
  

(Report Number 44) DECEMBER 2025 



1 | P a g e  

 

Contents 

1. Key Highlights ....................................................................................................................... 3 

2. Review of Status of Grievances  ............................................................................................ 5 

3. Grievance Redressal Assessment and Index – December, 2025 ........................................... 6 

3.1 Ranking of Ministries/Departments – Group A ............................................................... 7 

3.2 Ranking of Ministries/Departments – Group B ............................................................... 9 

4. Categorisation ...................................................................................................................... 12 

5. Categorisation Impact Analysis (new) ................................................................................. 14 

6. Review Meeting by Secretaries ........................................................................................... 14 

7. Feedback Call Centre ........................................................................................................... 17 

8. New User Registration ......................................................................................................... 20 

9. Outreach through CSCs ....................................................................................................... 21 

10. Review of Status of Appeals on CPGRAMS ..................................................................... 22 

11. Success Stories ................................................................................................................... 23 

12. Media Outreach .................................................................................................................. 25 

Annexure 1: Performance of Ministries/Departments ....................................................... 28 

Annexure 1.1: Maximum Number of Receipts – 1st January 2025 to 31st December 202528 

Annexure 1.2: Maximum Number of Disposals – 1st January 2025 to 31st December 2025

 .............................................................................................................................................. 28 

Annexure 1.3: Ministries/Departments with more than 1000 Pending Grievances – 1st 

January 2025 to 31st December 2025 ................................................................................... 29 

Annexure 1.4: Top 10 Ministries/Departments with Pending Grievances for more than 21 

Days – 1st January 2025 to 31st December 2025 .................................................................. 29 

Annexure 2: Average Closing Time – 1st January 2025 to 31st December 2025 ............... 30 

Annexure 2.1: Ministries/Departments with High Average Closing Time ........................ 30 



2 | P a g e  

 

Annexure 2.2: Ministries/Departments with Low Average Closing Time ......................... 30 

Annexure 3: Status of Appeals – 1st January 2025 to 31st December 2025 ....................... 31 

Annexure 3.1: Top 10 Ministries/Departments with Maximum Pendency of Appeals ...... 31 

Annexure 3.2: Top 10 Ministries/Departments with Lowest Average Closing Time of 

Appeals ................................................................................................................................. 31 

Annexure 3.3: Top 10 Ministries/Departments with Maximum Percentage of Appeals .... 32 

Annexure 4: Indicator-based Root Cause Analysis – December 2025 .............................. 33 

 

 

  



3 | P a g e  

 

1. KEY HIGHLIGHTS 

  

Time Period – December, 2025 
 

  

01 
• Monthly review meeting under the chairmanship of Secretary, DARPG, was 

held on 24th December, 2025, with the Nodal Officers of all the Central 

Ministries/Departments.  

• In December 2025, for the 42nd month in a row, the monthly disposal crossed 

1 lakh cases in the Central Secretariat. 

• The pendency in the Central Secretariat stands at 77,439 grievances, out of 

which ~68% of the grievances are pending for less than 21 days. 

• The number of new user registrations for the month of December 2025 stands 

at 67,591. 

• The Feedback Call Centre collected 74,787 feedbacks in the month of 

December 2025, where 44,032 feedback were collected for Central 

Ministries/Departments. 

General 
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03 

03 

• In December 2025, 1,76,102 PG cases were received on the 

CPGRAMS portal, 1,67,884 PG cases were redressed and there exists 

a pendency of 77,439 PG cases. 

• Grievances registered via Common Service Centers stands at 20,151 

grievances for December, 2025.  

• 34% of the accounted grievances for December, 2025 were directed 

towards key departments such as the Ministry of Labour and 

Employment [26,366 grievances], Department of Financial Services 

(Banking Division) [22,315 grievances], and Department of 

Telecommunications [10,371 grievances]. 

• In December 2025, 29,272 appeals were received and 28,047 appeals 

were disposed. 

• 20,180 appeal pendency recorded in December for the year 2025. 

PG Appeals 

• Department of Telecommunications, Ministry of Power and 

Department of Posts are amongst the top performers in the Grievance 

Redressal Assessment & Index within the Group A (more than equal to 

500 grievances) for December, 2025. 

• Department of Official Language, Department of Chemicals and 

Petrochemicals and Department of Financial Services (Pension 

Reforms) are amongst the top performers in Grievance Redressal 

Assessment & Index within the Group B (less than 500 grievances) for 

December, 2025. 

02 

04 

PG Cases 

Grievance 

Redressal and 

Assessment 

Index 
(DECEMBER, 2025) 
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2. Review of Status of Grievances  

 

 

 

  

 

 

 

 

Month-wise Status of Grievances 

   

Time Period: 01/01/2025 to 31/12/2025 

 

Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25 Dec-25

N
u

m
b

er
 o

f 
G

ri
ev

a
n

ce
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Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25 Dec-25

Received 125442 112389 116970 122785 125332 135555 151509 161265 157885 138575 143449 176102

Disposal 125789 111392 121065 125027 124101 134540 147902 151114 166071 144503 142856 167884

Pendency 58425 59946 57456 59084 60892 62620 67118 78335 71247 66279 67859 77439

Status of Receipts, Disposal & Pendency

Received Disposal Pendency
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3. Grievance Redressal Assessment 

and Index – December, 2025 
 

DARPG has introduced a new and comprehensive Grievance Redressal Assessment and Index 

(GRAI) from May, 2023 onwards. 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.  

 

The GRAI has the following 4 dimensions: 

 

 

 

The data used in preparing the GRAI has been taken from 1st December to 31st December, 

2025.  

GRAI has been formulated based on the following 4 dimensions and 11 indicators with the 

corresponding weightages: 

Note: Positive = for which Higher Value is better; Negative Indicator = for which Lower Value is better 

# Dimensions Weights # Indicators 
Orientation of 

Indicator* 
Weights 

1 Efficiency 0.45 

1 
% of Grievances Resolved with ATRs within 

Timeline (within 21 days) 
Positive 0.45 

2 % of Appeals Redressed Positive 0.15 

3 
% of Resolution of Grievances under Corruption 

Category 
Positive 0.15 

4 Average Resolution Time Negative 0.10 

5 % Pendency with GROs (beyond 21 days) Negative 0.15 

2 Feedback 0.30 
6 % of Appeals Filed Negative 0.50 

7 % of Resolution with “Satisfied” Remarks Positive 0.50 

3 Domain 0.15 

8 
% of Resolution of Complaints Labelled as 

"Urgent" 
Positive 0.60 

9 
Adequacy of Categorisation of Grievance by 

M/D 
Negative 0.40 

4 
Organisational 

Commitment 
0.10 

10 Ratio of GROs vis-à-vis Grievances Received Negative 0.30 

11 
% of Active Grievance Redressal Officers 

(GROs) 
Positive 0.70 

Efficiency

5 indicators

Feedback

2 indicators

Domain

2 indicators

Organisational 
Commitment

2 indicators
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3.1 Ranking of Ministries/Departments – Group A 

(Ministries/Departments with Total Grievances more than equal to 500) 

 

