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1.0
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1.2

1.3

1.4

1.5

1.6

Introduction:

Audience
This user manual has been provided for the useEBPERAMS
application software. It has been assumed thaigke has basic working
knowledge of computers as well as internet browsijperience and is
well versed with grievance redress mechanism.

Purpose
The purpose of this document is to provide an fater between the user

and the application software. It will help usersit@lerstand various
features of the application and will enable theroperate the software.

The objective of the application is to provide amie grievance redress
and monitoring system to the citizens and varidusstries/Departments/
Organizations of Government of India.

Document Organisation
This user manual contains 7 chapters. A brief digison of each is as
under:

Problem Reporting
Problem/ suggestions may be forwardedggrams-darpg@nic.ior may
telephonically contact at phone no. (011) 23367682.

What's new in CPGRAMS

You may click the link (provided at the Operatibesk in the bottom of
the screen) to see the latest additions/modifinatincorporated with in the
application software.

References
Sr. No. Reference Remarks
1. Manual of grievance redress
2. Manual of office procedure
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1.7  Abbreviations/Glossary used

&

Sr. Abbreviation Used Meaning
No.
1 CPGRAMS Centralised Public Grievance Redress
And Monitoring System.
2 DARPG Department of Administrative Reforms
Public Grievances
3 DPG Directorate of Public Grievances
4 TR Transferred Case
5 TU Taken-up Case
6 Nodal Agency The Department/Directorate entrusted
with public grievance redress of GOI.
(DARPG, DPG)
7 Apex authority The highest authority in the grievance
redress chain of a
Ministry/Dept./Oganisation
8 Subordinate office Next level officer down the chain.
9 Monitoring Category Monitoring categories defined by nodal
agency.
10 | Grievance Category Customised categories assigned by the
PGO
11 | Higher authority Next level officer up in the chain.
12 | PGO Public grievance officer
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2.0 System Requirements to run the application software

2.1  Client system specification:
Being a web enabled application any client mackopgpped with
internet connectivity could run the applicationta@fre. The application

facilitates to attaché a scanned PDF documentgjistered grievances.

Hence a scanner may be installed to convert docisnretio PDF files.
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3.0Product Features:The highlights and important features of CPGRAMS
application software are as under :

3.1.1Itis an integrated application system, based om t@ehnology which primarily
aims at submission of grievances by the aggrieitertos from any where and
any time (24x7) basis for instant and easy comnaiioc between the nodal PG
officers of Government Organizations and citizezmutting in the speedy redress
of their grievances.

3.2. CPGRAMS facilitates the system generated uniquistragion number upon the
online submission of grievances from aggrieveaeits to DPG/DARPG or
concerned Ministries/Departments/Organizations,GCBtate Govts. through
Internet using any Browser Interface.

3.3. Automatic Online Data transmission between
Ministries/Departments/Organisations and the subatd organizations is
facilitated by CPGRAMS.

3.4.CPGRAMS has been designed and developed with atei@ehieve the uniform

and systematic approach towards monitoring of phoees by adopting a
comprehensive classification and standardisatiagriezances and redress
actions across the government organisations.

3.5.The entire system could be made compatible ashpaeguirement of Central
Govt. Ministries/Departments and its subordinafeces$, State Govt.

3.6.CPGRAMS will facilitate the online lodging of griamces by citizens to the
concerned Ministries/Departments/Organizations twhgan be linked to their
official Web site.

3.7.Web enabled CPGRAMS can be implemented by Minsfiepartments/
Organizations by accessing the centralized semvsted in NIC SAN Server
without any requirement of dedicated hardware afitivare at their end.

3.8.The CPGRAMS also facilitates the Ministries/Depaatis/Organizations to
enter the grievances received locally in theiraaf§i and to forward the same to
their subordinate organizations online for ultimagdress.

3.9. CPGRAMS facilitates the monitoring reports and egegeas per the requirement
of Ministries/Departments/Organizations for effeetmonitoring for pending
grievances.

3.10. CPGRAMS facilitates the generation of automatedtetst like
Acknowledgement and Final reply letters etc. fdiictdl correspondence with
complainants.

3.11. The system is flexible enough to be extended doeiovb as per the
requirement of Ministries/Departments/Organizatidios online speedy and
effective redress of grievances.
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4.0 Installation procedure & general operating instuctions:

4.1 Being a web based application software; instaltatibthe software is not
required on individual client machines. The useesraquired to be able to
access internet on the machine(computer) intermled tised for the
application.

