


Grievance Disposal Workflow=>fisrad [Sger srRivag

1. Objective: Grievance Redressal System, by which complains shall be redressed in less time by
improving escalation process.
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Comparison between existing and envisaged workflow
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Grievance Escalation Hierarchy Definition

1. Itis 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 Levell, 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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Grievance Processing: Departmental User
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1) Grievance Registration in brief(Call Centre Executive) S o

Citizen calls at 181 to report a complain
Call Center Executive(at Inbound) receives incoming call & does Grievance Registration in lieu of Citizen.

Select Department: ITHAOT AT Ta g=mAdl I Select Subject: didiwe;
Grievance Registered , 9R@1g s#HAT® —08170792371881
Registered Grievance can be viewed below:

1.
2.
3.
4.
5.

Grievance Registered &
Assiqned to Lowest Level
ent User

e e 36 & W

et AT Q413013007
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Masters: Level Mapping for selected Department & Subject
1. Select Department: ITHOT AT vd aAddY IET; Select Subject: didiue;

2. Levels mapped at this Subject can be seen below:

* Levell- Location: @T$ &. 01 —dTS; Dept. User: Sanjay Toshniwal

« Level2- Location: 35T#AX - oo Dept. User: Mukesh sharma

«  Level3- Location: 3TSTHY THTIT ; Dept. User: Ravindra Kumar

* Leveld- Location: TTTEATT - Id; Dept. User: Uttam Singh Shekhawat
3. The Lowest Level here: Level 1, so the grievance would be assigned to the User mapped at Levell(provided the concerned

Subject & Location matches).
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2)Dashboard of Disposal(Sampark 2.0) <=

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

ITHAI2TAH HFg b

2 _ RAJASTHAN SAMPARK N\
Government of Rajasthan Click Here
& welcome Sanjay Toshniwal O LoGcouT
My Profile . Reports ® ® ©
=& y y Ala A8 AlD
. = 4 4 ( [
Sanjay Toshniwal L

Internal User ID Grievances Diéposal'(§ampafk 2.0): | Tour Visits/ lnspecﬁon Reports District Level Committee
rur_blo_pan_pra_pan3
Designation

Pragati Prasar Adhikari D Q: “

Department =
Rural Development & Panchayati Raj @ 'n‘
Office T

Panchayat Samiti Sarwar
Office No

&

Section
Panchayat

| Samadhaan Meetings | | Circulars | | Adopter Module
s ; Band
Block Level Nodal Officers '.

.

9414555442 DolT&C Service Request Discussion Forum | SMS-Email Service Official Mail ‘ Ideas & Innovations
SSO ID Y ' ' '
RJAJ1899701020048

Notices E—] 9 = -I-E.I = :




Dashboard of Disposal(Sampark 2.0)

By-default, all the grievances forwarded would be displayed in the list (user’s inbox grievances).
List View : User may change the grievance list view from the filter available( | = & war=[v]| )
Top Panel: Displays the Grievances’s Count for the different Grievance Status.

‘ Welcome Sanjay Toshniwal

i FEarer &g TP Feaia (W) I, AR &g T JA, FEaRT 8 AT (Idg<) ,FEaRT &g s FraRd (1)
(a8 & T TH) (181 garr 9fEe 9w) (ai=e T W) [ aTe ToL 1) (@ T ) (g FR W)
According to Displays the Number of Grievances /Counts
fegroT q:,r.ﬂa‘@ Filter selected, for different status
grievance list
drilled downwards
Show| 10 '  entries Search:
TiER
F =i i T qiEEr o 7 R Faaor fa 9 FHEER aaT g FEEE Y
1 14-AUG-2017 | 08170792371881 | Kiritka drdiwer AT S e Sarn Forward®Assign = T -1,sfag | 3@fEg 15-Aug-2017 11:57
AM

Mot

Showing 1to 1 of 1 entries Previous MNext

Dept. User can
take action onit.

By default, all grievances

inthe user's INBOX_
would be displayed




i)Dashboard> Filter S o

Following are the options user can select from the filter:

1. ¥ & FTOU 9T : 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. gise FAT 9T : Grievances in just Upper Level w.r.t the Login User.

