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ABSTRACT

Digital grievance systems are intended to make local government more accessible,
transparent, and responsive, but administrative closure of a complaint is not necessarily the same
as effective resolution. This study examines responsiveness in Delhi’s MCD 311 grievance
ecosystem using official administrative snapshots published between January 2024 and April
2025, supplemented by a broader MCD 311 dashboard summary through September 2025. The
analysis focuses on three questions: how large the unresolved backlog is, whether responsiveness
differs across responsible agencies, and whether complaint volume alone explains variation in
pendency. Across the five comparable system snapshots, the reported pending share ranged from
approximately 15% to 21%. In the 2 April 2025 snapshot, 54,756 of 313,567 issues were
pending (17.5%), with substantial variation across agencies. Agency-level pending rates ranged
from 8.8% for MCD to 51.6% for Irrigation and Flood Control among the agencies included in
that snapshot. Complaint volume did not show a positive association with pendency; in the April
2025 cross-section, larger issue volumes were associated with lower pending shares (Pearson r =
-0.76, n = 7), although the small sample prevents causal inference. The results suggest that
institutional responsibility, problem complexity, and administrative capacity are more plausible
explanations of responsiveness than volume alone. The study also highlights a key measurement
limitation: portal status should be distinguished from citizen-confirmed or independently verified
resolution.
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INTRODUCTION

A pothole, an uncollected waste pile, a broken streetlight, a blocked drain, or illegal
dumping may appear to be small problems when considered individually. For residents,
however, these are the everyday points at which government becomes visible. A local
government can publish plans, budgets, and policies, yet citizens often judge its effectiveness
through a simpler question: when a problem is reported, does anyone respond, how quickly, and
is the problem actually fixed? Digital grievance systems have attempted to make this interaction
more measurable by creating traceable complaint numbers, routing cases to departments,
recording status changes, and in some systems requiring photographic proof of action.

Delhi provides a useful setting for studying this question because the MCD 311 platform
is used to register and track a wide range of civic complaints. The Municipal Corporation of
Delhi describes itself as a large urban local body serving approximately 20 million residents
across 12 zones. Its grievance channels include the MCD 311 app and related online services
(Municipal Corporation of Delhi, 2025). A 2023 order from the MCD Commissioner instructed
zonal deputy commissioners to monitor MCD 311 complaints daily and stated that complaints
should be disposed of in the shortest possible time and, in any case, within 24 hours, with
photographs uploaded after redressal for relevant waste complaints (Municipal Corporation of
Delhi, 2023). This establishes a formal expectation of rapid responsiveness, but aggregate
administrative data show that a significant stock of complaints can remain pending at any given
time.

The central research question of this paper is: How responsive is local government to
everyday civic complaints, and what factors influence whether a complaint receives a timely and
effective response? The paper treats responsiveness as a multidimensional concept. Timeliness
concerns whether a case remains pending and how backlogs evolve. Administrative resolution
concerns whether the system records a case as resolved. Effective resolution is a higher standard:
whether the underlying civic problem was genuinely addressed. Because the available Delhi data
are administrative and aggregate, this study can evaluate timeliness and recorded resolution more
directly than effective resolution. Evidence from other Indian cities is therefore used to explain
why those concepts should not be treated as identical.

Rather than constructing fictional observations, the paper uses official MCD 311 statistics

released in government reports on five dates between January 2024 and April 2025. It also uses a
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later government summary showing more than one million MCD 311 issues recorded between
October 2021 and September 2025. The aim is not to assign praise or blame to any political
actor. It is to identify patterns in the administrative system that help explain where delays are
concentrated and what additional evidence would be required to judge whether closed complaints

correspond to real-world outcomes.

RESEARCH QUESTION AND OBJECTIVES

The study asks one main question: How responsive is local government to everyday civic
complaints, and what factors influence whether a complaint receives a timely and effective
response?

1. Measure the proportion of complaints that remain pending in official MCD 311 snapshots.
2. Compare pending shares across the agencies to which complaints are routed.

3. Examine whether agency-level responsiveness changes over time.

4. Distinguish short-term from long-term pending cases as an indicator of issue complexity
and persistence.

5. Test whether a larger complaint volume is associated with a higher pending rate.

6. Assess the limitations of using an administrative “resolved” label as a measure of

effective grievance redressal.

