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1. Introduction:

1.1 Audience

This user manual has been provided for the users of CPGRAMS application
software. It has been assumed that the user has basic working knowledge of computers
as well as internet browsing experience and is well versed with grievance redress
mechanism.

1.2Purpose

The purpose of this document is to provide an interface between the users and
the application software. It will help users to understand various features of the
application and will enable them to operate the software. The objective of the
application is to provide an online grievance redress and monitoring system to the
citizens and various Departments/ Organizations of Government of Orissa.

2. System requirement to run the application software

Being a web enabled application any client machine equipped with internet
connectivity could run the application software.

3. Product Features

The highlights and important features of CPGRAMS application software are as
under:

3.1. It is an integrated application system, based on web technology which
primarily aims at submission of grievances by the aggrieved citizens from anywhere and
any time (24x7) basis for instant and easy communication between the CM Office and
citizens resulting in the speedy redress of their grievances.

3.2. CPGRAMS facilitates the system generated unique registration number upon
the online submission of grievances from the citizens to the Chief minister’s office
through Internet using any Browser Interface.

3.3. Automatic Online Data transmission between Departments/Organisations
and the subordinate organizations is facilitated by CPGRAMS.

3.4. CPGRAMS has been designed and developed with a view to achieve the
uniform and systematic approach towards monitoring of procedures by adopting a
comprehensive classification and standardisation of grievances and redress actions
across the government organisations.



3.5. CPGRAMS facilitates the monitoring reports and queries as per the
requirement of Departments/Organizations for effective monitoring for pending
grievances.

3.6. CPGRAMS facilitates the generation of automated letters like

Acknowledgement and Final reply letters etc. for official correspondence with
complainants.

4. Application Modules & Operating Instructions

4.1. Home:
Citizen:
In order to access the application from an internet browser, open your internet

browser and type http://164.100.42.70/pgrams/or in the address bar and press enter.
The following web page will open:

A Collaborative Endeavour of Department of AR&PG,Government of India & Government of Orissa

Login for Public Grievance Officers For Citizens

Lodge Griewance
{For official use)

Usernarme: Lodge Reminder/Clarification
Password: Wiew Action Status

Lagin

Change Password

Government of Orissa | ContactUs | FeedBack | National Portal of India

Designed,developed and hosted by National Informatics Centre

NATIONAL & B 8 =%
TiCE FRE E E

mﬂrﬁmsliik
This is the general interface of the application. The major links (buttons) available on this
page would lead you to the following interfaces:

] Lodge Grievance
. Lodge Reminder/Clarification
° View Action Status



4.2. Lodge Grievance:

To register a grievance a citizen has to click on the Lodge Grievance Button and the
screen appears as follows:

Home

GRIEVANGE REGISTRATION FORM

Entries Prefized with * are Mandatory!

* Select Department to which the grievance pertains | ———————— Select ------—- l‘ﬂ
Select Subordinate Department | ———————— Select ------—- l‘ﬂ
* Name | ‘ @
* Complainant Category @ mMale OFemale O others(If nat an Individual)
Do You want a Password for this Grievance? Oves @ng (7]
* Address | ‘ @
prccds ]
Country
State /UT Qrissa v
District ---Sglect-—- ¥
prons o C weew 9
E-Mail 1d, | \
* Please Enter Specific Details about Your Grievance Description here (4000 Characters Left) (@)

=]

Remedial Action Suggested by the Complainant{1000 Characters Left)

Have you earlier lodged the grievance to the above
Department on the same subject ?

Oves @no

Upload(Relevant Document):

Brawse.. | only (.pdf) upta 1MB
o ie
* Enter Security Code as Shown : 58 ¢ a b I:I

= —

Submit Form ‘ | Reset |




The citizen has to enter his/her details along with the description of the grievance and
can also upload any relevant document in support of the grievance (in PDF format only).
The form has some mandatory fields marked as *

4.3. Lodge Reminder/Clarification:

In case of any delay in the processing of the grievance, a citizen can put a
reminder for his/her lodged grievance. In order to put a reminder the citizen has to click
on the Lodge reminder/Clarification button on the home page.

