
PUBLIC COMPLAINTPUBLIC COMPLAINT



1. vke turk ds fgr esa ljdkjh ;kstukvksa]
dk;ZØeksa@lsokvksa ls tqM+h leL;kvksa ds lek/kku gsrq&
fcgkj yksd f'kdk;r fuokj.k vf/kfu;e 2015 (Bihar Right

to Public Grievance Redressal Act) ykxwA
& 5 twu 2016 ls ykxw fd;k x;kA ¼fu;ekoyh½
& ;g dsoy f'kdk;r lquuk ugha cfYd ;g Legal right +

Hearing + Time bound solution + Appeal + Responsibility =

yksd f'kdk;r fuokj.kA
& Citizen Centric Governance

2. What Is Public Complaint-

&Ukkxfjd dks ljdkj dh fdlh ;kstuk] dk;ZØe ;k lsok
dk ykHk@jkgr ugha feyuk@foyac gksukA



& yksd izkf/kdkjh }kjk dkuwu] uhfr] lsok] ;kstuk vkfn ds ikyu esa
foQyrkA
& ,slh fLFkfr esa ukxfjd }kjk l{ke izkf/kdkj ds ikl viuh
f'kdk;r@leL;k ntZ djkukA
mnkgj.k%&
(i) ty teko vkSj ty fudklh@ukfy;ksa] lM+dksa ds fuekZ.k esa

vfu;ferrkA
(ii) jk'ku vkSj tu forj.k iz.kkyh (PDS)(ii) jk'ku vkSj tu forj.k iz.kkyh (PDS)
(iii) vfrØe.k (Encroachment)- ljdkjh tehu] vke jkLrk] rkykc

etc.
(iv) fctyh ls lacaf/kr leL;kA
(v) Land Dispute and Mutation- vapy dk;kZy; dh HkwfedkA
(vi) LokLF; ,oa f'k{kk ls lacf/kr leL;k& f'k{kdksa dh deh] vuqifLFkfr]

Ldwy dh Building nokvksa dh dehA
(vii) isa'ku vkfn ls lacaf/krA



Main Features
-Redressing the grievances/Complaints and Providing
relief/Benefits Sought by the common Public.
- Time bound Manner (60 days)
- Receipt of all grievances and application for
relief/Benefit.
- Hearing of their grievances.
- Opportunity of redressal
- Getting the information about the decision taken on the
grievances- within 60 days.
- Cost Free.
- Equal Status of citizen and Public Authority Before
PGRO.
- Quasi- Judicial Powers of PGRO

& lquokbZ djuk] leu Hkstuk] fyf[kr vkns'k ikfjr djuk] fu.kZ; nsuk
etc.



Method to file a Complaint
1- Online web Portal- fcgkj yksd f'kdk;r fuokj.k vkf/kdkfjd iksVZyA
2- dkWy lsaVj (Toll-Free Helpline)-1800-345-6284
3- Mobile App- tu lek/kkuA
4- 'kkjhfjd :i ls& dkmaVj ij&vuqeaMy@ftyk@jkT; eq[;ky; esa cuk yksd
f’kdk;r izkfIr dkmaVjA
5- Email ;k Mkd lsA
6- ,d f'kdk;r esa lkekU;r% ,d foHkkx@yksd izkf/kdkj dk ekeykA
Redressal ProcessRedressal Process
1- iathdj.k ,oa ;wfud vkbZMh& f’kdk;r ntZ gksrs ghA blls LVsVl VªSd dj
ldrs gSA
2- Notice of Hearing- PGRO }kjk frfFk r; dj f’kdk;rdÙkkZ ,oa lacaf/kr
vf/kdkjh dksA
3- Hearing- fuf’pr rkjh[k ijA
& f'kdk;rdÙkkZ vf’kf{kr@vleFkZ& QkeZ Hkjus vkSj dkxth dkjZokbZ esa lgk;rk
dh O;oLFkkA
Claim+Entitlement + Applicable rules/Policy + Public Authority response.



4- fu.kZ; vkSj vkns'k& lquokbZ ds cknA
& PGRO }kjk fyf[kr vkns'kA fuokj.k dk Li"V dkj.k vkSj funsZ’kA
& fu.kZ; dh izfr f'kdk;rdÙkkZ dks eq¶rA
& ldkj.k vkns'kA
mnkgj.k%&
^^eq>s bafnjk vkokl ;kstuk dk ykHk ugha feyk tcfd eSa ;ksX; gw¡A^^
& PGRO- Eligibility gS ;k ugha \
& vuqeksfnr lwph esa uke gS ;k ugha \& vuqeksfnr lwph esa uke gS ;k ugha \
& Required documents gS ;k ugha \
& ;fn Payment dk ekeyk gS rks Payment D;ksa :dk \
& lacaf/kr vf/kdkjh dh HkwfedkA
viokn%&
1- Service Matters
2- Court/Tribunal Jurisdiction ls lacaf/kr ekeykA
3- RTI ls lacaf/kr ekeykA