S. No. Ministry / Department 
Brought 

Forward 
Receipts Disposal Pending 

GRAI 

Score 

GRAI 

Rank 

1 Department of Telecommunications 761 10371 10293 839 0.796 1 

2 Ministry of Power 64 653 648 69 0.793 2 

3 Department of Posts 1460 6649 6777 1332 0.785 3 

4 Central Board of Indirect Taxes and Customs 176 1260 1256 180 0.765 4 

5 Department of Defence 426 1636 1760 302 0.744 5 

6 Department of Revenue 263 1101 1095 269 0.704 6 

7 
Department of Financial Services (Insurance 

Division) 
478 2976 2976 478 0.686 7 

8 
Ministry of Electronics & Information 

Technology 
532 1498 1763 267 0.685 8 

9 
Department of Financial Services (Banking 

Division) 
3286 22315 21485 4116 0.679 9 

10 Department of Social Justice and Empowerment 197 921 924 194 0.673 10 

11 Department of Agriculture and Farmers Welfare 942 3682 3584 1040 0.667 11 

12 Ministry of Road Transport and Highways 1492 5067 5351 1208 0.65 12 

13 
Ministry of Environment, Forest and Climate 

Change 
420 1218 1162 476 0.639 13 

14 Department of Consumer Affairs 618 2750 2697 671 0.6344 14 

15 Department of Land Resources 56 710 672 94 0.634 15 

16 Central Board of Direct Taxes (Income Tax) 5657 5911 6533 5035 0.632 16 

17 Ministry of Labour and Employment 11902 26366 25178 13090 0.62 17 

18 Department of Personnel and Training 759 2643 2652 750 0.616 18 

19 Department of Defence Finance 2698 7211 3475 6434 0.609 19 

20 Ministry of Corporate Affairs 571 1178 1251 498 0.601 20 

21 Department of Health & Family Welfare 2026 5510 5571 1965 0.595 21 

22 Ministry of Micro Small and Medium Enterprises 997 7638 5113 3522 0.584 22 

23 Department of Higher Education 1348 2601 2694 1255 0.58 23 
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S. No. Ministry / Department 
Brought 

Forward 
Receipts Disposal Pending 

GRAI 

Score 

GRAI 

Rank 

24 Department of School Education and Literacy 1086 1736 1851 971 0.568 24 

25 Ministry of Drinking Water and Sanitation 501 1186 1108 579 0.565 25 

26 Ministry of Civil Aviation 206 1231 919 518 0.551 26 

27 Ministry of External Affairs 1058 1973 1910 1121 0.541 27 

28 Ministry of Panchayati Raj 1735 2058 1674 2119 0.537 28 

29 Department of Ex Servicemen Welfare 1464 1358 1705 1117 0.521 29 

30 Ministry of Petroleum and Natural Gas 2751 2480 2458 2773 0.5209 30 

31 Ministry of Housing and Urban Affairs 1891 3021 3144 1768 0.52 31 

32 Unique Identification Authority of India 2110 5155 4608 2657 0.517 32 

33 Ministry of Railways (Railway Board) 3999 7586 7224 4361 0.514 33 

34 Ministry of Cooperation 146 591 457 280 0.509 34 

35 Ministry of Women and Child Development 413 904 790 527 0.498 35 

36 Department of Rural Development 834 1873 1720 987 0.481 36 

37 Department of Food and Public Distribution 1859 2135 1719 2275 0.479 37 

38 Ministry of Home Affairs 6399 7741 8663 5477 0.477 38 

39 
Ministry of Skill Development and 

Entrepreneurship 
526 1924 1882 568 0.444 39 

40 Department of Justice 241 982 491 732 0.365 40 
 

Note: In case the Ministry/Department has not received any appeal, grievance related to corruption, grievance categorised as 

‘Urgent’ and no feedback, the respective indicator weight is being equally redistributed among the other indicators of that particular 

dimension while calculating the GRAI score. 

In case of Ministry of Panchayati Raj, grievances transferred to States/UTs have been omitted for the calculation of GRAI.  
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3.2 Ranking of Ministries/Departments – Group B 

(Ministries/Departments with Total Grievances less than 500) 

S. No. Ministry / Department 
Brought 

Forward 
Receipts Disposal Pending 

GRAI 

Score 

GRAI 

Rank 

1 Department of Official Language 8 24 31 1 0.832 1 

2 Department of Chemicals and Petrochemicals 4 58 53 9 0.783 2 

3 
Department of Financial Services (Pension 

Reforms) 
51 452 480 23 0.768 3 

4 Ministry of AYUSH 57 312 320 49 0.758 4 

5 NITI Aayog 48 410 444 14 0.746 5 

6 Ministry of Parliamentary Affairs 12 168 175 5 0.736 6 

7 Department of Pharmaceuticals 33 99 113 19 0.722 7 

8 Ministry of Heavy Industries 14 201 201 14 0.684 8 

9 Ministry of Tourism 64 367 332 99 0.681 9 

10 Ministry of Coal 128 394 379 143 0.667 10 

11 Department of Science and Technology 56 124 118 62 0.6609 11 

12 Department of Public Enterprises 20 62 72 10 0.6607 12 

13 Department of Legal Affairs 194 425 577 42 0.651 13 

14 Ministry of Culture 71 297 296 72 0.63 14 

15 Department of Health Research 35 106 102 39 0.628 15 

16 Ministry of Development of North Eastern Region 2 12 14 0 0.627 16 

17 Ministry of Earth Sciences 19 27 33 13 0.605 17 

18 Ministry of New and Renewable Energy 45 170 139 76 0.604 18 

19 Department of Space 22 36 30 28 0.603 19 

20 
Department for Promotion of Industry and Internal 

Trade 
104 209 203 110 0.596 20 
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S. No. Ministry / Department 
Brought 

Forward 
Receipts Disposal Pending 

GRAI 

Score 

GRAI 

Rank 

21 Department of Atomic Energy 62 139 148 53 0.5946 21 

22 Department of Sports 82 193 194 81 0.5945 22 

23 Department of Youth Affairs 66 74 71 69 0.593 23 

24 
Department of Empowerment of Persons with 

Disabilities 
177 343 342 178 0.588 24 

25 Ministry of Information and Broadcasting 197 446 495 148 0.585 25 

26 Department of Fertilizers 17 82 67 32 0.584 26 

27 Ministry of Mines 75 175 149 101 0.573 27 

28 Ministry of Shipping 63 111 125 49 0.568 28 

29 Ministry of Tribal Affairs 57 262 271 48 0.565 29 

30 Department of Expenditure 196 360 350 206 0.557 30 

31 Department of Animal Husbandry, Dairying 190 294 365 119 0.556 31 

32 Ministry of Textiles 41 101 92 50 0.555 32 

33 O/o the Comptroller & Auditor General of India 68 166 169 65 0.552 33 

34 
Department of Investment & Public Asset 

Management 
20 84 93 11 0.547 34 

35 Department of Agriculture Research and Education 95 180 193 82 0.542 35 

36 Ministry of Food Processing Industries 19 61 55 25 0.533 36 

37 Department of Commerce 350 430 469 311 0.527 37 

38 Department of Scientific & Industrial Research 44 62 82 24 0.5131 38 

39 Legislative Department 64 132 114 82 0.513 39 

40 Department of Bio Technology 7 20 11 16 0.5112 40 

41 
Ministry of Water Resources, River Development 

& Ganga Rejuvenation 
141 391 317 215 0.5111 41 
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S. No. Ministry / Department 
Brought 

Forward 
Receipts Disposal Pending 

GRAI 

Score 

GRAI 

Rank 

42 Ministry of Minority Affairs 106 161 136 131 0.504 42 

43 Department of Military Affairs 199 426 351 274 0.48 43 

44 Ministry of Steel 41 136 122 55 0.477 44 

45 Department of Defence Production 87 137 151 73 0.453 45 

46 Staff Selection Commission 512 399 537 374 0.428 46 

47 
Ministry of Statistics and Programme 

Implementation 
18 31 27 22 0.423 47 

48 Department of Defence Research and Development 45 103 87 61 0.414 48 

49 Department of Fisheries 11 70 59 22 0.403 49 

50 Department of Economic Affairs ACC Division 480 248 193 535 0.366 50 

 

Note: In case, the Ministry/Department has not received any appeal, grievance related to corruption, grievance categorised as 

‘Urgent’ and no feedback, the respective indicator weight is being equally redistributed among the other indicators of that 

particular dimension while calculating the GRAI score. 