3. &fesa FTAT 9T : Grievances in just Lower Level w.r.t the Login User.
4, 3 gt . All grievances in Login User outbox.
fEaRoT SRiaTS) ek ceed e
e grievance view
thielse ¥ tvpe. as desired
Show| 10 v | enfries 3o Wl Search:
e
i e TiEE T R o 7 faamor oifd T AT T i FEEE Y
1 14-AUG-2017 | 08170792371881 = Kiritika e T e vd S Forward8Assign &R -1,dfad  3m@fed 15-Aug-2017 11:57
T AM

Showing 1 to 1 of 1 entries Previous Next



ii)Dashboard> List View: Concept of

Show

Red Button(
Orange Button(

\

pu

T Il Remaining o

1. Timeline Column(¥HIT T ): 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. HIAATET &Y button: There is a significance/usage of the color of button displayed:

ISR ): Timeline between 0-1 days (as configured in Masters)
): Timeline between 2-3 days (as configured in Masters)

Blue Button( Extmksd): Timeline greater than 3 Days (as configured in Masters)

ﬁ%ﬂW@ﬂmﬁ IR

10

v entries

pili e | whagden | oher) | fewwa R

1

14-AUG-2017 | OBI7OFL372040  Krtika

ST T e T e
T

o R G
Assined | FR-1,@6d o

)

Atthis time, grievance
would be escalated to

Just Upper Level

Red button because
Timeline biw 0-1 Day

S-Aug-2017 03:43 P




Dashboard> List View: Concept of HHIT HIF

1. Lowest Level Timeline =1 Day ,defined in Masters ; Subject= didtoer

vz ]
Lowest Level

; Hqﬁ@ma@q Timeline =1 Day

GUGERGH

1101 of | e R 5 2

T Remaining

12

15



Dashboard> List View: Concept of HI HIAT Remaining

1. Last Action on Grievance- Forwarded at : 14-Aug-2017 03:43 PM at Level 1(Sanjay Toshniwal)

1 Wialcome Sanjay Tashniwal

EAREIE] Sanjay Toshnivwal | TETad TR HEERT | dar9d QAT T84S, 14-Aug-2017
givdrg wHids - 08170792372040 OiaTal ol =W : Kritika , A8 g fd U SO AT fdesry Od geradr 2ref
I 2T TR 1, Sanjay Toshniwal , DETET UHE A6 | dorad 9@, Iwars
BRAE o1
TH A Bl PR Tarawon = Pl

1 14-Aug-2017 03:43
F

. S ufyeErs it sfien & efiftd 2t mlt € ( Sanjay Toshniwal , T=Tdd WHR SOSEH | OemEE 9, L HEELE
TETE)

Akhil Kumar Garg 181 oiaE Asszigned
PIGICI]

2 14-Aug-2017 0343
F

TS 0413013007, T 14-Aug-2017 , 181 UFafAfE | Tae o= foemm

Grievance last Forwarded at
Time: 14-Aug-2017 03:43 PM

16



Dashboard> List View: Concept of HHI HIHAT Remaining

W

Show | 10 v | entries
oA fertip uidrg I it Toree = fawmn Tora=or utearg st d ®rfargt T A
1 14-AUG-2017 | 08170792372040 | Kritika dittws et fdsra ua d=rmet Assigned | T - 1, @i@d Srifea 158-Aug-2017 03:43 PM
T

Showing 1 to 1 of 1 entries

Last Action on Grievance- Forwarded at : 14-Aug-2017 03:43 PM at Level 1(Sanjay Toshniwal)

Lowest Timeline defined= 1 Day ; Subject = didroer

Add (14-Aug-2017 03:43 PM) + 1 Day = 15-Aug-2017 03:43 PM; Showing Red Button because Timeline between 0-1 Day
Now, next grievance auto- escalation would be at 15-Aug-2017 03:43 PM at Level 2

‘ YWielcome Sanjay Toshniveal

e FreRo e it Frentea @rea) s, Freamo g ez ST, R g it (erEdgE) ,FERT R 3t Freia @9
(¥ w0 (181 3/ gfd <) (ahy 'Y (ahE 'Y (@i = Y (N =2 oY

1 0 0 0 1 0

FRAORU BRIAET @ vww v

Search:

Previous [t

Add (14-Aug-2017 03:43 PM) + 1 Day
17



iii)Dashboard>Top Panel : Grievance Count as per Grievance Status o

Following are the grievance counts displayed for different grievance status:

1. A+ AEarRor %Fg : Count here shows grievance’s in own’s account. These are the grievances that are present in
the Login User’s Account.

2. 3 ATaia (WEd): 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. 3T, AFAROT &9 : Shows Grievances Count, for the grievances forwarded/escalated to the upper level by the
Login User.

3 PR £ 3T TR (T 3, AR v il R g | oA () ey | o i ()
[FHE ) (181 g o 4] (T TR Eugesiey (TR TR W) (2t T R)

1 | | | | |

18



Top Panel : Grievance Count as per Grievance Status

4. Tad: AN, faearor %?g : Shows Grievances Count, for the grievances auto-escalated to the upper level as per

the Timeline defined in Masters.