vihy
1- izFke vihy&
& ;fn fu/kkZfjr le; esa lquokbZ ughaA fu.kZ; ls larq"V ughaA
& izFke vihyh; izkf/kdkj ds le{kA ¼30&45 fnu½
2- f}rh; vihy&
& izFke vihy esa fu.kZ; ls larq"V ughaA
& ;fn PGRO/Public Authority/First Appellate Authority fcuk i;kZIr vkSj
rkfdZd dkj.k ds fu/kkZfjr le; lhek esa lquokbZ ughaA lgh <+ax lsrkfdZd dkj.k ds fu/kkZfjr le; lhek esa lquokbZ ughaA lgh <+ax ls
lquokbZ ugha vFkkZr i{kikr&
& Act ds vuqlkj Penalty
& izkf/kdkj dh Accountability r; dh tkrh gSA
Revision
& Penalty laca/kh f}rh; vihyh; izkf/kdkj ds fu.kZ; ds fo:)A
& PGRO/Public Authority/First Appellate Authorityds fy,A



Complaint vkSj vkjksi
-Public Complaint- ukxfjd dks ykHk@jkgr nsukA
& Disciplinary Complaint & ljdkjh lsod ds dnkpkj dh
tk¡p@dkjZokbZA
mnkgj.k%&
1- ^eq>s isa'ku ugha feyh^
& ukxfjd dh f'kdk;rA
2- esjs isa'ku@Mutation dh File vuqeksfnr gksus ds ckn vf/kdkjh2- esjs isa'ku@Mutation dh File vuqeksfnr gksus ds ckn vf/kdkjh
,d eghus ls vkns'k ugha ns jgsA eq>ls fj'or ekax jgs gSa& f'kdk;r
ds lkFk Misconduct/Violation of Rule dk vyx ykaNuA
Case Study
&,d vke ukxfjd dks ljdkjh ;kstuk dk ykHk feyuk FkkA mlus
lHkh dkxt@vfHkys[k (document) tek djk fn;kA N% eghus ckn
Hkh mlds vkosnu ij fu.kZ; ugha gqvkA mlus PGRO ds le{k
Complaint dhA



& foHkkx us dgk vHkh File ij fu.kZ; ugha gqvk gSA Pending gSA
& Record ls irk pyk fd File rhu eghus ls ,d vf/kdkjh ds
ikl Pending gSA
1- D;k PGRO- File Process esa gS] fy[kdj ekeyk can dj ldrk
gS \
2- ;fn ugha rks PGRO D;k ns[ksxk \
& Entitlement/ Prescribed Procedure& Entitlement/ Prescribed Procedure

& Delay dk dkj.kA
& Responsible Authority

& Actual ReliefdSls \
& fQj Reasoned Order

ewy varj&Complaint Disposed Grievance Redressed
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U;kf;d okn
& PGRO vkSj ftykf/kdkjh dks v)ZU;kf;d 'kfDr;k¡ izkIr gSA
blfy, buds fu.kZ; dks gkbZ dksVZ esa pqukSrh nh tkrh gSA

1- MkW0 nso ukjk;.k >k cuke fcgkj jkT; ¼2026½

& 18-09-2026 dks vafre QSlykA

&ljdkj }kjk cuk;s x;s ukyh dk ikuh d̀f"k [ksr esa tk jgk Fkk
ftlls Qly u"V gks jgh FkhA

&f}rh; vihy esa Mh,e }kjk f'kdk;r [kkfjtA lkFk gh ;g fVII.kh

& budh ekufldrk iM+ksfl;ksa fo'ks"kdj SC/STds f[kykQA

& U;k;ky; us dgk ukxfjd ds pfj= ;k ekufldrk ij O;fDrxr
vkSj viekutud fVIi.kh dk vf/kdkj ughaA



2- lq'kkar izohj cuke fot; izdk'k eh.kk ¼2026½

&22-09-2026 dks vafre QSlykA

&e/ksiqjk ds rnsu Mh,e }kjk dksVZ :e esa rh[kh cgl gksus ij
odhy ds f[kykQ vnkyr dh voekuuk dk uksfVl tkjh dj
fn;kA

&U;k;ky; us dgk Mh,e ;k fdlh vU; iz'kklfud vf/kdkjh dks&U;k;ky; us dgk Mh,e ;k fdlh vU; iz'kklfud vf/kdkjh dks
fdlh ukxfjd ;k odhy ds f[kykQ voekuuk 'kq: djus dk
dkuwuh vf/kdkj ughaA



lg;ksx iksVZy
• tu f'kdk;rksa dh izkfIr] vxzlkj.k] fu"iknu ,oa ekWfuVfjax ds
fy, eq[;ea=h lfpoky; }kjk lg;ksx iksVZyA