*In December 2025, though the Department of Military Affairs has received 590 grievances, 351 grievances have been closed 

with new ATR and are considered for calculating the GRAI score.  
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4. Categorisation  

 

Overview 
 

In 2024, the Department of prime Reforms and Public Grievances (DARPG) undertook a 

significant initiative to revamp the existing categorization on the CPGRAMS portal for selected 

Central Ministries and Departments. This initiative focused on streamlining grievance redressal 

by introducing clear and precise categorization.  

 

The primary objective of the new categorization system is to establish uniformity across all 

ministries by standardizing terminology and reducing redundancies at the initial level, aiming 

to enhance citizen convenience. This approach ensures consistency in categorizing grievances 

across various departments, thereby making the grievance filing process more citizen-centric. 

Furthermore, it will assist Ministries/Departments in identifying key areas of concern based on 

grievance trends, thereby enabling targeted improvements in service delivery. 

 

Uniform Key Categories Identified: Few uniform key categories have been identified to 

streamline grievance handling across Central Ministries and Departments: 

 

 

 

 

 

 

 

Progress so far 

The Department has completed the categorisation analysis for 35 Ministries/Departments, of 

which 29 have been made live to date. Subsequently, an OM was issued by DARPG on 9th 

September 2025, advising all Ministries/Departments to review their categorisation and GRO 

mapping. 

 

 

New categorisation for 29 Ministries/Departments has been made LIVE on the 

CPGRAMS Portal: 

 

Employee Services Related 

Misbehaviour/Corruption/Harassment 

Government Schemes Related Citizen Services Related 

Pension Related 
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S. No. Name of Ministry/Department LIVE made on 

1 Department of Financial Services (Banking Division) 11th March, 2025 

2 Department of Telecommunications 11th March, 2025 

3 Ministry of External Affairs 26th May, 2025 

4 Department of Drinking Water and Sanitation 26th May, 2025 

5 Ministry of Road Transport and Highways 26th May, 2025 

6 Unique Identification Authority of India 30th May, 2025 

7 Department of Defence 30th May, 2025 

8 Department of Military Affairs 30th May, 2025 

9 Department of Defence Research and Development 5th June, 2025 

10 Department of School Education and Literacy 5th June, 2025 

11 Central Board of Direct Taxes (Income Tax) 5th June, 2025 

12 Department of Posts 13th June, 2025 

13 Department of Rural Development 13th June, 2025 

14 Ministry of Labour and Employment 13th June, 2025 

15 Central Board of Indirect Taxes and Customs 13th June, 2025 

16 Department of Personnel and Training 25th June, 2025 

17 Department of Consumer Affairs 1st July, 2025 

18 Department of Food and Public Distribution 3rd July, 2025 

19 Department of Agriculture and Farmers Welfare 4th July, 2025 

20 Ministry of Heavy Industry 8th July, 2025 

21 Department of Ex Servicemen Welfare 14th July, 2025 

22 Department of Higher Education 18th July, 2025 

23 Department of Justice 21st July, 2025 

24 Department of Animal Husbandry and Dairying 23rd July, 2025 

25 Ministry of Railways (Railway Board) 9th September, 2025 

26 Ministry of Women and Child Development 14th October, 2025 

27 Ministry of Mines 20th November, 2025 

28 Department of Financial Services (Insurance Division) 8th December, 2025 

29 Ministry of Tribal Affairs  22nd December, 2025 
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5. Categorisation Impact Analysis 
 

Department of Defence  

Overview 

Before the Categorization exercise was carried out, the Department of Defence operated with 

105 Total Categories (15 at Level 1 and 55 at Level 2 and rest in Level 3 and beyond). In the 

New Categorization for Department of Defence, while the total categories have gone up to 

112, categories at Level 1 have been reduced to 12, those at Level 2 are 54 and the net increase 

in total categories is coming from the Level 3 and beyond categories which have gone up from 

35 to 46 enabling more effective final selection of categories by the citizen. 

Grievance Flow: Key Outcomes 

➢ Average Closure Time has dropped to 8 days after categorization (down from 12 days), 

confirming that operational speed and efficiency have improved even while handling 

higher grievance volumes.  

➢ Even though there has been a minute drop in the number of grievances received by the 

Department of Defence before and after categorisation, the disposal percentages remain 

the same at 94%.  

➢ Appeals as a share of disposals decreased marginally to 10.76%. 

Department of 

Defence 

Brought 

Forward 

(a) 

Received 

(b) 

Disposal  

(%) (c) 

Pending 

(d) 

Appeals 

(%) 

(e) (Out 

of c only) 

ACT 

(f) 

Before 

Categorization 
674 8367 

8559 

(94.67%) 
482 

931 

(10.88%) 

12 

days 

After 

Categorization 
518 7957 

8019 

(94.62%) 
456 

863 

(10.76%) 
8 days 

 

  
Note: Since the categorization for the Department of Defence was made live on 30th May, 2025, the period 

“Before Categorization” refers to the time period from 1st January, 2025 till 29th May, 2025 and the period 

“After Categorization” refers to the time period from 1st June till 31st October, 2025. 
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Disposal Efficiency and Quality 

➢ Even though the grievances resolved within 21 days fell from 7,168 (out of a total 8,559 

grievances) to 7,073 (out of a total 8,019 grievances), the percentage of grievances 

disposed within 21 days saw a 5% increase.  

➢ Final Action Taken cases have increased by 3% 

➢ Correlating these findings with the decrease in Average Closing Time of grievances to 

4 days clearly indicates the impact of the categorisation exercise to be positive.   

Department of 

Defence 

Total 

Disposal 

<= 21 

Days 

>21 

days 

Grievances Disposed by 
 

 

Final Action 

taken 

Transferring 

grievance 

Returning 

grievance 

Pulling of 

grievance 

by higher 

authority 

Before 

Categorization 
8559 

7168 

(83.75%) 
1391 

3533 

(41.28%) 

3567 

(41.68%) 

1459 

(17.05%) 
0 

After Categorization 8019 
7073 

(88.20%) 
946 

3534 

(44%) 

3076 

(38.36%) 

1408 

(17.56%) 
0 

 

Citizen Feedback Signals 

Department of 

Defence 

Total 

Feedback 

Call 

Centre 
Online Resolved Satisfied 

Not 

Satisfied 

Not 

Resolved 

Before 

Categorization 
1776 856 920 520 285 235 1256 

After 

Categorization 
1654 880 774 556 292 264 1098 

 

  
Note: Total Feedback Received = Call Centre + Online = Resolved + Not Resolved 

Resolved = Satisfied + Not Satisfied 
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6. Review Meeting by Secretaries 

 

In line with the Hon’ble Prime Minister’s directions from the Pragati Meeting on 26th 

December 2024, the Cabinet Secretary issued a DO letter on 30th January 2025, urging all 

Secretaries to review public grievances in their respective Ministries/Departments.  

 

To facilitate this, DARPG has created a dedicated module in the CPGRAMS portal to enable 

review by Secretaries. This chapter attempts to present an overall picture regarding the status 

of Review Meetings conducted in the month of December, 2025.  

 

A total of 242 Review Meetings were conducted between 14th February 2025 till 31st 

December, 2025. A total of 1,455 cases has been resolved; 54 systemic policy issues and 23 

unresolved cases have been taken up. 

6.1 Status of Review Meetings Conducted – December 2025 

A total of 17 Review Meetings were conducted and 11 cases were resolved in December 2025. 

Department of Ex Servicemen Welfare has conducted the maximum number of Review 

meetings.  