Hypotheses

H1: The share of pending complaints differs substantially across responsible agencies,
indicating that institutional assignment is associated with responsiveness.

H2: Long-term cases form a meaningful share of the backlog for some agencies, suggesting
that problem complexity and resource requirements contribute to persistence.

H3: Complaint volume alone does not explain agency-level pendency; high-volume

agencies need not have the highest pending rates.

LITERATURE REVIEW

Digital grievance platforms sit at the intersection of public administration and
information systems. At the most basic level, they lower the transaction cost of contacting

government: a citizen can submit a complaint remotely, attach location or photographic
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information, and follow a digital record rather than relying entirely on an in-person visit.
Research on Indian online public grievance systems has found that system quality, information
quality, perceived usefulness, trust, and satisfaction can shape citizens’ willingness to use such
systems (Rana, Dwivedi, Williams, & Weerakkody, 2016). Later work on Indian users similarly
emphasizes reliability, information quality, privacy, and security as important dimensions of
satisfaction with online grievance services (Kumar & Singh, 2023).

Responsiveness, however, is not only a technology problem. A well-designed app still
depends on organizations and frontline officials who have different mandates, staffing levels,
budgets, and operational constraints. Research on public service quality in Karnataka identifies
responsiveness, reliability, predictability, tangibility, and perceptiveness among major
determinants of citizen evaluations of government service delivery (Sharma & Mishra, 2022).
More generally, research on e-government service design shows that accuracy, accessibility, user
support, transparency, and the quality of the core service interact to shape citizen satisfaction
(Chan, Thong, Brown, & Venkatesh, 2021). These studies suggest that a grievance system
should be evaluated as an administrative process, not merely as a digital interface.

A particularly important distinction is the difference between closure and substantive
response. Kumar’s study of approximately 21,000 water complaints in Mumbai found that more
than 90% of complaints could appear “closed” in the portal, while a text-based classification of
officials’ responses indicated that only 44% received what the study defined as a true response.
The Mumbai study also found strong variation by complaint type: lower-cost or
programmatically aligned problems were easier for officials to address than complaints requiring
substantial resources or affecting the distribution of services (Kumar, 2025). This evidence is
historical and from Mumbai rather than Delhi, so it should not be treated as a direct estimate of
Delhi performance. Its value for the present study is conceptual: administrative closure is an
imperfect proxy for effectiveness.

Research on citizen feedback in Indian cities has reached a related conclusion. World
Bank work on urban service delivery has found that formal complaint use can be low and that
citizens may prefer face-to-face or intermediary channels when they lack confidence that digital
or remote complaints will lead to action (World Bank, 2016). More recent work on grievance-
system design argues that institutional silence, weak feedback loops, and lack of perceived voice

can erode citizens’ confidence even when a complaint channel technically exists (Srividhya &
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Senthil, 2026). Together, the literature suggests that responsiveness has at least four components:
access to the complaint channel, speed of administrative processing, substantive problem
resolution, and communication or verification that the citizen can trust.

The present study contributes a descriptive Delhi case using published administrative
data. It does not attempt to estimate citizen satisfaction or causal effects. Instead, it asks whether
the visible distribution of backlogs is consistent with the idea that organizational responsibility

and problem complexity matter for grievance outcomes.

Institutional Context: MCD 311 in Delhi

The MCD 311 system allows residents to report problems that can include garbage or
municipal solid waste, construction and demolition debris, potholes, non-functioning streetlights,
stray cattle, road repair, dust, burning, and other civic or environmental issues. Although the
platform carries the MCD name, official status reports show that complaints can be routed to
multiple agencies, including the Municipal Corporation of Delhi (MCD), Public Works
Department (PWD), Irrigation and Flood Control (I&FC), Delhi Development Authority (DDA),
Delhi Jal Board (DJB), Delhi State Industrial and Infrastructure Development Corporation
(DSIIDC), Delhi Metro Rail Corporation (DMRC), and other bodies. This matters analytically
because the citizen experiences one complaint interface while the underlying service
responsibility is fragmented across institutions.