• iz[kaM fodkl inkf/kdkjh] vapy vf/kdkjh] Fkkuk/;{k] vuqeaMy
iqfyl inkf/kdkjh] ls ysdj lfpoky; Lrj ds inkf/kdkjh ds
Lrj ls f'kdk;r ntZ@viyksM fd;k tk ldrk gSALrj ls f'kdk;r ntZ@viyksM fd;k tk ldrk gSA

• vke ukxfjd Hkh iksVZy ds ek/;e ls f'kdk;r ntZ djk ldrk
gSA

• izkIr f'kdk;rksa dk vxzlkj.k ,oa fu"iknu fu/kkZfjr le; vof/k 
esa&3 fnu@10 fnu@20 fnu@30 fnu



• f'kdk;rksa ds fu"iknu ds fy, iapk;rokj@ftykokj@eq[;ky;
Lrj ij lg;ksx f'kfoj dk vk;kstu fd;k tkrk gS&lkekU;
iz'kklu foHkkx dk i=kad&7622] fnukad&30-04-2026

• iksVZy ds }kjk gh ekeyksa dk LFkkukarj.k@vxzlkj.kA
• nks Js.kh esa vkosnu oxhZd̀r&lg;ksx f'kfoj esa fu"iknu ls
lacaf/kr@vU; Js.khA

• iksVZy ij lacaf/kr ftyk inkf/kdkjh ds ykWfxu dks ekWMjsVj ,oa
jsxqysVj dh 'kfDr nh xbZ gSA

• izR;sd foHkkx esa ftyk Lrj ij ,d inkf/kdkjh dh fu;qfDr ftls• izR;sd foHkkx esa ftyk Lrj ij ,d inkf/kdkjh dh fu;qfDr ftls
L1 inkf/kdkjh dgk tkrk gSA

• iksVZy ij vkosnu izkIr gksrs gh lacaf/kr foHkkx ds L1 inkf/kdkjh
dks ykWfxu esa Lor% izkIrA

• L1}kjk Lo;a dkjZokbZ vFkok vU; inkf/kdkjh dks tk¡p dkjZokbZ
gsrq vxzlkfjrA vf/kdre vof/k rhu fnu vU;Fkk L1 mÙkjnk;hA

• ftl Lrj ls f’kdk;r dk fuokj.k gksuk gS mlds ykWfxu esa
vkosnu izkfIr ds vf/kdre 10 dSysaMj fnol dh vof/k esa
fu"iknu dh le; lhekA



• 10 fnu ds vanj f’kdk;r dk fuokj.k ;k v|ru dkjZokbZ iksVZy
ij viyksM vU;Fkk Lor% dkj.k iP̀Nk iksVZy ijA

• dkj.k i`PNk dk mÙkj mlh iksVZy ijA 20 fnuksa ds ckn iqu%
ml vkonsu dh v|ru fLFkfr iksVZy ij viyksM djuk
vfuok;ZA

• 20 fnuksa ds ckn Hkh ;fn yafcr rks f}rh; dkj.k iP̀NkA

• 30 fnuksa esa vkosnu dk vafre :i ls fu"iknu ugha fd;s tkus
dh fLFkfr esa ftEesnkj inkf/kdkjh ds fo:) vuq’kklfuddh fLFkfr esa ftEesnkj inkf/kdkjh ds fo:) vuq’kklfud
dkjZokbZ@fuyacuA

• 20 fnu ls vf/kd yafcr jgus dh fLFkfr esa 30osa fnu vafre
vkns’k fuxZr djuk vfuok;ZA vkiokfnd ekeyksa ds fy,A

• fofHkUu foHkkxksa dh lsok,¡ ftlesa vf/kdre vof/k 30 fnuksa ls de
gS] mudk 'krizfr'kr fu"iknu vfuok;ZA



• ftudh vof/k 30 fnuksa ls vf/kd gS oSls ekeyksa esa dk;Z ds
fu"iknu dh frfFk dk mYys[k vfuok;ZA

• Lakcaf/kr inkf/kdkjh dh O;fDrxr ftEesnkjhA

• ;fn lacaf/kr inkf/kdkjh }kjk vkosnu vLohdr̀ ;k fujLr& Li"V
dkj.k dk mYys[k vfuok;ZA

• iksVZy dks izR;sd fnu ns[kuk vfuok;ZA inkf/kdkjh ds fy, iksVZy
ykWfxu dh Lo;a ftEesnkjhA vkWijsVj ;k fyfid dks ughaA

•• ftyk inkf/kdkjh@foHkkxh; izeq[k ds dk;Z dh vf/kdrk dks ns[krs
gq, ftEesnkjh uksMy inkf/kdkjh dksA

• lHkh {ks=h; ,oa foHkkxh; inkf/kdkjh lg;ksx dks"kkax dk xBu
djsaxsA

• lHkh lacaf/kr inkf/kdkjh fujarj lkIrkfgd leh{kk djsaxsA

• foHkkxh; Lrj ij vij eq[; lfpo@iz/kku lfpo@lfpo dk
mÙkjnkf;Ro& yxkrkj vuqJo.k ,oa leh{kkA