5. 3T (ﬂ@‘?) SferEaror %?g : 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. 3MfA+H AEATRG (TF): Shows Grievances Count, for the grievances Partially disposed(Reject) by the Login Dept.
User. The grievances that are rejected by Lower Level say Levell would be forwarded to Level2 user.

I T &
(F0 & T )

1

Wi el (T59)
(181 gar i 3]

|

A, T &
(a T W)

|

i Fift, e ey | 3 () e i A Feaiid ()
[T TR ) (T FH W) (TR T R)

0 | |

19



iv)Dashboard>Grievance Action S

1. User can take grievance action by clicking the button( [Eiieiatad ) from the list of grievances as shown below:
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)

N

‘ Welcome Sanjay Toshniwal

HifdT FeaRT &g Wt i (Wea) T, AR & Tad: 3T, MR §d T (ag) AR &g Wiffw Frafa (=)
(% &K ) (181 garr g ) ( aR== FoT W) (A== T ) (A= FR ) (A= T W)

1 0 0 0 0 0

feaRoT HrEagr T FR Y]

Show| 10 W | entries Search:
RITE [
E ey fe=tiw i d@Ear L IEE ] o 7 A= Fragor Tl 99 TR T e SRR Y
1 14-AUG-2017 | 08170792371881 | Kritika A AT e vd dardr Forward&Assign = X - 1, dif@d | &M 15-Aug-2017 11:57

By ) AM
Showing 1 to 1 of 1 entries ) ) Pravious Mext
Click on this button




Dashboard>Grievance Action
Drill Tile Q@Y

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. Clickon ( ) button to take action.

ENEI I Sanjay Toshniwal , 99ad 98T ATEaET | darag affatas:, agas,09-Aug-2017
FIEETET User can take
actions from the
- dropdwon list
T ETET T e -
faayor
TEaTEA A Browse.
(e 7 S F ST AaaR F BEataa o wadt 3 vadt 4 g, T g @ier 5 waE)

Click aon
button
gidre S I - 028170792371445 gfyardy a1 A1 : Kritika , Ta9= o Ta#mer - Srdimeer, amHoT Ta=hra vd 9=madn =

skl FATET , TAL 1, Sanjay Toshniwal | 99100 ST ATRIGHT | 99100 GiA o, 4418

TdTg =aT - 9413010987 |, a1 :09-Aug-2017 , 181 giaf=ET=r | Tae =t T



Dashboard>Grievance Action

Drill Tile 2
1. Grievance basic details with Grievance |d, Complainant Name, Department & Subject shown.
2. Ondrilling tile, Complainant's & Grievance Area Address displayed. Grievance Status can also be viewed here.

HIRIGTE Sanjay Toshniwal , 99/ dd Y8R HEHRT , Gard gi#Afd:, @3d1s,09-Aug-2017
uRare &AM - 08170792371445 UR@rer &1 A1 : Kritika , fawsr @ Tastmer ; didieer ameiior faemT vd damrdt =

address , @15 . 01, 3R , 3&AR

Address , a5 & 01 , 3118, Hl8R Grievance details
displayed

HAT¥T , T/ 1, Sanjay Toshniwal , 9919 d Y8R HAfEHRT | Gard Hi#Efd:, Has

Hdlg =¥ : 9413010987 , 71d :09-Aug-2017 , 181 wfafafer | Harg g am



Dashboard>Grievance Action

Drill Tile 9fsraT(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

FIRIGTE Sanjay Toshniwal , 99T SOR ATEHRT , 99T GfAfG:, Tars,09-Aug-2017
Grievance
aRarg #H1® - 08170792371445 qRETET &l 1 : Kritika , fa9=r @ fasmer : drdroe ameor faem v garadt I Action History
maintained
ufehan FAT , T/ 1, Sanjay Toshniwal , 99— TER AfESRT | Gard GfAfd:, TaE
FRAE T
TH TAY TS| TR faaor P50y P
1 0%-Aug201702:45  w&a 3T IRATE TR HTOHHT F TEIRE X &7 T ¢  Sanjay Toshniwal , ORGSR 3@, Tamad T 1
PM WA, T
2 09-Aug-2017 02:43 Akhil Kumar Garg 181 IRaTE Gof TS EEIELEN Foie ol
PM sfamE

Tdlg, e : 9413010987 , 71d :09-Aug-2017 , 181 wfafafer | Harg g fhar



Dashboard>Grievance Action

Drill Tile €aTg

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.