The 24 August 2023 MCD circular instructed all zonal deputy commissioners to monitor
complaints daily and directed that complaints should be disposed of within 24 hours, with special
emphasis on municipal solid waste and construction-and-demolition waste. The official reports
used in this paper, however, include both short-term and long-term issues and cover complaints
routed beyond MCD itself. Consequently, the aggregate datasets do not permit a direct
calculation of compliance with the 24-hour target. Instead, they reveal the stock and composition

of pending issues at specific points in time.
METHODOLOGY

Research Design

This is a quantitative, descriptive case study based on secondary administrative data. The

unit of analysis is the agency-level complaint portfolio reported in official MCD 311 status
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snapshots. The design is repeated cross-sectional rather than longitudinal at the individual
complaint level: the reports provide aggregate counts at particular dates but do not provide

complaint-level histories that can be followed from submission to closure.

Data Sources

The principal dataset was assembled from official Government of NCT of Delhi and
Delhi Pollution Control Committee presentations reporting the status of the MCD 311
application on 15 January 2024, 25 May 2024, 13 September 2024, 7 January 2025, and 2 April
2025. Each snapshot reports total issues, total pending issues, and short-term and long-term
pending issues by responsible agency. Where a source gives a rounded pendency percentage, this
paper recalculates the percentage from the underlying counts.

A separate Government of NCT of Delhi dashboard summary reports 1,050,558 MCD
311 issues for the period 1 October 2021 through 30 September 2025, of which 939,767 were
recorded as resolved and 110,791 as pending. Because the scope and time aggregation of this
“General” dashboard differ from the repeated agency snapshots, it is used only for broader

context and is not treated as a directly comparable sixth observation.

Measures

The main measure is the pending rate: pending complaints divided by total issues,
multiplied by 100. For the April 2025 snapshot, the study also calculates the share of pending
complaints classified as long-term. Complaint volume is measured as the total number of issues
assigned to each agency. The April 2025 relationship between issue volume and pending rate is
summarized with a Pearson correlation. Given the small number of agencies and the non-random

nature of the sample, this statistic is descriptive rather than causal or predictive.

Definition of Responsiveness

For this paper, administrative responsiveness is defined as the movement of a complaint
out of pending status, while timely responsiveness is inferred from the size and persistence of the
pending stock. Effective responsiveness would require evidence that the real-world problem was
actually corrected. Because the public aggregate data do not provide citizen verification or field
inspection outcomes, the paper does not equate an official resolved label with successful

substantive resolution.
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RESULTS

System-Level Backlog

Across the five comparable snapshots, the MCD 311 ecosystem processed a growing

cumulative number of issues, while the pending share fluctuated rather than moving consistently

in one direction. The reported backlog was approximately 15.3% in January 2024, 20.7% in May
2024, 17.8% in September 2024, 17.6% in January 2025, and 17.5% in April 2025. This pattern

suggests that a large majority of recorded issues were not pending at each snapshot, but a

substantial backlog remained.

Resolved / not

Snapshot Total issues Pending Pending rate
pending

15 Jan 2024 185,787 28,470 157,317 15.3%

25 May 2024 210,022 43,408 166,614 20.7%

13 Sep 2024 253,356 45,116 208,240 17.8%

07 Jan 2025 293,867 51,609 242,258 17.6%

02 Apr 2025 313,567 54,756 258,811 17.5%

Table 1. Calculations from official GNCTD/DPCC MCD 311 status reports. “Resolved / not
pending” is total issues minus pending issues; for snapshots where the source did not separately
publish resolved counts, it should not be interpreted as independently verified resolution.

Figure 1. System-wide pending share across MCD 311 snapshots
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Source: Official MCD 311 status reports dated 15 Jan 2024, 25 May 2024, 13 Sep 2024, 7 Jan
2025, and 2 Apr 2025; calculations by author.
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The later general dashboard provides a broader perspective. For 1 October 2021 through
30 September 2025, it recorded 1,050,558 issues, with 939,767 marked resolved and 110,791
pending. This corresponds to a recorded resolution share of 89.5% and a pending share of 10.5%.
These figures should not be compared mechanically with Figure 1 because the dashboard covers

a different reporting scope and a much longer cumulative period.

