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1. Key Highlights

1. General

e Meeting with Grievance Redressal Officers of all the Central Ministries/Departments was
held on 19" February, 2024, to review the pendency and disposal of public grievances on
CPGRAMS

e In February 2024, for the 19" month in a row, the monthly disposal crossed 1 lakh cases in
the Central Secretariat

e Average Grievance Redressal Time in all the Ministries/Departments in the year 2024, from
1%t January to 29" February, 2024 is 16 Days

e In February, 2024, the BSNL Feedback Call Centre collected 87551 feedbacks. Out of the
total feedbacks collected, ~44% citizens expressed satisfaction with the resolution provided
to their respective grievances

e 54971 feedbacks (63%) were collected for Central Ministries/Departments by the BSNL

Feedback Call Centre, ~47% citizens expressed satisfaction with the resolution provided

2. PG Cases

e In February 2024, 149041 PG cases were received on the CPGRAMS portal, 126844 PG
cases were redressed and there exists a pendency of 93827 PG cases, as of 291" February,
2024 out of which 71283 grievances are pending within 30 days.

e A total of 23154 grievances were registered through Common Service Centres in
February, 2024. Top 2 categories for which maximum grievances were received are
Pradhan Mantri Awaas Yojana — Gramin (Rural) and PMKISAN.

e 36% of the grievances in the Central Secretariat were received by 3 Ministries/Departments.
Department of Rural Development [26480 grievances], Ministry of Labour and
Employment [14485 grievances], Department of Financial Services (Banking Division)

[13338 grievances], have received the maximum number of grievances in February, 2024

3. PG Appeals

e In February, 2024, 21709 appeals were received and 22627 appeals were disposed
e The Central Secretariat has a pendency of 20973 PG Appeals at the end of February, 2024
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4. Grievance Redressal Assessment and Index (GRAI) — February, 2024

Department of Revenue, Central Board of Indirect Taxes and Customs and
Department of Posts are amongst the top performers in the Grievance Redressal
Assessment & Index within the Group A (more than 500 grievances) for February, 2024

NITI Aayog, Department of Legal Affairs and Department of Pharmaceuticals are
amongst the top performers in the Grievance Redressal Assessment & Index within the

Group B (less than 500 grievances) for February, 2024
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2. Review of Status of Grievances

2.1. Overview

Brought . . -
[ Receipts » Disposed » Pending
21060 270665 247898 93827
(Time Period: 01/01/2024 to 29/02/2024)
2.2. Month-wise Status of Grievance
Status of Receipts, Disposal & Pendency
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(Time Period: 01/01/2024 to 29/02/2024)
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3. Age-wise Status of Grievances on CPGRAMS

3.1. Disposal

300000

247898
250000

215114

200000

150000

Number of Grievances

100000

50000 32784

. 1834 392
0

Total Disposal Disposed <=30 Disposed > 30 Days  Disposed > 6 Disposed > 1 Year
Days Months

Timeline of Disposal

(Time Period: 01/01/2024 to 29/02/2024)

Ministry of Labour and Employment has disposed the maximum number of grievances
within 30 days’ time period [29027 grievances] which is ~97% of their total disposal
[29797 grievances]

Department of Financial Services (Banking Division) has disposed the 2" highest
number of grievances within 30 days [22552 grievances], which contributes ~84% of their
total disposal [26729 grievances]

Department of Agriculture and Farmers Welfare has disposed ~99% of the total
grievances disposed within 30 days’ time period

Department of Posts has disposed ~96% of the total grievances within 30 days’ time
period [10744 out of 11147 grievances]

89 Ministries/Departments have disposed more than 50% of their grievances within 30

days’ time period
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4. Grievance Redressal Officers on CPGRAMS

Top 10 Ministry/Department wise GRO’s mapped

Total GRO

Ministry/ Department Accounts Nodal GROs Bl
GROs
Created

1 Central Board of Direct Taxes (Income 11047 10104 943
Tax)

2 Department of Rural Development 10420 9834 586

3 Ministry of Housing and Urban Affairs 3857 3529 328

4 Department of Defence 3335 3248 87

5 Department of Financial Services 2700 2355 345
(Banking Division)

6 Ministry of Railways ( Railway Board) 2403 2184 219

7 Department of Defence Finance 1817 1727 90

8 Central Board of Indirect Taxes and 1602 1555 47
Customs

9 Department of Ex Servicemen Welfare 1393 1337 56

10 Department of Telecommunications 1432 1257 175
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5. Grievance Redressal Assessment and Index — February, 2024

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:
e Efficiency: 5 indicators

e Feedback: 2 indicators

e Domain: 2 indicators

e Organisational Commitment: 2 indicators

The data used in preparing the GRAI has been taken from 15t February, 2024 to 29t
February, 2024.

The Ministries/Departments have been categorised into two groups, based on the number of
grievances received during the period in consideration, to enable a fair comparison; 1% Group
(Group A) contains Ministries/Departments receiving higher number of grievances (i.e.,
>=500) while 2" Group (Group B) contains the ones receiving comparatively lesser number

of grievances (i.e., < 500).

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

the corresponding weightages:

Orientation of

# Dimensions Weights # Indicators Indicator* Weights

% of Grievances Resolved within Positive 0.45
Timeline (within 30 days) '

% of Appeals Redressed Positive 0.15

1 Efficiency 0.45 % of Resolution of Grievances under Positive 0.15
Corruption Category '

Average Resolution Time Negative 0.10

% Pendency with GROs (beyond 30 days) Negative 0.15

2 Feedback 0.30 % of Appeals Filed Negative 0.50
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Orientation of

Dimensions Weights Indicators Indicator* Weights
7 % of Resolution with “Satisfied” Remarks Positive 0.50
0 . .
8 % of Resolution ?.f Compl)'lalnts Labelled Positive 0.60
as "Urgent
3 Domain 0.15
Adequacy of Categorisation of Grievance .
9 by M/D Negative 0.40
10 Ratio of GROs vis-a-vis Grievances Negative 0.30
Lo Received
4 Organls_atlonal 0.10
Commitment 1 % of Active Grievance Redressal Officers Positive 0.70
(GROs) '

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

5.1. Ranking of Ministries/Departments — Group A

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

Dimension-wise Score

Commitment

Ministry / Department Total ————————— 71 GRAI GRAI
Grievances Efficiency Feedback @ Org. Score Rank

1 Department of Revenue 947 0.427 0.215 0.147 0.094 0.883 1
o | Central Board of Indirect Taxes 1,511 0.416 0.190 0.148 0.084 0837 | 2
and Customs
3 Department of Posts 5,219 0.377 0.207 0.124 0.087 0.796 3
4 | Department of Agriculture and 9,020 0.346 0.254 0.135 0.042 0778 4
Farmers Welfare
Department of Food and Public
5 | Diribution 1,146 0.409 0.206 0.093 0.069 0.778 5
g | Department of 4,188 0.410 0.157 0.126 0.069 0.762 6
Telecommunications
7 | Ministry of Home Affairs 4,967 0.332 0.206 0.138 0.071 0.747 7
g | Ministry of Labour and |, e0 0.369 0.179 0.094 0.077 0719 8
Employment
g | Ministry of Road Transport and 1,092 0.323 0.167 0.129 0.067 0.686 9
Highways
Ministry of Electronics &
10| Information Technology 673 0.325 0.214 0.098 0.049 0.686 10
11 | Department of Defence 1,426 0.307 0.228 0.104 0.046 0.685 11
12 | Ministry of Panchayati Raj 737 0.336 0.179 0.130 0.038 0.684 12
13 | Department of Personnel and 1,603 0.311 0.200 0.109 0.062 0.681 13
Training
14 | Department of Justice 1,045 0.326 0.170 0.119 0.058 0.673 14
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Dimension-wise Score

Ministry / Department Total ——————— 7 GRAI GRAI
Grievances Efficiency Feedback M Or_g. Score Rank
Commitment