4.2  In order to access the application from an intebmetvser, open your
internet browser and typeww.pgporatl.gov.irn the address bar and

press enter. The following web page will get open:

(= Grievance Redress Mechanism in Government. - Windows Internet Explorer

e - & s, papcrtal gar.nf 7] [#2][ ] [seoat |2k

Fle Edit View Favortes Tools Help

w R [@Gnevance Redress Mechanism in Gavernment I I 2 - B & - [rPage - £ Tooks - @~

i — =y .
P U B LI C G Rl EVA NC ES g Department of Administrative Reforms & Public Grievances, Minisiry of Personnel, Public Grievances & Pensions

9 ppourte Welcome to Online Public Grievance Lodging and Monitoring System

& Grievance Redress

e 2
@ Policy Guidelines for XX Lodge Your Reminder on past grievance registered with us
Redress of Public XX view the Action Status of Your Grievances Lodged earlier with us
Grievances XX View Your Grievance Redress Process
& Directors (Nodal Officers) of % Change Password
Public Grievances in Gal XX Forgot Password?
XX Contact Us

@ Centralized PGRAMS

@ Citizen's Charters of
Central Government
Organisations

r CPGRAMS - For Ministries /Departments/Organisations 1

W@ Pensioners' Portal
@ Department of AR&PG
@ Your Suggestions/Feedback

Grievance Redress Flow
Chart

W@ Redress Process Channels

@ Site Map
Public Grievances pertaining to identified issues in respect of 20 Central Government Organisations (for list click
here) are being handled by Directorate of Public Grievances (DPG), Cabinet Secretariat. If your Grievance falls under
the purview of Directorate of Public Grievances, Cabinet Secretariat, please click here to lodge your Grievance.

@ mternet F100% -

This is the general interface of the applicatibine major links (buttons)
available on this page would lead you to the follayinterfaces:
I.Grievances lodging form for publit.¢dge your grievance herg
II.Login form for Ministries/Departments/Organisati
(CPGRAMS - for Ministries/Departments/Organisations
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4.3  Login Form for Ministries/Departments/Organisaions: The

application uses forms based authentication sgcanthitecture for

access control. All users are required to logimgisi username and
password.

(= Centralized PGRAMS - Windows Internet Explorer

EEX
@k:—:v ‘ghttp:/ﬂlﬂ.1UU.51.247ﬂcpgrems/ v |[+s][x ‘ ‘p =

Fle Edit View Favortes Tools Help

* & [@@ntrahzedPGRAMs | I BB - & - [Crpege - @10 - @-

Government of India

Centralized Public Grievance Redress And Monitoring System
(CPGRAMS)

(For Ministries/Departments/Organisations)

I Login

Username  : |
Password : |

User Manual

Centralized PGRAMS Designed and Developed by National Informatics Centre, New Delhi

@ mternet F100% -

Enter your username and password to login. On sstuldogin
you would be presented with the monitoring desk.
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4.4  Monitoring Desk (Executive summery desk)Once you have
successfully logged into the system, you are ptegemith monitoring desk web
page. The screen shot of monitoring desk is giveovin

(= Centralized PGRAMS - Government of Jammu & Kashmir - Windows Internet Explorer

EEX

Fle Edit View Favortes Tools Help

U0 40 @ Cantralzsd PGRAMS - Government of Jammu & Kashmir | |

Welcome to Centralized PGRAMS Monitoring Desk
For Ministri 5 Ganisati

Government of Jammu & Kashmir Shri R.K.Jerath, Commissioner & Secretary (AR)

Today is 24 November, 2008

Status of Grievances

Opening Balance »

Receipts »

Total Grievance es

Reports Sent so far

Net Balance

Disposals *

(] 2 3) (4 (5)=(3)-{4) (6)
42 0 42 ] 42 55
View Subordinate O View Gri Categories Monitoring Reports Help
Operational Desk LE% CPGRAMS Login(Usage) Status of Subodinate O
Log Out
Dan: & Internet H100% -

&
‘4 start

£ EE Y 7|25 StartPa

{2 Centralized PGRAMS ...

Monitoring desk presents summery information oégainces. Various reports/links
available on the desk are as under:
Opening balance:
List of pending grievances based on - pending éorofh days
List of pending grievances based on - forwarding ce
DARPG forwarded grievances.
DPG forwarded grievances.
Parent Ministry/Department forwarded grievances.
Grievances received through Post/Internet (Lgdalvances)
List of grievances pending with self/subordinatgamizations
Receipt of grievances from various sources goeaic day.
Total no. of grievances ( Sum of already pendjrigvances + Grievances received).
Total no. of reports sent so far.
No. of grievances net balance.
List of grievances disposed-off based on (a) frdags taken (b) forwarding source.
Link button to go to Operational Desk ( P G Odfi®esk / Working Desk)
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45 Operational Desk (P G Officer Desk / Working Dsk):

