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OVERVIEW 

 

 

The Department of Administrative Reforms and Public Grievances (DARPG), 

Ministry of Personnel, Public Grievances and Pensions, Government of India, 

organized a National Workshop on “Effective Redressal of Public Grievances and 

NextGen CPGRAMS” on 9th July 2025 at TN Chaturvedi Hall, IIPA, New Delhi. 

The workshop served as a platform to review the performance of public grievance 

redressal systems, particularly CPGRAMS, and to present key developments in 

the rollout of the NextGen CPGRAMS platform. Senior officials from the Central 

Ministries/Departments and State Governments, State ATIs, domain experts, and 

representatives from institutions such as ASCI, IIPA, and the School of Public 

Policy & Governance shared progress updates, innovative practices, and strategic 

insights. 

The event featured two key sessions: 

• A Technical Session, showcasing progress reports, state-level best 

practices, and institutional experiences. 

• A Plenary Session, graced by the Hon’ble Minister of State (PP), Dr. 

Jitendra Singh, who released the Model Curriculum, Content and 

Andragogy prepared by Administrative Staff College of India (ASCI), 

Hyderabad for the capacity building of officials engaged in grievance 

redressal and addressed the roadmap for digital grievance redressal. 

Discussions focused on grievance analytics, system reform, AI-based training, 

citizen satisfaction, and the evolving role of technology in public service delivery. 

The workshop reinforced the government's commitment to citizen-centric, 

transparent, and efficient grievance redress mechanisms. 
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SESSION I - TECHNICAL SESSION 

 

1. Half Yearly Progress by Shri Puneet Yadav, Additional Secretary, 

DARPG   
 

Shri Puneet Yadav, Additional 

Secretary (AS), DARPG, 

delivered the opening 

presentation on the half-yearly 

progress of CPGRAMS. He 

highlighted the overall status of 

grievance redressal in 2025. He 

also presented comparative 

insights for first half of 2025 with 

last six months of the year 2024. 

His presentation focused on key 

indicators such as grievance 

registration, disposal trends, and the top and bottom performers as per the 

Grievance Redressal Assessment Index (GRAI). The AS informed the 

development of Review Meeting Module in CPGRAMS by DARPG, based on 

the directions received in the PRAGATI meeting, chaired by the Hon’ble Prime 

Minister, and held in December 2024, and the Cabinet Secretary’s DO dated 30th 

Jan 2025 on this matter. He also informed the progress made by the Ministries in 

using this module and organizing senior-level review of grievances through the 

module. He requested all the Ministries/ Departments who are yet to implement 

the directions of the Pragati meeting to use this module so that the progress is 

recorded. He also elaborated on the status of the appeal mechanism within 

CPGRAMS and introduced the revamped categorization framework under 

CPGRAMS 7.0 aimed at enhancing analytical tracking and departmental 

accountability. Additionally, he touched upon the Sevottam Scheme as a quality 

benchmark for improving redressal processes. 
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2. Presentation by Shri D.C. Misra, Advisor (IT), DARPG 

Shri D.C. Misra, Advisor (IT), 

DARPG, laid out the vision 

for NextGen CPGRAMS. He 

emphasized the multi-

stakeholder approach being 

adopted and elaborated on the 

key architectural reforms that 

underpin the new system. Shri 

Misra showcased the 

advanced features of the 

platform, including 

automated routing, 

personalized dashboards, and multilingual support, all designed to ensure 

transparency, timeliness, and user-centric grievance redressal. He also 

highlighted the benefits, and how citizen would be able to lodge grievance in a 

simplistic manner. He presented measurable impacts expected from these 

technological and structural upgrades. He concluded by sharing the indicative 

road map for roll out of NextGen CPGRAMS. 

 

3. Presentation by Prof. Nirmalya Bagchi, ASCI 
 

Professor Nirmalya Bagchi, 

representing the 

Administrative Staff College 

of India (ASCI), shared 

findings from a detailed 

Training Needs Assessment 

undertaken for public 

grievance officers. He 

presented major observations 

from the study and suggested 

actionable improvements to 

enhance service delivery capacity. Prof. Bagchi contributed valuable inputs for 

revising the Sevottam Guidelines and presented a comprehensive Model 

Curriculum along with content modules and pedagogical approaches to be 

adopted across training institutions. 
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4. Presentation by Shri Ratnesh Jha, Executive Director, Ministry of 

Railways 
 

Shri Ratnesh Jha, Executive 

Director, Ministry of Railways 

(Railway Board), discussed the 

evolution of grievance 

redressal in the Indian Railways 

through the Rail Madad 

platform. He explained the 

Three-Tier Grievance 

Redressal Framework, which 

ensures speed and 

accountability. Shri Jha 

detailed the escalation matrix 

that facilitates timely resolution and emphasized citizen engagement through 

innovations like Rail Anubhav and the deployment of an AI-enabled WhatsApp 

chatbot—a step toward digital-first service delivery for millions of railway 

passengers. 

 

5. Presentation by Smt. Sanyukta Samaddar, Principal Secretary, AR, 

Government of Uttar Pradesh 
 

Smt. Sanyukta Samaddar, 

Principal Secretary, 

Administrative Reforms, 

Government of Uttar Pradesh, 

shared an in-depth overview of the 

Integrated Grievance Redressal 

System (IGRS) -Jansunwai 

platform. She elaborated on the 

system architecture of Jansunwai, 

highlighting its integration with 

multiple data sources. The 

presentation covered process mapping, official workflows, grievance escalation 

mechanisms, and real-time dashboards. Smt. Samaddar also underlined how the 

platform has enabled robust grievance tracking and resolution monitoring across 

Uttar Pradesh. 
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6. Presentation by Shri Sachin Sinha, DG, RCVP Noronha Academy, 

Madhya Pradesh 
 

Shri Sachin Sinha, Director 

General, RCVP Noronha 

Academy of Administration , 

Madhya Pradesh, presented 

the State’s implementation of 

Sevottam and shared 

valuable ground-level 

insights with respect to 

grievance redressal.  