URdIE R

GANEIR| Sanjay Toshniwal , T390 U9R @R T9@g 9, T48.09-Aug-2017
Conversation biw
UftaTE HHIS - 08170792371445 UfaIet &1 18 - Kritika  fw @ fam - Sidiea oo e ud dand I Call Center
Executive & Caller
nfern T . TR 1, Sanjay Toshniwal | TaTad TR AfSRT | Tama IHfd, Was
g =&Y 9413010987 , T :09-Aug-2017 . 181 W1 U9l g foodl
o B wfRT LE o THY T PR Seyy g fageo EICESE
1 9413010987 Kritika Akhil Kumar Garg 09-Aug-2017 02:08 PM uRaTE gl fo ( THTES)
2 9413010987 Kritika Akhil Kumar Garg 09-Aug-2017 02:08 PM A @

24



3)Types of Actions on Grievances

Following are the actions that can be taken on Grievance for different Level Users:

B S ™ " TR

Remarks

(feogoft)

2 Transfer

(BEATIRC)

3 Forward

(3E™a)

4 Partially Closed: Reject
S AEARAT (7))

5 Partially Closed: Relief
3AF AEARa (8d)

Remarks

(feogoft)

Transfer

(EEATARd)

Forward

(3r™a)

Partially Closed: Relief
AR fAEATRA (18d)

Specially Closed
AeaRa (1®)

Remarks

(feeof)

Transfer

(BEATIRC)

Forward

(3™a)

Partially Closed: Relief
3SR fAEATRA (8d)

Specially Closed
IGESIEGCEY

e

Remarks

(feeroft)

Transfer

ESIGIEG)

Partially Closed: Relief
3R fATATRA (T8d)

Specially Closed
IGESIEGNCEY



1) Action: Remarks(freqoft)

1.

Grievance Currently assigned to:

* Levell- Location:dT$ sT.01 — AjmerdTS; Dept. User: Dr. Sanjay Toshniwal

s oo &g ST Faria (TEa9)
(FF & T 94) (181 garr 9= 9w)

1 0

I, AT &
( =+t 93)

F=a: 3ETE, AR &
{ @~ < 93

—

Grievance registered for: Department: ATHOT @™ wa 9arIdr IS Subject: didiwe; Location: Ward1, Ajmer

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

Go to the Action Interface by clicking the button.

' Welcome Sanjay Toshnrwal

IFATT (IHGT) ,FEaRT & T+ FraRa (%)
( O™= Tt =) ( @fi=¢ < 94)

0 0

fAEaRoT FRGEr TS TR R[]
Show| 10 w | entries Search:
giET
FH == i dEar giErr oy 7 e ICEEL) =i I A I HiAT PHEAFET B
1 14-AUG-2017 | DB170792371881 | Kiitika e, AT S vd S Forward&Assign | Tow - 1, sifda SIS 15-Aug-2017 11:57

Showing 1 to 1 of 1 entries

A
] ] Previous Mext
Click on this button




Action: Remarks(freoft)

The following Action Interface opens as shown below:

After selecting the action ,user may mention description and attach file if required.
Click on button

Confirmation alert shall be prompted.

Confirmation Alert
prompted

Mention Description
& Click on the button




Action: Remarks(freoft)

1. The grievance after Status Update can be viewed by applying the filter (3= &)

1 Welcome Sanjay Toshniwal’

FAF R §q FAF Frafa () arfa, Fremer &g T 3G, PR i AT (g ,AERT &g AP PR (1®)
(¥4 & TR W) (181 garr 9fEe 9w) (aR=E T W) (TR TR W) (TRT TR W) (TR FTH W)

1 0 0 0 0 0

After Remarks, grievance
can be viewed by applying
this filter

foredRoT gl [P

Show 10 v  enfries Search:
] = = ufarg & afErdr e 7 famr faraor ufEg fa T FRETE FATE Y
O 1 14-AUG-2017  08170792371881 | Kiitika rfroer, AmAIOT e O et T Forward8Assign = o -1, difad IEITAd
O 2 10-AUG-2017  08170792371452 | Kritika eI T et ve §aw Description -1, #ad EDILGE

Showing 1 to 2 of 2 entries Previous Next



Action: Remarks(freoft)

1. After Status Update action, a new row can be viewed from the Action History.

gRarg HearoT

HTAaTE! Sanjay Toshniwal , T9Tad YR Sf9aRT | Tard Gfffd:, ars, 14-Aug-2017
aRarg &AM - 08170792371881 RETET &1 =119 : Kritika , Taw=r @ faemmer - drdioe ameiior faem va damrdt 1=
ufdhan HAf¥T , ¥/ 1, Sanjay Toshniwal , T9&d FHR AEGRT | Y9dd GiATG:, TS