(= PG Officer Desk - Windows Internet Explorer

@\: - ‘g, http:/f164.100.51.247 cpgrams/CPGRAMS, asp?WW CI=PGODeskNewBWCL V\ *3|[ % | \ R~
Fle Edt View Favortes Tools Help
W & [@PGOFH[erDask |7| S8 dh ~ [ Page - i Tools - @)~
&
[Change Password
Operational Desk
Government of Jammu & Kashmir Nodal Officer : Shri R.K.Jerath, Commissioner & Secretary
(AR)

+ New Grievances - 12

4 Pending Grievances - 30
+ Case Reports

+ Disposed of - 56

+ Directions - 0 + Lodge New Postal Grievance
3 Reminders / Clarifications Alt_ach Document to a
-0 Grievance
+ Redirect Grievance Attach Document to a Case
Report

Returned Back from Sub. Organisation

»

Add/Modify Suk i (o] isati Add/Modify Grievance Category Details
Details
Correspondence g g .
Voo Reports Print Grievance Details View Status

Monitoring Desk
Classic View
Contact Us for Suggestions/Help on CPGRAMS at : cpgrams-darpg@nic.in

What's New in CPGRAMS

L T . ————

€ Irternet HA00%
74 start feagow ” CPGRA... 5 b5 OF Win,

Operational desk provides the following interfaces:
i. Change password

ii. Logout from the application
iii. Assess new grievances (New Grievances)
Iv. Take action on pending grievances (Pending Grieagnc
v. View action taken reports (Case Reports)
vi. View / Issue Directions

vii. View / Issue Reminders or Clarifications

viii. Redirect wrongly forwarded grievances (Redirece@nces)

ix. Lodge local grievances ( Received through postildéseér means)

X. Attach pre-scanned PDF document to a grievance
Xi. Attach pre-scanned PDF document to a Case Report
xii. Take action on grievances returned by subordinidites
xiii. - Add/Modify subordinate organizations
xiv. Add/Modify grievance category codes
Xv. Print correspondence letters
xvi. Print various available reports
xvii. Take hardcopy (print out) of a grievance
xviii. View status of a grievance
xiX. What's new in CPGRAMS

| NIC-DARPG-CPGRAMS-UM | Page: 12 of 26 | Version : 1.0




CPGRAMS e TN % USER MANNUAL

CENTRE S = = ==

5.0 Operational requirements for the application:

5.1 Subordinate office creationThe application uses a hierarchical structure
of the organization to manage grievance monitowrtgin that
organization. User ministries/departments/ orgditna has been
provided with initial login name and passwords. yraee required to
create their first level (immediately below thermperdinate offices as per
their organizational structures. The subordindfiees could further
create their subordinate offices. This exercissutordinate creation
could be done up-to any number of levels as apfatapior the
organization. This pyramid of the organizationalisture enables online
transfer of grievance details and helps redresgribgance at the grass
root level. Unless you create your subordinatecefj you would not be
able to forward the grievances to them.

5.2  Category codes creationGrievances are required to be categorized
under certain categories for better monitoring metttessing. Nodal
agencies have identified and provided certain gheele categories for
grievance monitoring. Users of the applicationas® required to create
their own category codes within the predefined gatg codes. These
categories are assigned to the grievances atntigedt their first
assessment. When you receive a grievance fronY pastnet / dasti or
though any other means which you have to fed imtosistem, you would
be required to assign a category to the grievandes@ssessment.
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6.0  Application Modules and their operating instrudions

6.1  Change Password:

(= Centralized PGRAMS - Windows Internet Explorer

@\ - ] htp:164.100.51.247 jcparams/ CPGRAMS ASPTWCI=chgpwdBWCLi= > [#][x] | |o-

Fle Edit View Favortes Tools Help

w R [@CentrahzedPGRAMS I I - B ® - [ErPage - @Tods - @-
Change Password Form
Government of Jammu & Kashmir PG Officer
Enter the Existing Password | ]
Enter the New Password }
Re-type the New Password | ]
Home Page
PG Officer Desk
Log Out
Done @ mternet F100% -

It is recommended to change your password onl@igsh. You can change your
login password with the help of change passworduieodt is available in the
upper right hand corner on operational desk. Elgeired information is your
existing password and the new password which yoat wahave.
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6.2  Add/ Modify / View Subordinate organizations:

If you want to forward a grievances to your suboati office, the office must first be
created(Added) in the application. To create a slibate office you may click on the
Add/Modify subordinate organization detdilsk in the operational desk. Alternatively
you may also click and use the view subordinat@mationlink on the monitoring
desk. Either way you would be presented with thb page as shown above. This is the
view existing subordinate organization view regortthe organisation. You have four
link buttons on the page as under:

a. Add new organization - Click to add new suboatk office/organisation

b. Modify organization — Click to modify/changesudinate office details

c. View existing organizations — Click this linkititon to view the above report

d. Go back to operational desk — Click it to gokoe operational desk.