S.No. Organisation Name 
Meetings 

Conducted 
Chaired By 

1 Department of Ex Servicemen Welfare 2 Secretary/JS 

2 Central Board of Direct Taxes (Income Tax) 1 Secretary 

3 Department for Promotion of Industry and Internal Trade 1 Secretary 

4 Department of Fertilizers 1 Economic Advisor 

5 Department of Financial Services (Banking Division) 1 Secretary 

6 Department of Financial Services (Insurance Division) 1 Secretary 

7 Department of Military Affairs 1 Secretary 

8 Department of Official Language 1 Secretary 

9 Department of Rural Development 1 Secretary 

10 Department of School Education and Literacy 1 Secretary 

11 Department of Science and Technology 1 Secretary 

12 Department of Social Justice and Empowerment 1 Secretary 

13 Ministry of Coal 1 Secretary 

14 Ministry of Labour and Employment 1 Economic Advisor 

15 Ministry of Parliamentary Affairs 1 Secretary 

16 Ministry of Shipping 1 Secretary 

TOTAL 17  
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7. Feedback Call Centre 

 

During the period from 1st January 2025 to 31st December 2025, the Call Centre received a 

total of 4,69,785 feedback in Central Ministries/Departments. Of these, 2,75,219 cases were 

resolved, reflecting a resolution rate of ~59% and 1,94,566 cases were Not Resolved. Among 

the resolved cases, ~68% of citizens expressed satisfaction with the grievance redressal. 

A total of 44,032 feedback cases were received by the Call Centre in Central 

Ministries/Departments in December 2025.  

The column chart below tracks four key metrics regarding feedback from January through 

December 2025: total feedback received, grievances marked resolved, citizen satisfaction and 

dissatisfaction with resolution.  

 

 

Jan-

25

Feb-

25

Mar

-25

Apr

-25

May

-25

Jun-

25

Jul-

25

Aug

-25

Sep-

25

Oct-

25

Nov

-25

Dec

-25

Total Feedback Received 33025 10213 55460 31829 40756 40989 43189 41679 48955 38186 41472 44032

Resolved 18740 6111 30820 18415 25600 25328 28637 26407 27012 20817 22782 24550

Satisfied 13021 4487 22146 12039 16369 16414 18120 17507 18751 14662 16361 18194

Not Satisfied 5719 1624 8674 6376 9231 8914 10517 8900 8261 6155 6421 6356

Month-Wise Feedback Status
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The funnel below illustrates the journey from total feedback received via Call Centre in 

December 2025 (44,032) through:  

➢ Grievances Resolved (24,550)  

➢ Post-resolution sentiment:  

o 18,194 satisfied (74%)  

o 6,356 not-satisfied (26%) 

 

 

 

 

 

 

 
 

December, 2025: Top 10 Ministries/Departments with the Highest Number of Unresolved 

Feedback received (ranked in descending order) 

S.No. Ministry / Department  Not Resolved 

1 Ministry of Labour and Employment 3294 

2 Department of Financial Services (Banking Division) 2204 

3 Department of Telecommunications 1139 

4 Ministry of Micro Small and Medium Enterprises 927 

5 Department of Posts 860 

6 Ministry of Railways (Railway Board) 784 

7 Unique Identification Authority of India 701 

8 Central Board of Direct Taxes (Income Tax) 657 

9 Department of Agriculture and Farmers Welfare 590 

10 Department of Consumer Affairs 564 
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December, 2025: Top 10 Ministries and Departments (Ranked in descending order of 

Total Grievances Resolved) and their Feedback Status: 

S.No. Ministry/Department 
Total Grievances 

Resolved 
Satisfied Not Satisfied 

1 Ministry of Labour and Employment 5319 4196 (79%) 1123 (21%) 

2 
Department of Financial Services (Banking 

Division) 
3180 2307 (73%) 873 (27%) 

3 Department of Posts 1619 1327 (82%) 292 (18%) 

4 Central Board of Direct Taxes (Income Tax) 1498 1177 (79%) 321 (21%) 

5 Department of Telecommunications 1436 1093 (76%) 343 (24%) 

7 Department of Defence Finance 1052 858 (82%) 194 (18%) 

6 Ministry of Railways (Railway Board) 978 631 (65%) 347 (35%) 

8 Unique Identification Authority of India 766 568 (74%) 198 (26%) 

9 Ministry of Petroleum and Natural Gas 731 628 (86%) 103 (14%) 

10 Ministry of Home Affairs 479 303 (63%) 176 (37%) 
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8. New User Registration 

 

A total of 67,591 new users has registered on CPGRAMS in December, 2025, through various 

channels, out of which, 10,659 registrations are from Uttar Pradesh. 

New user registration on CPGRAMS in States/UTs in December, 2025: 

 

 

 

 

 

 

 

 

 

 

 

 

User Registration on CPGRAMS in the Year 2025: 

  

56214

47599 49912

62227 60499 58502
63073

89507

78353

52876
57180

67591

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
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9. Outreach through CSCs 

 

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). 

 

 

 

 

A total of 20,151 grievances has been registered through the Common 

Service Centres in the month of December, 2025: 

A total of 20,151 grievances were registered through Common Service Centres (CSCs) in 

December 2025, representing the highest monthly volume recorded during the year.  

Notably, Karnataka contributed nearly 73% of the total grievances registered through CSCs 

during this period. 

 

 

 

 

 

 

  

(Time Period: 01/12/2025 to 31/12/2025) 

 

Receipts

20,151

Disposed

12,919

Pending

7,232

5863 5580

7673

5004
5653 5880 6422

14069

8722
9500

14094

20151

Month-wise grievances registered through CSCs
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10. Review of Status of Appeals on 

CPGRAMS  

 

 

 

 

 

 

 

 

 

Time Period: 01/01/2025 to 31/12/2025 

a. Month-wise Status of Appeals 

 

 

 

 

 

 

 

 

b. Average Closing Time of Appeals 

• The Average Closing Time of Appeals in the Central Ministries/Departments is 36 days as 

on 31st December, 2025 

• 35 Ministries/Departments have their Average Closing Time more than the standard time 

of 30 days  

Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25 Dec-25

Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25 Dec-25

Received 21175 12649 24478 18693 21332 21755 21248 25019 31485 25991 27761 29272

Disposal 20086 15399 21400 20634 23006 29314 23143 21639 29771 28134 25690 28047

Pendency 25160 22410 25488 25291 23617 16058 14163 17542 19256 17113 18955 20180

Status of Receipts, Disposal & Pendency of Appeals
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11. Success Stories  

 

 

  

  

 

 

  
 

  

Grievance of Shri 

Pratik Surve 

PF Transfer Issue Resolved 

Through CPGRAMS 

Shri Pratik Surve of Sangli, Maharashtra, was facing difficulty in 

transfer of his provident fund balance due to a technical rejection, 

despite assurances from the concerned PF office that corrective 

action had been initiated. The problem was not solved through 

normal channels. Finally, the citizen approached CPGRAMS 

seeking intervention. Following CPGRAMS action, the Regional 

PF Office confirmed that the process to include the rejected 

transfer-out amount had been initiated. The grievance was resolved 

with assurance of reflection of the amount in his PF account, and 

the case was closed to the citizen’s satisfaction. 

Grievance of Shri 

Surender Singh  

Pension Gratuity and Arrears 

Released After CPGRAMS 

Intervention 

Shri Surender Singh, a service pensioner from Bhiwani, Haryana, had 

raised a grievance regarding incorrect fixation of gratuity and non-

payment of balance amount and arrears. Despite pursuing the matter 

through normal pension disbursement channels, the issue remained 

unresolved. As a last resort, Shri Surender Singh approached 

CPGRAMS seeking correction and release of his dues. Following 

CPGRAMS intervention, the CPPC Chandigarh processed gratuity and 

commutation-related arrears amounting to ₹16.48 lakh for credit to his 

bank account. The grievance was resolved to the satisfaction of the 

pensioner, who recorded positive feedback on closure. 