TATE 3T Remarks added at

$0 WA o TR fragor Level = P

1 14-Aug-2017 Sanjay Toshniwal , ToMd 98K HEHAT, 9a@d | Roqol Remarks T
12:27 Pid T JEE

2 14-Aug-2017 T Epiry URaTe, FdTE T AT FI 3T 51 &1 1§ ( Sanjay Toshniwal | Serad wHR T 1
11:57 AM HTERNT , TR AR, TAE)

3 14-Aug-2017 Akhil Kumar Garg 181 v IRAIE Gof Forward&Assign EEC RN e GE
11:56 AM

Hdlg & : 9413013007 , 71 14-Aug-2017 , 181 wfafafer | Harg gof faear




i) Action: Forwarded(srafe) S

Grievance registered for- Department: ITHT AT Ta garIdl IST; Subject: ddiwe; Location: Ward1, Alwar
Grievance Currently at:
* Levell- Location: @l &. 01 — Ajmer @TS; Dept. User: Dr. V.C Garg
Forwarded(3r3If¥d): User may forward the grievance to the upper level.
Forward Grievance from Levell to Level2 (Level2- Location: 3R - fore; Dept. User: Mukesh sharma)
For this go to the Action Interface by clicking the button from the List.
. Action Interface: User shall choose the Forward option from the dropdown, mention description and attach file if
required. Click on the button.
Grievance successfully forwarded.

Forward Action performed at
Lewvell




Action: Forwarded(safya)

Dashboard at Levell (User: Sanjay Toshniwal)
1. 3N, AEART 8 (@RS TR W): Grievance Count 1, that displays grievance forwarded to upper level.

2.
Level2.

HifF FEanoT g
(T & T 1)

0

INEF Frafa ([@Ea)

(181 gamr giEe 9m)

0

Forwarded to
Level 2

I, Frarer &g
{ I~ FoX W)

T=a: G, AR &g
‘ (@R TR ) ‘

0

AT (A=) ,FEERT 7

{ = T ™)

0

Forwarded Grievance can be viewed by applying filter of aRsc AT 9. As the grievance is forwarded to Upper

‘ Welcome Sanjay Toshniwal'

MEF Frafa (1)
{ g T )

0

iEHE“IDI Eﬁl_éa'lﬁ : B Grievance can be
viewed by applying
Show| 10 w | entries this filter Search:
L] B =i aftEE @& afErr ey 7 fasmar faaor aftas wafa 95 AT FHEETET L
O K " 14-AUG-2017 | 08170792371881 | Kritika " @ UeT AT AT oF A Ut Forward&Assign | T -2, SiEd " yaTea !
O 2 10-AUG-2017  08170792371452  Kritika HTIR, T StegTeRT Td Tar Description -1, S I
Previous Mext

Showing 1 to 2 of 2 entries



Action: Forwarded(srafa)

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

1 Wek:omelh"lukesh sharma']

T FFano &g wifd i (Tea) I, Ao &g Taq: fEa, PR &g AT (IrEdee) PR g s ArafiE (=)
(a0 & TR W) (181 g@rT 9= W) (A== FR ) ( TR TR W) (T F ) ( TR TH W)

1 0 0 0 0 0

[ EaRoT SRR TR

Show| 10 W |entries Search:
TREe
¥ 1= R qRe FE R | T R faeor wfd ECEEEIR L PR
1 14-AUG-2017 | 08170792371881 | Kritika e amsioT S v damRdr Forward8Assign TR -2, @fad | 3HmEg 15-Aug-2017 12:40
PM

Showing 1 to 1 of 1 entries Previous Mext

Grievance Successfully Forwarded
and visible in Level 2 Dashboard

.



Action: Forwarded(srafa)

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

Home

EFI'v‘fIT:ﬂﬁr Mukesh sharma , IMH Hdeh | Gram Sachiv Office Ghotad, 14-Aug-2017
qRarg ®#i® - 08170792371881 TRETET &7 =1 : Kritika |, [a9ar 7 fasmmer ; drdreer amor Gerg vd damrdr I
gichdT 8T | TX 2, Mukesh sharma , IMA ¥d& , Gram Sachiv Office Ghotad Row _gener_ated a
Action History
HETET FT
A T el 9FH Feragor
1 14-Aug-2017 Sanjay Toshniwal , Samad S8R FEwAT , 99@0d k DIEG] wiass | Mukesh sharma , 3 ®ias , Gram Sachiv Office Ghotad) T2
12:40 PM AT, gL
2 | 14-Aug-2017 Sanjay Toshniwal , Samrd WOK HEHAT, Samg | Roqol Remarks T
12:27 PM AR, @EE
3 14-Aug-2017 T FATE IRdE T AR F AT F &I & | Sanjay Toshniwal | Samad 76810 1
11:57 AM HERT , 990d AR, JdE)
4 | 14-Aug-2017 Akhil Kumar Garg 181 a3 IRETG Gol Forward&Assign EECRN e GE

