
शिकायत निपटाि काययप्रवाह

Grievance Disposal Workflow
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Grievance Disposal Workflowशिकायत निपटाि काययप्रवाह

1. Objective: Grievance Redressal System, by which complains shall be redressed in less time by 
improving escalation process.
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Grievance Escalation Hierarchy Definition

1. It is a complain settlement hierarchy, that shall define responsibilities to various organizational roles at 
various stages(Levels). For Example:
• Level G- Lowest Level(L1)

• Level 1- Upper to LG

• Level 2- Upper to L1

• Level 3- Upper to L2

• Level 4- Top Level L4 

2. Grievances raised by Citizens are first escalated to officers mapped at Level G, then Level1, then Level2, 
Level3 and so on(If LG not defined, then escalated to the first upper level)
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Grievance Escalation Hierarchy Definition

3. Grievance would be auto-escalated after a certain period of time for each level  "hours or days”. 
Grievance would automatically escalate to the next level in case the lower level assignment is 
not found.
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PART 2
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Rajasthan Sampark 2.0: User Guide

Grievance Processing: Departmental User
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1) Grievance Registration in brief(Call Centre Executive)
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1. Citizen calls at 181 to report a complain
2. Call Center Executive(at Inbound) receives incoming call & does Grievance Registration in lieu of Citizen. 
3. Select Department: ग्रामीण विकास एिं पंचायती राज;    Select Subject: बीपीएल;   

4. Grievance Registered  , पररिाद क्रमांक – 08170792371881

5. Registered Grievance can be viewed below:



Masters: Level Mapping for selected Department & Subject
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1. Select Department: ग्रामीण विकास एिं पंचायती राज;    Select Subject: बीपीएल;   

2. Levels mapped at this Subject can be seen below:
• Level1- Location: वार्य ि. 01 – वार्य;   Dept. User: Sanjay Toshniwal
• Level2- Location: अजमेर - जजला;   Dept. User: Mukesh sharma
• Level3- Location: अजमेर संभाग ;   Dept. User: Ravindra Kumar
• Level4- Location: राजस्थाि - राज्य;   Dept. User: Uttam Singh Shekhawat

3. The Lowest Level here: Level 1, so the grievance would be assigned to the User mapped at Level1(provided the concerned 
Subject & Location matches).



2)Dashboard of Disposal(Sampark 2.0) 
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1. First, Login with Departmental User.
2. Click on the module Disposal(Sampark 2.0) 



Dashboard of Disposal(Sampark 2.0) 
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1. By-default, all the grievances forwarded would be displayed in the list (user’s inbox grievances).
2. List View : User may change the grievance list view from the filter available(                         )
3. Top Panel: Displays the Grievances’s Count for the different Grievance Status.



i)Dashboard> Filter
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Following are the options user can select from the filter:
1. स्ियं के स्तर पर : By-default, the grievance’s in own’s account would be displayed in the list. These are the grievances 

that are forwarded by other user’s to this Login Dept. User.
2. िररष्ट स्तर पर : Grievances in just Upper Level w.r.t the Login User. 
3. कनिष्ठ स्तर पर :  Grievances in just Lower Level w.r.t the Login User.
4. अन्य सभी :  All grievances in Login User outbox.



ii)Dashboard> List View: Concept of समय सीमा Remaining
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1. TimeLine Column(समय सीमा ): At this time, grievance would be escalated to Just Upper Level(as Timeline configured 
in Masters) .
• If Grievance auto-escalated once, then Timeline would be displayed according to 10 Days
• If Grievance not auto-escalated even once, then Timeline would be displayed according to as defined in 

Masters
2. काययिाही करे button: There is a significance/usage of the color of button displayed: 

• Red Button(                  ): Timeline between 0-1 days (as configured in Masters)
• Orange Button(                ): Timeline between 2-3 days (as configured in Masters)
• Blue Button(                ): Timeline greater than 3 Days (as configured in Masters)



Dashboard> List View: Concept of समय सीमा Remaining
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1. Lowest Level Timeline = 1 Day ,defined in Masters ; Subject= बीपीएल



Dashboard> List View: Concept of समय सीमा Remaining
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1. Last Action on Grievance- Forwarded at : 14-Aug-2017 03:43 PM at Level 1(Sanjay Toshniwal)



