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ABSTRACT:  

This study explores the rapidly evolving technological landscape within public grievance redressal mechanisms and its impact on governance outcomes in Andhra 

Pradesh State. Technological advancements have significantly transformed public administration in India by improving accessibility, reducing delays, and 

enhancing transparency across multiple service delivery platforms. Andhra Pradesh, in particular, stands out as a leading state in adopting innovative digital solutions 

to streamline the grievance redressal process through integrated platforms such as Public Grievance Redressal System, Meekosam, the Real-Time Governance 

Society (RTGS) Command Control Centre, and the Chief Minister’s Dashboard. 

By examining these platforms, this study evaluates how technological innovations have influenced grievance resolution timelines, monitoring systems, citizen 

satisfaction, departmental accountability, and overall administrative efficiency. In the course of leveraging a combination of primary data from 500 respondents 

across five districts and secondary analytics sourced from government dashboards between 2019 and 2024, the study provides both empirical and system-level 

insights into the performance of the Public Grievance Redressal System (PGRS) in Andhra Pradesh. 

All the findings reveal that the integration of digital tools—such as automated grievance routing, real-time dashboards, SMS alerts, geo-tagged field verification, 

and performance-tracking indicators—has substantially strengthened grievance management processes. Technology has reduced average disposal time, improved 

transparency in case handling facilitated data-driven decision-making, and enhanced accountability among officials at multiple administrative levels. The ability to 

track grievances online and receive timely updates has also increased citizen satisfaction and trust in government systems. 

In spite of these advancements, the study identifies several persistent challenges. Rural citizens face digital access barriers, including limited internet connectivity 

and inadequate digital literacy. Backend workflow coordination between departments remains inconsistent, leading to delays in updating case status. Data entry 

errors, misclassification of grievances, and gaps in field-level reporting also pose operational constraints. These challenges highlight the need for continuous 

capacity building, technological refinement, and inclusive digital interventions. 

In conclusion, this study underscores that while Andhra Pradesh State’s Public Grievance Redressal System has made significant progress through technology 

integration, sustained efforts are required to address existing limitations. Strengthening digital infrastructure, improving interoperability between departments, 

deploying AI-based features for grievance categorization, and enhancing citizen outreach can help create a more responsive, inclusive, efficient, and citizen-centric 

grievance redressal ecosystem for the state. 

1. Introduction 

Digital transformation has emerged as a cornerstone of modern public administration, redefining the relationship between citizens and the state. Over the 

past decade, governments worldwide have increasingly adopted technology to streamline service delivery, enhance transparency, and improve 

administrative responsiveness. In India, the rapid expansion of ICT infrastructure and digital public platforms—driven by flagship initiatives such as 

Digital India, BharatNet, e-Office, State Service Delivery Gateways (SSDGs), CPGRAMS, and MeeSeva/Seva Kendras—has significantly strengthened 

the architecture of e-governance. These national platforms have laid the groundwork for transitioning from manual, paper-based processes to integrated, 

citizen-centric digital ecosystems. 

The public grievance redressal system, being a crucial pillar of responsive governance, has particularly benefitted from this digital shift. Traditionally, 

grievance handling in India suffered from several structural constraints, including bureaucratic delays, lack of transparency, difficulty in tracking 

complaints, limited accessibility for rural populations, and absence of centralized monitoring mechanisms. Citizens often had to navigate complex 

administrative layers, physically visit government offices, and wait long periods for resolution, resulting in frustration and erosion of public trust. 

http://www.ijrpr.com/
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The adoption of technology-based grievance redressal systems has transformed this scenario by offering digital submission channels, automated workflow 

management, real-time status tracking, geo-tagged field verification, digital documentation, and predictive analytics for identifying systemic issues. These 

tools have brought uniformity, accountability, and speed to the grievance handling processes at both the district and state levels. 

The Andhra Pradesh State Government stands out as one of India's leading states in implementing an integrated, technologically advanced Public 

Grievance Redressal System (PGRS). The state has made significant strides in utilizing ICT, AI, and real-time governance mechanisms to build a 

responsive grievance ecosystem. Major platforms include: 

• Public Grievance Redressal System – A comprehensive, state-wide grievance platform accessible via online portal, mobile application, and 

weekly Public Grievance Redressal System Mondays at district collectorates. 

