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About this Manual  

Public Grievance Redressal System (PGRS) is for cit izens to register  

their grievances and get them redressed in a t imely and transparent 

manner. PGRS provides features to the of f icials to manage and 

redress the grievances in an organized manner.  

Apart f rom the cit izens, the following roles can use PGRS. 

1.  Grievance Off icer  

2.  Grievance Redressal Off icial  

3.  Admin Off icer  

4.  Grievance Routing Off icer  

Note:  Roles can be added/modif ied in  PGRS as per the requirements 

of the department.  

Conven t ions  

The following table describes the convent ions used in this manual. 

 

Note:  
Note provides extra information about a 

step or concept . Notes are contained in 

grey boxes.  

UI Element  To describe screen elements such as 

buttons, drop-down l ists, the name of  the 

element is in bold .  

References All references are in i tal ics .  Reference also 
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contain hyperl inks and help you to quickly 

navigate to related content  

Navigat ion > 
Arrow ó>ô notation describes the flow of 

navigation in the applicat ion. For example,  

the following navigation means ñon the Left 

Panel ,  Cl ick Application  and then cl ick 

Grievance Redressal .ò 

 Left Panel > Appl icat ion > Grievance 

Redressal  

 

Fur ther  He lp  

In case you need further help, please cal l +91 80 4125 5708 or send 

an email to contact@egovernments.org  
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Registering and Signing in  

Home screen of  PGRS enables off icials to sign into the system. I t  also 

enables cit izens to register themselves and sign into the system for 

avail ing various services online.  

Home Screen o f  PGRS 

Once you enter the correct URL in the internet browser, the Home 

screen of  PGRS appears, as shown in Figure 1.  

Figure 1 :  Home page  
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Home Screen consists of  the following sections :  

Create an account  Enables cit izens to create an account to 

register a grievance and to avai l other 

onl ine services.  

Register a grievance  Enables cit izens to register a grievance 

direct ly f rom this opt ion, without creat ing an 

account. 

Check your 

grievance status  

Enables cit izens to check the status of  their 

registered grievances with the help of  the 

unique complaint number (CRN) .  

Sign in Cit izens as wel l  as Grievance of f icers can 

sign in into PGRS using the Sign in  sect ion. 

Crea t ing  an  accoun t  

Cit izens need to create an account to receive the username and 

password for signing in.  

 To create an account , select  Create an account  opt ion on the 1.

Home Page.  

Create an account  page appears, as shown in Figure 2 .  
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Figure 2 :  Create  an account  

 

 Enter all your personal detai ls.  2.

 Select Iôm not a robot CAPTCHA check box. 3.

Captcha screen appears, as shown in Figure  3.  

Captcha screen appears only if  a threat is suspected, else 

system wil l cont inue with the registrat ion process.  
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Figure 3 :  Captcha  

o  

 

 Select relevant images as mentioned in Captcha, cl ick Verify ,  4.

and then cl ick Sign  up. 

OTP Activation  page appears, as shown in  Figure 4 .   
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Figure 4 :OTP  Act iva t ion  

 

 Enter Activation Code  received on your mobile or email and 5.

cl ick Activate .  

A message appears on the page conf irming that you have 

successful ly act ivated your portal account . 

To sign into PGRS, you must use the login credent ials 

entered while creat ing your account.  

Sign ing  in to  the  Sys tem  

You need to sign in before you can start using the system.  The Sign in  

sect ion in the Home Page is shown in  Figure 5.  
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Figure 5 :  Signing in to PGRS  

 

To sign into PGRS, enter username, password, and cl ick Sign in .  

Ci t i zen  Por ta l  

Cit izen Portal  enables cit izens to sign into the system and avai l 

var ious onl ine services provided by the municipality, including 

grievance redressal.  

Once a cit izen signs in, a Citizen Portal  page appears, as shown in  

Error! Reference source not found. .  

Figure 6 :  C i t izen  Por ta l  

 

The key features of the citizenôs portal are: 

¶ Inbox 

¶ My Account  

¶ New Request  
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Inbox  

Inbox  contains al l the messages and updates related to the cit izenôs 

requests. The status updates or act ions taken on the grievances can 

be seen by the ci t izen here.  

For example, if  the Grievance is forwarded to some other department 

or off icial for processing, cit izen is not if ied in the Inbox.  

My Account  

My Account  contains all the requests made by the cit izen for various 

services of fered by Municipal ity .  

New Request  

New Request  opt ion provides enables cit izens to create dif ferent types 

of  requests and view them, as shown in Figure 7.  

Figure 7  New Request  
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Registering a Grievance 

Cit izens need to register their grievances in PGRS in order to get 

them redressed quickly and in a transparent manner. PGRS provides 

mult iple ways to cit izens to register their grievances.  