Variation by Responsible Agency

The April 2025 snapshot shows substantial differences in pendency across agencies.
MCD itself had 13,689 pending issues out of 155,818 recorded issues (8.8%). PWD had 12,184
pending out of 78,573 (15.5%). The corresponding shares were 26.9% for DJB, 39.3% for
DSIIDC, 44.6% for DDA, and 51.6% for I&FC. The residual “Others” group had a pending
share of 22.6%. These differences support H1: the agency to which a complaint is assigned is
strongly associated with the observed probability that it remains pending at a snapshot date. The
data do not establish why the agencies differ, but the scale of variation is too large to treat local-

government responsiveness as a single system-wide rate.

Figure 2. Pending share by responsible agency, 2 April 2025
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Source: Government of NCT of Delhi / DPCC MCD 311 status, 2 Apr 2025, percentages
recalculated from published counts.
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Changes Over Time

Agency differences also changed over time. For MCD, the recalculated pending share
moved from 6.6% in January 2024 to 10.0% in May, 7.0% in September, 9.6% in January 2025,
and 8.8% in April 2025. PWD rose from 9.9% to 15.5% across the first and last snapshots. DJB
declined from 35.6% in January 2024 to 26.9% in April 2025. DDA remained comparatively
high but volatile, while I&FC fell in September 2024 and then rose sharply to 51.6% by April
2025. The absence of a common trajectory suggests that time-specific or agency-specific

operational factors matter. A single citywide average masks these diverging patterns.

Figure 3. Agency-level pendency changed differently over time
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Source: Official GNCTD/DPCC MCD 311 status reports; calculations by author. Only agencies
with observations in all five snapshots are shown.

Short-Term and Long-Term Pending Issues

The April 2025 report divided the 54,756 pending issues into 38,641 short-term and
16,115 long-term cases. Long-term issues therefore represented approximately 29.4% of the
pending stock overall. The composition differed markedly by agency. More than half of I&FC’s
pending cases were classified as long-term (53.6%), compared with 41.3% for PWD, 40.5% for
DSIIDC, 25.9% for MCD, 11.0% for DJB, 6.1% for DDA, and 3.4% for the “Others” category.
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These patterns support H2 in a limited descriptive sense: persistent or structurally complex cases
are not distributed evenly across agencies. The official reports do not publish enough case-level
detail to determine whether this reflects engineering complexity, budget approvals, jurisdictional

transfer, staffing, or other causes.

Figure 4. Composition of pending complaints, 2 April 2025
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Source: Government of NCT of Delhi / DPCC MCD 311 status, 2 Apr 2025. The source labels
pending cases as short-term or long-term, this paper does not impose an independent duration
threshold.

Does Complaint Volume Explain Pendency?

A simple workload explanation would predict that agencies receiving more complaints
should have higher pending rates. The April 2025 cross-section does not show that pattern.
Across the seven reported agency groups, the Pearson correlation between total issue volume and
pending rate was -0.76 (p = 0.049, n = 7). The association was negative rather than positive: the
two largest-volume bodies in the snapshot, MCD and PWD, had lower pending shares than
several smaller agencies. This supports H3, but only as a descriptive finding. A seven-agency
correlation cannot identify causal capacity effects, and total issue count is not the same as active

workload, staffing pressure, case complexity, or budget requirements.
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Figure 5. Complaint volume does not explain higher pendency in April 2025
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Source: Government of NCT of Delhi / DPCC MCD 311 status, 2 Apr 2025, calculations by
author. Correlation is descriptive and based on seven agency groups.

DISCUSSION

The results suggest that the answer to “How responsive is local government?” depends on
what is meant by local government and what kind of response is being measured. At the platform
level, most recorded complaints are eventually moved out of pending status. At the same time,
the size and composition of the backlog vary substantially across agencies and over time. This
indicates that the complaint portal is not a single administrative process; it is a routing layer
across organizations with different capacities and responsibilities.

The strongest pattern in the Delhi data is institutional variation. On 2 April 2025, the
pending share for I&FC was nearly six times the MCD share. This should not be interpreted as a
simple performance ranking. Agencies face different categories of problems and different
operational constraints. An overflowing bin, a minor debris pile, a drainage engineering problem,
and a water infrastructure complaint do not require equivalent resources, permissions, or time.

The data therefore support a more precise conclusion: responsible agency is an important
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predictor of administrative status, but the causal mechanism cannot be identified from aggregate
counts alone.