Dashboard> List View: Concept of समय सीमा Remaining
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1. Last Action on Grievance- Forwarded at : 14-Aug-2017 03:43 PM at Level 1(Sanjay Toshniwal)
2. Lowest Timeline defined= 1 Day ; Subject = बीपीएल
3. Add (14-Aug-2017 03:43 PM) + 1 Day  =   15-Aug-2017 03:43 PM; Showing Red Button because Timeline between 0-1 Day
4. Now, next grievance auto- escalation would be at 15-Aug-2017 03:43 PM at  Level 2



iii)Dashboard>Top Panel : Grievance Count as per Grievance Status
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Following are the grievance counts displayed for different grievance status:
1. आशंिक निस्तारण हेतु : Count here shows grievance’s in own’s account. These are the grievances that are present in 

the Login User’s Account.
2. आशंिक निस्ताररत (राहत): Shows Grievances Count, for the grievances that are kept as Partially disposed(Relief)  status 

by Login Dept. User.  The confirmation/conversation not done yet with the Complainant/Citizen.
3. अगे्रवित, निस्तारण हेतु :  Shows Grievances Count, for the grievances forwarded/escalated to the upper level by the 

Login User.



Top Panel : Grievance Count as per Grievance Status
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4. स्ित: अगे्रवित, निस्तारण हेतु : Shows Grievances Count, for the grievances auto-escalated to the upper level as per 
the Timeline defined in Masters.

5. अगे्रवित (असंतुष्ट) ,निस्तारण हेतु : Grievances under Marked Not Satisfied status would be displayed here. First 
grievance is Partially Disposed(Relief) by dept. user & Complainant/Citizen not satisfied with the action taken.

6. आशंिक निस्ताररत (रद्द): Shows Grievances Count, for the grievances  Partially disposed(Reject) by the Login Dept. 
User. The grievances that are rejected by Lower Level say Level1 would be forwarded to Level2 user.



iv)Dashboard>Grievance Action
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1. User can take grievance action by clicking the button(                   ) from the list of grievances as shown below:
2. The Record information consists: Grievance Id, Date, Subject, Department & the Grievance Status.
3. Remaining Timeline (15-Aug-2017 11:57 AM) is also displayed. It means at this time, grievance would be auto-

escalated to the next upper Level (as configured from Masters)



Dashboard>Grievance Action
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Drill Tile काययिाही
1. After clicking the button, following interface appears.
2. Login Dept. User details are displayed on the tile.
3. User may take actions on grievance from the dropdown. The grievance processing rights are maintained from Masters 

and Actions are visible accordingly.
4. Feature to mention Description and Attach File is also given.
5. Click on  (                    ) button to take action.



Dashboard>Grievance Action
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Drill Tile 2

1. Grievance basic details with Grievance Id, Complainant Name, Department & Subject shown.
2. On drilling tile, Complainant's & Grievance Area Address displayed. Grievance Status can also be viewed here. 



Dashboard>Grievance Action
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Drill Tile प्रक्रक्रया(Action History)
1. Action History: The complete action history on the grievance is maintained here.
2. Step by Step actions on the grievance with status, user profile and Description is displayed in the List.
3. User may view the Attachment from the Actions- (                           ) button



Dashboard>Grievance Action
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Drill Tile संिाद
1. The complete conversation between the Call Center Executive & the Caller would be enlisted in the List.
2. The calling number, Call center executive name, etc are also displayed.
3. User has the feature of listening audio recording of the conversation of the duo. Click the (                      ) button.



3)Types of Actions on Grievances
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Following are the actions that can be taken on Grievance for different Level Users:

S.No. Level 1 Level 2 Level 3 Level 4

1 Remarks
(टटप्पणी)

Remarks
(टटप्पणी)

Remarks
(टटप्पणी)

Remarks
(टटप्पणी)

2 Transfer
(हस्तांतररत)

Transfer
(हस्तांतररत)

Transfer
(हस्तांतररत)

Transfer
(हस्तांतररत)

3 Forward
(अगे्रषित)

Forward
(अगे्रषित)

Forward
(अगे्रषित)

-

4 Partially Closed: Reject
आशंिक निस्ताररत (रद्द)

- - -

5 Partially Closed: Relief
आशंिक निस्ताररत (राहत)

Partially Closed: Relief
आशंिक निस्ताररत (राहत)