Home Lodge Grievance LB EIFwE) Whly View Action Status Change Password

LODGE REMINDER FORM

Enter Your Registration Number : l:l
Password (if any): : |:|
Type of Followup : @ peminder O Clarification

Description of Clarification/Remarks
{upto 1000 Charaters)

Enter Security Cade as Shawn : 4 c & e i ]
Forgat Password



4.4. View Action Status:

A citizen can view the status of his/her grievance by clicking on the View Action
Status button on the home page and has to provide the details as per the form.

STATIES (HRERY FIORM

Enter Your Registration Rumber
Password {if any)

Enter Security Code as Shown

Home Lodge Grievance Rem

e Password

Resgistration kumber :  CMOFF/E2010/00008

Name of Complainant : B Kumar

Feceived By : Office of the Chief Minister

Fecsved On . 03-05%2010

Case Presenthy with : Home

Current Status : UMDER PROCESS

Reply Received : From CH Office

Case Presently Handled By:

(ifficer Name : SriB.K.Behera 0AS

Designation : Joit Secretary

Address : Secretanat
Bhubanezwar

Phore Ho.

E-Mall Address



Administrator

4.5. Home:

Login Form for CM Office/Departments/Organisations:

The application uses form based authentication security architecture for access
control. All users are required to login using a username and password.

A Collaborative Endeavour of Department of ARRPG,Government of India & Government of Orissa

Login for Public Grievance Officers For Gitizens

Lodge Grievance
(For official use)

Lodge Reminder/Clarification

Username:
Password: Wiew Action Status
Login
Change Password
Government of Orissa | ContactUs | FeedBack | Mational Portal of India

Designed,developed and hosted by National Informatics Centre

HNATIONAL & & & am
INFORMATICS 252 = £

CenRES B 8 By

THE 1T SUPRORT PRIFESHIOHALS

After entering the username and password the following screen appears where
the list of New grievances is displayed (if any). It also have the feature to navigate to
different grievance options like :

New Grievance(s)
Pending Grievance(s)
Disposed Grievance(s)
Action Taken Report Sent
All Grievances



Administration Grievance Abstract Monitoring Desk Correspondence Letters Search Reports Logout

Bijayananda Pattnak Office of the Chief Minister ¢

ICK a cateqory: ey Grievancels endin FEevance(s ispose rievancels ction Taken Report Sen FEevances
Pick a category Hew G | Pencing G | Disposed G | &ction Taken Report Sent | &1l G

New Grievance
Search
Pending Grievance

Under Examination at Search
our level
Print

Forwarded to L hew Grievances
subordinate orgnisation - - - -

Registration No. Registration Date Name Status/Remarks/(Target Date)

CMOFF/E/2010/00001 09-02-2010 p k mohanty Received from Citizen

CMOFF/E/2010/00002 20-02-2010 P. K. Sahoo Received from Citizen

Total humber of records :2
Utilities:
Case Reports Received

Overdue Case(s)

Feedback Received

On the left panel of the screen lists the following categories:

e Under Examination at our level-
It lists the grievances which are examined at the particular Dept/Org.

* Forwarded to subordinate orgnisation —
It lists the grievances which are forwarded to the subordinate organization for
further processing.

After Login the top panel of the screen has the following tabs:

Administration
Grievance abstract
Monitoring desk
Correspondence letters
Search

Reports

Logout

Administration Grievance Abstract Monitoring Desk Correspondence Letters Search Reports Logout

Bijayananda Pattnaik



4.6. Administration:
The administration panel contains the different options/links as follows:

® Lodge Postal(Manually Received) Grievance -
Submit a new grievance received by post or manually received.

Administration Grievance Abstract Monitoring Desk Correspondence Letters Search Reports Logout

Bijayananda Pattnaik Office of the Chief Minister 6

Add New Organisation

Organisation Details
* Organisation Code Check Organisation Code Avaliability @

(Exactly 5 Alpha-Numeric characters required. But first two characters should be alphabets only, e.g. JKMHA or JK126)

* Qrganisation Name | (7]
Organisation Name in Hindi | 7]
Do you want any other Relevant information from Citizen for example in case of Banks:Account No. and Branch name are Required
1)
2)
* Status ---Select Status--- v @
* Contact Address @
Pin Code
Concerned Officer Details
* Name | (7]
* Sex & Male " Female @
* Designation . (7]