He discussed the 

operationalization of 

Sevottam’s key components in practice, year-wise activities undertaken, and the 

Academy’s proposals for FY 2025–26. Shri Sinha provided a comparative 

perspective between the Chief Minister’s Helpline (CMHL) and CPGRAMS, and 

showcased Madhya Pradesh’s Integrated Grievance Redressal System, governed 

under the MP Public Service Guarantee Act. He also shared highlights of the 

Mukhyamantri Jan Seva Abhiyan, which has significantly enhanced service 

outreach and grievance response in rural areas. 
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SESSION II - PLENARY SESSION 

 

 

 

 

 

 

 

 

 

 

 

 

The plenary session commenced with the arrival of Hon’ble Minister of State 

(PP), Dr. Jitendra Singh, who formally inaugurated the session with the lighting 

of the lamp, accompanied by Shri V. Srinivas, Secretary, DARPG, Shri Puneet 

Yadav, Additional Secretary, DARPG, Professor Avanish Kumar, Dean, School 

of Public Policy & Governance, MDI, Gurgaon and Shri S.N. Tripathi, Director 

General, IIPA. 

1. Address by Shri V. Srinivas, Secretary, DARPG 
 

Shri V. Srinivas, Secretary, 

DARPG, delivered the 

opening address of the 

plenary session. He recalled 

the guidance received from 

Hon’ble Prime Minister on 

strengthening grievance 

redressal ecosystem with a 

focus on enhancing citizen 

satisfaction and spoke on 

the necessity of continuous 

reform. He provided 

updates on the categorization review being undertaken by the Department and 

also the review meeting being undertaken at the level of Secretaries of the Central 



9 
 

Ministries/ Departments. Secretary, DARPG emphasized the importance of 

training and capacity building, including the development of Sevottam training 

modules. He concluded by stating that the workshop lays the foundation for a 

robust roadmap aligned with the Hon’ble Prime Minister’s vision reinforcing a 

citizen first approach in Governance. 

2. Presentation by Professor Avanish Kumar, Dean, School of Public Policy 

& Governance, MDI, Gurgaon 
 

Professor Avanish Kumar, 

Dean, School of Public 

Policy & Governance, 

delivered a detailed 

presentation on the study 

titled “CPGRAMS-From 

Grievance to Governance”, 

He emphasized that 

grievance redressal builds 

public trust and strengthens 

democracy. He highlighted 

the need for adaptive, 

citizen-focused systems and noted that effective grievance mechanism are key to 

accountable and responsive governance. He drew on global studies to show that 

trust is shaped more by everyday interactions than formal structures. He 

concluded that institutionalizing grievance empowers citizens and deepens 

democratic engagement. 

3. Address by Shri K. Padmanabhaiah, IAS (Retd.), Chairman, ASCI, 

Hyderabad (Through VC) 
 

Shri K. Padmanabhaiah, IAS 

(Retd.) and Chairman of 

ASCI, emphasized the 

relevance of Sevottam 

Modules in ensuring 

consistency and quality in 

grievance handling. He 

stressed on the capacity 

building of organizations to 

deliver public grievance 

services effectively and 

efficiently. He reflected on 
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past learnings and reiterated the importance of standardizing citizen service 

delivery across Ministries/Departments and States/UTs through robust training 

and performance benchmarking. 

 

4. Address by Shri S.N. Tripathi, Director General, IIPA 
5.  

Shri S.N. Tripathi, Director 

General, IIPA, underlined 

the critical link between 

Sevottam principles, 

CPGRAMS reforms, and 

effective grievance 

redressal. He emphasized 

the role of academic and 

policy institutions like IIPA 

in nurturing future-ready 

civil servants capable of 

delivering responsive 

governance. 
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RELEASE OF SEVOTTAM TRAINING MODULE- MODEL 

CURRICULUM, CONTENT AND ANDRAGOGY-2025 

 

This was followed by the official release of the Sevottam Training Module- 2025 

by Hon’ble MoS (PP), Dr. Jitendra Singh.  

 

6. Address by Hon’ble Minister of State (PP), Dr. Jitendra Singh 
 

In his keynote address, 

Hon’ble MoS (PP), Dr. 

Jitendra Singh, lauded 

the digitization of 

grievance redressal and 

emphasized that the 

voice of the unsatisfied 

citizen must become the 

guiding principle of 

responsive governance.  

He emphasised the 

importance of timely 

resolution, transparency 
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and accountability, and reaffirmed the commitment to continuously strengthen 

platforms like CPGRAMS to enhance public service delivery across all levels of 

government. He advocated for the development of manuals for digital grievance 

systems and cited international examples, such as the Happiness Index in Europe, 

as benchmarks to evaluate citizen satisfaction. He concluded by outlining the 

Government’s vision for citizen-centric governance and the critical role of 

technology-driven grievance redressal systems. 

The plenary concluded with a short and engaging session on best practices, where 

officials from Ministry of Health and Family Welfare; organizations like SEBI, 

RBI; Government of Jammu & Kashmir, Rajasthan shared mechanism followed 

by them with respect to grievance redressal. 
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