• Meekosam – A department-specific grievance portal that allows directly submitting cases to the concerned department. 

• Real-Time Governance Society (RTGS) – A centralized Command Control Centre that integrates grievance data, monitors service delivery, 

and provides analytics to officials. 

• Chief Minister’s Dashboard – A governance monitoring platform that provides live data on grievance resolution rates, departmental 

performance, and district rankings. 

• 1100 Call Centre – A telephonic mechanism enabling citizens—including digitally illiterate or rural people—to lodge complaints without 

needing internet access. 

Together, these platforms have significantly enhanced the state’s governance capacity by bringing transparency, efficiency, accountability, accessibility, 

and citizen satisfaction to the forefront of administrative reforms. The integrated design ensures that grievances flow seamlessly from submission to 

resolution through a unified digital workflow, supported by automated routing and time-bound resolution protocols. 

This study critically examines how these technological innovations have reshaped the Public Grievance Redressal System in Andhra Pradesh. It evaluates 

their impact on operational efficiency, administrative responsiveness, citizen participation, and overall governance quality. By analyzing both primary 

and secondary data, the study aims to highlight the strengths, limitations, and future opportunities for improving grievance redressal through technology. 

2. Objectives of the Study 

1. To identify the major technological innovations within Andhra Pradesh’s Public Grievance Redressal System. 

2. To assess the impact of digital tools on grievance processing, resolution time, and administrative efficiency. 

3. To evaluate accessibility, citizen satisfaction, and inclusiveness of technology-based grievance platforms. 

4. To identify challenges in implementing technological tools at departmental and citizen levels. 

5. To provide recommendations to enhance the effectiveness of technology in PGRS. 

3. Review of Literature 

A number of scholars highlight the positive impact of Information and Communication Technology (ICT) tools on governance efficiency. Heeks (2012) 

and Bhatnagar (2020) argue that digital governance improves accountability, minimizes corruption, and enhances citizen trust. OECD (2018) notes that 

transparent digital systems strengthen public confidence in government. 

In India, CPGRAMS and state-based digital portals have improved grievance tracking and citizen feedback mechanisms. Studies on Andhra Pradesh have 

shown that platforms such as Public Grievance Redressal System and RTGS significantly improve monitoring and reduce delays; however, challenges 

remain in digital literacy and backend integration. 

This study contributes by combining citizen-level data, administrative insights, and system analytics to understand the real impact of technological 

innovations. 

4. Methodology  

The methodology adopted for this study was designed to systematically investigate the technological innovations implemented in Andhra Pradesh State 

Government’s Public Grievance Redressal System (PGRS) and to assess their impact on citizen satisfaction, administrative efficiency, and governance 

outcomes. The section below outlines the research design, data sources, sampling strategy, and reliability measures employed to ensure the accuracy and 

validity of the study findings. 
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4.1 Research Design 

A mixed-methods research design was adopted, combining both quantitative and qualitative approaches to capture comprehensive insights into the 

functioning of the grievance redressal system. This design was chosen because technological innovations in governance involve both measurable 

outcomes (such as resolution times and satisfaction scores) and subjective dimensions (such as citizen perceptions and administrative experiences). 

The quantitative component enabled the study to statistically analyze citizen usage patterns, satisfaction levels, accessibility issues, and grievance 

outcomes. The qualitative component, through interviews and field observations, provided deeper insights into administrative workflows, challenges 

faced by officials, and practical issues related to digital platform implementation. 

This approach allowed for triangulation, ensuring that the insights from different data sources complemented and validated each other, thereby 

strengthening overall research reliability. 

4.2 Primary Data 

The Primary data played a crucial role in understanding direct user experiences and real-time administrative insights. 

4.2.1 Survey of Citizens 

A structured questionnaire was administered to 500 citizens across five districts of Andhra Pradesh. Respondents included both urban (250) and rural 

(250) residents to ensure balanced representation. 