Phone Number

Email Address

Configuration Details

I” President's Secretariat @
I” office of The Governor

I” Office of the Chief Secretary
I” DAR&PG, Government of India
I™ citizen

I office of the Chief Minister

* Pick a Source Category

Submit Cancel |



® Grievance Category Details —

Create/Modify Grievance Category

Administration Grievance Abstract Monitoring Desk Correspondence Letters Search Reports Logout

Bijayananda Pattnaik

Administration » Grievance Categories

Click on a category to edit it's properties

Office of the Chief Minister (&)

Grievance Category

Grievance Cl; ion

contaminated water supply

Civic amenities/Quality of service

Civic amenities/Quality of service

Civic amenities/Quality of service

Law & Order Law & Order
Revenue/Land/Tax Revenue/Land/Tax
Compensations/Refunds Compensations/Refunds
Sacial Evils Sacial Evils

Retirement dues

Retirement dues

Service matters

Service matters

Requests

Requests

Allegation of corruption/malpractices

Allegation of corruption/malpractices

Allegation of harrassment/misbehaviour

Allegation of harrassment/misbehaviour

Scheduled castes/STs/Backward

Scheduled castes/STs/Backward

Central Govt : Miscellaneous

Central Govt : Miscellaneous

Allegation of corruption/malpractices

Delay in decision/implementation of decision

Legal Redress Legal Redress
Urgent Saocial Evils
normal

Allegation of corruption/malpractices

Create new Grievance Category:

Grievance Classification \ 77777777

Grievance Category [

| (Maxirum of 100 Characters) Add Grievance Categary ‘

Administration Grievance Abstract Monitoring Desk Correspondence Letters Search Reports Logout

Bijayananda Pattnaik

Modify Grievance Code

Grievance Classification

Grievance Category

|Delay in decision/implementation of dacision ¥

X - ]
|C|\ﬂc amenities/Quality of ser (Maximum of 100 Characters)

_Update Cancel

Office of the Chief Minister (i



* Change Password —
Change Dept/Organisation Password

Administration Grievance Abstract Monitoring Desk Correspondence Letters Search Reports Logout

Office of the Chief Minister ()

Bijayananda Patinaik

Enter Existing password:
|

Enter New password:

Enter Confirm password: |

® Reset Password -
Reset Subordinate Organisation Password

Administration Grievance Abstract Monitoring Desk Correspondence Letters Search Reports Logout

Bijayananda Pattnaik Office of the Chief Minister ¢y

Select subordiante organisation:

Enter New password: |

Enter Confirm password: |

e Add/View Organisation —
Create/Modify Sub-Organisation

Administration Grievance Abstract Monitoring Desk Correspondence Letters Search Reports Logout

Office of the Chief Minister (5

Bijayananda Pattnaik

Add New Organisation

Organisation Details

* Organisation Code || Check Organisation Code Avaliability | @
(Exactly 5 Alpha-Numeric characters required. But first be ly. e.g. IKMHA or IK126)
* Organisation Name | | @
Organisation Name in Hindi | | @
Do you want any other Relevant information from Citizen for example in case of Banks:Account No. and Branch name are Required
1) ]
2.) [ ]
* Status |---Select Status--- | @
* Contact Address . @
J
.
Pin Code .
Concerned Officer Details
* Name ] @
* Sex # Male © Female @
* Designation l i @
Phone Number [ ]
Email Address .
Configuration Details
@

I” president's Secretariat

I” Office of The Governor

I” office of the Chief Secretary
I DAR&PG,Government of India
I” citizen

[# Office of the Chief Minister

* Pick a Source Category

| Submit | Cancel |



e Deactivation / Activation Sub Organisation —

Deactivation / Activation Sub-Organisation

Administration Grievance Abstract Monitoring Desk Correspondence Letters Search Reports Logout