“ 

“ 

“ 

Central Board of 
Direct Taxes 

(Income Tax) -
(CBODT)

Commissioner of 
Income Tax CPC 
TDS - (CPTDS)

DIRECTOR 
GENERAL OF 
INCOME TAX 

(SYSTEM) 
(SYSTE)

Principal Chief 
Commissioner of 

Income Tax, Pune -
(CBPUN)

Income Tax Officer 
Ward TDS 
Begusarai -

(ITBGS)

Department 
of Pension 

and 
Pensioners 
Welfare -
(DOPPW)

Department 
of Defence 
Finance -
(FADSS)

Controller 
General 
Defence 

Accounts -
(CGDAN)

Pension Cell 
CGDA HQ 

Office -
(CGPEN)

PCDA(P) 
Prayagraj -
(CDA01)

Department 
of Financial 

Services 
(Banking 

Division) -
(DEABD)

Punjab 
National 
Bank -

(PNBBK)

“ 



24 | P a g e  

 

 
 

  

 

 

  

  

 

 

  
 

 
 

 

 

 

 

 

  

 

 

 

 

 

Grievance of Shri 

Ashutosh K Singh 

Rectification Completed, 

Addressing the Assessee’s 

Concern 

Shri Ashutosh Kumar Singh was facing the issue of an incorrect tax 

demand raised after the CPC, Bengaluru passed an order under Section 

154 of the Income Tax Act, wherein an addition of ₹1,10,55,085 was 

made and a demand of ₹29,22,830 was raised due to disallowance of 

business losses and unabsorbed depreciation. Seeking resolution, he 

raised a grievance on the CPGRAMS portal, submitting that the original 

return for AY 2021–22 had been filed within the extended due date, and 

that the disallowance made by CPC was a mistake apparent from the 

record. The concerned authorities reviewed the matter, and a rectification 

order under Section 154 was duly passed and processed on ITBA on 

11.11.2025, with the accounting also closed by CPC. 

“ 

“ 

Central Board of 
Direct Taxes 

(Income Tax) -
(CBODT)

Pr. Chief 
Commissioner of 

Income Tax 
Delhi-I - (CBDLI)

Pr. commissioner 
of Income Tax-04 
Delhi - (PCI04)

Additional 
Commissioner of 

Income Tax 
Range-10 -
(RAG10)

DIRECTOR 
GENERAL OF 
INCOME TAX 

(SYSTEM) -
(SYSTE)

Shri Vikram Divadkar was facing the issue of a long-pending 

refund of ₹11,93,000 related to the Catering & Tea Stall at Nagpur 

Railway Station, which had remained unresolved despite repeated 

reminders to the concerned railway authorities. Seeking resolution, 

he raised a grievance on the CPGRAMS portal, highlighting the 

financial strain caused by the prolonged delay. The matter was 

reviewed by the concerned departments, and after receiving the 

requisite remarks from the Commercial Department and credit 

confirmation from the Traffic Office, the Finance Department 

processed and released the refund for ₹11,93,321. 

Grievance of Shri 

Vikram Divadkar 

Long-Pending Refund 

Released 

“ 

“ 

Ministry of 
Railways ( Railway 
Board) - (MORLY)

Central Railway -
(CERLY)

Nagpur Division -
(CRNGP)

Sr. Divisional 
Finance Manger 

Office - (SRDFM)

Commercial 
Department 
NGP_CR -
(NGDCM)
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12. Media Outreach 

 

PIBs and Tweets 
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Annexures 
 

Annexure 1: Performance of Ministries/Departments 

Annexure 1.1: Maximum Number of Receipts – 1st January 2025 to 31st December 2025 

S. No. Name of Ministry/Department 
Brought 

Forward 
Receipts 

Total 

Grievances 
Disposal Pending 

1 Ministry of Labour and Employment 6995 258146 265141 252051 13090 

2 
Department of Financial Services (Banking 

Division) 
6706 192995 199701 195585 4116 

3 Department of Telecommunications 500 91628 92128 91289 839 

4 Ministry of Railways (Railway Board) 2802 77795 80597 76236 4361 

5 Ministry of Home Affairs 1514 72876 74390 68913 5477 

6 Department of Posts 1305 69773 71078 69746 1332 

7 Central Board of Direct Taxes (Income Tax) 9534 64880 74414 69379 5035 

8 Department of Health & Family Welfare 1803 52243 54046 52081 1965 

9 
Department of Agriculture and Farmers 

Welfare 
960 52179 53139 52099 1040 

10 Unique Identification Authority of India 1780 48043 49823 47166 2657 

 

Annexure 1.2: Maximum Number of Disposals – 1st January 2025 to 31st December 2025 

S. No. Name of Ministry/Department 
Brought 

Forward 
Receipts 

Total 

Grievances 
Disposal Pending 

1 Ministry of Labour and Employment 6995 258146 265141 252051 13090 

2 
Department of Financial Services (Banking 

Division) 
6706 192995 199701 195585 4116 

3 Department of Telecommunications 500 91628 92128 91289 839 

4 Ministry of Railways (Railway Board) 2802 77795 80597 76236 4361 

5 Department of Posts 1305 69773 71078 69746 1332 

6 Central Board of Direct Taxes (Income Tax) 9534 64880 74414 69379 5035 

7 Ministry of Home Affairs 1514 72876 74390 68913 5477 

8 Department of Agriculture and Farmers Welfare 960 52179 53139 52099 1040 

9 Department of Health & Family Welfare 1803 52243 54046 52081 1965 

10 Unique Identification Authority of India 1780 48043 49823 47166 2657 
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Annexure 1.3: Ministries/Departments with more than 1000 Pending Grievances – 1st 

January 2025 to 31st December 2025 

 

Annexure 1.4: Top 10 Ministries/Departments with Pending Grievances for more than 

21 Days – 1st January 2025 to 31st December 2025 

S. No. Name of Ministry/Department 
Brought 

Forward 
Receipts 

Total 

Grievances 
Disposal Pending 

>21 

Days 

1 Ministry of Home Affairs 1514 72876 74390 68913 5477 3552 

2 Ministry of Labour and Employment 6995 258146 265141 252051 13090 3122 

3 

Central Board of Direct Taxes (Income 

Tax) 
9534 64880 74414 69379 5035 2591 

S. No. Name of Ministry/Department 
Brought 

Forward 
Receipts 

Total 

Grievances 
Disposal Pending 

1 Ministry of Labour and Employment 6995 258146 265141 252051 13090 

2 Department of Defence Finance 1599 35218 36817 30383 6434 

3 Ministry of Home Affairs 1514 72876 74390 68913 5477 

4 Central Board of Direct Taxes (Income Tax) 9534 64880 74414 69379 5035 

5 Ministry of Railways (Railway Board) 2802 77795 80597 76236 4361 

6 

Department of Financial Services (Banking 

Division) 
6706 192995 199701 195585 4116 

7 

Ministry of Micro Small and Medium 

Enterprises 
262 37071 37333 33811 3522 

8 Ministry of Petroleum and Natural Gas 1235 23124 24359 21586 2773 

9 Unique Identification Authority of India 1780 48043 49823 47166 2657 

10 Department of Food and Public Distribution 94 16120 16214 13939 2275 

11 Ministry of Panchayati Raj 246 16641 16887 14768 2119 

12 Department of Health & Family Welfare 1803 52243 54046 52081 1965 

13 Ministry of Housing and Urban Affairs 1811 30607 32418 30650 1768 

14 Department of Posts 1305 69773 71078 69746 1332 

15 Department of Higher Education 1057 28022 29079 27824 1255 

16 Ministry of Road Transport and Highways 993 46068 47061 45853 1208 

17 Ministry of External Affairs 785 20818 21603 20482 1121 

18 Department of Ex Servicemen Welfare 3049 34856 37905 36788 1117 

19 

Department of Agriculture and Farmers 

Welfare 
960 52179 53139 52099 1040 



30 | P a g e  

 