The short-term versus long-term split provides further evidence that complaint
complexity may matter. I&FC, PWD, and DSIIDC had relatively large long-term components in
their pending portfolios in April 2025. That is consistent with the broader public-administration
literature in which bureaucracies prioritize problems that are less costly, faster, or more closely
aligned with existing programmatic goals. Kumar’s Mumbeai research provides a useful
comparison: complaint content was central to whether a water grievance received a substantive
response, and nominal closure rates overstated meaningful response. The present Delhi analysis
does not replicate that complaint-level method, but it reaches a compatible measurement lesson:
case type and complexity should be observed directly before conclusions are drawn from closure
statistics.

The volume analysis is also informative. MCD had by far the largest issue count in April
2025 but a relatively low pending share. The negative cross-sectional correlation means that
sheer complaint quantity cannot account for why some agency portfolios have larger backlogs.
Organizational scale may come with greater staffing, better-integrated workflows, more
standardized complaint types, or stronger monitoring. Conversely, smaller agencies may receive
fewer but more technically difficult complaints. These explanations remain hypotheses because
the public reports do not include staff levels, budget, complaint category, service-level target, or
case age for each individual complaint.

Finally, the administrative-responsiveness metric should be separated from the citizen-
experience metric. A grievance system can perform well at ticket registration and status updating
while still failing to solve some underlying problems. Conversely, a complaint may remain open
because the agency is pursuing a genuine long-term fix. The most credible governance metric
would therefore combine administrative closure with evidence of outcome: time to first
acknowledgement, time to field action, before-and-after photographic proof, citizen

confirmation, reopening rate, and independent spot checks.

Factors Likely to Influence Timely and Effective Response

1. Responsible agency and jurisdiction. The Delhi data show substantial variation by agency,

indicating that routing is associated with the likelihood of a complaint remaining pending.
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Fragmented responsibility can also create transfer delays when citizens report a problem through
a single interface but the asset belongs to another authority.

2. Complaint type and technical complexity. The short-term/long-term distinction and the
Mumbai complaint-content research both indicate that some problems are easier to resolve than
others. Routine waste removal can often be dispatched operationally, while drainage redesign,
structural road work, land-use enforcement, or water-network problems may require
investigation, procurement, interdepartmental coordination, or budget approval.

3. Administrative capacity rather than raw volume. The April 2025 analysis does not support a
simple “more complaints means more backlog” explanation. Capacity should be measured
through staff, contractors, vehicles, engineering resources, authority to act, and workflow design
rather than complaint counts alone.

4. Monitoring, escalation, and accountability. The MCD circular’s daily-monitoring instruction
and photo-upload requirement illustrate how administrative rules can create visibility and
managerial pressure. Whether these controls produce genuine on-ground resolution requires
complaint-level verification.

5. Quality of the digital service. Prior research shows that reliability, information quality,
accessibility, transparency, security, and user support affect citizens’ experience of e-government
services. A technically difficult complaint process can suppress reporting and create a misleading
impression of lower demand.

6. Verification and citizen feedback. A system that allows a case to be closed without citizen
confirmation risks confusing procedural completion with substantive resolution. Reopening
rates, complainant satisfaction, or independent field audits would help identify false positives in

the resolved category.

Policy and Research Recommendations

First, public dashboards should publish complaint-level or at least category-level service
statistics in anonymized form. Useful fields would include complaint category, ward, responsible
agency, filing date, acknowledgement date, transfer history, first action date, closure date,
reopening status, and whether the citizen confirmed resolution. This would allow researchers and

residents to distinguish speed from effectiveness without exposing personal information.
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Second, dashboards should report service-level compliance rather than only cumulative
closure. A 90% resolved share can coexist with long delays if the unresolved 10% is old or
repeatedly transferred. Median resolution time, 90th-percentile resolution time, and percentage
resolved within the applicable service-level standard would provide a more meaningful picture.

Third, inter-agency transfers should be measured explicitly. Because one complaint
interface routes issues to many institutions, transfer count and time-to-correct-assignment are
important parts of the citizen experience. A complaint should not appear to be unresponsive
merely because it was initially sent to the wrong authority, but the system should still measure
the delay created by that routing failure.

