
SoP on Citizens Complaint Management System (CMS) 

Purpose:  

In our Continued effort to enhance transparency, accountability, and service delivery within the Public Distribution System (PDS), the 

Food & Supplies Department is introducing a centralized Complaint Management System (CMS) for citizens replacing the existing 

CMS. This system aims to establish a standardized procedure for logging, tracking, escalating, and resolving citizen grievances through 

the CMS Citizen Module, ensuring transparency, accountability, and timely redressal. 

Scope: 

 This SOP covers: 

• Grievance entry via Helpdesk / Call Centre and Citizen Portal 

• Grievance processing and disposal by authorized officials (SCF&S / RO, DCF&S/DDR, DDP&S/DR & Other Cell) 

• Search and tracking of grievances 

• Closure and  

• MIS and reporting 

 

Grievance Lodging: 

Via Public Portal:  

          Citizen visits the portal and logs in grievance section. 

Fills the grievance form with details (category, description, contact info). Uploads supporting documents if any. Submits and receives a 

unique grievance ID. 

Via Helpdesk/Call Centre: 

Helpdesk agent enters grievance details into the CMS entry form. 

Fills the grievance form with details (category, description, contact info). Uploads supporting documents if any. Submits and receives a 

unique grievance ID. 



Provides grievance ID and acknowledgment to complainant. 

 

Grievance Assignment: 

System auto-assigns grievance to concerned SCFS/DCFS based on category of complaint 

SCFS/DCFS logs in, views assigned grievances and acknowledges within time bound manner. 

 

 

Grievance Disposal & Closure: 

SCFS / RO Action:   Investigates grievance. Updates status (In Progress, Resolved, Escalated). 

If resolved, fills disposal form with resolution details. 

DCFS / DDR Review:   Monitors grievances under jurisdiction. Can reassign, escalate, or forward for closure. 

DDPS / DR Closure:   Approve Closure with final remarks. Generates MIS reports for departmental review. 

Search & Tracking:                  All users can search grievances using Grievance ID, Mobile number, 

Real-time tracking available via portal and login dashboards. 

 

 

 

 

 

 

 



Lodging of Grievances Via Public Portal & Helpdesk /Call Centre: 

 

Grievance Assignment 

• System auto-assigns grievance to concerned SCFS/RO/DCFS based on category selection. 

• In case of grievance related to ration card, Distribution etc grievance goes to SCFS/RO. In case its related to Procurement it goes to 

DCFS. 

• SCFS/RO logs in, views assigned grievances and will process in time bound manner. 



 



SCFS/RO can view each grievance and take appropriate action accordingly. 

 

 



Now SCFS/RO may take action by disposing of, forwarding, or sending back the grievance. If the complaint is found to fall under 

another jurisdiction, the SCFS can forward it to DCFS who can send to the appropriate official. 

 
 



The SCFS / RO may send the grievance to Block Inspector, District Controller, Municipality Inspector, or Self Office. 

 

Choose the concerned user as mentioned above and forward it accordingly. 

 

 



After submission, the SCFS / RO can view the dashboard showing the status of grievances from the Inbox (In Process) to Send Box 

(In Process) tab. 

 

     Previously closed grievances by Director can also be viewed in the dashboard from the closed tab. 

 



In DCFS / DDR login, the respective grievance will appear in Inbox.  DCFS/DDR may then send back, forward it to a higher 

authority such as Admin/DDPS, or transfer it to another district if the complaint does not fall under his jurisdiction. 

 

 



DCFS/DDR can forward the grievance to different cells of the department such as Food Cell, I&QC Cell, IT&R Cell, Procurement 

Cell, etc. or dispose of it with appropriate remarks. 

     

 



 The DDP&S/DR can forward it while maintaining the hierarchy, close it with remarks, or send it back immediately to the authority from 

which the complaint was received (in this case, the DCFS). Once it is closed, the final remarks will be shown to the complainant. 

 



 

 

 
 

                                                                               Thank You. 