S. No. Name of Ministry/Department 
Brought 

Forward 
Receipts 

Total 

Grievances 
Disposal Pending 

>21 

Days 

4 Department of Defence Finance 1599 35218 36817 30383 6434 2271 

5 Ministry of Railways (Railway Board) 2802 77795 80597 76236 4361 1802 

6 Ministry of Petroleum and Natural Gas 1235 23124 24359 21586 2773 1261 

7 

Department of Food and Public 

Distribution 
94 16120 16214 13939 2275 1165 

8 Ministry of Panchayati Raj 246 16641 16887 14768 2119 1102 

9 Ministry of Housing and Urban Affairs 1811 30607 32418 30650 1768 839 

10 Department of Health & Family Welfare 1803 52243 54046 52081 1965 798 

 

Annexure 2: Average Closing Time – 1st January 2025 to 31st December 2025 

Annexure 2.1: Ministries/Departments with High Average Closing Time 

S. No. Name of Ministry/Department Cases Disposed Average Closing Time (in days) 

1 Central Board of Direct Taxes (Income Tax) 69379 54 

2 Department of Bio Technology 294 47 

3 Department of Economic Affairs ACC Division 2981 44 

4 Department of Agriculture Research and Education 1784 34 

5 Staff Selection Commission 10014 31 

6 Department of Ex Servicemen Welfare 36788 30 

7 Ministry of Minority Affairs 2086 30 

8 Department of Youth Affairs 682 30 

9 Ministry of Petroleum and Natural Gas 21586 29 

10 Department of Defence Research and Development 908 24 

Annexure 2.2: Ministries/Departments with Low Average Closing Time 

S. No. Name of Ministry/Department Cases Disposed Average Closing Time (in days) 

1 NITI Aayog 4124 2 

2 Ministry of Parliamentary Affairs 1679 2 

3 Department of Land Resources 7276 3 

4 Ministry of Heavy Industries 2144 4 

5 Department of Public Enterprises 757 4 

6 Ministry of Development of North Eastern Region 139 4 

7 Department of Financial Services (Pension Reforms) 4323 5 
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S. No. Name of Ministry/Department Cases Disposed Average Closing Time (in days) 

8 Ministry of AYUSH 3127 5 

9 Department of Agriculture and Farmers Welfare 52099 6 

10 Ministry of Power 6833 6 

Annexure 3: Status of Appeals – 1st January 2025 to 31st December 2025 

Annexure 3.1: Top 10 Ministries/Departments with Maximum Pendency of Appeals 

S. No. Name of Ministry/Department 
Brought 

Forward 
Receipts 

Total 

Appeals 
Disposal Pending 

1 Ministry of Labour and Employment 2268 57278 59546 57541 2005 

2 
Department of Financial Services (Banking 

Division) 
2029 39715 41744 39871 1873 

3 Ministry of Home Affairs 506 4132 4638 3468 1170 

4 Department of Ex Servicemen Welfare 109 6779 6888 5764 1124 

5 Ministry of Railways (Railway Board) 701 15594 16295 15287 1008 

6 Ministry of Petroleum and Natural Gas 504 3693 4197 3253 944 

7 Department of Food and Public Distribution 320 1905 2225 1379 846 

8 Central Board of Direct Taxes (Income Tax) 2839 8395 11234 10473 761 

9 Department of Rural Development 367 3000 3367 2655 712 

10 Ministry of Housing and Urban Affairs 484 4246 4730 4054 676 

 

Annexure 3.2: Top 10 Ministries/Departments with Lowest Average Closing Time of 

Appeals 

S. No. Name of Ministry/Department Appeals Disposed ACT Appeals 

1 Ministry of Cooperation 1723 3 

2 Ministry of Parliamentary Affairs 19 3 

3 Department of Telecommunications 21636 6 

4 Department of Land Resources 16 6 

6 Department of Agriculture and Farmers Welfare 5618 7 

5 Department of Posts 12809 8 

7 Ministry of Drinking Water and Sanitation 2385 8 

8 Department of Sports 274 8 

9 Ministry of Labour and Employment 57541 10 

10 Ministry of Heavy Industries 516 10 
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Annexure 3.3: Top 10 Ministries/Departments with Maximum Percentage of Appeals 

S. No. Name of Ministry/Department 
Total 

Grievances 

Grievances 

Disposed 

Appeals 

Receipts 

Appeals Receipts / 

Total Grievances 

Disposed 

1 Department of Defence Finance 36817 30383 9214 30.33% 

2 Ministry of Cooperation 6368 6088 1706 28.02% 

3 Ministry of Steel 1328 1273 353 27.73% 

4 Ministry of Heavy Industries 2158 2144 545 25.42% 

5 Ministry of Civil Aviation 7513 6995 1709 24.43% 

6 Ministry of Textiles 1136 1086 264 24.31% 

7 Department of Consumer Affairs 26220 25549 6163 24.12% 

8 Department of Telecommunications 92128 91289 21898 23.99% 

9 
Department of Financial Services (Insurance 

Division) 
31048 30570 7321 23.95% 

10 Ministry of Minority Affairs 2217 2086 498 23.87% 

 

 



Annexure 4: Indicator-based Root Cause Analysis – December, 2025 

 

A two-dimensional (vertical and horizontal) analysis of the root causes of performance of each Ministries and Departments is presented. All 11 

Indicators spread across four dimensions used in developing GRAI are analysed and presented with indicator scores for all 90 Ministries and 

Departments. For a quick visual interpretation, the indicator-wise performance of all the Ministries and Departments is presented through colour 

coding which is based on the percentile normalised score achieved by the respective Ministries and Departments.  

# M/D 
Adequacy of 

Categorization 

Ratio of 

GROs vis-

à-vis 

Grievances 

% of 

Active 

GROs 

% of Grievances 

Resolution 

within Timeline 

with ATRs 

% of 

Disposal of 

Complaints 

Labelled as 

"Urgent" 

% of 

Resolution of 

Corruption 

Grievances 

% Pendency 

with GROs 

Average 

Disposal 

Time 

% of 

Resolution 

with 

“Satisfied” 

Remarks 

% of 

Appeals 

Filed 

% of 

Appeals 

Redressed 

1 
Ministry of Labour and 

Employment 
0.35 28.14 60.22 51.05 66.67 59.09 0.65 15.00 56.93 24.17 74.38 

2 
Department of Financial Services 

(Banking Division) 
6.32 7.90 75.38 73.00 72.08 65.78 0.00 7.00 50.50 26.49 67.39 

3 
Department of 

Telecommunications 
0.04 14.30 85.42 91.31 100.00 92.55 0.00 6.00 48.89 22.80 86.76 

4 
Ministry of Micro Small and 

Medium Enterprises 
0.07 52.27 23.91 53.16 71.43 75.00 0.72 7.00 26.06 18.64 72.06 