Methods  o f  Reg is ter ing  Gr ievances 

Grievances can be registered in the fol lowing two ways:  

 Cit izens can direct ly register their grievances using the 1.

Citizenôs portal. For more details refer Home Screen of 

PGRS  on page 7.  

 Cit izens can register a grievance by sign ing into the system. 2.

For more details on Sign ing into PGRS, refer Signing into 

the System on page 11 .  

 Cit izens can submit  their grievances to the grievance 3.

off icials through an email,  a phone cal l,  or direct ly walk ing 

into the municipal ity off ice . Grievance off icials can then 

register the grievance in PGRS on behalf  of  the cit izens.  

Reg is ter ing  a  Gr ievance w i thou t  S ign  In  

A cit izen can create a grievance without registering or signing into 

PGRS.  

 On the Home page, select Register a grievance .   1.

A  Create Grievance  page appears, as shown in  Figure 8 .  
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Figure 8 :  Create  Gr ievance Page  

 

 In the Contact Information  sect ion, enter your Name,  Mobile  2.

Number ,  Email ,  and Address .  



 

Page | 16 

 

 In the Grievance Information  sect ion, select a Grievance Category  3.

f rom the options provided.  

 Select a grievance type f rom the Grievanc e Type  l ist .  4.

 Enter brief  descript ion about the grievance in Grievance Details  5.

box.  

 Select Upload Photograph/Video  to upload Photo or Video related 6.

to the grievance. 

 I f  the photo is geo tagged and taken with ñLocationò option 

ON in a mobile, the location is ident if ied and shows the 

address using Google maps.  

 In the Grievance Location  box, enter grievance location by 7.

select ing on Map Icon  . You can also direct ly enter the 

name of  the locat ion.  

As you type the f irst few letters in the location box, the 

system automatically tr ies to complete the name from the 

l ist of location names avai lable in the system.  

 I f  a landmark is avai lable near the location of  the grievance, 8.

enter its detai ls in the Landmark  box.  

 

 Select Iôm not a robot check box, and cl ick Create Grievance .  A 9.

View Grievance  page appears,  as shown in Figure 9.  
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Figure 9 :  View Grievance  

 

You can either pr int via View Grievance  page or can note the Complaint 

Registrat ion Number (CRN) on the page for future reference.  

Reg is ter ing  a  Gr ievance  f rom C i t i zen  Por ta l  

Cit izen Portal  enables cit izens to create dif ferent types of  requests 

including creating and registering grievances. For more detai ls refer 

Cit izen Portal  on page 12.  

To register a grievance from cit izen portal :  

 On the Cit izen Portal ,  select New Request .  1.

Grievance Redressal  page appears,  as shown in Figure 10.  
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Figure 10  Reg is ter  Gr ievance  

 

 Select Register a grievance . Create Grievance  page appears, as 2.

shown in Figure  11. 
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Figure 11 :  Create  Gr ievance  

 

 In the Grievance Information  sect ion, select a grievance 3.

category f rom the Grievance Category  l ist .  

 Select a grievance type f rom the Grievance Type  l ist .  4.

 Enter brief  descript ion about the grievance in Grievance Details  5.

box.  

 Select Upload Photograph/Video  to upload Photo or Video related 6.

to the grievance.  

 I f  the photo is geo tagged and taken with ñLocationò option 

ON in a mobile, then the location is identi f ied and shows the 

address using Google maps.  
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 In the Grievance Location  box, enter grievance location, by 7.

select ing on Map Icon  . You can also direct ly enter the 

name of  the locat ion.  

As you type the f irst few letters in the location box, the 

system automatically tr ies to complete the name from the 

l ist of location names avai lable in the system.  

 I f  a landmark is avai lable near the grievance locat ion, enter 8.

landmark detai ls in the Landmark  box. Same changes to be 

done as indicated above  

 Click Create Grievance .  A View Grievance  page appears,  as shown 9.

in Figure 9 .  

You can take pr int v ia View Grievance  page or can note the Complaint 

Registrat ion Number (CRN) on the page for future reference.  

View ing Gr ievance  

A cit izen can view the grievances f rom the View Grievance  opt ion on the 

Cit izen Portal page. For more details, refer Cit izen Portal  on page 12.  

To view a grievance:  

 Select View Grievance . 1.

A  Search  Grievance  page appears, as shown in Figure 12 .  
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Figure 12 :  Search Gr ievance  

 

 To search for a grievance, enter any of  the details and cl ick 1.

Search .   

The search results appear as shown in  Figure 13 .  

Figure 13 :Search Gr ievance   
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Reg is ter ing  a  Gr ievance  by  the  M un ic ipa l  Of f i c ia l  

PGRS enable grievance redressal off icial s to register grievances on 

behalf  of  the cit izens. Cit izens can convey their grievances to the 

off icial through email,  phone, or direct walk -in.  