15 | Department  of  Financial 2,041 0.355 0.121 0.104 0.079 0660 @ 15
Services (Insurance Division)

16 | Unique ldentification Authority 1,676 0.308 0.193 0.082 0.076 0.660 16
of India

17 | Department of Ex Servicemen 4,541 0.278 0.193 0.138 0.040 0.650 | 17
Welfare

1g | Ministry of Railways (Railway | g 53, 0.304 0.149 0.133 0.062 0650 = 18
Board)

1g | Department of Social Justice 634 0.287 0173 0.124 0.063 0646 = 19
and Empowerment

20 | Ministry of Civil Aviation 681 0.321 0.133 0.140 0.049 0.644 | 20

p1 | Department of  Consumer 1,451 0.278 0.166 0.136 0.061 0640 21
Affairs
Ministry of Petroleum and

22 NI S 2,182 0.238 0.236 0.090 0.062 0625 | 22
Department  of  Financial

23| gomices (Banking Division) 13,338 0.282 0.167 0.106 0.070 0624 | 23

94 | Ministry of Women and Child 862 0.277 0.164 0.111 0.070 0621 | 24
Development

25 | Ministry of Corporate Affairs 2,353 0.316 0.157 0.082 0.066 0621 | 25

og | Ministry of Housing and Urban | ;g 0.274 0.192 0.108 0.046 0621 | 26
Affairs
Central Board of Direct Taxes

27| (noome Tao 6,608 0.158 0.217 0.126 0.096 0597 27

gg | Department of Health & Family |, o7, 0.224 0.217 0.099 0.049 0590 @ 28
Welfare

29 | Ministry of External Affairs 1,512 0.282 0.209 0.056 0.041 0588 | 29

30 | Department of Defence Finance 2,190 0.274 0.149 0.103 0.051 0.577 30
Department of Rural

3L | Deveropment 26,480 0.152 0.280 0.105 0.030 0567 | 31

3o | Department  of  Higher 1,434 0.228 0.169 0.079 0.059 0534 | 32
Education
Department of School

33| Coeation and Literacy 1,459 0.172 0.168 0.071 0.060 0471 | 33

Note: In case, the Ministry/Department has not received any appeal, grievance related to corruption and
grievance categorised as ‘Urgent’, the respective indicator weight is being equally redistributed among the other
indicators of that particular dimension while calculating the GRAI score.
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5.2. Ranking of Ministries/Departments — Group B

(Ministries/Departments with Total Grievances less than 500)

Dimension-wise Score

Ministry / Total GRAI GRAI
Department Grievances Efficiency Feedback Domain Or_g. Score Rank
Commitment

1 NITI Aayog 424 0.449 0.218 0.150 0.035 0.853 1

o | Department of  Legal 373 0.442 0.214 0.143 0.032 0831 | 2
Affairs
Department of

3 Pharmaceuticals 115 0.396 0.229 0.126 0.062 0.813 3

4 | Department of  Land 305 0.433 0.176 0.150 0.043 0801 | 4
Resources

5 Ministry of Coal 349 0.366 0.202 0.150 0.041 0.759 5
Ministry of Parliamentary

6 Affairs 249 0.318 0.213 0.150 0.077 0.758 6
Department of Investment

7 | & Public Asset 59 0.352 0.230 0.090 0.077 0.749 7
Management
Department of

8 Empowerment of Persons 276 0.382 0.146 0.135 0.082 0.745 8
with Disabilities

9 Ministry of Cooperation 450 0.437 0.129 0.088 0.069 0.723 9

10 | Department of  Public 49 0.377 0.150 0.150 0.042 0719 | 10
Enterprises

11 | Ministry of Ayush 146 0.369 0.128 0.149 0.069 0.716 11
Department of Financial

12 | Services (Pension 232 0.343 0.202 0.106 0.064 0.715 12
Reforms)
Ministry of Development

13 of North Eastern Region 24 0.397 0.123 0.150 0.039 0.709 13
Ministry of Statistics and

14 | Programme 24 0.380 0.153 0.120 0.049 0.702 14
Implementation

15 | Ministry of Tourism 261 0.335 0.170 0.143 0.048 0.696 15
Ministry of  Drinking

16 Water and Sanitation 487 0.368 0.148 0.150 0.029 0.695 16
Department of

17 Expenditure 161 0.310 0.179 0.138 0.059 0.685 17
Ministry of Micro Small

18 and Medium Enterprises 303 0.294 0.209 0.133 0.042 0.678 18
Department of Science

19 and Technology 153 0.300 0.171 0.147 0.056 0.675 19

12|Page




Dimension-wise Score

Ministry / Total GRAI GRAI
Department Grievances Efficiency Feedback Domain Or_g. Score Rank
Commitment

Ministry of Skill

20 | Development and 209 0.300 0.169 0.150 0.051 0.670 20
Entrepreneurship
O/o the Comptroller &

21 Auditor General of India 342 0.259 0.228 0.101 0.074 0.662 21

22 | Legislative Department 138 0.220 0.233 0.139 0.059 0.651 22

23 | Ministry of Earth Sciences 30 0.293 0.165 0.137 0.041 0.635 23
Ministry of Food

24 Processing Industries 37 0.279 0.186 0.115 0.052 0.633 24

25 | Department of Commerce 353 0.282 0.218 0.079 0.041 0.619 25

26 | Department of Sports 86 0.292 0.136 0.126 0.063 0.617 26

27 | Ministry of Mines 102 0.275 0.176 0.113 0.053 0.617 27
Department of Defence

28 | Research and 71 0.303 0.147 0.134 0.032 0.616 28
Development
Ministry of Water
Resources, River

29 Development & Ganga 224 0.299 0.155 0.113 0.049 0.616 29
Rejuvenation

3o | Department of Chemicals 35 0.286 0.124 0.150 0.055 0615 | 30
and Petrochemicals

31 | Ministry of Tribal Affairs 156 0.236 0.183 0.150 0.038 0.607 31

3p | Ministry of Information 312 0.260 0.192 0.099 0.056 0606 & 32
and Broadcasting

33 | Ministry of New and 118 0.226 0.209 0.120 0.048 0603 | 33
Renewable Energy
Ministry of Environment,

34 | Forest and Climate 478 0.258 0.194 0.089 0.059 0.600 34
Change

35 | Department of  Youth 41 0.181 0.192 0.145 0.074 0592 = 35
Affairs
Department of Animal

36 Husbandry, Dairying 149 0.246 0.221 0.092 0.030 0.588 36

g7 | Ministry of - Minority 236 0.255 0.154 0.110 0.061 0580 37
Affairs

38 | Ministry of Culture 243 0.172 0.190 0.149 0.058 0.570 38
Department for Promotion

39 | of Industry and Internal 249 0.266 0.166 0.083 0.050 0.565 39
Trade

40 | Department of - Health 96 0.214 0.219 0.007 0.035 0565 | 40
Research
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Dimension-wise Score

Ministry / Total e ¢ ] = 7] HN(€1 27
Department Grievances Efficiency Feedback Domain Or_g. Score Rank
Commitment
41 | Ministry of Steel 132 0.236 0.117 0.150 0.055 0.559 41
gp  Sft Selection 250 0.207 0.150 0.123 0.077 0558 | 42
Commission
43 Ministry of Power 379 0.225 0.171 0.120 0.039 0.554 43
44 | Ministry of Shipping 165 0.198 0.179 0.116 0.057 0.550 44
45 | Department of  Bio 35 0.272 0.062 0.144 0.036 0514 | 45
Technology
46 | Department of Space 38 0.143 0.227 0.077 0.065 0.513 46
47 | Department of - Atomic 113 0.175 0.158 0.089 0.078 0499 | 47
Energy
Department of Economic
48 Affairs ACC Division 311 0.128 0.230 0.086 0.040 0.484 48
Department of Agriculture
49 Research and Education 141 0.242 0.140 0.059 0.041 0.482 49
Department of Scientific
50 & Industrial Research 152 0.236 0.108 0.089 0.046 0.479 50
51 | Department of Fisheries 45 0.207 0.082 0.130 0.048 0.466 51
5p | Department of Military 416 0.197 0.146 0.072 0.044 0459 = 52
Affairs
Department of Official
53 Language 18 0.226 0.141 0.038 0.047 0.452 53
54 | Department of Defence 158 0.153 0.099 0.062 0.048 0363 | 54
Production
55 | Department of Fertilizers 76 0.157 0.085 0.050 0.064 0.356 55
Department of Heavy
56 Industry 96 0.160 0.101 0.042 0.052 0.355 56
57 Ministry of Textiles 67 0.156 0.091 0.059 0.048 0.354 57

Note: In case, the Ministry/Department has not received any appeal, grievance related to corruption and
grievance categorised as ‘Urgent’, the respective indicator weight is being equally redistributed among the other
indicators of that particular dimension while calculating the GRAI score.