The survey collected information on: 

• awareness and usage of digital grievance platforms 

• accessibility and ease of use 

• satisfaction with grievance handling 

• perceived improvements after digitalization 

• challenges encountered during filing and tracking grievances 

4.2.2 Interviews with Officials 

To gain administrative perspectives, 25 government officials were interviewed, including: 

• District Collectors 

• Additional Collectors 

• Mandal Revenue Officers (MROs) 

• RTGS (Real-Time Governance Society) data analysts 

• Public Grievance Redressal System and Meekosam helpdesk operators 

These interviews helped assess backend workflows, technological integration, challenges in updating cases, departmental coordination, and the 

effectiveness of monitoring mechanisms. 

4.2.3 Field Observations 

Field visits were conducted at: 

• Monday Public Grievance Redressal System grievance meetings at Mandal offices, 

• Weekly grievance hearings at District Collectorates 

During these visits, the researcher observed: 

• citizen–official interactions 

• verification processes 

• case hearing procedures 

• digital tools used by staff for status updates and monitoring 
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The observations added practical insights into the day-to-day implementation of PGRS. 

4.3 Secondary Data 

To complement primary data, extensive secondary data were analyzed. These sources provided system-level information, long-term performance trends, 

and comparative governance indicators. 

4.3.1 Public Grievance Redressal System Dashboard (2019–2024) 

This dashboard offered data on: 

• number of grievances registered 

• department-wise performance 

• resolution rates 

• pendency levels 

• district rankings 

• red-flagged cases 

4.3.2 Meekosam Monthly Departmental Reports 

These reports provided details about: 

• category-wise grievances 

• monthly resolution trends 

• department-specific backlogs 

• routing and verification delays 

4.3.3 RTGS Annual Analytics 

The RTGS, being the real-time monitoring centre, offered: 

• analytics on complaint tracking 

• data accuracy reports 

• predictive alerts 

• performance analysis of field-level staff 

4.3.4 Government of AP Performance Evaluation Reports 

These reports included: 

• annual governance indicators 

• progress on digital initiatives 

• department-wise service delivery outcomes 

4.3.5 CPGRAMS Data (Central System) 

The Central Public Grievance Redressal and Monitoring System (PGRAMS) was used for comparative assessment to understand how state-level 

grievance handling in Andhra Pradesh aligns with national trends in: 

• timeline compliance 

• citizen satisfaction 

• grievance volumes and types 
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4.4 Sampling 

A stratified random sampling technique was used for citizen surveys to ensure fair representation across different demographic groups. The population 

was divided into strata based on: 

4.4.1 Demographic Factors 

• Gender (Male/Female) 

• Age groups (18–30, 31–45, 46–60, 60+) 

• Educational background 

• Occupation 

4.4.2 Geographic Factors 

• Urban vs. Rural locations 

• District representation (five districts selected) 

4.4.3 Service Categories 

Respondents were drawn based on the type of grievance filed under: 

• Revenue 

• Police 

• Housing 

• Panchayat Raj 

• Education 

• Health 

This ensured diversity and reduced sampling bias. 

4.4.5 Reliability and Validity 

The survey instrument was pilot-tested on 30 respondents to ensure clarity and relevance. Based on feedback, necessary modifications were made. The 

reliability of the final questionnaire was confirmed through Cronbach’s Alpha value of 0.84, indicating a high level of internal consistency of the 

measurement items. 

5. Technological Innovations in Andhra Pradesh’s Public Grievance Redressal System 

The Andhra Pradesh State Government has emerged as one of the most technologically progressive states in India by integrating advanced digital tools, 

real-time governance mechanisms, and citizen-centric platforms into its Public Grievance Redressal System (PGRS). The state’s governance model is 

characterized by seamless integration between field-level operations, centralized monitoring centers, and high-level decision-making dashboards. 

Together, these components ensure transparency, timeliness, and accountability in grievance handling. The major technological innovations contributing 

to this transformation are elaborated below. 