Bijayananda Pattnaik Office of the Chief Minister ¢y

Administration » Deactivation Login Sub Organisation

Org Name .Addressr Parent Organisation P.G.Officer Name [ Activation / Deactivation >
\Agriculture Secretariat Agriculture Office of the Chief Minister Deactivate Organisation &
(Commerce and Transport T Secretariat Commerce and Transport T Office of the Chisf Ministar Deactivate Organisation
‘Commerce and Transport C Secretariat Commerce and Transport C Office of the Chief Minister Deactivate Organisation
'Co operation | Secretariat Co operation Office of the Chief Minister Deactivate Organisation
[Energy Secretariat Energy Office of the Chief Minister Deactivate Organisation
|Excise |Secretariat Excise Office of the Chief Minister Deactivate Organisation
:Food Supply and CW |Secretariat Food Supply and CW Office of the Chief Minister Deactivate Organisation
Fisheries and ARD Secretariat Fisheries and ARD Office of the Chief Minister Deactivate Organisation o
[Forest and Environment |Secretariat Forest and Environment Office of the Chief Minister Deactivate Organisation
Finance Secretarnat Finance Office of the Chief Minister| Deactivate Organisation
General Administration Secretariat General Administration Office of the Chief Minister Deactivate Organisation
QH\gher Education Secretariat Higher Education Office of the Chief Minister Deactivate Organisation
Housing and urban Development Secretariat Housing and urban Development  Office of the Chief Minister Deactivate Organisation

4.7. Grievance abstract:

It displays all the received grievances.

Administration Grievance Abstract Monitoring Desk Correspondence Letters Search Reports

Bijayananda Pattnaik Office of the Chief Minister 6
| Pick a category: Mew Grievance(s) | Pending Grievance(s) | Disposed Grievance(s) | Action Taken Report Sent | All Grievances
New Grievance
Search
Pending Grievance
type keyword here Search

Under Examination at
our level

Print
Forwarded to

|All Grievances
subordinate orgnisation

|Registration No. Registration Date Name |Status/Remarks/(Target Date)
CMOFF/E/2010/00008 07-05-2010 Krushna Chandra Majhi Received from Citizen
CMOFF/P/2010,/00003 12-05-2010 c.mohapatra :Recslvsd from Citizen
CMOFF/E/2010/00015 24-05-2010 Biswajit 'Received from Citizen
pitilitie: CMOFF/E/2010/00002 20-02-2010 P. K. Sahoo TAKEN UP WITH Collectorate Malkangiri
Case Reports Received Femarks:Action to be taken at Tahsil level |[FERIGPTED)
Bverdie earals) CMOFF/E/2010/00006 26-03-2010 K K Patro TAKEN UP WITH SP Office Khurda BESR
Femarks From CM to SP Khordha
Pzt bl ieas el CMOFF/E/2010/00008 03-05-2010 B Kumar [TAKEN UP WITH Homs )
Femarks: Take action ASAP
CMOFF/E/2010/00012 12-05-2010 S. K. Mallick TAKEN UP WITH SP Office Malkangiri
femarks:SP to enquire and take action
CMOFF/E/2010/00013 12-05-2010 s k mallick TAKEN UP WITH Collectorate Malkangiri
Remarks Please examine
CMOFF/E/2010/00014 12-05-2010 Rushi Majhi TAKEN UP WITH Collectorate Malkangiri

Remarks:pl. examine [FEEISPTEL



4.8. Monitoring desk:

It displays the statistics of all grievances (total received, disposed and pending)
Organization wise.

Administration Grievance Abstract Monitoring Desk Correspondence Letters Search Reports Logout

Bijayananda Pattnaik Office of the Chief Minister (_'}_'
Pick a category: Print
| Sy L | State level monitoring
Subordinate Organisation T = : - = T =
) Case Dealthy | Total Receipt Disposal | Pending
Agriculture Office of the Chief Minister | 19 | 7 | 12

Commerce and Transport T

Commerce and Transport C
. Organisation level monitoring
Co operation e = = -

Cases Received / Dealt by Total Receipt Disposal Pending
Euesgy Agriculture 1] 0 1]
Excise Commerce and Transport T 0 0 0
Food Supply and CW Commerce and Transport C 0 0 o]
Fisheries and ARD Co operation 0 0 0
Forest and Environment Energy 0 0 0
Excise 0 0 o
Finance
G T ot Food Supply and CW 1] 0 1]
.enera mm.ls raton Fisheries and ARD 0 0 0
Higher Education Forest and Environment a 0 a
Housing and urban Development Finance 1] 0 0
Health and F.w General Administration 0 0 0
Industries Higher Education 0 0 0
Taform e it PR Housing and urban Development 0 0 0
Health and F.W 9] 0 0

Lnma

4.9. Correspondence letters:

It shows all the correspondence letters issued to the citizen in printable format. It has
the options to view the letters in date wise and registration number wise in 2 different
categories viz. Acknowledgement and Final Reply.