Partially Closed: Relief
आशंिक निस्ताररत (राहत)

Partially Closed: Relief
आशंिक निस्ताररत (राहत)

6 - Specially Closed
निस्ताररत (रद्द)

Specially Closed
निस्ताररत (रद्द)

Specially Closed
निस्ताररत (रद्द)



i) Action: Remarks(टटप्पणी) 
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1. Grievance registered for: Department: ग्रामीण विकास एिं पंचायती राज;  Subject: बीपीएल;  Location: Ward1, Ajmer
Grievance Currently assigned to: 
• Level1- Location: िार्य ि. 01 – Ajmer िार्य; Dept. User: Dr. Sanjay Toshniwal

2. Remarks(टटप्पणी): User can add comment/mention remarks w.r.t the grievance. The updated comment can be viewed to 
the users.

3. Go to the Action Interface by clicking the                     button.



Action: Remarks(टटप्पणी)
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1. The following Action Interface opens as shown below:
2. After selecting the action ,user may mention description and attach file if required.
3. Click on button 
4. Confirmation alert shall be prompted.



Action: Remarks(टटप्पणी) 
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1. The grievance after Status Update can be viewed by applying the filter (अन्य सभी )



Action: Remarks(टटप्पणी) 
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1. After Status Update action, a new row can be viewed from the Action History.



ii) Action: Forwarded(अगे्रवित) 
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1. Grievance registered for- Department: ग्रामीण विकास एिं पंचायती राज;  Subject: बीपीएल;  Location: Ward1, Alwar
Grievance Currently at:
• Level1- Location: वार्य ि. 01 – Ajmer वार्य;   Dept. User: Dr. V.C Garg

2. Forwarded(अगे्रवित): User may forward the grievance to the upper level.
3. Forward Grievance from Level1 to Level2 (Level2- Location: अजमेर - जजला;   Dept. User: Mukesh sharma)
3. For this go to the Action Interface by clicking the                     button from the List.
4. Action Interface: User shall choose the Forward option from the dropdown, mention description and attach file if 

required. Click on the button.
5. Grievance successfully forwarded.



Action: Forwarded(अगे्रवित)
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Dashboard at Level1 (User: Sanjay Toshniwal)
1. अगे्रषित, निस्तारण हेतु (वररष्ट स्तर पर): Grievance Count 1, that displays grievance forwarded to upper level.
2. Forwarded Grievance can be viewed by applying filter of वररष्ट स्तर पर. As the grievance is forwarded to Upper 

Level2.
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Action: Forwarded(अगे्रवित)
1. Login with Level2 User: Mukesh sharma
2. Forwarded Grievance can be seen in the list



Action: Forwarded(अगे्रवित)
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1. Action History: History of actions done on grievance is maintained and can be viewed to all users.



iii) Action: Partially Closed(Relief)-आंशिक निस्ताररत (राहत)
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1. Grievance registered for- Department: ग्रामीण विकास एिं पंचायती राज;  Subject: बीपीएल;  Location: Ward1, Ajmer 
Grievance Currently at:
• Level2- Location: अजमेर - जजला;   Dept. User: Mukesh sharma

2. Partially Closed(Relief): Dept. User may close the grievance raised under relief.
3. For this go to the Action Interface.
4. Action Interface: User shall choose the Partially Closed : Relief option from the dropdown, mention description and 

attach file if required. Click on Save.



Action: Partially Closed(Relief)-आंशिक निस्ताररत (राहत)
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1. After successful Partially Closed(Relief) at Level2, the grievance count shall be displayed at the top panel.

2. Also, the grievance can be seen in the list by applying filter of (अन्य सभी )
3. The grievance Closure Confirmation yet to be discussed with the Complainant by Call Center Executive.



Action: Partially Closed(Relief)-आंशिक निस्ताररत (राहत)
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1. Action History: History of actions done on grievance is maintained and can be viewed to all users.



iv) Marked Not Satisfied
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1. Partially Closed(Relief) action taken at Level2: Mukesh sharma ;
2. Forwarded to Call Center Executive. He takes action Marked Not Satisfied in lieu of Complainant(after having 

conversed with Citizen).



