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Synopsis
A low-cost ingenious project steered by a bright young IAS of�cer has helped the chief
minister dispose of almost 90% of some three lakh public complaints his of�ce has
received.

LUCKNOW: Uttar Pradesh Chief

Minister Akhilesh Yadav does not have

much to show o� after a year in power,

and his government is often accused of

misgovernance, but the tech-savvy

leader has now got an e�ective

egovernance system to redress public

grievances.

A low-cost ingenious project steered by

a bright young IAS o�icer has helped the chief minister dispose of almost 90%

of some three lakh public complaints his o�ice has received, directly or

through other leaders, in a time-bound manner.

The system involves barcoding all complaints, making them available online

and setting a time frame for o�icers concerned to take appropriate action.

“Most complaints are addressed to the satisfaction of the aggrieved within a

fortnight,” says Amod Kumar, the IAS o�icer who set up the online Lok
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Shikayat Cell (Public Grievances Cell) at the chief minister’s o�ice. “Some

others take a little more time, but we try and ensure that within a month the

e-�le is closed to the satisfaction of the aggrieved.”Kumar was handpicked by

Yadav to help build this system.

Here’s how it works. All complaints received at the chief minister’s o�ice are

given a barcode with essential details and contact information. Each

application is also given a sixdigit unique ‘public grievance’ number. Then

they are posted on the Internet. The chief minister's website

(http://upcmo.up.nic.in) has a speci�c link where both complainants and

o�icers can track the progress of a case real time by feeding the barcode or

public grievance number. Once an application is made, the system also sends

an acknowledgement SMS to the complainant.

“The sheer fact that each application can be accessed in real time by an

o�icial at the CM’s o�ice or the o�icer concerned, who has to take action for

instance at the block or tehsil level, makes them more accountable, and

makes all the di�erence,” Kumar says. The system has till date received

2,48,841 applications since it started in September last year. Of these 2,20,082,

or 88.4%, have been disposed o� in a time-bound manner, he says.

Mithun Pasi, a Delhi-based carpenter hailing from a village in Janupur

district, swears by the Lok Shikayat system. His mother lives alone in his

village and takes care of a small patch of ancestral agriculture land. A

neighbour had encroached upon a part of their land and claimed it was his.

Pasi and his family made several visits to the local subdivisional magistrate

and police station for about two years to get the land measured according to

revenue records and establish their ownership, but nobody listened.

Finally, Pasi went to the chief minister's Janta Darshan programme, where

the common man can walk into the CM’s residence and voice his complaints.

“I received an SMS the very next day saying my application is being

processed,” he says. “Within two weeks, the SDM came and got the �eld

measured by a tehsildar and we were restored the possession of our original

land.”

Avnish Saxena, a UP provincial civil services o�icer posted with the cell, says

the CM’s o�ice receives about 2,500 letters by post every day and most of them

are demands or complaints. These too are made online on a daily basis. “Any

complaint where a person is aggrieved due to the lethargy of the system or

corruption is taken up immediately,” he says.

Kumar says the online cell has progressed from processing complaints

received at the CM’s Janta Darshan to processing public grievances received
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through email, fax, the Samajwadi Party o�ice or the chief ministers’ o�ice.

“Even MLAs and MPs forward complaints of the common man to us for

timebound action,” he says.
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He is now planning to set up a call centre to give the aggrieved mobile

updates on the status of their complaint. It would also be used to gather

feedback on whether they are satis�ed with the work done or not.

Kumar turned his attention to public grievances many years ago when as an

IAS o�icer working at various levels from districts to the state capital he saw

the aggrieved being pushed from one department to another for years. As the

district magistrate of Sitapur during 2004-06, he built an e�ective public

grievance redressal system called Lokvani in public-private partnership.

Then he helped some small entrepreneurs set up kiosks to submit online

complaints on behalf of the aggrieved for a small fee. Kumar would directly

monitor the complaints and mark it to the o�icials concerned for timely

action. It proved to be a huge success and Lokvani received international

recognition. That is precisely why Akhilesh Yadav handpicked Kumar to steer

the state-level initiative.

Today, his Samajwadi Party — once infamous for its anathema to computers

— is betting on technology to reach out to the grassroots and improve its

public image.

