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The workshop was divided into five sessions, beginning with an inaugural session led by senior 

officials.  The  remaining  four  sessions  focused  on  presentations  discussing  the  Sevottam 

framework, best practices and role of Right to Services. These sessions provided insights into 

successful initiatives and strategies aimed at enhancing grievance redressal and service delivery.

The event concluded with the concluding address by Shri. V. Srinivas, Secretary DARPG. He 

emphasized  on  capacity  building  through  the  Sevottam  and  best  practices  from  ATIs.  He 

highlighted ASCI’s role in developing a standardized training curriculum and stressed the need 

for effective implementation of the Right to Services Act in 22 States/UTs. He also mentioned 

that the upcoming NextGen CPGRAMS would enhance the citizen interface, while process re-

engineering  through  auto-escalation  and  structured  monitoring  will  improve  efficiency  and 

accountability.
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improved  efficiency  and  user  experience.  He  elaborated  on  how  NextGen  CPGRAMS  is 

designed to  provide faster,  more automated  and citizen-friendly solutions,  ensuring seamless 

resolution of grievances.  The presentation outlined the envisioned outcomes of the upgraded 

system, reinforcing the importance of digital transformation in governance.

Concluding Remarks by Thiru Vikram Kapur, Additional Chief Secretary, 

Government of Tamil Nadu

In his concluding remarks, Thiru Vikram Kapoor, Additional Chief Secretary, Government of 

Tamil  Nadu,  acknowledged  the  significant  achievements  made  in  the  areas  of  grievance 

redressal, capacity-building and digital governance. He also highlighted certain challenges that 

persist within the system, underscoring the importance of continuous refinement and adaptation 

to meet evolving governance needs. Emphasizing the necessity for sustained efforts, he stressed 

that ongoing improvements in training methodologies, digitization, and citizen engagement are 

crucial for enhancing service delivery. The discussions throughout the workshop reaffirmed a 

strong  commitment  to  fostering  a  more  efficient,  transparent  and  citizen-centric  governance 

framework,  ensuring  that  public  grievance  redressal  mechanisms  remain  responsive  and 

effective.
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Administrative  Training  Institutes  (ATIs).  This  curriculum,  to  be  designed over  the  next  12 

weeks, will aim to equip Grievance Redressal Officers (GROs) with essential  skills and best 

practices to enhance the efficiency of grievance redressal mechanisms.

He  also  underscored  the  critical  role  of  the  Right  to  Services  Act  in  improving  qualitative 

grievance  redressal  across 22 States  and Union Territories  (UTs).  He stated that  DARPG is 

actively expanding its outreach to Right to Services (RTS) Commissions to ensure that service 

delivery remains transparent, accountable and citizen-centric.

Additionally, he highlighted that technological advancements under NextGen CPGRAMS will 

significantly  improve  the  citizen  interface,  making  grievance  redressal  more  efficient  and 

responsive.  Key  upgrades  include  automation,  AI-driven  insights,  voice-to-text  grievance 

lodging, urgent grievance bunching, and instant alerts, all aimed at enhancing user experience 

and resolution speed.

Finally,  Secretary,  DARPG emphasized  the  importance  of  process  re-engineering  to  further 

strengthen efficiency and accountability in grievance redressal systems. He outlined initiatives 

such  as  auto-escalation  mechanisms,  state  and  district  rankings,  and  structured  monitoring 

frameworks, which will ensure that grievances are addressed in a timely and systematic manner. 

These measures, he concluded, will collectively contribute to a more effective, transparent, and 

citizen-focused grievance redressal ecosystem in alignment with the Prime Minister’s PRAGATI 

vision.
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