14|Page




5.3.  Analysis of Monthly GRAI - February 2024

e In February 2024, the registered grievance increased by around 27,000 (from 1.21 Lakhs
in January 2024 to 1.48 Lakhs)

e Average Disposal time has reduced from 18.19 to 17.7 since last month

e Average resolution within timeline is 50% which has reduced by 6 percentage points from
January 2024

e Total % of Satisfied calls stands at 47.6%

Group A: Department of Revenue has topped the ranking, followed by Central Board of
Indirect Taxes and Customs, Department of Posts, Department of Agriculture and Farmers

Welfare and Department of Food and Public Distribution.

Group B: NITI Aayog have topped the ranking followed by Department of Legal Affairs,

Department of Pharmaceuticals, Department of Land Resources and Ministry of Coal.
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6. BSNL — Feedback Call Centre

e From 1% January to 29" February, 2024, the BSNL Feedback Call Centre has collected
178989 feedbacks, directly from the citizens

Feedback Collected by the Call Centre (2024)

Jan 91437
80000 82000 84000 86000 88000 90000 92000 94000

e From 1% February to 29" February, 2024, the BSNL Feedback Call Centre has collected
87551 feedbacks, directly from the citizens

Total Feedbacks Collected - February, 2024

. 32580

States/UTs @ Central Ministries/Departments

o Atotal of 38567 citizens have given the Satisfaction level for their Grievance Redressal as
“Satisfied” in the month of February, 2024

Satisfaction Level of Citizens - February, 2024

0 5000 10000 15000 20000 25000 30000
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e Atotal of 24354 citizens have given the Rating for their Grievance Redressal as “Excellent
& Very Good” in the month of February, 2024

Feedback marked as Excellent & Very Good - February, 2024
12000
10250
10000
8000 6889
6000
4000 3651 3564
0
Excellent Very Good
m Central Ministries/Departments = States/UTs

e Trend of Satisfaction across Ministries/Departments in January, 2024, and February, 2024

for which more than 1000 feedbacks were collected

JANUARY FEBRUARY
PRSI peedback satisfied 96 ook Satisfied %
1 Ministry of Labour and Employment 8728 49% 8001 52%
5 g?\ﬂzzgg)ent of Financial Services (Banking 7748 42% 6814 45%
3 Ministry of Railways (Railway Board) 3922 34% 3411 40%
4 Department of Ex Servicemen Welfare 2825 51% 3385 51%
5 Central Board of Direct Taxes (Income Tax) 3060 54% 3249 57%
6 Department of Defence Finance 2838 53% 2930 55%
7 Department of Posts 2788 52% 2404 53%
8 Department of Telecommunications 2476 37% 2244 45%
9 Department of Rural Development 1082 71% 1745 74%
10 Ministry of Petroleum and Natural Gas 964 60% 1402 65%
11 Ministry of Home Affairs 1306 38% 1110 39%
12 gzia\;,)izzgr:;ant of Financial Services (Insurance 1120 34% 1070 33%
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7. Review of Status of Appeals on CPGRAMS

7.1. Overview

Brought ! . :
Forward Receipts » Disposed » Pending
20833 44851 44711 20973
(Time Period: 01/01/2024 to 29/02/2024)
7.2. Month-wise Status of Appeals
Status of Receipts, Disposal & Pendency of Appeals
23500
23142
23000
22627
22500
22084
. 22000 21891
g 21709
(e
<
‘S 21500
3
£
z 21000 20973
20500
20000
19500 January February
m Receipts 23142 21709
= Disposal 22084 22627
= Pending 21891 20973

Month
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7.3. Average Closing Time of Appeals

e The Average Closing Time of Appeals in the Central Ministries/Departments is 23 days
from 1%t January to 29" February, 2024

7.4. Status of Appellate Authorities

e Top 15 Appellate Authorities with maximum disposal of appeals

Name of Officer's

Officer's Name

Receipts

Disposed Pending

Ministry/Department

Designation

Ministry of Labour and | Sh. Nagesh Kumar Deputy Director
1 Employment Singh General 1437 7701 517
Department  of  Financial Sh. PANKAJ .
2 Services (Banking Division) SHARMA Joint Secretary 6976 6882 1629
Ministry of Railways (Railway | Sh. Mukul Saran | Additional Member
3 Board) Mathur Commercial 3217 3136 871
4 | Department of Posts Sh. Shalendra | hh6 b oaand 1 | 2809 2898 276
Dwivedi
Sr Deputy Director
5 | Department Of | Ms.RekhaSingh = General-Public | 2552 | 2572 125
Telecommunications .
Grievances
Department of Ex Servicemen Sh. Pudi Hari Joint Secretary
6 Welfare Prasad (ESW) 1806 2204 21
Principal Director
Central Board of Direct Taxes Ms. Archana General of Income
! (Income Tax) Choudhary Tax Administration 1893 1886 2209
and TPS
Central Board of Indirect Principal Additional
8 Taxes and Customs Sh. Lalan Kumar Director General 1723 1822 51
Department  of  Defence | Sh. Rakesh Kumar .
9 Finance IDAS Sr. Joint CGDA 1341 1526 611
10 Department  of _ Financial Sh. Pankaj Sharma Joint Secretar 1242 1361 137
Services (Insurance Division) ' ! y
11 Ministry of Home Affairs Sh. S. G. Roy Jt. Secretary CIC 794 1019 699
Ministry of Housing and . . . .
12 Urban Affairs Sh. Dinesh Kapila | Economic Advisor 848 862 480
Ministry of Road Transport Sh. Kamlesh .
13 and Highways Chaturvedi Joint Secretary 708 742 200
- Joint Secretary
14 Ministry of Petroleum and Sh. Rohit Mathur | Admin General CA 660 632 398
Natural Gas
Parl RTI PG
- . Sh. T. Armstrong
15 Ministry of External Affairs Changsan JS - PSP and CPO 602 622 100

(Time Period: 01/01/2024 to 29/02/2024)
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8. Outreach through Common Service Centres

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)

o A total of 23154 grievances have been registered through the Common Service Centres in
the month of February, 2024

Receipts . Disposed » Pending
23154 5935 17219

(Time Period: 01/02/2024 to 29/02/2024)

e Top 15 Ministries/Departments/States/UTs for which the maximum grievances were

registered through CSCs:

Name of Ministry/Department/State/UT Recelpts Disposed Pending

Department of Rural Development 11970 2718 9252
2 Department of Agriculture and Farmers Welfare 4352 1370 2982
3 Ministry of Housing and Urban Affairs 3614 367 3247
4 Government of Assam 602 88 514
5 Department of Financial Services (Banking Division) 404 180 224
6 Government of Uttar Pradesh 306 136 170
7 Ministry of Labour and Employment 244 192 52
8 Unique Identification Authority of India 153 106 47
9 Department of Food and Public Distribution 140 140 0
10 Department of Telecommunications 117 95 22
11 Ministry of Petroleum and Natural Gas 104 47 57
12 Department of Health & Family Welfare 101 38 63
13 Ministry of Home Affairs 98 59 39
14 Department of Posts 80 58 22
15 Ministry of Panchayati Raj 60 39 21
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Top 10 States/UTs from which the maximum

grievances were registered through CSCs:

Top 10 Districts from which the maximum

grievances were registered through CSCs:

1
I
I
|
I
|
Number of | o Number of
Name of State/UT Grievances [ Name of District Grievances
1 N
1 Assam 15930 I 1 Nagaon (AS) 2615
1
2 Punjab 1835 I 2 Barpeta (AS) 1977
3 Uttar Pradesh 1427 : 3 Majuli (AS) 1707
4 Odisha 1004 1 4 Dhubri (AS) 1346
|
5 Jharkhand 572 | 5 Cachar (AS) 1309
|
6 Maharashtra 348 ! 6 Dhemaji (AS) 962
I
7 West Bengal 258 I 7 Ferozepur (PB) 698
. : 8 South Salamara-
8 Bihar 244 : Mankachar (AS) 579
9 Madhya Pradesh 191 : 9 Karimganj (AS) 531
10 Rajasthan 189 I 10 Shonitpur (AS) 513

State-wise categories for which maximum grievances have been registered through CSCs:

Name of Number of Category for which maximum Number of
State/UT Grievances grievances were received Grievances
Pradhan Mantrl Awaas Yojana - 11660
Gramin (Rural)
1 Assam 15930
Schemes, Programs & Other Divisions 1405
under MoHUA
2 Punjab 1835 PMKISAN related issues 1712
3 Uttar Pradesh 1427 PMKISAN related issues 577
4 Odisha 1004 PMKISAN related issues 496
5 Jharkhand 572 PMKISAN related issues 471
6 Maharashtra 348 PMKISAN related issues 209
7 West Bengal 258 PMKISAN related issues 105
8 Bihar 244 Public Distribution System related 55
9 Madhya Pradesh 191 PMKISAN related issues 43
10 Rajasthan 189 PMKISAN related issues 137
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Success Story - 1

Grievance Number: MOLBR/E/2023/0081928

Complaint Name: Sudipa Saha

Complaint Lodge Date: 21st August 2023

Complaint Closed Date: 25th August 2023

Total Time Taken for Resolution: 4 Days

Complaint Received by: Ministry of Labour and Employment
Complaint Closed by: Ministry of Labour and Employment
Call Date Made by Feedback Call Centre: 26th August 2023

Complaint Related to:

Citizen complaint related to the Ministry of Labour and Employment where the citizen was
working with Wipro a few months back, he left his job and tried to withdraw his Provident
Fund from his UAN Account but his claim request gets rejected every time. So, citizen
wants this issue to be resolved ASAP.

Call Synopsis:

Feedback Call Centre Agent who’s named Annu Singh called the citizen “Sudipa Saha” for
survey feedback on 26th Aug 2023 of grievance number: MOLBR/E/2023/0081928
which was lodged to the “Ministry of Labour and Employment”.

The grievance is that the citizen was working with Wipro a few months back he left his job
and tried to withdraw his Provident Fund from his UAN Account but his claim request gets
rejected every time. So, citizen wants this issue to get resolved ASAP

The resolution was given to citizens on 25th Aug 2023 by the “Ministry of Labour and
Employment”.

The resolution given to the citizen is that regarding the above-cited subject, it is to inform
that this office has settled claim form 19 with the amount of rupees 25,072/ on dated 24-
AUG-2023 and 10 C with the amount of rupees 12437/- on dated 25/08/2023. This is for
your kind information.

The citizen was very satisfied with the given resolution and gave an excellent rating to the
Department.
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Success Story - 2

Grievance Number: DEAID/E/2023/0023548

Complaint Name: YASIR AHMAD KHANDAY

Complaint Lodge Date: 31st August 2023

Complaint Closed Date: 12th October 2023

Total Time Taken for Resolution: 43 Days

Complaint Received by: Department of Financial Services (Insurance Division)
Complaint Closed by: Department of Financial Services (Insurance Division)
Call Date Made by Feedback Call Centre: 24th October 2023

Complaint Related to:

Citizen complaint related to the Department of Financial Services (Insurance Division)
where a citizen had lodged a grievance as his claim is pending under proposal no 1064557
and tag no 105299287534 death of pony at Pahalgam during yatra season he had submitted
all documents along with tag but still claim is pending. Citizen had requested the department
to look into the matter and do the needful and settle my claim

Call Synopsis:

Feedback Call Centre Agent named Anjali called the citizen “YASIR AHMAD
KHANDAY” for survey feedback on 24th Oct 2023 of grievance number:
DEAID/E/2023/0023548 which was lodged to the “Department of Financial Services
(Insurance Division)”.

Citizen had lodged a grievance as his claim is pending under proposal no 1064557 and tag
no 105299287534 death of pony at pahalgam during yatra season he had submitted all
documents along with tag but still claim is pending. Citizen had requested the department
to look into the matter and do the needful and settle my claim

Resolution was given to citizen on 12th Oct 2023 by “Department of Financial Services
(Insurance Division)”.

Resolution given to citizen being that the concerned office has informed vide their mail
dated 12th September, 2023 that the grievance regd. under DPG-DEAID/E/2023/0023548,
of YASIR AHMAD KHANDAY, Death of Pony, PROPOSAL NO 1064557 TAG NO
105299287534. The subject claim file received recently by the concerned office and has
been approved by the competent authority for an amount of Rs. 48000/-. The claim amount
will be transferred to the beneficiary within 10 working days.

Citizen was very satisfied with given resolution and given the excellent rating to the
Department.
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Success Story - 3

Grievance Number: MEAPD/E/2023/0006034

Complaint Name: Vivek Agarwal

Complaint Lodge Date: 4th August 2023

Complaint Closed Date: 25th August 2023

Total Time Taken for Resolution: 21 Days

Complaint Received by: Ministry of External Affairs
Complaint Closed by: Ministry of External Affairs

Call Date Made by Feedback Call Centre: 28th August 2023

Complaint Related to:

Citizen complaint related to the Ministry of External Affairs where citizen had lodged a
grievance as his 2 passports are pending for verification, to due the collaboration of
Embassy of Paris and RPO. So, citizen had requested the department to look into this matter
and so that he can get his passports ASAP.

Call Synopsis:

Feedback Call Centre Agent who’s named Suman called the citizen “Vivek Agarwal” for
survey feedback on 28th Aug 2023 of grievance number: MEAPD/E/2023/0006034
which was lodged to the “Ministry of External Affairs”.

Citizen had lodged a grievance as his 2 passports are pending for verification, to due the
collaboration of Embassy of Paris and RPO. So, citizen had requested the department to

look into this matter and so that he can get his passports ASAP

Resolution was given to citizen on 28th Aug 2023 by “Ministry of External Affairs”.
Resolution given to citizen is that both the passports have been dispatched on 22.08.2023.

Citizen was very satisfied with given resolution and given the excellent rating to the
Department.
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Success Story - 4

Grievance Number: CBODT/E/2023/0046838

Complaint Name: DEVANSH PRATAP SINGH

Complaint Lodge Date: 3rd October 2023

Complaint Closed Date: 7th November 2023

Total Time Taken for Resolution: 34 Day

Complaint Received by: Central Board of Direct Taxes (Income Tax)
Complaint Closed by: Central Board of Direct Taxes (Income Tax)
Call Date Made by Feedback Call Centre: 8th January 2024

Complaint Related to:

Citizen complaint related to Central Board of Direct Taxes (Income Tax) where citizen had
lodge grievance as citizen is Government employee with PAN ********x* disnytes an
erroneous demand notice for A.Y. 2017-18, presenting evidence of TDS credit in Form
26AS, and requests rectification and refund processing of Rs. 11,600.