In order to add a subordinate offi€éick the link button Add New Organisation. You
would be presented with the Add New Organisatiob Yeem, as depicted on the next

page.
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The form is divided into 2 logical sections. Fissiction captures the details of the
organization where as the second section collafdsmation regarding nodal grievance
officer for the organization. The fields requiredatdd new subordinate office are self
explanatory except the code field. Code could hestning of exactly 5 characters. First
character should be an alphabet and the remaihiaagcters could be any valid
combination of alpha-numeric characters. The cadett be decided by the parent
organization. Code is unique through out the appbo and should be decided with due
diligence. The code so decided and added intsysim becomes the username for that
organization. The expected redress time of griezéintd takes no. of days as its input
between the ranges from 1 to 60. This value is ts@devent reminders from the public
within this time frame.

As soon as a new code has been added the samd bedntimated to the nodal

authority for allocation of password and its adiima. The intimation should be send at
the email addresspgrams-darpg@nic.inThe password would be created, activated and
the intimation would be send back to the contrgliaffice by the nodal authority on
priority. Once an activated password has beenveddhe same should immediately be
informed to the subordinate organization/officetsat they could log into the application
and start redressing the grievances forwarded by(the controlling office).
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6.3  Grievance categories

Grievance categories help group the grievancas.fahilitates various analytical
and statistical reports. It also helps in identifyproblem areas. Nodal agencies have
already categorized the grievances into some piiaedecategories. You may add your
own grievance categories. This will help you anesygour grievances based on these
categories. When a grievance is assessed forrfit¢ifine, a grievance category is
required to be allocated to it. Without assigningategory the grievance could not be
acted upon. Subordinate offices are not requirexbsign a grievance category to the
grievances received from their parents.

You could add a category through view grievandeg@ylink button provided
on monitoring desk or through add/modify grievanategory detailink provided on
the operational desk. You would be presented wghatbove shown web page. This is
also the default web page faew existing grievance codeseption listed in the left
margin. In order to add a new grievance categode @lease clichdd New Grievance
Codelink button. You will be presented with the welrfoshown below.
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6.3.1 Add new grievance category

To add new grievance category codes, place yasocinto the Grievance
Category box and type the description of the caiegode. The grievance code has
already been generated by the system for you. daldaot change the code. It is

always generated by the system. Before you pressubmit button to save the code, you
have to select a matching monitoring category ftbendrop down list. These are the pre-
defined categories provided by the nodal agencies.

You can modify the description of a grievance gatg by choosindg/odify
Grievance Codeoption from the left menu panel.
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7. Assessing new grievances

Go to operational desk. Bring the cursor on Newe@mnces option. Sources of
new grievances would be displayed by the systeomdsr:

1. DPG:- Grievances forwarded by DPG

2. DARPG:- Grievances forwarded by DARPG

3. Parent Office:- Grievances forwarded by youepaoffice if any

4. Directly received from citizens:- Grievancesaiged directly from internet.

Select the appropriate grievances source by clickimnumber of grievances
shown against it. You would be presented with trenf“List of New Cases for
Assessment” as shown below:

A box containing the list of new grievances wouégopulated by the system.
Select a grievance by clicking on it & then clitletSubmit button.
“Assessment of grievances” form would get openhasve below:
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In order to assess a new grievance readieeance content (subject content)
carefully and decide the action out of the following avd#atyptions:

Examine at our level

Not pertaining to this organization

Taken up with subordinate organization

Grievance category needs to be selected only iftie¥ance has been assessed for the
first time. Subordinate offices would not be reqdito assign a grievance category if
the grievance has already been assessed by péreat the table given below would
further explain the actions required and resultaioled while assessing the grievances.
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Assessing a new grievance

3. Press submit
button.

Step Option Action required OQutput / Result Comments
No. selected
1. Examine at our| 1. Select appropriate Grievance would | New grievances
level Grievance category,| be moved to reduced by 1 while
2. Enter local file pending pending grievances
no. if any. grievances. incremented by 1.

2. Return back to

Press submit button

Application asks

Need not select

& submit.

higher for reason/remarks category code. Do

authority. in a text box. not forward these
cases to your
subordinates.