5.1 Public Grievance Redressal System Integrated Grievance Portal 

The Public Grievance Redressal System serves as the state’s flagship grievance redressal platform, providing a unified digital gateway for citizens to 

raise complaints related to any department. 

Key Features and Innovations 

• Centralized Online Platform: Public Grievance Redressal System consolidates all departmental grievance systems into a single interface, 

eliminating fragmentation and simplifying access for citizens. 

• Unique Petition Registration Number: Each grievance is assigned a system-generated petition ID, enabling easy tracking throughout the 

resolution cycle. 
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• SMS & Mobile Notifications: Citizens receive automated SMS alerts at each stage—submission, forwarding, field inquiry, resolution, and 

closure. 

• Weekly Public Grievance Redressal System Programmes (Mondays): Citizens can physically visit district collectorates and mandal 

offices. This hybrid model ensures digital + physical accessibility. 

• Integration with Collectorate Workflows: District collectors review high-priority cases, monitor delays, and coordinate with line 

departments through the integrated Public Grievance Redressal System dashboard. 

• Time-Bound Resolution: Each grievance category is mapped to specific timelines, ensuring faster action through automated reminders and 

escalation rules. 

Impact: 

The Public Grievance Redressal System has significantly reduced manual bottlenecks and administrative delays while creating a structured, transparent 

grievance lifecycle. 

5.2 MeeKosam Application 

MeeKosam is a specialized, department-wise grievance submission system that supports more granular and structured complaint handling. 

Key Features and Innovations 

• Department-Wise Categorization: Citizens can submit grievances directly to specific departments such as Revenue, Municipal 

Administration, Housing, Education, or Welfare. 

• Kiosk Support in Village & Ward Secretariats: Digitally assisted kiosks allow rural and low-literacy citizens to file grievances without 

needing smartphones or internet access. 

• Automated Categorization: MeeKosam uses predefined grievance categories and subcategories for accurate routing. 

• Document Upload & Verification: Digital document attachments reduce physical visits and strengthen transparency in the verification 

process. 

Impact: 

MeeKosam improves departmental accountability and reduces misrouting, resulting in faster and more accurate grievance resolution. 

5.3 RTGS Command Control Centre 

The Real-Time Governance Society (RTGS) is one of the most technologically advanced governance units in India, integrating analytics, IoT, and AI 

to monitor statewide grievance workflows. 

Key Features and Innovations 

• Real-Time Monitoring: All grievances submitted across Public Grievance Redressal System, MeeKosam, and 1100 feed into the RTGS 

system for statewide oversight. 

• AI-Supported Dashboards: Advanced AI tools analyze complaint patterns, detect administrative delays, and highlight emerging problem 

clusters. 

• Red-Flag Mechanism: Overdue or stagnant grievances are flagged automatically, prompting district-level intervention to prevent unresolved 

backlogs. 

• Department-Wise Performance Comparison: RTGS generates scorecards comparing departments on disposal rates, accuracy of resolution, 

citizen satisfaction, and adherence to timelines. 

• Geo-Tagged Field Verification: Field-level enquiry reports include geo-tagged photos for real-time authenticity. 

Impact: 

The RTGS has greatly enhanced accountability by providing data-driven insights and enabling proactive governance interventions. 

5.4 Chief Minister’s Dashboard 

The Chief Minister’s Dashboard is a high-level decision support system offering comprehensive analytics on state governance activities, including 

grievance redressal. 

Key Features and Innovations 
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• High-Level Analytics: Consolidated analytics provide real-time insights into grievance volumes, resolution patterns, priority cases, and 

district performance. 

• District Collector Rankings: Collectors are ranked based on grievance resolution efficiency, pending case volume, and quality of redressal. 

This fosters healthy administrative competition. 

• Live Progress Monitoring: Dashboard displays live updates on citizens’ submissions, processing timelines, and inter-department 

coordination. 

• Policy Insights: Trends identified through dashboard analytics support evidence-based policy-making and administrative reforms. 

Impact: 

The CM Dashboard creates top-level visibility and aligns departments with performance-driven governance standards. 