Administration Grievance Abstract Monitoring Desk Correspondence Letters Search Reports Logout

Bijayananda Pattnaik Office of the Chief Minister 6
Pick a category: Acknowledgement Letter
Acknowledgement Letter Date Wise
Date Wise From 26/05/2010 To |26/05/2010 Submit

Registration Number Wise
Final Reply Letter

Date Wise Registration No Name Address | Print

|CMOFF/E/2010/00002 P. K. Sahoo Aryapalli Bhubaneswar

Registration Number Wise



Office of the Chief Minister
CM Grievance Cell Orissa Secretariate Bhubaneswar-751001

Dated: 26-05-2010
To

P. K. Sahoo
Aryapalli Bhubaneswar
Khordha Orissa India - 751001

Subject :Revenue/Land/Tax - Acknowledgement Letter
Dear Sir/Madam,

We are in receipt of your representation registered on 20-02-2010
Your representation has been forwarded to the following for appropriate remedial action.

Shri R Vineel Krishna IAS
Collector and DM
Collectorate Malkangiri

Kindly note that your representation has been registered with the registration number
CMOFF/E/2010/00002, which should be quoted in all your future correspondence with
us.

Principal Secretary
Phone No. :0674-2390055
Email :cpgrams@nic.in

4.10. Search:

It provides the facility to search any grievance(s) status by providing any keyword like
grievance registration number or complaint name.



4.11. Reports:

This section displays the overall statistic of the grievances. The administrator can

customize the report as follows:

Progress Report with Parameter -
Display the grievance(s) details within a particular time span.

Query Based Report —

Display the grievance(s) details within a particular time span with an additional
feature of grievance status wise (all, new, pending and disposed grievance).

Administration Grievance Abstract Monitoring Desk Correspondence Letters Search Reports Logout

Bijayananda Pattnaik Office of the Chief Minister | (5
Pick a category: Query Based Report
Reports Date From 26/05/2010 Date To 26/05/2010
Progress Report Ex. 25/10/2009 Ex. 25/10/2009

Progress Report

Wik Pt Select Grievance Status: All Cases(new+pending+disposed) ¥

Query Based Submit
Department / Office wise Report —
Detailed grievance report according to the departments or organisations.

Age wise Pendency Report —

Display reports within a time span from a particular date.

Administration Grievance Abstract Monitoring Desk Correspondence Letters Search Reports Logout

Bijayananda Pattnaik Office of the Chief Minister 6‘
Pick a category: Age wise Pendency Report
Reports * Less Than 15 Days  Less Than 1 Month  * Less Than 6 Months  © Less Than 1 Year

Progress Report As on Date : [26/05/2010

Progress Report Ex. 25/10/2003
With Parameter

Submit
Query Based o

Renart



4.12 Case Report Received:

On the left pannel under Utilities section case report received option is available, on
selection of this, Administrator will get the detail about the case which it receives from the
subordinate organisation.

Administration Grievance Abstract Monitoring Desk Correspondence Letters Search Reports Logout

Office of the Chief Minister (&

Bijayananda Pattnaik

Pick a category: New Grievance(s) | Pending Grievance(s) | Disposed Grievance(s) | Action Taken Report Sent | All Grievances
New Grievance
Search
Pending Grievance
Under Examination at Biekeyplord e Search
our level
Print
Forwarded to

subordinate orgnisation Case Seports Recedeed

Registration No. Registration Date Report Date Report no Name |Status/Remarks/(Target Date)

CMOFF/P/2010/00001 10-05-2010 12-05-2010 2 SambitkumarPanda Case Report Received
| | | ) \Femarks Please forward the grv to Tahasil Nuapada acct
CMOFF/P/2010/00002 |11-05-2010 111-05-2010 3 RadhamadhabRao  Case Report Received