Call Synopsis:

Feedback Call Centre Agent who’s named Pratima called the citizen “DEVANSH PRATAP
SINGH” for survey feedback on 8th Jan 2024 of grievance number:
CBODT/E/2023/0046838 which was lodged to the “Central Board of Direct Taxes (Income
Tax)”.

Citizen had lodge grievance as citizen is Government employee with PAN *****xkxkx
disputes an erroneous demand notice for A.Y. 2017-18, presenting evidence of TDS credit
in Form 26AS, and requests rectification and refund processing of Rs. 11,600.

Resolution was given to citizen on 7" Nov 2023 by “Central Board of Direct Taxes (Income
Tax)”.

Resolution given to citizen being that the JAO has submitted the order through ITBA and
CPC has accounted the same on 03/11/2023 determining a refund of Rs.11,660/-. The
refund is sent to the refund banker for crediting to your pre-validated & nominated bank
account and is likely to be credited by the refund banker in 10-15 working days. The credit
of refund can be checked by verification of the bank credits of the respective validated and
nominated bank account as provided by the taxpayer.

Citizen was very satisfied with given resolution and given the excellent rating to the
Department.
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Success Story - 5

Grievance Number: DPOST/E/2023/0034354
Complaint Name: Chandan Banerjee

Complaint Lodge Date: 24th Nov 2023

Complaint Closed Date: 7th Dec 2023

Total Time Taken for Resolution: 13 Days

Complaint Received By: Department of Posts

Complaint Closed By: Department of Posts

Call Date Made by Feedback Call Center: 11" Dec 2023

Complaint Related to:

Citizen complaint related to Department of Posts where the citizen had lodged a grievance
for seeking immediate intervention for non-receipt of matured amount from NSC
certificates (¥*** **x*xk g *xkkkkkxdx) submitted to Barsul Unnayani sub post office in
August, urging prompt action and resolution.

Call Synopsis:

Feedback Call Center Agent who’s named Pratima called the citizen “Chandan Banerjee”
for survey feedback on 11" Dec 2023 of grievance number: DPOST/E/2023/0034354
which was lodged to the “Department of Posts”.

Citizen had lodged a grievance for seeking immediate intervention for non-receipt of
matured amount from NSC certificates (**** ***x**x & *xkxikxkx*) submitted to Barsul
Unnayani sub post office in August, urging prompt action and resolution.

Resolution was given to citizen on 11" Dec 2023 by “Department of Posts”.
Resolution given to citizen is that SSPOs Burdwan Division reported that said NSC policy
maturity discharge Amount of Rs. 47950/- has been credited in SBI Account on 04.12.2023.

Citizen was very satisfied with given resolution and given the excellent rating to the
Department.
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10. Media Outreach

Ministry of Personnel, Public Grievances & Pensions

L G268

Amrit Mahotsav IR 2023 INDIA
21st Report on Central Ministries/Department's performance on CPGRAMS
released by DARPG for the month of January, 2024
A total of 1,21,478 Grievances were Redressed by Central Ministries/Departments in January, 2024
For the 18th month in a row, the monthly disposal crossed 1 lakh cases in the Central Secretariat

NITI Aayog, Department of Revenue, and Department of Agriculture and Farmers Welfare topped in
Group A category in the rankings released for the month of January, 2024

Ministry of Development of North Eastern Region, Ministry of Parliamentary Affairs, and Department of
Legal Affairs topped in Group B category in the rankings released for the month of January, 2024

Posted On: 15 FEB 2024 7:06PM by PIB Delhi

Ministry of Personnel, Public Grievances & Pensions

e 2%
ng i Ka @

Amrit Mahotsav IR 2023 INDIA

ONE NATION ONE PORTAL

Posted On: 07 FEB 2024 5:34PM by PIB Delhi

PIB India @ )
@' @PIB India % PIB India &

= @PIB_India

ONE NATION ONE PORTAL m 21st Report on Central Ministries/Department's performance on

- i . CPGRAMS released by DARPG for the month of January, 2024
Every Ministry / Department in Government of India and State

Government/UT have access to this system and grievances are resolved
by the concerned Ministries/ Departments/ States/ UTs on
decentralized basis. About 1.3 lakh Grievance Officers of Central and
State Governments are mapped on this system. The CPGRAMS has also
been integrated with Grievance portals of 19 States /UT.

m Atotal of 1,21.478 Grievances were Redressed by Central
Ministries/Departments in January, 2024

m For the 18th month in a row, the monthly disposal crossed 1 lakh
cases in the Central Secretariat

Read here: pib.gov.in/PressReleasePa.. Read here: pib.gov.in/PressReleseDet...

#ParliamentQuestion @DARPG _Gol

‘ 4 ‘ MDoNER India & 7:27 PM - Feb 15, 2024 - 15K Views
@MDoNER_Indla

4 Dr Jitendra Singh &

Empowering Lives: Solving Public Grievances in #NorthEast &2 @DrlitendraSingh

Economic Times: All citizens can lodge grievances pertaining govt depts
As an example of our commitment towards fulfilling our Citizens on #CPGRAMS
Expectaﬁonsl #DARPG #LokSabha

Team #MDoNER has emerged as the top performer in the Grievance
Redressal Assessment & Index within Group B of CPGRAMS Report
released by @DARPG Gol for Jan 2024

ﬁj} PIB India € @PIB India- Feb 15

m 21stReport on Central Ministries/Department’s performance on CPGRAMS
released by DARPG for the month of January, 2024

® Atotal of 1,21,478 Grievances were Redressed by Central ] A | / )
Ministries/Departments in January, 2024... All citizens can lodge grievances pertaining govt depts on CPGRAMS: Jited Singh
Show more — e J )
From economictimes.indiatimes.com
4:49 PM - Feb 16, 2024 - 666 Views 9:08 AM - Feb 8, 2024 - 6,396 Views
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ETGovernment
@ET_Government

CPGRAMS to be further stren gthened by full rollout of mobile app by
March: Centre

(o)
Centralized Public

Grievance Redress
And Monitoring System
GRAMS to be further strengthened by full rollout of mobile app by March: Centre - ET...

From government.economictimes.indiatimes.com

8:15 AM - Feb 22, 2024 - 260 Views

Mint @
@livemint

#PersonalFinance | Employees experiencing PF, TDS, or F&F issues can
seek redressal by filing complaints with EPFO, utilizing EPFIGMS, or
lodging complaints via CPGRAMS, while non-compliant cos face
penalties and legal consequences - £ @apri sharma
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From livemint.com

10:40 PM - Feb 20, 2024 - 2,274 Views

@DrlitendraSingh

%r"i Dr Jitendra Singh &

Amar Ujala: SRoRI fuTl &1 Riemd Raro aidd R gof g
#DARPG #LokSabha
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i forpradt 1 2 fadega amur W
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https://pgportal.gov.in W 39z #1 &

9:03 AM - Feb 8, 2024 - 5,025 Views

PIB India &
=4 @PIB India

CPGRAMS Reforms to be further strengthened by

(i) Full rollout of the CPGRAMS Mobile Application by March, 2024
(ii) adoption of CPGRAMS ver 7.0 in Gujarat State

(iii) CSC-CPGRAMS collaboration to be strengthened and

(iv) Use of Anuvadini Al Tool to be used for translation of CPGRAMS
Reports in regional languages

+f» January 2024 witnessed the highest monthly dispasal of Public
Grievances in Ministries/ Departments achieved in January, 2024

+$» 6664 Grievance Redressal Officers trained by State ATls in the
Financial Year 2023-24 as on 31January, 2024 under Sevottam Scheme

Read here: pib.gov.in/PressReleasePa...