5.5 1100 Toll-Free Helpline 

The 1100 toll-free number serves as an essential grievance submission mechanism, especially for citizens with limited digital access. 

Key Features and Innovations 

• Telephonic Complaint Registration: Citizens can lodge grievances without the need for smartphones, apps, or internet connectivity. 

• Multi-Lingual Assistance: Operators provide support in Telugu, Hindi, Urdu, and other regional languages to ensure inclusivity. 

• Human-Assisted Support: Elderly, illiterate, and rural users benefit from direct verbal interaction with trained call center staff. 

• Integration with Public Grievance Redressal System Workflow: Each call generates a digital grievance entry within Public Grievance 

Redressal System for tracking and resolution. 

Impact: 

The helpline bridges the digital divide and ensures that no citizen is excluded due to technological barriers. 

Overall Contribution of Technological Innovations 

Together, these innovations have created a multi-channel, technology-driven grievance ecosystem that: 

• Enhances citizen trust in government 

• Ensures real-time transparency 

• Increases operational efficiency 

• Reduces administrative delays 

• Promotes data-driven decision-making 

• Strengthens accountability at all levels 

• This integrated model positions Andhra Pradesh as a national leader in digital grievance redressal and offers a scalable blueprint for other 

states. 

6. Data Analysis and Discussion 

The analysis of secondary data (dashboard records, departmental reports, RTGS analytics) and primary data (citizen surveys, interviews with officials) 

reveals substantial progress in Andhra Pradesh’s digitized Public Grievance Redressal System. This section interprets the findings across four critical 

dimensions: efficiency, citizen satisfaction, transparency, and inclusiveness. 

6.1 Improvement in Efficiency 

A key objective of technological transformation is to enhance administrative efficiency in grievance handling. Dashboard data from 2022–2024 indicates 

clear improvements in the performance of the state’s grievance redressal mechanisms. 

Key Observations 

• Resolution Rate: 

The overall grievance resolution rate improved from 87.2% in 2022 to 94.1% in 2024, reflecting better departmental responsiveness and streamlined 

workflows. 
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• Reduction in Disposal Time: 

The average grievance disposal time decreased from 18 days to 12 days, primarily due to automated routing, timely escalations, and improved coordination 

at district and mandal levels. 

• AI-Enabled Monitoring: 

The introduction of AI-based alerts, red-flag notifications, and automated reminders enhanced supervisory oversight. 

Departments received routine alerts for: 

• Overdue cases 

• Frequently recurring complaints 

• Misrouted grievances 

• High-pendency zones 

Interpretation 

The development in efficiency suggests that digital platforms like Public Grievance Redressal System and RTGS have effectively replaced traditional 

manual processes. Faster processing has also increased citizen trust in government responsiveness. The reduction in delays further demonstrates 

administrative commitment to time-bound service delivery. 

6.2 Citizen Satisfaction 

To evaluate the user experience, a survey of 500 respondents (250 rural and 250 urban) was conducted. The results highlight mixed but largely positive 

outcomes. 

Survey Results 

• Highly satisfied: 41% 

• Moderately satisfied: 36% 

• Dissatisfied: 23% 

Positive Feedback Themes 

• Immediate Acknowledgement: 

Citizens receive automated SMS confirmation instantly after filing a grievance, reducing uncertainty. 

• Transparent Tracking: 

Real-time status updates through Public Grievance Redressal System/Meekosam portals help citizens understand each stage of processing. 

• Reduced Physical Visits: 

Digital submissions reduce the need for travel to government offices, saving time and money. 

Key Challenges Identified 

• Dissatisfied respondents pointed to issues such as: 

• Lack of follow-up action in complex field-level grievances 

• Network issues during submission 

• Delayed updates from departments 

Interpretation 

Overall, 77% of respondents expressed satisfaction with the system, indicating strong acceptance. However, the dissatisfaction rate of 23% highlights 

the need for deeper administrative reforms and improved inter-departmental coordination. 