11:56 AM

=a¥ 1 9413013007 , 71d :14-Aug-2017 , 181 yfafAfer | Targ g=f foar
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iii) Action: Partially Closed(Relief)-3mfere faeaiRa (8d) <=

1. Grievance registered for- Department: Im#HIT fa™@ va garIdr IS; Subject: ddiwe; Location: Ward1, Ajmer
Grievance Currently at:
* Level2- Location: 3ToT®Y - TFelT; Dept. User: Mukesh sharma
Partially Closed(Relief): Dept. User may close the grievance raised under relief.
For this go to the Action Interface.
. Action Interface: User shall choose the Partially Closed : Relief option from the dropdown, mention description and
attach file if required. Click on Save.

Confirmation Alert

Grievance Partially Closed
(Relief)




Action: Partially Closed(Relief)-3mfare faeariRa [gd)

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 (3= waiT)

3. The grievance Closure Confirmation yet to be discussed with the Complainant by Call Center Executive.

Closure Confirmation yet to be
discussed with Complainant by
Call Center Executive

HIfAP Ao &g HifF P (Wea)
(Fad & T W) (181 gorr 9fee )

0 1

e aroT Sagr e

Show| 10 ' | entries

‘ Welcome Mukesh sharma

WitAF PR (@)
(= T )

0 0

Search:
] | et giEE & giEwEr ey 7 Fammar fragor giEg 4 PTG FETE HYL
O 1 14-AUG-2017 [ 08170792371881 | Kritika e, AT Tae v A et Forward&Assign = ¢ -2, sifad T A (T8d)
O 2 10-AUG-2017 | 08170792371452  Kiitika HTIR, T SleAPIT ud §ar Description w18 AT
Showing 1 to 2 of 2 enfries Successfully Partially Previous MNext

Closed(Relief) at Level2




Action: Partially Closed(Relief)-3mfare faeariRa [gd)

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

gRdrg earoT

Home

FTATET Mukesh sharma , IMH Ad& | Gram Sachiv Office Ghotad, 14-Aug-2017
i o List of Action History
gRdrg &#7® - 08170792371881 gRarer &1 /1A - Kritika , faugsr a faemmer : didiee e fders vd 993 =t maintained
yfshar it FeaTiia (W) , ToX 2, Mukesh sharma , 3IT# dde , Gram Sachiv Office Ghotad
TH  THT Fidl FHEERET T IFH Fagor = e
1 14-Aug-2017 Mukesh sharma , I @@ , Gram Sachiv Office = Hife® HEamd PartiallyClosedReilief T2
01:03 PM Ghotad (Trgd)
2 | 14-Aug-2017 Sanjay Toshniwal , Sara S8R AEE, O/@T | &S wid=s ( Mukesh sharma , Im# @G , Gram Sachiv Office Ghotad) T2
12:40 PM AT, TRaTE
3 14-Aug-2017 Sanjay Toshniwal , STTId SER SR, SORIG | Teoqol Remarks =1
12:27 PM AT, TRaE
4 | 14-Aug-2017 @ AT aTaTE TFTET HEwE # 3ETET ST AT TR0 E  Sanjay Toshniwal | Semere SaR T
11:67 AWM HTE=RET , 9O HiATS:, 5d1s)
5 | 14-Aug-2017 Akhil Kumar Garg 181 s/a=mer IRATG Gor Forward&Assign EELC T Fov e ol
11:56 AM

g, &Y - 9413013007 , 719 :14-Aug-2017 , 181 ufafafer | dare a1 &



iv) Marked Not Satisfied S o

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).

F 1, BrAAET 1
LETHE A 9413013007 gheaTa! © Kritika , S0 & : 199
gi¥arg HHid - 08170792371881 F U - T fdehry Wd e I A
TG (Uiehd %) A
GAREIE] A

AP Ui UeiedeT | sREg

Marked Not Satisfied, done
EREIG] % by Call Center Executive I
BTag HPR

W HUWT (3 HTE) B v

faaro | Ak Al gfewpins
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Marked Not Satisfied

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 3@ (3r@dse) ,fAFaror 29 .