5 Department of Defence Finance 0.07 10.22 21.63 24.20 100.00 100.00 0.72 17.00 63.15 17.91 49.96 

6 Department of Posts 0.09 7.18 99.23 78.90 91.67 89.87 0.00 7.00 59.30 22.44 82.67 

7 Ministry of Home Affairs 1.49 10.70 55.93 11.48 62.10 28.97 1.02 30.00 35.41 9.93 26.55 

8 
Ministry of Railways (Railway 
Board) 

25.16 2.87 49.39 43.13 47.22 43.84 0.09 17.00 43.98 27.19 56.57 

9 
Central Board of Direct Taxes 

(Income Tax) 
0.06 1.25 98.09 30.46 84.62 60.00 0.05 41.00 63.25 15.50 55.94 

10 
Department of Health & Family 

Welfare 
23.31 7.62 34.88 34.11 68.92 66.67 0.00 8.00 46.75 6.52 46.54 

11 
Ministry of Road Transport and 

Highways 
0.14 11.65 66.82 49.40 70.94 63.64 0.00 9.00 37.15 10.93 62.46 

12 
Unique Identification Authority 
of India 

0.26 96.53 69.77 43.17 70.00 33.33 2.33 15.00 45.54 29.89 60.60 

13 
Department of Agriculture and 

Farmers Welfare 
0.17 35.59 49.02 62.75 83.33 100.00 0.00 7.00 28.75 18.98 77.45 

14 
Ministry of Housing and Urban 
Affairs 

0.34 1.90 28.84 24.82 60.56 48.89 0.00 25.00 41.25 13.17 37.79 

15 Department of Consumer Affairs 4.55 65.93 51.22 73.93 82.61 63.64 0.00 6.00 32.69 30.27 93.15 
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# M/D 
Adequacy of 

Categorization 

Ratio of 

GROs vis-

à-vis 

Grievances 

% of 

Active 

GROs 

% of Grievances 

Resolution 

within Timeline 

with ATRs 

% of 

Disposal of 

Complaints 

Labelled as 

"Urgent" 

% of 

Resolution of 

Corruption 

Grievances 

% Pendency 

with GROs 

Average 

Disposal 

Time 

% of 

Resolution 

with 

“Satisfied” 

Remarks 

% of 

Appeals 

Filed 

% of 

Appeals 

Redressed 

16 Department of Higher Education 0.40 6.17 57.70 38.71 72.73 73.33 0.00 14.00 40.71 23.86 49.91 

17 
Ministry of Petroleum and 

Natural Gas 
7.48 4.31 54.80 15.24 54.17 72.06 0.17 33.00 66.47 15.76 8.84 

18 
Department of Financial Services 
(Insurance Division) 

3.27 7.73 91.48 80.27 81.82 50.00 0.00 7.00 41.57 30.69 76.12 

19 
Department of Food and Public 

Distribution 
0.39 1.04 16.11 26.62 45.45 40.35 0.20 25.00 62.34 19.83 1.59 

20 Ministry of External Affairs 7.52 3.64 17.82 54.67 49.25 25.00 0.00 13.00 52.71 24.51 48.23 

21 
Department of Personnel and 
Training 

0.49 12.92 48.59 31.17 73.87 75.00 0.00 10.00 33.66 4.98 54.61 

22 
Department of Rural 

Development 
0.06 0.19 3.32 37.04 69.57 30.53 0.00 11.00 34.11 23.41 18.98 

23 
Department of School Education 
and Literacy 

0.24 8.30 60.59 33.58 66.67 71.74 0.00 18.00 39.32 23.24 62.34 

24 
Ministry of Electronics & 

Information Technology 
1.26 8.62 23.49 66.35 81.13 100.00 0.00 9.00 45.82 14.80 57.30 

25 Department of Defence 0.22 1.86 65.07 60.35 75.00 92.59 0.00 8.00 33.33 0.00  

26 
Department of Ex Servicemen 
Welfare 

0.74 1.05 17.15 35.82 57.14 28.57 0.00 28.00 54.46 20.74 54.92 

27 
Ministry of Environment, Forest 

and Climate Change 
13.64 8.81 57.46 44.53 75.42 100.00 0.00 13.00 37.72 14.30 65.96 

28 Ministry of Civil Aviation 0.09 3.31 31.44 56.69 50.00 75.00 0.00 8.00 44.20 31.41 25.21 

29 
Ministry of Drinking Water and 
Sanitation 

0.44 2.90 24.81 40.31 85.71 0.00 0.00 14.00 48.52 20.65 79.08 

30 Ministry of Corporate Affairs 15.91 11.29 73.47 57.21 80.65 83.78 0.00 14.00 31.99 25.76 37.17 

31 
Central Board of Indirect Taxes 

and Customs 
0.20 1.64 98.67 73.42 86.67 80.95 0.00 8.00 52.29 17.77 78.15 

32 Department of Revenue 0.20 19.66 94.00 31.57 75.00 71.43 0.00 8.00 50.00 1.37 82.61 

33 Department of Justice 0.22 83.09 63.64 17.88 18.84 100.00 9.09 11.00 20.00 21.32 0.00 

34 
Department of Social Justice and 
Empowerment 

1.16 10.76 71.25 59.59 58.49 100.00 0.00 9.00 37.16 17.95 73.99 

35 
Ministry of Women and Child 

Development 
2.04 20.80 57.50 38.56 58.33 60.00 0.00 13.00 22.67 32.08 50.00 

36 Ministry of Panchayati Raj 0.00 0.56 22.15 17.89 100.00 55.56 0.00 13.00 24.25 7.30 22.58 

37 Department of Land Resources 0.00 87.50 75.00 39.41 85.71 100.00 0.00 6.00 0.00 0.45 66.67 

38 
Ministry of Skill Development 
and Entrepreneurship 

0.00 9.30 53.73 8.53 0.00 100.00 0.00 28.00 36.96 17.78 19.59 



35 | P a g e  

 

# M/D 
Adequacy of 

Categorization 

Ratio of 

GROs vis-

à-vis 

Grievances 

% of 

Active 

GROs 

% of Grievances 

Resolution 

within Timeline 

with ATRs 

% of 

Disposal of 

Complaints 

Labelled as 

"Urgent" 

% of 

Resolution of 

Corruption 

Grievances 

% Pendency 

with GROs 

Average 

Disposal 

Time 

% of 

Resolution 

with 

“Satisfied” 

Remarks 

% of 

Appeals 

Filed 

% of 

Appeals 

Redressed 

39 Ministry of Power 0.17 1.76 92.56 50.30 100.00 100.00 0.00 5.00 68.42 4.54 56.67 

40 Ministry of Cooperation 24.02 27.95 38.10 44.90 57.14 50.00 0.00 6.00 11.83 26.49 96.18 

41 
Department of Financial Services 

(Pension Reforms) 
43.44 73.67 100.00 89.47 100.00  0.00 3.00 36.62 9.15 79.07 

42 Department of Military Affairs 0.23 0.42 46.73 33.73 60.00 44.44 0.00 16.00 29.57 36.18 60.82 

43 
Ministry of Information and 
Broadcasting 

0.48 3.26 40.31 55.00 84.00 54.55 0.00 15.00 35.66 23.25 37.87 

44 Department of Commerce 33.00 3.81 33.33 20.45 58.82 69.23 0.00 31.00 55.56 5.53 23.81 

45 

Ministry of Water Resources, 

River Development & Ganga 

Rejuvenation 

29.46 2.37 35.58 14.33 44.44 75.00 0.00 15.00 33.33 6.56 55.17 

46 Staff Selection Commission 24.61 14.15 74.07 22.62 14.29  0.00 35.00 53.59 28.39 28.39 

47 NITI Aayog 0.79 5.64 10.45 77.78 93.33  0.00 1.00 25.00 1.47 85.71 

48 Department of Legal Affairs 0.55 19.00 26.32 40.31 96.77 100.00 0.00 25.00 23.33 0.00  

49 Ministry of Tourism 10.53 5.31 29.41 57.51 100.00 93.48 0.00 7.00 40.82 13.31 65.63 

50 Ministry of Coal 0.00 0.58 17.50 60.04 66.67 66.67 0.32 12.00 30.16 0.00  

51 
Department of Empowerment of 

Persons with Disabilities 
5.13 9.75 90.63 38.64 81.25 100.00 0.00 19.00 42.16 30.67 34.71 