Fourth, a student-led field audit could extend this paper by selecting a lawful sample of
genuine civic complaints across categories and neighborhoods, documenting the issue before
submission, tracking the digital status, and revisiting the site after closure. The key outcome
would be a binary or graded “verified resolution” variable based on observable evidence rather
than the portal label. Such an audit would transform the present secondary-data paper into a

mixed-methods study of administrative and real-world responsiveness.

LIMITATIONS

The study has five main limitations. First, the data are aggregate snapshots rather than
complaint-level records, so individual resolution times cannot be calculated. Second, the reports
do not provide a common category breakdown across agencies, preventing a direct test of how
complaint subject affects delay. Third, the meaning of “resolved,” “short-term,” and “long-term”
is not fully documented in the extracted public tables, and this paper therefore avoids assigning
an independent duration threshold to those labels. Fourth, the agency-level correlation is based
on only seven groups in April 2025 and should not be generalized beyond descriptive
exploration. Fifth, recorded resolution is not independently verified. The paper can measure
administrative status but cannot determine the proportion of Delhi complaints that citizens would
personally consider fixed.

A further limitation is that digital grievance data represent only people who know about
the system, have access to it, and choose to use it. Residents who rely on councillors, phone

calls, in-person offices, resident-welfare associations, or informal networks may not appear in
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the dataset. Complaint rates therefore measure reported problems, not necessarily the total

distribution of civic need.

CONCLUSION

Delhi’s MCD 311 data show a system that processes a very large number of civic
complaints while carrying a persistent and uneven backlog. Across five official snapshots from
January 2024 to April 2025, the system-wide pending share remained in the mid-to-high teens,
with a temporary rise above 20% in May 2024. The April 2025 data reveal wide differences by
responsible agency, and the proportion of long-term pending cases also varies sharply. These
patterns are consistent with the view that institutional mandate, technical complexity, and
administrative capacity shape responsiveness.

The analysis also shows why a single closure rate cannot answer the full research
question. Local government can be administratively responsive without being substantively
effective if complaints are closed without real-world correction. Conversely, a difficult
complaint may remain pending while genuine work is under way. The most defensible
assessment of responsiveness therefore combines speed, transparency, and outcome verification.
For future research, the strongest next step is a citizen audit that matches portal status with
photographs, site revisits, and complainant confirmation. That would allow the “shadow
governance” project to measure not only whether government says it responded, but whether the

city actually changed.
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Appendix A: Extracted Administrative Data
The table below reproduces the agency-level counts used in the analysis. Percentages are

recalculated from the reported totals and pending counts. Dashes indicate that the agency was not

separately reported in that snapshot.

Agency 15 Jan 2024 25 May 2024 13 Sep 2024 07 Jan 2025 02 Apr 2025
MCD 6.6% 10.0% 7.0% 9.6% 8.8%

PWD 9.9% 11.5% 12.7% 14.7% 15.5%
I&FC 42.6% 44.8% 25.4% 49.9% 51.6%

DDA 54.5% 38.9% 36.1% 44.3% 44.6%

DJB 35.6% 36.2% 31.1% 27.5% 26.9%

Appendix Table A1. Pending rates for agencies consistently reported across all five snapshots.

Appendix B: Suggested 6-8 Week Citizen Audit Extension

To convert this secondary-data paper into original primary research, a student can track a
small sample of genuine, non-emergency civic complaints using the official grievance channel.
The sample should be pre-specified rather than chosen after seeing outcomes. For example, the
student could document 30—50 naturally occurring issues across waste, roads, drains, lighting,
and parks, while avoiding duplicate or fabricated complaints.

For each complaint, record: date and time submitted; category; location at neighborhood
or ward level; responsible agency; acknowledgement time; first action time; status changes;
closure date; number of transfers; whether a photograph was uploaded by the authority; whether
the student independently revisited the site; whether the issue was actually fixed; whether it
recurred within two weeks; and whether follow-up or reopening was necessary.

The primary outcome should be verified resolution rather than digital closure. A simple
coding rule could be: 0 = no visible action, 1 = partial or temporary action, 2 = problem
substantially resolved. The study could then compare median response time and verified-

resolution rates across categories without constructing a subjective overall ranking of agencies.
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