— ‘ Welcame Mukesh sharma

Partially Closed(Relief)
count should decrease
after Marked Not Satisfied

(afg =) (afy w=R T

1 0

( oy = W

0

AP FE @1 ‘ 2, frero g ‘ e 2, FreRo e 2T @riae e g e P R

Forwarded to Just Upper Level after
Marked Not Satisfied

R HRldE [femw

Show | 10 v | entries Search:
O [ feim uiareg S ufzardt Taea 9 v oo Uharg wrtd ud Prfamg! DAl ®Y
o 1 14-AUG2017  08170792371881  Kritika Fitiie, wHiT [GerE ug o=t a9 Forward@Assign -3, @fda T SN (HEIE) FAG! F1

showing 110 1 of 1 entries Frevious Mext



v) Partially Closed: Reject-31foe fAeama (I5) <=

1. Grievance registered for- Department: ITHT A% va =R IT; Subject: ddiweT; Location: Ward1, Ajmer ;
Grievance Currently at:
* Levell- Location: @i .01 — Ajmer EI'I?; Dept. User: Sanjay Toshniwal; Grievance |d: 08170792371452

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

. Action Interface: User shall choose the Partially Closed : Reject option from the dropdown, mention description and

attach file if required. Click on Save.

Confirmation Alert
FPrompted

Click on button to
Partially Close(Reject)




Partially Closed: Reject-31iieh [AediRa (IF)

Dashboard at Level 1: Sanjay Toshniwal

1. After successful Partially Closed(Reject) at Levell, 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 (ase Fax aT)

3. Once, the grievance partially closed(Rejected) by the dept. user, it shall be auto-escalated to the just Upper Level
officer.

‘ Welcome Sanjay Toshniwal

afitre Mo gy it FrentE @eD A, FreEmo R el S, e R SR (erge) ,MERT Ry
(¥ F =R ) (181 1 ffE <) (g wR oY) (aiE == 99 (aRE wR o)

0 0 0 0 1

it et 9
( GE T T9)

Partially Closed
(Reject) grievance

EEELREIR BT - . |
R_ecord displayed count
in Upper Level
Show | 1n ¥ | entries Filter Search:
O ®H ferie ufdarg I=m faoa a favwm faazor ufarg =fa d ®rfarg
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o 2 14-AUG-2017 | 0817079237 1851 Kritika dtdtos wrdon fdw wa U=t T Forward@Assign | < -3, @i@d o ST (T
] 3 10-AUG-2017  08170792371452 Kritika ST =T Tt ug H=m Description -1, qfEga T

Showing 1 to 3 of 3 entries Frevious Mext



Partially Closed: Reject-31fie faEdia (IF)

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)

SR FERO B st Franta @ma) aAtE, Frearo g
(¥ & T 0 (151 FHT gfe <) ( Gy & o)

1 0 0

( afE & oY)

0

‘ ek shifE, e

fedRu dRidig] wiswmm

Grievance auto-escalated to Level2 I

SRt (erige) ,FERT Ry
( aiE & oY)

1

‘ YWelcorme Mukesh sharma

st e @)
( alE & o)

0

Show | 10 v |entries user, after Partially Closed{Reject) Search:
. . ufearg wrfarg]
=0 e afeare dE o =t qd ®rfargt I At Py
1 14-AG- 08170792372029 TKritika Fdie wtr B v U=t e & - 2, TEd HifF Femia 15-Aug-2017 03:15
2017 T Tgs (=) =¥

Showing 1 to 1 of 1 entries

Previous =R
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Partially Closed: Reject-31iieh [AediRa (IF)

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

EARTI| Mukesh sharma , IMA Tddh , Gram Sachiv Office Ghotad, 10-Aug-2017
FRETE These actions can be

taken at Level2 after
Partial Closed(Reject)

TR T

Eor

SHEA FE

(diSrew [ Sl | Srdssh | fEeR  E=Etare [ wad 3 ) wadt 4 e, srftseae i 5 oasl)

Rl &dis - 08170792371452

gichan

TREmET &1 =1 : Kritika , [awar 7 fasmer ; drdiee o Rera va daradt I

FHiTd FEaiRd (T8) , TaX 2, Mukesh sharma , 3T @de , Gram Sachiv Office Ghotad

Hdlg et 1 9413010987 , 91d :10-Aug-2017 , 181 wfaf=fer | Tare ea fGar



vi) Transferred(geaalRd) S o

1. Grievance registered for- Department: ITHT A% va =R IT; Subject: ddiweT; Location: Ward1, Ajmer ;
Grievance Currently at:

* Level2- Location: 3ToT®Y - T¥er; Dept. User: Mukesh sharma ; Grievance Id: 08170792371452
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.

For this go to the Action Interface.

