


Grievance Redressal Mechanism 

 The Directorate of Family Welfare (DFW), GNCT, Delhi has institutionalized grievance redressal 
mechanism. The mechanism addresses both physical (offline) and online complaints. 

 Online Mechanism: 

1. CPGRAMS: Centralized Public Grievance Redress and Monitoring System is an online 
platform available to the citizens 24x7 to lodge their grievances to the public authorities on 
any subject related to service delivery. 

2. PGMS: Public Grievance Monitoring System is online complaint registration mechanism 
created by Delhi state. The Administrative Reforms (AR) department of GNTCD is the nodal 
department. 

3. LG Listening Post:  On Listening Post of Lt. Governor portal, citizens can log a complaint 
related to GNCTD. Contents of the portal are maintained by Listening Post, Lieutenant 
Governor's Secretariat Delhi. 

 Offline Mechanism: 

1. Sexual Harassment Committee:  In order address complaints related to sexual harassment in 
the DFW, the Directorate has constituted a Sexual Harassment Committee to deals with the 
issues on priority basis. 

2. State Welfare Officer: To look after the matter related to welfare of the staff posted at DFW, 
the Competent Authority has appointed a State Welfare Officer. 