Femarks:Please inquire and submit report
Total number of records :2 B S B
Utilities:
Case Reports Received
Overdue Case(s)
Feedback Received

ration wance Abstract Monitoring De<k Corresponden. Search Report< | ogont

Bijoyananda Pattnaik

Mew Grievance(s) | Pending Grievance(s) | Disposed Grievance(s) | Action Taken Report Sent | All Grievances

Detail=
CMOFF/P/Z010/00001

Name SamhitkumarPanda

Registration No. Received Ry Office of the Chiaf Mini

Received Date 10-ns-2010

NTC Rhuihaneswar
Dhubanewar @ Attachment

Address *View Artachment’

Orissa

Contact No Current Status CASE REPORT SENT AND =

e csambits@gmail.com T o

Grievance Details This is 3 tast grievanca to chack tha work flow of tha application.

Action DIO to check the flow of the applcation

Action taken Report : 2 Received from :Collectorate Nuapada On : 12-05-2010
@ Attachment None

Whethar thae Case has baan

Dizposcd of Disposed OFf

Ihe software has been checked and found Ok

Details of Action Taken

— - —select-- =
Submit

Action pate bescription sentoy case Presently witn Case Report attachment

12-05-2010 |CASE REPORT SENT AND DISPOSED  Coiactorate Nuspada Office of the Chicf Ministar

l12-05-2010 CASE REPORT SENT AND DISPOSED rapasn muapaDA omceiaars veesvada

12-0s5-2010

12-05-2010

10-05-2010

10-05-z010

4.13. Logout:

EXAMINED AT OUR | EVEl

TAKEN UP WITH SUBORDINATE
ORGANISATION

TAKEN UP WITH SUBORDINATE
ORGANISATION

RECEIVED THE GRIEVANCE

TAHAST NMUAPADA
Coulleclorate Nuapada

Office of the Chief Ministar
Forw

rv to Tahasil Nuapada acct
citizen

TAHAST MUAPADA

TAHASIL MUAPADA

Collectorate Nuapads

Office of the Chief Minister

The administrator comes out of the application using this link after completion.



How to process the received grievances?

In order to assess a new grievance read the grievance content (Grievance Details and
Remedial Action Suggested) carefully and decide the action out of the following
available options:

® Examined at our level

e Forwarded to subordinate organisation

e No action required

Grievance category needs to be selected only if the grievance has been assessed for the
first time. If the grievance needs to be examined at the subordinate organisation then
the parent organisation forwards it to the subordinate organisation. The table given
below would further explain the actions required and results obtained while assessing

the grievances.
Assessing a hew grievance:

SJ:T sglzzfend Action required Output / Result Comments
01 | Examined at | 1. Select appropriate Grievance would New grievances
our level Grievance category. be moved to pending reduced by 1
2. Enter local file no. if any. grievances while pending
3. Select Examined at our level as grievances
Decision. incremented by
4. Give Remarks if any. 1.
02 | Forwarded | 1.Select appropriate Grievance would
to Grievance category. be moved to pending
subordinate | 2. Enter local file no. if any. grievances and The -DO-
organisation | 3. Select Forwarded to grievance has been
subordinate organisation as forwarded to the
Decision. subordinate
4.Select appropriate subordinate organisation.
organisation.
5. Give Forwarding Remarks if
any.
03 | Noaction 1. Select appropriate The grievance has Available only for
required Grievance category. been disposed off. the CM office.

2. Enter local file

no. if any.

3. Select no action required as
Decision.

4. Select appropriate

reason from the list

& submit.




Working with pending grievances:

subordinate organisation, it would be transferred to pending grievances.

As soon as a new grievance has been assessed as examined at our level or Forwarded to

Step Option Action required Output / Result Comments
No. selected
01 Examined at our level | 1. Select Examined at | Grievance would New grievances
our level as Decision. | be moved to reduced by 1 while
2. Give Remarks of | pending pending grievances
the examination | grievances incremented by 1.
result.
02 Forwarded to| 1. Select Forwarded | Grievance would
subordinate to subordinate | be moved to
organisation organisation as | pending -DO-
Decision. grievances and The

2. Select appropriate
subordinate
organisation.

3. Give Forwarding
Remarks if any.

grievance has

been forwarded to
the subordinate
organisation.