6.3 Transparency and Accountability 

One of the strongest contributions of technological interventions in Andhra Pradesh State Government’s PGRS is enhanced institutional transparency and 

accountability. 
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Key Observations 

• Visibility of Pending Cases: 

The CM Dashboard and RTGS collectively provide real-time visibility of grievance status, departmental pendency, and district-wise performance. 

• Performance Indicators: 

Officers are evaluated based on: 

• Resolution timelines 

• Quality of closure reports 

• Citizen satisfaction scores 

• Volume of overdue grievances 

• Red-Flag Alerts: 

Cases that exceed the permissible time limit are highlighted in red, automatically escalating them to higher authorities like District Collectors or Joint 

Collectors. 

Interpretation 

Technology has significantly reduced opportunities for data manipulation and opaque functioning. Performance-based monitoring has shifted 

administrative behavior towards prompt action. Accountability mechanisms now operate in real time, rather than relying on traditional paper-based 

reporting. 

6.4 Inclusiveness and Accessibility 

In spite of digital progress, inclusiveness remains a critical element for ensuring equitable access to grievance mechanisms. 

Survey Insights 

• 29% of rural respondents required assistance in filing grievances.  This indicates persistent digital literacy gaps, particularly in tribal and 

remote mandals. 

• Role of Kiosks and Call Centres: 

Village/Ward Secretariat kiosks and the 1100 helpline serve as vital access points for digitally excluded citizens. 

• Women and Elderly Citizens: 

These groups show a stronger preference for the 1100 telephonic helpline due to: 

• Ease of verbal communication 

• Language support 

• Lower reliance on smartphones 

Interpretation 

Inclusiveness is improving because the state adopted a multi-channel grievance ecosystem—online, mobile, kiosks, and telephonic systems. However, 

digital literacy and rural connectivity challenges continue to limit complete participation. 

Overall Discussion 

The analysis clearly demonstrates that Andhra Pradesh’s Public Grievance Redressal System has benefitted significantly from the integration of digital 

platforms, automation, and analytical tools. Efficiency has increased, citizen satisfaction is relatively high, accountability mechanisms are stronger, and 

multi-channel accessibility has expanded outreach. 

However, the data also highlights areas requiring continued policy attention: 

• Ensuring last-mile digital inclusion 

• Strengthening backend departmental coordination 

• Improving data accuracy and field-level reporting 

• Bridging the digital literacy gap through awareness programs 
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The findings reinforce that while technology is a powerful enabler, administrative reforms, capacity building, and citizen empowerment are equally 

essential for maximizing the impact of digital grievance redressal systems. 

7. Challenges in Technological Implementation 

The implementation of technology-driven governance mechanisms, especially within the Public Grievance Redressal Management System (PGRMS), 

has brought significant improvements in accessibility, transparency, and administrative responsiveness. However, the transition from conventional 

grievance handling to digital platforms is not without challenges. The system continues to face several technological and operational constraints that 

hinder its optimum performance. The major challenges are elaborated below. 

7.1. Digital Literacy Gaps 

One of the primary limitations affecting the efficiency of technology-enabled grievance systems is the low level of digital literacy among certain 

population groups. 

• Rural citizens, elderly individuals, and marginalized communities often lack adequate exposure to smartphones, mobile applications, and 

online portals. 

• Many people struggle with basic tasks such as navigating the app interface, uploading documents, understanding grievance categories, or 

tracking grievance status. 

• As a result, citizens continue to rely heavily on intermediaries like village secretariat staff or MeeSeva operators, which increases dependency 

and affects the autonomy of the grievance process. 

This gap in digital awareness not only restricts widespread adoption but also creates inequality in access, undermining the objective of inclusive digital 

governance. 

7.2 Backend Coordination Issues 

Technology-based grievance systems are only as effective as the administrative mechanisms supporting them. A significant challenge is the delay in 

backend coordination between departments. 

• While grievances are digitally forwarded to concerned departments, updates on action taken are not always recorded promptly. 

• Certain departments work in traditional administrative silos, resulting in delayed responses, miscommunication, and inconsistent workflow. 

• In some cases, field verification is completed, but the digital update is entered much later, creating a gap between ground reality and portal 

data. 

