for

""" implementation in other contexts. This unique opportunity allows

illustrate how positive transformations can be e

realized for the betterment and growth of their - ---:

...... participants to engage directly with speakers, seeking clarity on

------ concepts and gaining deeper understanding to drive positive change

countries. L

...... in their respective countries.

Participants embark on enriching field wvisits to .....
esteemed institutions, district attachments, training .. ...

institutes, and historical landmarks. These excursions - - - - -

...... provide invaluable firsthand experiences of India's ... ..

...... Field Visit governance machinery, allowing participants to - -

B witness real-world operations. Engaging directly with ... ..

...... field officers enhances their understanding and - - - - -

exposure, enriching their overall learning journey.



About the Mid Career Training Programme (MCTP) — A Platform for
Knowledge Exchange

Effort to give a complete overview of the governance and Administrative Approaches both in
areas of rural development as well as urban development.

Endeavor to show case various e-governance experiences in India in different sectors and also
the exposure to various good projects.

Participants of different batches taken to districts in Uttarakhand, Delhi, Himachal Pradesh,
Haryana, Punjab, Chandigarh, Uttar Pradesh and Rajasthan for exposure to functioning of the
district Administration.

Exposure to cultural and music of the country through heritage visits around Delhi and Agra and
Musical and Cultural Evening.

The faculty members were from various fields and backgrounds such as civil servants,
academicians, management experts having rich experience in respective fields and with vast
experience to their credit.



THEMATIC AREAS/CASE STUDIES/BEST
PRACTICES BEING COVERED IN PROGRAMS

Investment
Administrative Reforms in  Advance tools for Digitization of Facilitation Improving Service Delivery Citizen
India : New Paradigms in Good Governance Records & Effective Redressal of ~ Empowerment
Governance Public Grievances Schemes
29@52 s 52 (Bl Z0 eque?
9 — g 0 o Qa9
_ \ng}ﬁz-@ “5 o
| —C 0O @ —) . (
~—_
Digital Public Bringing Transparency in Health & Safety Anti— Corruption Poverty Alleviation
Infrastructure as a Government Procurement Strategies Initiatives in India

Global Public Good



ACADEMIC EXPOSURE VISITS

[ial

ATTACHMENT WITH THE CENTRAL
INSTITUTES

[

oLal Bahadur Shastri National Academy
of Administration

olndira Gandhi National Forest
Academy Dehradun

oCentral Public Works Department

oSushma Swaraj Institute of Foreign
Services

ATTACHMENT WITH STATE
TRAINING INSTITUTES

oHaryana Institute Public
Administration

oMahatma Gandhi State Institute of
Public Administration

FOR OFFICERS

O~

ATTACHMENT TO DISTRICT
ADMINISTRATION

- Haryana: Yamunanagar, Panchkula,

Sonipat, Panipat, Gurugram,
Faridabad, Ambala, Kurukshetra,
Karnal

- Uttar Pradesh: Shamli, Agra,

Gautam Buddha Nagar, Saharanpur,
Muzaffarnagar, Meerut, Ghaziabad,
Bulandshahr

oUttarakhand: Tehri, Haridwar,

Dehradun

- Punjab: Mohali, Rupnagar, Patiala
- Rajasthan: Alwar

- Himachal Pradesh: Sirmaur

- Chandigarh



EXPOSURE VISITS/ATTACHEMENT WITH EMINENT INSTITUTES AND ORGANISATION

Election COT”;!SS'(I)EVL:(I)‘C New Parliament Building &
ndia (ECI) Samvidhan Sabha

Delhi Metro Rall
Corporation (DMRC)

Pradhanmantri
Sangrahalaya

Central Information

Commission (CIC) Morarji Desai National

Institute of Yoga (MDNIY)

Zero Energy Building,
Paryavaran Bhawan ) G
«.\unmulto nala

New Delhi Municipal N CGG

Corporation (NDMC)

Interaction with Ministry of
External Affairs

e Visit to Ministry of New
and Renewable Energy

All India Institute of
Medical Sciences (AIIMS)

Central Bureau of
Investigation/Central
Vigilance Commission

District Administration

of nearby State International Solar Alliance
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GROUP WORK BY PARTICIPANTS

BANGLADESH

Innovative Local Adaptation Finance in
Bnagladesh

_

Digital Bangladesh
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Delegation from Bangladesh

(1st Batch District Collectors)
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