Type your remarks | Grievance A case report has
in the box & submit.| disposed locally &| been send to

report send. parent/nodal office

3. No action Select appropriate | The grievance has| Available only if
required reason from the list | been disposed off.| you are the owner

of the grievance.
(Direct recipient of
the case).

subordinate
organization.

4. Taken up with

Select appropriate
grievance category

List of subordinate
offices displayed.

Forwarding
remarks can also be
given. (2000

character max.)

Select the

subordinate
organization(s) from
the list. Press subm

The grievance has

been forwarded to

the subordinate
toffices.

button.

New grievances

reduced by 1 while
pending grievances
incremented by 1.

Common problem envisaged and solutions suggestée wbrking with assessing new

grievances.

1. Unable to assess the grievanc€heck whether category code has been
selected. Grievances can not be forwarded to sutaiedoffices with out assigning

category code.

2. There are no grievance categories to select frar@reate the grievance

category codes.

3. There are no subordinates to forward to in the taka-up with box: Create
your subordinate offices.
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Working with pending grievances:As soon as a new grievance has been assessed as

examined at our level or taken up with subordimeiganisation, it would be transferred

to pending grievances.

Step | Option selected| Action required Output / Result Comments
No. /Available
1 Under Select a grievance | Update action form
examination at | from the list & opens
our level press submit button
1A Select new action Complaint details
from drop down list & action history
& Press submit can also be
button. viewed.
1B | Clarification/ Type text of Clarification form The letter can be
supplementary | clarification letter | gets opened. printed by
info. Sought to be send. Press selecting
from Submit button. correspondence
complainant letters option.
1C | Interim reply to| Type the text of Interim reply form | Available for local
complainant interim reply letter | gets opened. grievances only.
& submit. Letter may be
printed.
1D | Case disposed | Select appropriate | Update action form
off type of redress gets opened.
from the list of
available options.
1DA Type text of final | Case has been Final letter can be
reply letter & press| disposed. printed using
submit. correspondence
letters option.
2 With Select a grievance | New action form
subordinate from list of pending| gets opened
organization grievances & press
submit button
Select new action Complaint details
from drop down list & action history
& Press submit can also be
button. viewed.
2A | Reminder sent | Type text of A reminder has Subordinate
to forwarding | reminder letter & | been sent to organization can
organization. submit. subordinate view it in their
organisation account.
2B | Clarification Type text of Clarification form Subordinate org.
sought from clarification letter | gets opened. can view it under
forwarded org. | & submit. reminders/
clarification.
| NIC-DARPG-CPGRAMS-UM | Page: 22 of 26 | Version : 1.0 |




CPGRAMS USER MANNUAL
Step | Option selected| Action required Output / Result Comments
No. /Available

2C | Clarification Type text of The letter can be
sought from clarification letter | printed from using
complainant & submit. correspondence

letters from
operational desk.

2D | Case disposed | Select type of Update action form| Local cases can b
off redress from the list gets opened. closed. Cases

received from
higher authorities
would be closed by
them after viewing
the case report.
Type the text for | If grievance is local Final reply letter
final reply letter & | case would be can be printed
submit. closed other wise a from
case report has correspondence
been sent to letters.
controlling office.

2E Interim reply to | Type the text of Interim reply letter | Interim reply letter
complainant interim reply letter | saved. can be printed

& submit. from
correspondence
letter.

3 With higher Type the text of Interim reply letter | Interim reply letter
authority for interim reply letter | saved. can be printed
closer & submit. from

correspondence
letter.

4 Return back to | View grievances Once reviewed &

higher returned back to agreed by higher
authority higher authorities. authorities,
grievance would
be closed.
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Working with case reports (Reporting back the resked grievances )

Step Option Action required Output / Result Comments
No. selected
[Available
1 New Reports | Select a grievance | New case report | Reports could be
(It contains & press submit form gets opened. | forwarded to
reports send by| button. You can view the | parent/nodal
your report of your agencies if
subordinate subordinate. required.
offices.)
Press update action Report viewed
history button. action status
updated.
2 Sent to higher | Select the grievanceCase report form | Can view the
authority & press submit. get opened . report send to

higher authority.

8. Disposed off:A list of cases disposed off at your level woulddisplayed.
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9. Lodging a grievance received through post/manually.
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10. Attaching scanned documents with registered griessn
11.Working with directions.

12.Working with reminders/clarifications.

13. Grievances returned by subordinates (to be forwhtd®ther subordinate)
14.Reports

15. Correspondence letters

16. Printing grievance details for a registered grieean
17.Viewing status of a grievance

18. CPGRAMS Usage status of subordinate organizations
19. Operational Desk

20. Monitoring Desk

21.Logout

22.Help
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