These coordination challenges lead to processing inefficiencies, delayed closures, and reduced public confidence in the system’s responsiveness. 

7.3 Network and Connectivity Problems 

Reliable digital infrastructure is essential for the smooth functioning of online grievance platforms. However, network and connectivity issues, particularly 

in rural and tribal regions, continue to pose a major obstacle. 

• Poor internet connectivity prevents citizens from filing grievances or tracking updates in real time. 

• Field-level staff often face difficulties in uploading investigation reports, geo-tagged photographs, or status updates due to unstable network 

conditions. 

• Kiosks in remote areas experience frequent downtime, reducing accessibility for digitally disadvantaged groups. 

These infrastructure challenges result in delays, incomplete submissions, and outdated data, affecting the timeliness and transparency of the entire system. 

7.4 Data Entry Errors and Misclassification 

Accuracy in grievance categorization and data entry is critical for ensuring that grievances reach the correct department quickly. However, manual data 

entry errors remain a recurring issue. 

• Misclassification of grievance categories leads to wrong routing, which significantly prolongs grievance resolution. 

• Spelling mistakes, incomplete profiles, or incorrect beneficiary information complicate verification processes. 

• Inconsistent data entry standards across offices also contribute to inaccuracies. 
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These errors create avoidable delays, reduce the efficiency of automated workflows, and sometimes require grievances to be re-routed, increasing 

administrative burden. 

7.5 Field-Level Constraints 

Field-level administrative staff play a crucial role in verifying grievances and updating real-time status. However, they often face several operational 

limitations: 

• Many village and mandal-level staff manage multiple responsibilities simultaneously, resulting in heavy workloads. 

• Shortage of trained personnel, frequent transfers, and inadequate technical training affect their ability to handle grievance-related tasks 

efficiently. 

• Verification tasks requiring physical visits or document inspections take time, especially in remote locations, further delaying the process. 

These field-level constraints contribute to backlogs, slower resolution times, and inconsistencies in update reporting. 

8. Recommendations 

The analysis of the Public Grievance Redressal Management System (PGRMS) indicates significant progress in digital governance; however, further 

enhancements are required to ensure sustainability, inclusiveness, and administrative efficiency. The following recommendations provide a strategic 

roadmap for strengthening the system, with emphasis on technology, governance, and citizen-centric design. 

8.1 Strengthen AI-Based Operations 

• Automated Categorization Using NLP Models 

The current grievance categorization process relies heavily on manual scrutiny, leading to delays and inconsistencies. Implementing advanced Natural 

Language Processing (NLP) models—trained on multilingual datasets—can automatically classify grievances into departments, sub-categories, and 

priority levels. 

This reduces human error, expedites routing, and enhances inter-departmental coordination. 

• Predictive Analytics to Identify Problem Clusters 

The AI-driven dashboards should be developed for identifying recurring issues such as delays in welfare benefit disbursement, land disputes, or pension 

approvals. Predictive analytics enables district administrations to: 

• Detect emerging hotspots 

• Deploy resources proactively 

• Implement preventive corrective actions (PCA)  

This transforms the grievance system from reactive to proactive governance. 

8.2 Improve Rural Digital Access 

• USSD-Based Filing Options for Basic Mobile Phones 

Approximately one-third of rural households still use non-smart phones. Introducing USSD/SMS-based grievance filing ensures accessibility without 

internet dependency. Features may include: 

• Simple numeric menus 

• Status tracking through SMS 

• Voice-based guidance for elderly/literate citizens 

• Kiosks in Village Secretariats with Trained Operators 

Village/Ward Secretariats should host dedicated grievance kiosks equipped with trained digital assistants. 

These kiosks can support: 

• Filing complex grievances 

• Document scanning/uploading 
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• Real-time grievance tracking 

• Translation support 

This ensures digital inclusion and bridges the rural–urban divide. 

8.3 Enhance Administrative Coordination 

• Unified Workflow Across Departments 

Currently, workflows vary between departments, leading to procedural inconsistencies. A unified rule-based workflow engine should be deployed, 

integrating all line departments under a single governance protocol. 