To register a grievance, perform the following steps:  

 Open Create Grievance  screen using the following navigation .  1.

Left Panel > Appl icat ions > Grievance Redressal > 

Grievance > Off icials Register Grievance  

A  Create Grievance  page appears, as shown in Figure 14 .  
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Figure 14 :  Create  Gr ievance  

 

 In Contact Information  sect ion, select a Receiving Mode  opt ion, 2.

depending on how the grievance was received f rom the 

cit izen.  

I f  you selected the Receiving Mode  as Manual, a new Receiving 

Centre  l ist  appears, as shown in Figure 15 .  
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Figure 15 :  Create  Gr ievan c e Manual  

  

 

 Select f rom the Receiving Center  l ist  the receiving center f rom 3.

where the Grievance was received.  

 Enter the Name,  Mobile Number ,  and Email  of  the cit izen f rom 4.

whom the complaint was received.  

 Enter all the other detai ls as ment ioned in Register ing a 5.

Grievance from Cit izen Portal  on page 17 .    

 Click Create Grievance .  6.
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After the grievance is created, the Complaint Registrat ion 

Number (CRN) is automatical ly  sent to the cit izen via SMS 

and email.   

Check ing  o f  Gr ievance s ta tus  by  C i t i zen  

PGRS enables c it izens to check the status of  their grievances at any 

t ime. 

To check the grievance status:  

On the Home Page, enter Complaint Registrat ion Number  

(CRN) in the Check your grievance status  box and click Search ,  as 

shown in  Figure 16 .  

Figure 16 :  Gr ievanc e s tatus  

 

A  Search Grievance  page appears, as shown in Figure  17. The page 

shows the status of  the registered grievance.  
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Figure 17 :  Search Gr ievance  
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Redressing Grievances 

Once a grievance is registered, PGRS enables the redressal off icials 

to monitor and redress the grievance. PGRS provides a transparent 

and ef f icient mechanism to ensure that publ ic grievances are quickly 

redressed and disposed.  

Note: Grievance Off icer or PGRS admin can create routing rules to 

define a mapping between the type of complaint and the redressal 

off icer. For more detai ls,  refer Router on page 52.  

Grievance of f icers are responsible for redressal of  all gr ievances for 

which they are responsible. I f  a routing rule has not been def ined for 

any type of  grievance, such grievances are automatical ly routed to the 

inbox of  the Grievance Off icer.  
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The following diagram shows the overall process of  redressing 

cit izenôs grievances.  

 

 

  

 

 

Complaint  

Registered 

Rout ing  

 ru le  

def ined?  

Assign to   

Redressal Of f ic ial 

Assigned to   

Grievance Off icer  

  
Redress 

Grievance? 
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No  

No  

Redress 

the complaint  

 Complaint  
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Home Screen fo r  O f f i c ia ls  

After signing into the system, the Home Screen  appears, as shown in 

Figure 18 .   

Figure 18 :  Home Screen for  Of f ic ia ls  

 

Home screen consists of  the following panels:   

Lef t Panel  Provides two opt ions ï Applicat ions and 

Favour ites.  

Applications  enable you to carry out dif ferent 

tasks, view the reports and navigates 

through the menu options of  various 

applicat ions 

You can mark any task or report as your 

favourite. Once marked, the appl icat ion or 
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reports shows up in Favourites  for quick 

access.  

Top Panel  Enables you to view Worklist ,  Drafts ,  and 

Notifications .  

In addit ion, the Top Panel enables you to 

update your prof i le.  

Right Panel  Shows Worklist, Drafts,  and Notifications  in List 

View sorted chronological ly with most 

recent on top.  

Worklist  contains all the tasks that are 

pending reviews or approval.  

Drafts  contain the tasks that are under 

process and not yet ready for forward 

submission.  

Notif icat ion contain the tasks with any 

changes occurred 

The  icon on the r ight of  each row 

enables you to view history of  each task.  
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From the Applications  you can dri l l  down to dif ferent options of  PGRS, 

as shown in Figure 19 .  

Figure 19 :  Navigat ion Pane  

 

Grievance Redressing  Options  

To view the grievance redressal options, cl ick Grievance  on Grievance 

Redressal  pane, as shown in Figure 19.  

A Grievance  pane appears, as shown in  Figure 20 .  

Figure  20 :  Gr ie v ance Pane  
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Search ing  fo r  a  Gr ievance  

To search for a grievance:  

 Open Search  Grievance  screen, using the following navigation.  1.

Left Panel > Appl icat ions > Grievance Redressal > 

Grievance > Search Grievance  

A  Search  Grievance  page appears, as shown in  Figure 21 .  

Figure 21 :  Search Gr ievance  

 

 To search for a grievance, enter any of  the details and cl ick 2.

Search .   

The search results page appears, as shown in Figure 22 .  