. Action Interface: User shall choose the Transferred option from the dropdown, mention description and attach file
if required. Click on Save.

Confirmation
Alert
Transfer action
performed at Level 2




Transferred(geaaiRa)

1. After performing Transfer Action, the grievance shall be displayed by applying the filter of (3t=a &sit)

‘ Welcome Mukesh sharmsz

Hifw IR g ifdT Frafia (Tsa) I, FEarReT &g Tz I, SRR i HATT (HET) R & HWifAw PR (17)
(Fd & & W) (181 garT 9T 9) (o= T W) (=T TR W) (FTRTERA W) (TT TR W)

0 1 0 0 0 0

ferEaRoT FREmEr e

After transfer this filter

Show| 10 W | entries needs to be applied Search:
FH gfang gEa fe=tw i (ELE BT Faaor qRETE ST 94 FHEETG FREET Y
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Transferred ies Previous Next
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Transferred(gedrard)

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

Hol 2, At 2
ST HE : 9413010987 OfeaTe! - Kritika , WO Soal - W&
gfwaTe i (0817079237 1452 fqHmT : Tt fdesTs wd Tl I ~
TdTg (Ui 2) N

EARGIE]
Amiea  uiYare Ysltewor  prfarg

Call Center Executive takes action:
Subject Change, Department
Change, Address Change

CAREIE PIEEREN
P 7B famm o &4 v faum o &g wd et a9
o [ g oftaay 5t from | o
T ofady HY




vii) Auto-escalate(¥aa: 3a¥q) <=

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 Levell->Level2; Timeline =1 hr(from masters)
3. Auto-escalate action will not be done when grievance status:
* Final Closure
e Partially Closed(Relief)

* Transfer
Home
Hargt Harshad Sariyot , IRIHAT 8% | DolT&C Head Office,10-Aug-2017 Grievance
auto-escalated
uf¥arg wHi® - 08170432371416 gfarg! &1 91 | RAHUL MANGAL |, fawe g faur : € -l /== gfawn &= (E-Mitra/CSC). .. from Level1 to
Level 2
Tfesa a: 2T | WH 2, Harshad Sariyot , IOEAT HE@ERT | DolT&C Head Office
Trdagt @1
wH A wat W farazom TR Cari
1 09-Aug-2017 11:08 | =@ oo aniftd @1 (g faftr g% =81 8 & ®Ru uftaie Sudl & U =6 T E ( Harshad Sariyot , UfEieHn sfaarT TR 2
A DolT&C Head Office)
2 09-Aug-2017 10:08 e af¥ars gwfia aifiert S gmfaa @ &t 8 ( Javed Ahmad |, T=HT HeTa@ | Ot Ud TR fAum gwars) =7 1
AM
1 -, L
3 | 09-Aug-2017 10:08 EEICOMN iy 3E
AM Grievance auto-escalated in -
1 hr timeline{defined in
Masters)

947877690 , T :09-Aug-2017 . 181 AiafY | darg o= &
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viii) Specially Closed-faEaiRa (IF) <=

1. Grievance registered for- Department: ITHOT fd&™T Ta geE@dT TST; Subject: ddIwe; Location: Ward1, Ajmer ;
Grievance Currently at:
* Level2- Location: 3ToT®Y - T¥er; Dept. User: Mukesh sharma ; Grievance |d: 08170792371472
2. Specially Closed: Dept. User may close the grievance. After this, it would be fully closed.
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.

w

FrEarEr | Mukesh sharma , 38 ¥/a% , Gram Sachiv Office Ghotad,10-Aug-2017 |
SHTAETET
TR 9P T (1=) o e
ErEor SpeciallyClosed Grievance action:
Specially Closed
araEaA A Browse...
(diges [ S S srdES F TEEE F Ay Foeadt 3 0 wad 4 9, s as " 5 waE) Click 1h
IC =
[ button
B
ofiare &A1 - 08170792371472 OiEEr &1 A1 ;- Kritika , Ta9=r a Ta=meT : drdioer, amAoT 9 od 9=radr IO
gighan Tad: AT (FTISC) , TaL 2, Mukesh sharma , IITH Ade , Gram Sachiv Office Ghotad
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Specially Closed-fa&aiRa (%)

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.

B 3, PraE! ;3
I AT : 9413010987 gfeaTe : Kritika , IO Sl - TG
Oi¥aTg $Hid - 08170792371472 fHTT : TrHToT faesT e T STt 3T -
aTq (Wi ) A
EARCIH] A

AW uiare usltewnr | priag

Call Center Executive can
Re-open the Specially
Closed grievance
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Hrdargl W || gEeEas! w1y
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Thank You!