5:04 PM - Feb 21, 2024 - 8,252 Views
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Annexure 1: Performance of Ministries/Departments

Annexures

Annexure 1.1.: Maximum Number of Receipts — February, 2024

Name of Ministry/Department ngxg?; Receipts Gri-gi)/g;lces Disposal  Pending
1 Department of Rural Development 4230 26480 30710 5489 25221
2 Ministry of Labour and Employment 4527 14485 19012 14811 4201
3 B?\ﬂzzgn;ent of Financial Services (Banking 9016 13338 29354 13636 8718
4 Ministry of Housing and Urban Affairs 1170 10598 11768 5985 5783
5 \[/)\;ae[:?;:gnent of Agriculture and Farmers 1604 9021 10625 8963 1662
6 Central Board of Direct Taxes (Income Tax) 12400 6609 19009 6599 12545
7 Ministry of Railways (Railway Board) 2814 5634 8448 5652 2796
8 Department of Posts 1368 5219 6587 5455 1132
9 Ministry of Home Affairs 1345 4967 6312 4994 1318
10 Department of Ex Servicemen Welfare 3951 4541 8492 5272 3220

Annexure 1.2.: Maximum Number of Disposals — February, 2024

Name of Ministry/Department Eg?vl:/g?(tj Receipts Gri-lt;?/ta?\lces Disposal  Pending
1 Ministry of Labour and Employment 4527 14485 19012 14811 4201
5 Bf\ﬂzggrr]l)ent of Financial Services (Banking 9016 13338 29354 13636 8718
3 \I/D\;aep:?;;nent of Agriculture and Farmers 1604 9021 10625 8963 1662
4 Central Board of Direct Taxes (Income Tax) 12400 6609 19009 6599 12545
5 Ministry of Housing and Urban Affairs 1170 10598 11768 5985 5783
6 Ministry of Railways (Railway Board) 2814 5634 8448 5652 2796
7 Department of Rural Development 4230 26480 30710 5489 25221
8 Department of Posts 1368 5219 6587 5455 1132
9 Department of Ex Servicemen Welfare 3951 4541 8492 5272 3220
10 Ministry of Home Affairs 1345 4967 6312 4994 1318

Annexure 1.3.: Maximum Number of Receipts — January to February, 2024

Name of Ministry/Department

Brought
Forward

Receipts

Total
Grievances

Disposal | Pending

1 Department of Rural Development 2999 30529 33528 8306 25221
2 Ministry of Labour and Employment 5090 28909 33999 29797 4201
3 Department of Financial Services (Banking 8397 27051 35448 26729 8718

Division)

29|Page




o Brought . Total : :
Name of Ministry/Department Forward Receipts Grievances Disposal | Pending

4 \I?\;aep:?;?ent of Agriculture and Farmers 3529 18153 21682 20019 1662
5 Ministry of Housing and Urban Affairs 1406 15040 16446 10662 5783
6 Central Board of Direct Taxes (Income Tax) 10797 13909 24706 12160 12545
7 Ministry of Railways (Railway Board) 3139 11503 14642 11845 2796
8 Department of Posts 1644 10636 12280 11147 1132
9 Ministry of Home Affairs 1396 10483 11879 10560 1318
10 Department of Ex Servicemen Welfare 4033 8827 12860 9639 3220

Annexure 1.4.: Maximum Number of Disposals — January to February, 2024

o Brought : Total - ]
Name of Ministry/Department Forward Receipts Grievances Disposal = Pending

1 Ministry of Labour and Employment 5090 28909 33999 29797 4201
5 B?\ﬂzzgn;ant of Financial Services (Banking 8397 27051 35448 26729 8718
3 \I/D\;ee[:?;;nent of Agriculture and Farmers 3529 18153 21682 20019 1662
4 Central Board of Direct Taxes (Income Tax) 10797 13909 24706 12160 12545
5 Ministry of Railways (Railway Board) 3139 11503 14642 11845 2796
6 Department of Posts 1644 10636 12280 11147 1132
7 Ministry of Housing and Urban Affairs 1406 15040 16446 10662 5783
8 Ministry of Home Affairs 1396 10483 11879 10560 1318
9 Department of Ex Servicemen Welfare 4033 8827 12860 9639 3220
10 Department of Rural Development 2999 30529 33528 8306 25221

Annexure 1.5.: Ministries/Departments with more than 1000 Pending Grievances -

January to February, 2024

Name of Ministry/Department ngxg?é Receipts Gr;gsge::ces Disposal | Pending
1 Department of Rural Development 2999 30529 33528 8306 25221
2 Central Board of Direct Taxes (Income Tax) 10797 13909 24706 12160 12545
3 g(ia\[ljie;:grn;ant of Financial Services (Banking 8397 27051 35448 26729 8718
4 Ministry of Housing and Urban Affairs 1406 15040 16446 10662 5783
5 Ministry of Labour and Employment 5090 28909 33999 29797 4201
6 Department of Ex Servicemen Welfare 4033 8827 12860 9639 3220
7 Ministry of Railways (Railway Board) 3139 11503 14642 11845 2796
8 Department of Health & Family Welfare 2134 5931 8065 5515 2549
9 Department of School Education and Literacy 1660 2509 4169 1825 2343
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Brought Total

Name of Ministry/Department Forward Receipts Grievances Disposal | Pending
10 Ministry of Petroleum and Natural Gas 1857 4352 6209 4368 1840
11 | Dehartment of Agriculture and Farmers 3529 | 18153 | 21682 20019 | 1662
12 Ministry of External Affairs 1502 3010 4512 3108 1403
13 Department of Defence Finance 915 3825 4740 3366 1373
14 Ministry of Home Affairs 1396 10483 11879 10560 1318
15 Department of Higher Education 1230 2801 4031 2814 1216
16 Department of Posts 1644 10636 12280 11147 1132

Annexure 1.6.: Top 10 Ministries/Departments with Pending Grievances for more than

30 Days — January to February, 2024

o Brought : Total 8 n >30
Name of Ministry/Department Forward Receipts Grievances Disposal | Pending Days

1 ?ZQ;ra' Board of Direct Taxes (Income | 14797 | 13909 | 24706 = 12160 | 12545 = 7647
o | Department of Financial —Services — gag; | 7051 | 35448 | 26720 | 8718 | 1402

(Banking Division)

Department of Administrative Reforms
3 and Public Grievances - PG Division 1217 1420 2697 433 2263 1382
4 Department of Health & Family Welfare 2134 5931 8065 5515 2549 1365
5 D_epartment of School Education and 1660 2509 4169 1825 2343 1258

Literacy
6 Ministry of External Affairs 1502 3010 4512 3108 1403 793
7 Ministry of Home Affairs 1396 10483 11879 10560 1318 790
8 Ministry of Railways (Railway Board) 3139 11503 14642 11845 2796 742
9 Department of Rural Development 2999 30529 33528 8306 25221 707
10 gf\ﬂzggrr]lent of Economic Affairs ACC 751 664 1415 587 827 515

Annexure 2: Average Closing Time — January to February, 2024

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

Average Closing Time

Name of Ministry/Department Cases Disposed (in days)
1 Department of Economic Affairs ACC Division 587 76
2 Central Board of Direct Taxes (Income Tax) 12160 57
3 Department of Fertilizers 111 42
4 Ministry of Textiles 172 37
5 Department of Military Affairs 890 33
6 Department of School Education and Literacy 1825 31
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Average Closing Time

Name of Ministry/Department Cases Disposed (in days)
7 Department of Ex Servicemen Welfare 9639 30
8 Ministry of Information and Broadcasting 658 30
9 Ministry of Tribal Affairs 334 30
10 Department of Atomic Energy 226 30

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

o . Average Closing Time
Name of Ministry/Department Cases Disposed - g_ ‘g
(in days)

1 Ministry of Drinking Water and Sanitation 948 1
2 NITI Aayog 1232 2
3 Ministry of Cooperation 921 3
4 Ministry of Parliamentary Affairs 521 3
5 Department of Food and Public Distribution 2136 4
6 Department of Legal Affairs 705 4
7 Department of Bio Technology 136 4
8 Ministry of Development of North Eastern Region 33 4
9 Department of Agriculture and Farmers Welfare 20019 5
10 Department of Public Enterprises 120 5