READ MORE NEWS ON

Samajwadi Party Akhilesh Yadav Barcode Amod Kumar

(Catch all the Business News, Breaking News Events and Latest News Updates
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Also Read

Akhilesh Yadav questions Vikas
Dubey's encounter

Government should give strategic as
well as economic reply to China:
Akhilesh Yadav

Talks with Akhilesh Yadav after
Pandemic, says Shivpal Yadav

Akhilesh Yadav calls Auraiya
accident 'indescribable sadness';
o�ers �nancial aid

UP govt should wake up to situation
in Agra: Akhilesh Yadav

Hope present, future generations
will follow Lord Ram's 'maryada' for
welfare, peace: Akhilesh Yadav

We use cookies and other tracking technologies to improve your browsing experience on our site, show
personalize content and targeted ads, analyze site traf�c, and understand where our audience is coming from.
You can also read our privacy policy, We use cookies to ensure the best experience for you on our website.

By choosing I accept, you consent to our use of cookies and terms and conditions.

I ACCEPT

X

Analytics and performance Cookies Targeted and advertising Cookies

https://economictimes.indiatimes.com/
https://economictimes.indiatimes.com/topic/samajwadi-party
https://economictimes.indiatimes.com/topic/Akhilesh-Yadav
https://economictimes.indiatimes.com/topic/Barcode
https://economictimes.indiatimes.com/topic/Amod-Kumar
https://economictimes.indiatimes.com/news
https://economictimes.indiatimes.com/breakingnewslist.cms
https://economictimes.indiatimes.com/news/latest-news
https://economictimes.indiatimes.com/
https://economictimes.indiatimes.com/news/politics-and-nation/akhilesh-yadav-questions-vikas-dubeys-encounter/articleshow/76887113.cms
https://economictimes.indiatimes.com/news/politics-and-nation/government-should-give-strategic-as-well-as-economic-reply-to-china-akhilesh-yadav/articleshow/76426757.cms
https://economictimes.indiatimes.com/news/politics-and-nation/talks-with-akhilesh-yadav-after-pandemic-says-shivpal-yadav/articleshow/76291027.cms
https://economictimes.indiatimes.com/news/politics-and-nation/akhilesh-yadav-calls-auraiya-accident-indescribable-sadness-offers-financial-aid/articleshow/75772272.cms
https://economictimes.indiatimes.com/news/politics-and-nation/up-govt-should-wake-up-to-situation-in-agra-akhilesh-yadav/articleshow/75403683.cms
https://economictimes.indiatimes.com/news/politics-and-nation/hope-present-future-generations-will-follow-lord-rams-maryada-for-welfare-peace-akhilesh-yadav/articleshow/77365844.cms
https://economictimes.indiatimes.com/privacypolicy.cms
https://economictimes.indiatimes.com/cookiepolicy.cms
https://economictimes.indiatimes.com/terms_conditions.cms


A B C D E F G H I J K L M N O P Q R S T U V W X Y Z

1 2 3 4 5 6 7 8 9

Copyright © 2020 Bennett, Coleman & Co. Ltd. All rights reserved. For reprint rights: Times Syndication Service

BROWSE
COMPANIES:

Trending Now

TikTok Coronavirus updates LIVE

Pranab Mukherjee death news What is an H-1b visa

Narendra Modi Nirmala Sitharaman

announcements

Coronavirus in India Sonia Gandhi

NRC and CAA

Popular Categories

Podcast Newsblogs

Economy Industry

Politics and Nation Defence

Company International

Elections ET Explains

Sports Science

India Unlimited Environment

ET TV Latest News

Hot On Web

Happiest Minds IPO subscription

status

Sensex today

US elections impact on stock

market

US visa ban

Latest news LIVE What are balanced funds

Gold rate today Global markets

Best value funds to invest in 2020 Breaking news

YES Bank share price SGX Nifty

Sensex Live IRCTC share price

Infosys share price Rupee

Aadhaar Card

In Case You Missed It

Kerala Weather Mumbai Weather

Delhi Weather Election 2020

Earthquake in Delhi Earthquake in Jammu

Nirmala Sitharaman Green crackers

Raghuram Rajan Sundar Pichai

ET Verticals

Auto News Retail News

Health News Telecom News

Energy News IT News

Real Estate News Marketing & Advertising News

Technology News CFO News

IT Security News

More From Our Network

इकनॉिमक टाइ�स ઈકોનોિમક ટાઈ�સ Pune Mirror

Bangalore Mirror Ahmedabad Mirror ItsMyAscent

Education Times Brand Capital Mumbai Mirror

Times Now Indiatimes महारा�ट्र टाइम्

�ಜಯ ಕ��ಟಕ Go Green AdAge India

Eisamay IGN India IamGujarat

Times of India Samayam Tamil Samayam Telugu

Miss Kyra Bombay Times Filmipop

MX Player Colombia NBT Gold Podcast

Ei Samay Gold Podcast MX ShareKaro App MX TakaTak App

Other Useful Links

About Us

Create Your Own Ad Advertise with Us

Terms of Use & Grievance Redressal Privacy policy

RSS

Book your Newspaper Subscription

Contact Us

Services

Longwalks App

We use cookies and other tracking technologies to improve your browsing experience on our site, show
personalize content and targeted ads, analyze site traf�c, and understand where our audience is coming from.
You can also read our privacy policy, We use cookies to ensure the best experience for you on our website.

By choosing I accept, you consent to our use of cookies and terms and conditions.