Marked Not Satisfied
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1. After action Marked Not Satisfied by Call Center Executive,  grievance forwarded to just Upper Level.
2. Login with - Level2: Mukesh sharma
3. Grievance count can be seen on the Top Panel as अगे्रवित (असंतुष्ट) ,निस्तारण हेतु .
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v) Partially Closed: Reject-आंशिक निस्ताररत (रद्द)
1. Grievance registered for- Department: ग्रामीण विकास एिं पंचायती राज;  Subject: बीपीएल;  Location: Ward1, Ajmer ;

Grievance Currently at:
• Level1- Location: वार्य ि. 01 – Ajmer वार्य;   Dept. User: Sanjay Toshniwal; Grievance Id: 08170792371452

2. Partially Closed(Reject): Dept. User may close the grievance raised under reject. After Reject, it would be escalated 
to just Upper Level.

3. For this go to the Action Interface.
4. Action Interface: User shall choose the Partially Closed : Reject option from the dropdown, mention description and 

attach file if required. Click on Save.



Partially Closed: Reject-आंशिक निस्ताररत (रद्द)
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Dashboard at Level 1: Sanjay Toshniwal
1. After successful Partially Closed(Reject) at Level1, the grievance count shall be displayed at the top panel as shown.

2. Also, the grievance can be seen in the list by applying filter of (िररष्ट स्तर पर )
3. Once, the grievance partially closed(Rejected) by the dept. user, it shall be auto-escalated to the just Upper Level 

officer.



Partially Closed: Reject-आंशिक निस्ताररत (रद्द)
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Dashboard at Level 2: Mukesh sharma
1. Login with Mukesh Sharma(at Level2);
2. Grievance auto-escalated to Level 2 user, after Partially Closed(Reject)



Partially Closed: Reject-आंशिक निस्ताररत (रद्द)
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Following Actions can be taken at Level 2, after Partially Closed(Reject): 



vi) Transferred(हस्तांतररत)
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1. Grievance registered for- Department: ग्रामीण विकास एिं पंचायती राज;  Subject: बीपीएल;  Location: Ward1, Ajmer ;
Grievance Currently at:
• Level2- Location: अजमेर - जजला;   Dept. User: Mukesh sharma ; Grievance Id: 08170792371452

2. Transferred: Dept. User can take this action when the grievance is not concerned/relevant . After this action, 
grievance would be forwarded to Call Centre Executive.

3. For this go to the Action Interface.
4. Action Interface: User shall choose the Transferred option from the dropdown, mention description and attach file 

if required. Click on Save.



Transferred(हस्तांतररत)
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1. After performing Transfer Action, the grievance shall be displayed by applying the filter of (अन्य सभी )

Transferred(हस्तांतररत)



Transferred(हस्तांतररत)
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1. Grievance forwarded to Call Center Executive after transfer, he may take actions like: Change Subject, Change 
Department, Change Department

2. Now, the grievance would be treated as fresh



vii) Auto-escalate(स्वतः अगे्रषित)
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1. Auto-escalate: System would auto-escalate the Grievance to the upper level, if no action taken on it within the 
Timeline Defined 

2. Grievance auto-escalated from Level1->Level2;  Timeline =1 hr(from masters)
3. Auto-escalate action will not be done when grievance status:

• Final Closure
• Partially Closed(Relief)
• Transfer



viii) Specially Closed-निस्ताररत (रद्द)
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1. Grievance registered for- Department: ग्रामीण विकास एिं पंचायती राज;  Subject: बीपीएल;  Location: Ward1, Ajmer ;
Grievance Currently at:
• Level2- Location: अजमेर - जजला;   Dept. User: Mukesh sharma ; Grievance Id: 08170792371472

2. Specially Closed: Dept. User may close the grievance. After this, it would be fully closed.
3. For this go to the Action Interface.
4. Action Interface: User shall choose the Specially Closed option from the dropdown, mention description and attach 

file if required. Click on Save.



Specially Closed-निस्ताररत (रद्द)
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1. After Specially Dispose action by Department User, grievance would be forwarded to Call Center Executive
2. Call Center Executive may take action like: Re-Open in lieu of Complainant(after having conversed with Citizen)
2. Now, the grievance would be treated as fresh.



Thank You!
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