Annexure 3: Public Grievance Officers on CPGRAMS - February, 2024

Annexure 3.1.: Bifurcation of Central PG Officers among different levels

Row Labels Nodal PG Officer Delegated PG Officers
Accounts Accounts

1 Level 1 130 408 538
2 Level 2 6152 808 6960
3 Level 3 19398 964 20362
4 Level 4 21179 684 21863
5 Level 5 14218 199 14417
6 Level 6 6220 110 6330
7 Level 7 1555 14 1569
8 Level 8 250 3 253
9 Level 9 25 0 25
10 Level Not Assigned 1 0 1

TOTAL 69128 3190 72318
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Annexure 3.2.: Top 10 Ministries/Departments with Highest Number of Central PG
Officers

NETE @IS PR mE Offi';le?;j Zlclzc?unts Ofl?iifgsazgcopﬁts
1 Department of Rural Development 8858 413 9271
2 Central Board of Direct Taxes (Income Tax) 4031 105 4136
3 Ministry of Railways (Railway Board) 1948 159 2107
4 Ministry of Housing and Urban Affairs 1291 62 1353
5 Department of Ex Servicemen Welfare 1270 41 1311
6 Department of Financial Services (Banking Division) 1045 124 1169
7 Department of Military Affairs 1083 84 1167
8 Department of Posts 904 23 927
9 Ministry of Labour and Employment 787 127 914
10 Department of Defence 894 19 913

Annexure 4: Status of Action Taken Reports (ATR) — January to February, 2024

Annexure 4.1.: Top 10 Ministries/Departments with Highest Disposals of ATR Format

Total ATR Fully Partially | Pending
Disposals Resolved Resolved | Resolution

1 Ministry of Labour and Employment 26899 23547 3161 191
2 Department of Financial Services (Banking Division) 23546 19553 2903 1090
3 Ministry of Railways (Railway Board) 11456 8875 1956 625
4 Central Board of Direct Taxes (Income Tax) 10773 3930 6838 5
5 Department of Ex Servicemen Welfare 9284 6608 2669 7
6 Department of Defence Finance 9171 8929 27 215
7 Department of Posts 8845 8124 679 42
8 Department of Rural Development 7972 7341 338 293
9 Department of Telecommunications 7288 6944 218 126
10 Ministry of Petroleum and Natural Gas 4561 4531 8 22

Annexure 5: Status of Appeals — January to February, 2024

Annexure 5.1.: Top 10 Ministries/Departments with Maximum Pendency of Appeals

o Brought : Total : :
S. No. Name of Ministry/Department Forward Receipts Appeals Disposal Pending

1 Ministry of Corporate Affairs 2894 641 3535 280 3255

2 Central Board of Direct Taxes (Income Tax) 2202 1893 4095 1886 2209

3 Department of Social Justice and Empowerment 1524 151 1675 0 1675

4 Dgpartment of Financial Services (Banking 1535 6976 8511 6882 1629
Division)
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Name of Ministry/Department SV Receipts iz Disposal Pending

Forward Appeals
5 Ministry of Railways (Railway Board) 790 3217 4007 3136 871
6 Department of Rural Development 734 530 1264 450 814
7 Department of Consumer Affairs 506 656 1162 382 780
8 Ministry of Home Affairs 924 794 1718 1019 699
9 Department of Health & Family Welfare 591 635 1226 547 679
10 Department of Defence Finance 796 1341 2137 1526 611

Annexure 5.2.: Top 10 Ministries/Departments with Lowest Average Closing Time of
Appeals

Name of Ministry/Department Appeals Disposed AU ACF:?)ZIQIE U]

Department of Land Resources 97 1
Ministry of Cooperation 221 2
3 Ministry pf Watgr Resources, River Development & 30 5
Ganga Rejuvenation
4 Department of Telecommunications 2572 3
5 Dgpar_tr_nfant of Empowerment of Persons with 157 3
Disabilities
6 Ministry of Parliamentary Affairs 5 3
7 Ministry of Labour and Employment 7701 4
8 Department of Youth Affairs 19 4
9 Department of School Education and Literacy 356 7
10 Ministry of Development of North Eastern Region 1 7

Annexure 5.3.: Top 10 Ministries/Departments with Maximum Percentage of Appeals

Appeals Receipts /

Name of Ministry/Department Gri-gegar:ces Gégsgggggs QECZ?SItSs Tota[I) G rievances

isposed
1 | O/othe Comptroller & Auditor General of India 1092 758 328 43.27%
2 | Central Board of Indirect Taxes and Customs 4228 4079 1723 42.24%
3 | Department of Defence Finance 4739 3366 1341 39.84%
4 | Ministry of Earth Sciences 87 69 26 37.68%
5 | Department of Scientific & Industrial Research 288 187 64 34.22%
6 | Ministry of Steel 351 259 83 32.05%
7 | Department of Telecommunications 8891 8280 2552 30.82%
8 | Department of Fertilizers 235 111 34 30.63%
9 | Ministry of Civil Aviation 1741 1477 444 30.06%
10 Bie)\t)izzgz)eznt of Financial Services (Insurance 4907 4193 1242 29.62%
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Annexure 6: Indicator-based Root Cause Analysis — February, 2024

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.

(List in Descending Order of Number of Grievances Received)

% of

o)
Grievances % of Res oﬁ)jt?; nof Average
M/D Resolution Appeals c . Disposal
oy orruption :
within Redressed Grievances Time
Timeline
Department of Rural Development 25.35 38.89 19.00
Ministry of Labour and Employment 86 86 69.23 8.00
Department of Financial Services
(Banking Division) 50.00 70.20 56.03 20.00
M|n|§try of Housing and Urban 48.38 46.66 61.70 00
Affairs
Department of Agriculture and q 33.80 60.00 00
Farmers Welfare
Central Board of Direct Taxes 2737 63.16
(Income Tax)
Ministry of Railways ( Railway ‘
Board) 60.95 62.40 53.89 00
Department of Posts 80.14 9 8.00
Ministry of Home Affairs 73.29 46.98 63.95 8.00

%
Pendency
with GROs

% of Disposal

% of % of Resolution -
Appeals | with “Satisfied” Oiggg?ﬁzigs
Filed Remarks “Urgent"

4.10 50.00
22.95 51.81 59.57
22.28 44.60 62.07
6 32.00 53.85
0 52.68 8
14.19 6 85.8
24.99 40.13 85.29
14.96 52.91 00.00

0 39.46 89

Adequacy of
Categorisation

24.98

Ratio of @

. % of
Gg(_)\f‘i;"s' Active
Grievances EIX0E

66.00

12.06 54.79

7.30 24.47

43.43

84.40

6 43.26
5.22 4.9

8.62 56.25
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% of

o)
Grievances % of 4 qf Average
p Resolution of .
# M/D Resolution Appeals . Disposal
o Corruption :
within Redressed Grievances Time
Timeline

Department of Ex Servicemen

10 | \welfare 40.85 64.29

11 | Department of Telecommunications 87.24 84.31 ‘ 5.00 ‘
Department of Health & Family

12 Welfare 43.92 37.11 16.00

13 | Ministry of Corporate Affairs 72.34 80.77 ‘ 9.00 ‘

14 | Department of Defence Finance 49.85 62.50 19.00

15 g/la:glstry of Petroleum and Natural 4768 4738 26.24 26.00
Department of Financial Services

16 (Insurance Division) el v LY :
Ministry of Road Transport and

17 Highways 62.09 64.29 75.86 15.00

18 IL;rgili(;ue Identification Authority of 61.11 5259 67.74 13.00
Department of Personnel and

19 Training 61.88 50.00 T4.47 16.00

20 | Ministry of External Affairs 43.81 71.35 75.00 ‘ 17.00
Central Board of Indirect Taxes and