I ACCEPT

X

Analytics and performance Cookies Targeted and advertising Cookies

https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=a
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=b
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=c
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=d
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=e
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=f
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=g
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=h
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=i
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=j
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=k
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=l
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=m
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=n
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=o
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=p
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=q
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=r
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=s
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=t
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=u
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=v
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=w
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=x
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=y
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=z
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=1
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=2
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=3
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=4
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=5
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=6
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=7
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=8
https://economictimes.indiatimes.com/markets/stocks/stock-quotes?ticker=9
http://timescontent.com/
https://economictimes.indiatimes.com/news/international/business/tiktok-poised-for-deal-to-avoid-millions-in-privacy-damages/articleshow/77646707.cms
https://economictimes.indiatimes.com/news/coronavirus-cases-in-india-live-news-latest-updates-september2/liveblog/77881592.cms
https://economictimes.indiatimes.com/news/politics-and-nation/former-president-pranab-mukherjee-passes-away-in-delhi/articleshow/77852556.cms
https://economictimes.indiatimes.com/nri/visa-and-immigration/what-is-an-h-1b-visa-heres-everything-you-need-to-know/articleshow/76683083.cms
https://economictimes.indiatimes.com/news/politics-and-nation/pm-modi-to-launch-garib-kalyan-rojgar-abhiyaan-on-june-20/articleshow/76437544.cms
https://economictimes.indiatimes.com/news/nirmala-sitharaman-announcements
https://economictimes.indiatimes.com/news/coronavirus-in-india
https://economictimes.indiatimes.com/news/politics-and-nation/sonia-gandhi-best-as-chief-now-manish-tewari/articleshow/74328819.cms
https://economictimes.indiatimes.com/news/politics-and-nation/all-you-need-to-know-about-proposed-pan-india-nrc/articleshow/72671119.cms
https://economictimes.indiatimes.com/news/podcasts/podcastlist/66647137.cms
https://economictimes.indiatimes.com/news/newsblogs/articlelist/65098458.cms
https://economictimes.indiatimes.com/news/economy
https://economictimes.indiatimes.com/industry
https://economictimes.indiatimes.com/news/politics-nation
https://economictimes.indiatimes.com/news/defence
https://economictimes.indiatimes.com/news/company
https://economictimes.indiatimes.com/news/international
https://economictimes.indiatimes.com/news/elections
https://economictimes.indiatimes.com/news/et-explains
https://economictimes.indiatimes.com/news/sports
https://economictimes.indiatimes.com/news/science
https://economictimes.indiatimes.com/news/india-unlimited
https://economictimes.indiatimes.com/home/environment/articlelist/2647163.cms
https://economictimes.indiatimes.com/tv
https://economictimes.indiatimes.com/news/latest-news
https://economictimes.indiatimes.com/markets/ipos/fpos/happiest-minds-ipo-subscribed-fully-in-just-over-2-hours-retail-quota-sees-huge-5-times-bidding/articleshow/77973514.cms
https://economictimes.indiatimes.com/sensex-nifty-live-today-2020-09-07/liveblog/77969265.cms
https://economictimes.indiatimes.com/markets/us-elections-impact-on-stock-market
https://economictimes.indiatimes.com/nri/visa-and-immigration/who-all-will-be-hurt-the-most-by-trumps-visa-ban/articleshow/76683369.cms
https://economictimes.indiatimes.com/news/newsblogs/latest-daily-news-and-updates-september-7/liveblog/77969098.cms
https://economictimes.indiatimes.com/mf/analysis/what-are-balanced-funds/articleshow/76549177.cms
https://economictimes.indiatimes.com/markets/commodities/news/gold-prices-today-rise-to-rs-50800-on-strong-global-cues/articleshow/77971445.cms
https://economictimes.indiatimes.com/markets/global-markets
https://economictimes.indiatimes.com/mf/analysis/best-value-funds-to-invest-in-2020/articleshow/76456820.cms
https://economictimes.indiatimes.com/breakingnewslist.cms
https://economictimes.indiatimes.com/yes-bank-ltd/stocks/companyid-16552.cms
https://economictimes.indiatimes.com/markets/sgx-nifty
https://economictimes.indiatimes.com/indices/sensex_30_companies
https://economictimes.indiatimes.com/indian-railway-catering-tourism-corporation-ltd/stocks/companyid-16705.cms
https://economictimes.indiatimes.com/infosys-ltd/stocks/companyid-10960.cms
https://economictimes.indiatimes.com/markets/forex/indian-rupee
https://economictimes.indiatimes.com/wealth/personal-finance-news/aadhaar-card
https://economictimes.indiatimes.com/news/kerala-weather
https://economictimes.indiatimes.com/news/mumbai-weather
https://economictimes.indiatimes.com/news/delhi-weather
https://economictimes.indiatimes.com/news/elections
https://economictimes.indiatimes.com/news/earthquake-in-delhi
https://economictimes.indiatimes.com/news/earthquake-in-jammu
https://economictimes.indiatimes.com/news/nirmala-sitharaman
https://economictimes.indiatimes.com/news/green-crackers
https://economictimes.indiatimes.com/news/raghuram-rajan
https://economictimes.indiatimes.com/news/sundar-pichai
https://auto.economictimes.indiatimes.com/
https://retail.economictimes.indiatimes.com/
https://health.economictimes.indiatimes.com/
https://telecom.economictimes.indiatimes.com/
https://energy.economictimes.indiatimes.com/
https://cio.economictimes.indiatimes.com/
https://realty.economictimes.indiatimes.com/
https://brandequity.economictimes.indiatimes.com/
https://tech.economictimes.indiatimes.com/
https://cfo.economictimes.indiatimes.com/
https://ciso.economictimes.indiatimes.com/
https://economictimes.indiatimes.com/hindi
https://gujarati.economictimes.indiatimes.com/
https://www.punemirror.in/
https://www.bangaloremirror.com/
https://www.ahmedabadmirror.com/
http://www.itsmyascent.com/
https://www.educationtimes.com/
https://brandcapital.co.in/
https://www.mumbaimirror.com/
https://www.timesnow.tv/
https://www.indiatimes.com/
https://maharashtratimes.indiatimes.com/
https://vijaykarnataka.indiatimes.com/
https://gogreenindia.co.in/
http://www.adageindia.in/
https://eisamay.indiatimes.com/
https://in.ign.com/
https://www.iamgujarat.com/
https://timesofindia.indiatimes.com/
https://tamil.samayam.com/
https://telugu.samayam.com/
https://www.misskyra.com/
https://www.bombaytimes.com/
https://www.filmipop.com/
https://www.mxplayer.in/
https://www.colombiaonline.com/
https://navbharattimes.indiatimes.com/navbharatgold
https://eisamay.indiatimes.com/eisamaygold
https://mxsharekaro.onelink.me/xABK/8feed773
https://mxtakatak.onelink.me/vQZT/c3a98cd2
http://www.timesinternet.in/
https://www.ads.timesinternet.in/expresso/selfservice/loginSelfService.htm
http://advertise.indiatimes.com/
https://economictimes.indiatimes.com/terms-conditions
https://economictimes.indiatimes.com/privacypolicy.cms
https://economictimes.indiatimes.com/rss.cms
javascript:void(0)
javascript:void(0)
https://longwalks.onelink.me/OzWN/longwalksapp
https://economictimes.indiatimes.com/privacypolicy.cms
https://economictimes.indiatimes.com/cookiepolicy.cms
https://economictimes.indiatimes.com/terms_conditions.cms