This promotes: 

• Uniform response standards 

• Accountability 

• Reduced processing time 

• Regular Data Validation Checks 

Periodic audits must be built into the system to ensure accuracy of citizen data, departmental response logs, and closure reports.  Automated validation 

tools can detect: 

• Duplicate grievances 

• False closures 

• Delay patterns 

• Missing documentation 

This enhances transparency and ensures data integrity in official reporting. 

8.4 Capacity Building 

• Training Programmes for Field and Office Staff on Digital Tools 

Continuous capacity-building initiatives should be institutionalized. 

Training may cover: 

• Use of the PGRMS portal and mobile applications 

• AI-based analytics dashboards 

• SOPs for grievance handling 

• Digital signature usage 

• Cybersecurity protocols 

A blended training model—online modules + in-person workshops—ensures accessibility and long-term skill retention. 

8.5 Citizen-Centric Enhancements 

• More Regional Language Support 

While Telugu is widely used, adding support for Urdu, Hindi, and tribal languages (e.g., Savara, Koya, Lambadi) enhances inclusiveness.  

Voice-to-text integration can enable illiterate citizens to file grievances effortlessly. 

• Simplified Mobile Application Interface 

The PGRMS mobile app should be redesigned with: 

• Minimal text 

• Icon-based navigation 

• Step-by-step guided filing 
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• Offline mode for low-network areas 

• One-click upload features for documents 

This encourages wider usage and reduces reliance on intermediaries. 

• Post-Resolution Feedback Collection 

Feedback is essential for quality improvement. The system should collect structured citizen feedback immediately after grievance closure through: 

• SMS links 

• App notifications 

• IVRS calls in rural areas 

AI tools may automatically detect dissatisfaction and reopen the case if needed. 

9. Conclusion 

The technological innovations have played a transformative role in reshaping the Public Grievance Redressal System (PGRS) in Andhra Pradesh, enabling 

the state to adopt a more citizen-centric, transparent, and accountable governance framework. The various platforms such as Public Grievance Redressal 

System, Meekosam, Real-Time Governance Society (RTGS), and the Chief Minister’s Dashboard have collectively enhanced the efficiency of grievance 

handling by digitizing processes, centralizing information flow, and enabling real-time monitoring. These systems have not only streamlined the lodging 

and tracking of grievances but have also strengthened government responsiveness through data-driven decision-making and departmental accountability. 

The integration of ICT tools has significantly reduced delays traditionally associated with grievance resolution. Automated ticketing, digital workflow 

systems, priority-based routing, and instant notifications allow citizens to directly engage with administration without intermediary bottlenecks. 

Furthermore, the adoption of analytics and dashboard-based monitoring supports evidence-based governance, allowing district administrations to identify 

recurring issues, emerging hotspots, and underserved communities. 

However, despite this notable progress, several challenges persist that require sustained attention. Digital literacy gaps continue to restrict full participation 

among rural communities, elderly citizens, and socio-economically disadvantaged groups who may struggle to navigate digital platforms. Backend 

coordination issues—including delayed departmental updates and inconsistent adherence to timelines—still affect the accuracy and reliability of the 

system. Additionally, infrastructure limitations, particularly in rural and tribal regions, hinder seamless access due to intermittent connectivity and 

inadequate technological resources. 

Addressing these challenges requires a multi-pronged approach that combines technological upgradation, capacity building, and institutional reforms. 

Investments in AI-based automation, predictive analytics, multilingual support, and simplified mobile interfaces must be complemented by regular 

training for field staff, improved inter-departmental coordination, and expansion of digital access points through village secretariats and service kiosks. 

Strengthening cybersecurity frameworks and ensuring data privacy will also be crucial as the system scales. 

Ultimately, the evolution of Andhra Pradesh’s Public Grievance Redressal System demonstrates the potential of digital governance to bring government 

closer to the people. With continued innovation, stakeholder collaboration, and inclusive policy measures, the state is well-positioned to build a future-

ready, responsive, and citizen-empowered grievance redressal ecosystem that can serve as a model for other regions in India. 
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