21 Customs 88.74 100.00 8.00
Department of School Education and

22 Literacy LY

23 | Department of Consumer Affairs 55.13 27.84 72.92 18.00

24 | Department of Higher Education 39.73 45.52 37.70 23.00

25 | Department of Defence 53.37 73.91 17.00

2% Department of Food and Public 73.68 94.94 4.00

Distribution

%
Pendency
with GROs

% of
Appeals
Filed

% of Resolution
with “Satisfied”
Remarks

% of Disposal
of Complaints
Labelled as
“*Urgent™

90.00

82.35

Adequacy of
Categorisation

3.22

9.50

21.29 3.88

6.71

2.24

Ratio of
GROs vis-
a-vis
Grievances

3.54

4.99

% of
Active
GROs

51.79

27.43

53.57

29.37

42.93

65.18
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% of

o)
Grievances % of 4 qf Average
p Resolution of .
# M/D Resolution Appeals c ; Disposal
o orruption :
within Redressed Grievances Time
Timeline
27 | Department of Justice 64.82 69.91 80.00 33.00
28 | Department of Revenue 90 89.80 00.00 8.00
Ministry of Women and Child
29 Development 55.38 40.24 00 00
30 | Ministry of Panchayati Raj 4.39 36.18 80.00 00
31 | Ministry of Civil Aviation 59.58 73.91 18.00
Ministry  of  Electronics & o
32 | Information Technology 02 2 - 00
33 Department of Social Justice and 7010 5556 00
Empowerment
34 Ministry of Drinking Water and Vil = 33.33 50.00 00
Sanitation
Ministry of Environment, Forest and
35 Climate Change 52.00 55.88 25.00 17.00
36 | Ministry of Cooperation 94.64 9 91.6 00
37 | NITI Aayog 95.96 00.00 00.00 00
38 | Department of Military Affairs 36.44 33.33 31.00
39 | Ministry of Power 50.25 40.00 19.00
40 | Department of Legal Affairs 93.80 00.00 00
41 | Department of Commerce 52.50 00.00 00
42 | Ministry of Coal 66.09 00.00 00
O/o the Comptroller & Auditor
43 General of India 50.44 50.60 37.50 18.00
24 Ministry of  Information and 3250 4308 00 26.00

Broadcasting

%

Pendency
with GROs

% of Disposal

% of % of Resolution .
Appeals with “Satisfied” oj_gggﬁz I:';sts
Filed Remarks “Urgent"
8.49 2365 0 0
4.4 3947 97.46
18.15 36.33 61.70
16.52 41.10 8
21.82 26.87 89.66
15.37 6.9 43.75
46 30.07 71.43
0.6 00.00
12.64 42.62 45.95
24.15 28.61 50.00
0.70 35.29 00.00
18.41 27.94 25.93
14.25 33.33 66.67
0.00 31.91 94.44
6 44.00 50.00
0.00 26.06 00.00
9.6 54.74 45.83
17.71 49.56 44.44

Ratio of
Adequacy of GROs vis-
Categorisation a-vis
Grievances
30.05
0.84
0.00
0.44 0
0.9 6.67
0 5.02
20.89
0.00 HISHI!
4.18 0.38
0.26 0.89
32.86 6
0.00 0.58
0.00 6

% of
Active
GROs

26.35

26.47

45.26

39.26

57.14

57.25

34.56
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% of

% of
Resolution of
Corruption
Grievances

Average
Disposal
Time

43.02

33.33

100.00

80.00

76.60

100.00

56.00

32.00

Grievances % of
# M/D Resolution Appeals
within Redressed
Timeline
Department of Economic Affairs
45 ACC Division a2
46 | Department of Land Resources 96.61
Ministry of Micro Small and
a7 Medium Enterprises el Sl
Department of Empowerment of
48 Persons with Disabilities e £EH0
49 | Ministry of Tourism 71.75 42.02
50 | Staff Selection Commission 66.50
51 | Ministry of Parliamentary Affairs 89.08
Department for Promotion of
52 Industry and Internal Trade AELIE
53 | Ministry of Culture
54 | Ministry of Minority Affairs 39.55 55.21
Department of Financial Services
55 (Pension Reforms) R
Ministry of Water Resources, River
56 | Development & Ganga
Rejuvenation
57 Ministry of Sk!II Development and 57 46
Entrepreneurship
58 | Ministry of Shipping 36.54
59 | Department of Expenditure
60 | Department of Defence Production
61 | Ministry of Tribal Affairs 43.99

80.00

19.00

91.11

66.67

20.00

19.00

o |

‘ 19.00

26.00

%
Pendency
with GROs

«r | JREN

17.00 X

% of
Appeals
Filed

% of Resolution
with “Satisfied”
Remarks

% of Disposal Ratio of % of
of Complaints Adequacy of GROs vis- A° .
= N ctive
Labelled as Categorisation a-vis GROs
"Urgent" Grievances

44.44

100.00

82.35

85.71

100.00 25.33

64.00

64.71

27.40

36.94

41.27

66.67

25.63

29.17

36.36
38.78
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% of

% of
Resolution of
Corruption
Grievances

77.78 20.00 ! . ; 1.25

o . .
Average % % of % of Resolution 0/]? ggnqu'slg?;?l Adequacy of Giaact)lg\?ifs- % of
Disposal Pendency Appeals with “Satisfied” Labell?a das Categorisgtion v Active

Time with GROs Filed Remarks “Urgent” Grievances GROs

60.00 14.00 ! . 1.06

100.00

80.00

50.00

Grievances % of
# M/D Resolution Appeals
within Redressed
Timeline
62 ?:é)ﬁ;tor?;;; of Science and 59.23 42,86
o | P ot e &1 g7g
64 Bz?r?/ritnn;ent of Animal Husbandry, 39.11
65 | Ministry of Ayush 82.04
66 Elaneé)zErérJlsarg é): Agriculture Research 32.06
67 | Legislative Department 46.85
68 | Ministry of Steel 43.78
69 II;/Ir:er;t;y of New and Renewable 4201
70 | Department of Pharmaceuticals 77.30
71 | Department of Atomic Energy
72 | Ministry of Mines
73 | Department of Heavy Industry
74 | Department of Health Research
75 | Department of Sports
76 | Department of Fertilizers
77 Department of Defence Research
and Development
78 | Ministry of Textiles
79 Department of Investment & Public

Asset Management

100.00

100.00

66.67

33.68
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% of
% of
Appeals
Redressed

66.67

Grievances
# M/D Resolution
within
Timeline
80 | Department of Public Enterprises 94.00
81 | Department of Fisheries 38.24
82 | Department of Youth Affairs
83 | Department of Space
84 Ministry of Food Processing
Industries
85 | Department of Bio Technology
86 Department of Chemicals and
Petrochemicals
87 | Ministry of Earth Sciences
88 Ministry =~ of  Statistics  and
Programme Implementation
89 Ministry of Development of North
Eastern Region
90 | Department of Official Language

Legends for Colour Code:

% of
Resolution of
Corruption :
Grievances L

100.00 ‘ 2.

0
EENET
2

100.00 26.00
‘ 6.00 ‘

Average %
Disposal

Pendency
with GROs

% of Disposal
of Complaints
Labelled as
“*Urgent™

% of
Appeals
Filed

% of Resolution
with “Satisfied”
Remarks

Adequacy of
Categorisation

Ratio of
GROs vis-
a-vis
Grievances

Colour Code Score Range Description
>75
50-75
2550 for all indicators
except Average
_ <25 Disposal Time and
Grievance & Rat'\%:gﬁ?\gi:;s'a'
Appeals Not Registered
Received and No 9!
Calls made for
Feedback

Indicator Value

Description

Colour Code
<15
15-30
30-45

Average Disposal
Time

Indicator Value

Description

<5

Colour Code

5-10

10-15

—

>15

Ratio of GROs vis-a-
vis Grievance
Registered
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Department of Administrative Reforms and Public Grievances

Government of India
5th Floor, Sardar Patel Bhawan, Sansad Marg, New Delhi - 110001
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