The gr ievance details of  a selected gr ievance are editable if  

the logged in user is the owner or has the role of GO 

(Grievance Off icer) .  Else the gr ievance detai ls appear non-

editable.  
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Figure 22 :Search Gr ievance Resul t  

 

Mon i to r ing  Pend ing  Gr ievances  

Redressal Off icials can view al l the pending grievances assigned to 

them.  

To view pending grievances, use the following navigation.  

Left Panel > Appl icat ions > Grievance Redressal > 

Grievance > My pending grievance  

My Pending Grieva nce  page appears, as shown in  Figure 23 .   

The page shows l ist of  all pending grievances assigned to you. I t  

shows the status detai ls of  the grievances along with their due date. 

This helps the off icials focus on those grievances that are 

approaching the due date.  
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Figure 23 :  M y Pending Gr ievance  

 

Act ing  on  the  Gr ievances  

Redressal off icials,  who have grievances assigned to them, need to 

act on them in order to redress and close them.  

To open a grievance for act ion:   

 Click on the grievance from the My Pending Grievance l ist .  Update 1.

Grievance  page appears, as shown in  Figure 24 .  
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Figure 24 :  Update Gr ievance  

 

 Enter the act ions performed on the grievance, as described 2.

in the fol lowing table:  

Actions 

Change Status Select Change Status  f rom 

Change Status l ist ï  

Select the status as:   

REGISTERED- I f  the Grievance is 

Registered. 

FORWARDED- I f  the Grievance is 

Forwarded to any other off icer 
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for Redressal  

PROCESSING- I f  the Grievance is 

under process.  

REJECTED- I f  the Grievance is 

Rejected, it  wil l  be removed 

from the inbox.  

COMPLETED- If  the Grievance is 

Completed, it  wi l l  be removed 

from inbox and cit izen wi l l be 

alerted. 

Change 

Grievance Type 

Select Grievance Type  f rom the 

l ist,  in case you wish to change 

the Grievance Type. 

Change 

Jurisdict ion 

Select the Jurisdiction  from the 

l ist  to change the jur isdict ion.  

Forward 

Grievance To 

To forward a grievance to a 

specif ic user, select a 

department, designation, and 

user f rom the respective l ists.  

Include 

Message 

Enter brief  descript ion about 

the act ion to be taken for the 

grievance. 

Upload 

Photograph or 

Video 

Select Upload Photograph or Video  

to upload photo or video of  the 

grievance 

 Click Submit ,  to update the grievance.  1.

I f  you want to send email of  the act ions performed, click Send 

Email ,  Enter Email address, and then click Send .  
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Repor ts 

Reports section provides clear and concise summary about the 

grievances registered both date-wise and boundary-wise.  

PGRS provides the fol lowing type of  reports:  

¶ Ageing Report  

¶ Dri l l  Down Report  

¶ Grievance Type Wise Report  

Open ing Repor ts  

To open reports perform the following  steps: 

1.  Open Reports sect ion by using the  following navigation.  

Left Panel > Appl icat ions > Grievance Redressal > Reports  

Reports  sect ion appears, as shown in  Figure 25 .  

Figure 25 :  Repor ts  
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Age ing Repor t  

Ageing report  gives detai ls about the age of  the grievances. I t  shows 

processed and pending grievances, t ime-slab wise. For example, 

between 0-15 days, 15-45 days, 45-90, > 90 days. These reports can 

be sorted department -wise and boundary-wise.  

Ageing Report by  Department Wise  

Ageing Report department wise, shows the ageing report organized 

department wise.  

 To open ageing report ï department wise, use the following 1.

navigation.  

Left Panel > Appl icat ions > Grievance Redressal > Reports  

> Ageing Report  > By Department Wise 

Ageing Report By Department Wise page appears, as shown in 

Figure 26 .  

Figure 26 :  Ageing Report  By Department  Wise  

 

2.  Select range of  days from When  l ist .  
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3.  Select Pending or Completed opt ion f rom the Grievance Status  

l ist .  

4.  Click Search .  

Ageing Report  Details  appears, as shown in Figure 27.   

Figure 27 :  Ageing Report  Deta i ls  

 

Ageing Report  by  Boundary Wise  

Ageing Report boundary wise, shows the ageing report organized 

boundary wise.  

1.  Open Ageing Report ï boundary-wise by using the following 

navigation.  

Left Panel > Appl icat ions > Grievance Redressal > Reports  

> Ageing Report  > By Boundary Wise 

Ageing Report By Boundary Wise  page appears, as shown in 

Figure 28 .  
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Figure 28 :  Ageing Report  By Boundary Wise  

 

2.  Select number of  days f rom When  l ist .  

3.  Select pending or completed option f rom the Grievance Status  

l ist .  

4.  Click Search .  

Ageing Report  Details  appears, as shown in Figure 29 .  
































