52 Ministry of AYUSH 1.39 6.26 69.57 73.89 85.71 93.33 0.00 6.00 56.52 17.01 73.02 

53 Ministry of Culture 0.83 1.45 44.85 62.84 0.00 100.00 0.00 10.00 53.25 18.88 73.13 

54 
Department of Economic Affairs 

ACC Division 
5.49 4.47 24.53 4.62 12.90 31.25 1.89 44.00 33.33 6.51 2.50 

55 
Department of Animal 

Husbandry, Dairying 
0.00 6.24 41.18 12.70 81.82  0.00 24.00 40.00 5.51 51.22 

56 
Department for Promotion of 

Industry and Internal Trade 
13.78 2.09 25.53 42.97 88.89 33.33 0.00 14.00 58.00 18.99 66.67 

57 Ministry of Tribal Affairs 0.00 2.00 24.18 57.98 50.00  0.00 10.00 41.51 24.18 31.37 

58 Department of Expenditure 12.36 2.23 32.50 17.69 100.00 100.00 0.00 27.00 44.00 9.46 3.17 

59 Ministry of Heavy Industries 1.72 2.81 48.39 91.62 100.00 100.00 0.00 3.00 31.15 40.70 70.37 

60 
Ministry of New and Renewable 

Energy 
0.61 3.73 29.55 27.89 100.00 100.00 0.00 13.00 47.50 19.08 46.55 

61 Ministry of Mines 0.00 3.54 63.04 22.78 100.00 66.67 0.00 13.00 22.22 12.69 38.24 

62 Ministry of Minority Affairs 0.00 2.71 54.24 30.50 100.00 0.00 0.00 19.00 39.53 31.11 47.87 
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# M/D 
Adequacy of 

Categorization 

Ratio of 

GROs vis-

à-vis 

Grievances 

% of 

Active 

GROs 

% of Grievances 

Resolution 

within Timeline 

with ATRs 

% of 

Disposal of 

Complaints 

Labelled as 

"Urgent" 

% of 

Resolution of 

Corruption 

Grievances 

% Pendency 

with GROs 

Average 

Disposal 

Time 

% of 

Resolution 

with 

“Satisfied” 

Remarks 

% of 

Appeals 

Filed 

% of 

Appeals 

Redressed 

63 
Department of Agriculture 

Research and Education 
0.65 0.58 16.67 20.00 66.67 66.67 0.00 16.00 46.67 11.11 37.04 

64 Department of Sports 3.95 3.04 52.00 45.07 83.33  0.00 19.00 38.24 22.60 61.76 

65 
O/o the Comptroller & Auditor 
General of India 

0.00 1.11 56.82 34.69 66.67  0.00 13.00 35.71 18.25 25.49 

66 Ministry of Steel 0.83 1.35 35.96 56.58 50.00  0.00 14.00 16.67 45.71 56.25 

67 Legislative Department 0.85 3.44 41.18 29.75 40.00  0.00 11.00 36.36 10.00 0.00 

68 
Department of Science and 

Technology 
0.87 1.19 43.30 29.91 75.00  0.00 11.00 64.29 6.19 70.37 

69 Ministry of Parliamentary Affairs 0.87 7.19 100.00 81.40 100.00  6.25 2.00 0.00 2.56 100.00 

70 
Department of Defence 
Production 

0.99 0.44 29.74 28.57 50.00 57.14 0.00 20.00 41.38 31.63 14.29 

71 Department of Pharmaceuticals 4.12 4.22 65.22 76.53  100.00 0.00 8.00 46.67 11.93 1.79 

72 Ministry of Shipping 22.58 1.27 67.12 45.90 75.00 75.00 0.00 22.00 31.58 18.60 29.85 

73 
Department of Defence Research 

and Development 
1.08 0.95 8.16 33.09 75.00  0.00 27.00 16.67 40.79 45.45 

74 Ministry of Textiles 0.00 1.92 45.83 47.90 50.00 0.00 0.00 11.00 50.00 25.00 77.78 

75 Department of Atomic Energy 0.00 1.30 66.20 31.91 0.00 48.28 0.00 11.00 77.78 13.04 63.64 

76 Department of Health Research 16.30 0.63 19.05 40.24 100.00  0.00 9.00 50.00 8.43 44.44 

77 
Department of Investment & 
Public Asset Management 

67.07 10.25 50.00 52.50 100.00  0.00 8.00 0.00 0.00 0.00 

78 Department of Fertilizers 14.86 1.95 50.00 22.22  73.08 0.00 10.00 50.00 15.52 60.00 

79 Department of Youth Affairs 1.37 3.84 68.42 23.21 80.00  0.00 22.00 42.86 11.94 62.50 

80 Department of Fisheries 40.98 4.69 46.15 53.45  50.00 0.00 9.00 0.00 35.56 15.63 

81 
Ministry of Food Processing 

Industries 
46.55 1.81 15.63 29.79 100.00  0.00 19.00 55.56 7.84 0.00 

82 Department of Public Enterprises 1.79 5.09 18.18 39.13 100.00 100.00 0.00 6.00 50.00 0.00 0.00 

83 
Department of Chemicals and 
Petrochemicals 

0.00 4.33 50.00 55.56 100.00 100.00 0.00 4.00  2.17 0.00 

84 
Department of Scientific & 

Industrial Research 
0.00 0.44 38.89 36.62 25.00 100.00 0.00 21.00 29.41 21.15 34.38 

85 Department of Space 25.00 1.71 61.90 19.61 100.00  0.00 20.00 77.78 19.23 54.55 

86 
Ministry of Statistics and 
Programme Implementation 

40.00 0.29 30.59 17.50   0.00 25.00 33.33 15.00 25.00 
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# M/D 
Adequacy of 

Categorization 

Ratio of 

GROs vis-

à-vis 

Grievances 

% of 

Active 

GROs 

% of Grievances 

Resolution 

within Timeline 

with ATRs 

% of 

Disposal of 

Complaints 

Labelled as 

"Urgent" 

% of 

Resolution of 

Corruption 

Grievances 

% Pendency 

with GROs 

Average 

Disposal 

Time 

% of 

Resolution 

with 

“Satisfied” 

Remarks 

% of 

Appeals 

Filed 

% of 

Appeals 

Redressed 

87 Ministry of Earth Sciences 4.76 0.72 10.34 21.21 100.00  0.00 20.00 66.67 15.38 80.00 

88 Department of Official Language 26.32 1.19 56.25 76.92 100.00  0.00 5.00 100.00 13.04 87.50 

89 Department of Bio Technology 11.11 0.24 12.16 5.26 0.00  0.00 17.00 100.00 0.00 0.00 

90 
Ministry of Development of 

North Eastern Region 
0.00 0.67 20.00 100.00   0.00 2.00 20.00 33.33 0.00 

 

 
 

Legends for Colour Code: 

Colour Code Score Range Description Colour Code Indicator Value Description Colour Code Indicator Value Description 

 >75 

for all indicators 

except Average 

Disposal Time and 

Ratio of GROs vis-à-
vis Grievance 

Registered 

 <15 

Average Disposal 

Time 

 < 5 
Ratio of GROs vis-à-

vis Grievance 

Registered 

 50-75  15 - 30  5 - 10 

 25-50  30 - 45  10 - 15 

 <25  > 45  >15 

 Grievance & 
Appeals Not 

Received and No 

Calls made for 
Feedback 
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