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Reiterating  the  critical  role  of  grievance  redressal  in  fostering  good  governance,  Dr.  Singh 

emphasized its importance in building trust and transparency between the government and the 

public. He called upon all stakeholders to continue innovating and strengthening these systems to 

ensure prompt  and effective  resolution  of  grievances.  The Minister’s  address  set  a  forward-

looking  tone  for  the  workshop,  encouraging  collaboration  and  excellence  in  public  service 

delivery nationwide.

The session commenced with the lighting of the lamp by Shri V. Srinivas, Secretary of DARPG, 

accompanied by other senior officials, followed by a rendition of Saraswati Vandana. 

The workshop spanned across six sessions, including plenary discussions and knowledge-sharing 

by experts. Key highlights included the launch of the Grievance Redressal Assessment and Index 

(GRAI) 2023, CPGRAMS Monthly Reports for Central Ministries/Departments and States/UTs 

for October 2024 and the CPGRAMS Mobile  App, aimed at  improving governance through 

innovative solutions and proactive engagement.
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The event concluded with the valedictory address by Shri V. Srinivas, Secretary and Smt. Jaya 

Dubey, Joint Secretary, DARPG. Shri V. Srinivas presented a detailed roadmap for enhancing 

grievance  redressal,  emphasizing  the  establishment  of  dedicated  grievance  cells,  regional 

initiatives,  and  technological  advancements,  including  the  NextGen  CPGRAMS  Portal.  He 

underscored  the  importance  of  capacity-building  and  incorporating  regional  languages  for 

improved inclusivity. Smt. Jaya Dubey expressed her gratitude to the team and acknowledged 

Shri Srinivas' exemplary leadership in successfully organizing the workshop.
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innovative grievance handling practices. Looking ahead, the launch of the NextGen CPGRAMS 

Portal by June, 2025, is set to simplify citizen registration,  integrate ChatBot, enhance social 

media engagement,  and streamline  front-end processes.  These advancements  aim to improve 

accessibility and user experience. Shri Srinivas highlighted the importance of capacity-building 

programs, advocating for greater training initiatives to equip officials with the skills needed for 

effective grievance redressal. He stressed the value of adopting technology, leveraging regional 

languages for inclusivity, and utilizing the GRAI Index to understand current policy positions 

and define the roadmap forward.

He concluded by thanking the speakers for their  valuable insights and reaffirmed DARPG’s 

commitment to driving innovation in grievance redressal, ensuring better citizen satisfaction, and 

setting benchmarks for responsive governance.

Valedictory Remarks by Smt. Jaya Dubey, Joint Secretary, DARPG

In her valedictory remarks,  Smt.  Jaya Dubey, Joint  Secretary,  Department  of Administrative 

Reforms and Public Grievances (DARPG), extended her sincere appreciation to all the officers 

of  DARPG  for  their  dedication  and  hard  work,  which  were  instrumental  in  the  successful 

execution  of  the  workshop.  She  commended  their  ongoing efforts  to  enhance  the  grievance 

redressal  mechanism  and  improve  public  service  delivery.  Smt.  Dubey  also  expressed  her 

profound gratitude  to  Shri  V.  Srinivas,  Secretary,  DARPG, for  his  visionary  leadership  and 

initiative  in  organizing  the  workshop.  She  acknowledged  his  foresight  in  bringing  together 

experts, stakeholders, and practitioners to address key issues and chart a path forward for more 

effective governance and citizen-centric grievance redressal.
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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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